
Workshop Summaries (Day One)
1.   Conversations for Results
 Sheila Scott, Business Consultant

 Whether you’re managing patients, a team at work, a family at home, or just trying to 
command a little respect within the team, you will occasionally want to ask someone else 
to change their behaviour, or attitude or style of communicating with you.  Trouble is, bold 
demands can often land you with a load of negativity and even more trouble than you started 
with.  

This session introduces a powerful and useful framework for asking for changes, and giving 
constructive and motivational feedback.  And everyone can learn to use the framework 
effectively whether they’re the boss or the newest member of the team, and naturally 
assertive or a quiet and shy retiring type! 

Find out 
•	 Why	we	often	end	up	in	hot	water	when	tackling	‘difficult’	subjects
•	 The biggest mistake we make when we ask other people to do things differently
•	 When we need to treat adults as if they were children – and how!
•	 What	to	do	when	our	requests	are	turned	down	flat
•	 How we can help others see things as we do, so they change willingly and thank us for 

mentioning the opportunity!

And lots more… 

2.   ‘Getting it Right for Me’ 
 Personal Effectiveness for Leaders & Managers 
 David Lee

    Head of Management Development, Institute of Healthcare Management 

 On one level, personal effectiveness can be realised through effective time and workload 
management, and often, these important management activities are more about being in 
the moment and getting it right for others. But all too often - and even with our management 
competencies in our personal toolbox -  there are longer-term work climates and pressures 
which make us waver, lose tenacity, lose faith, lose our edge, experience negativity and 
become inconsistent. 

Whilst our propensity to experience and recover from any one of these represents our 
humanness, just what are the checks and balances employed by effective leaders and 
managers to mitigate them? 

What is it that sustains personal “rightness” in the face of anticipatory and corrective 
challenges in our practice workplaces? 

What might be the other level you need to be on in order for it to be right for you? 

What is it that makes you bounce back? 

This workshop invites colleagues to explore it, share it and name it.
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3.   Getting it Right for Health and Stress Reduction
   Dr Moira McGuigan
 Clinical Lead for Mindfulness Based Cognitive Therapy (MBCT), NHS Centre 
 for Integrative Care in Glasgow 

The	World	Health	Organisation	states	that	the	definition	of	‘health’	is	‘a	state	of	complete	physical,	
mental	and	social	wellbeing	and	not	merely	the	absence	of	disease	or	infirmity’.

Mindfulness has been researched more than any other non-pharmacological, mind/body intervention 
and it has been shown to increase wellbeing and decrease stress. An eight week course with daily 
mindful meditation has been shown to actually change parts of the brain on MRI scans, creating new 
connections.
We have been using MBCT at the centre for 9 years for patients with CFS/ME, chronic pain, 
depression, anxiety, cancer and long-term chronic conditions with great success.

This workshop will give a short taster of two mindfulness practices.

4.   Getting it Right with your Staff
 Jane Connechen
 Practice Manager / former Networking and Learning Co-ordinator, NHS Dumfries & Galloway

 According to the American businesswoman, Ann Mulcahy:
“Employees who believe that management is concerned about them as a whole person – not just an 
employee	-	are	more	productive,	more	satisfied,	more	fulfilled.		Satisfied	employees	mean	satisfied	
customers,	which	leads	to	profitability”

Please come to this workshop prepared to actively participate as we will use our experiences to 
identify	and	discuss	what	makes	staff	dissatisfied	and	what	satisfies	them.		During	our	journey	we	
will touch upon a number of concepts including motivation theory, methods of control and leadership.  
Hopefully you will gain a few ideas for dealing with present or future problems. 

5.	 Getting	it	Right	–	Payment	Verification	Practice	Visits
 Lesley-Anne Allan
	 Payment	Verification	Manager	(Medical	&	Ophthalmic)
 Practitioner & Counter Fraud Services, NHS National Services Scotland

One of the ways in which NHS Boards assure themselves that the payments made to their GMS 
contractors	are	valid,	is	via	the	annual	Payment	Verification	Practice	Visit	Programme.		This	
workshop	will	explain	to	practice	managers	what	actually	happens	on	a	payment	verification	visit,	will	
provide guidance about how you can successfully prepare in advance, and aims to reduce nerves 
when	the	notification	that	your	practice	has	been	selected	finally	arrives	in	your	inbox	or	on	your	
desk.
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6. Learning from Feedback and Complaints - a Practical Approach
 Jane Davies
 Educational Projects Manager, NHS Education for Scotland

This interactive workshop will support you to understand the NHS Complaints Procedure - in 
particular the Can I Help You? Guidance.  It will enable you to learn some tools, tips and techniques 
for handling and learning from feedback and complaints within your own practice and also provide 
you with some practical resources for doing so.

7. General Practice Data - Getting it Right for Scotland
 Lea Mann, SPIRE project Team, NHS Scotland

 Details to follow
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1.   Getting it Right in Social Media 

 Russell Taylor 
 E-learning Specialist, Borders College

 The workshop will be a facilitated scenario-based interactive session with 
 participants working in groups. Topics covered will include:

•	 Discussions around your experience with social media so far; the good, the bad and the ugly
•	 Various	methods	of	engaging	with	social	media	for	general	and	patient	specific	communication
•	 Using social media for marketing of existing and new services and for managing your reputation
•	 Hints and tips for avoiding the well-publicised pitfalls of this relatively new method of 

communication

2.   Getting it Right for Transformative Innovation in Primary Care
 Graham Leicester
 Director, International Futures Forum

 Maxine Jones
 Primary Care Development Facilitator (Independent)

This workshop will introduce you to the International Future Forum’s “toolkit for primary care 
transformation”, a key feature of which is the “Three Horizons” approach to innovative thinking.  
We	recognise	that	primary	care	faces	significant	challenges	currently	and	in	the	future	and	that	
imaginative and innovative solutions are needed to build capacity and sustainability in order to 
continue to deliver excellent service.  We also know that primary care professionals are well 
placed to shape the service of the future and we want to engage with you in this.  The toolkit is an 
original approach that encourages the kind of thinking about change that can transform the way 
you do things.  It can help you spot the difference between innovation that is geared to maintaining 
the current system (“sustaining innovation”) and innovation that paves the way for a new system 
(“transformative innovation”).  Our approach offers a helpful way to envision and connect with the 
future.  We invite you to come and learn all about it.

3.   Mediation in Health
 Graham Boyack
 Director, Scottish Mediation Network

 Aim
To brief practice managers on mediation skills, what they are and where they might use them. Also 
to identify where the event of mediation may be useful and what might be involved.

Objectives
•	 To identify the key mediation skills
•	 To	explore	where	practice	managers	encounter	conflict	that	requires	resolution
•	 To examine where mediation is currently used in health
•	 To discuss what is involved in a mediation.
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4.   ‘It’s not what we say .... it’s the way that we say it!’

 (Getting it Right in Communication)
 Kate Donne
 K & S Donne Ltd
 
 The workshop examines the voice as a business tool and promises to be interactive and lots of fun!


