
Patient Experience Matron: Teresa Sturm

Int. Patient Experience Manager: Lisa Townsend

Care Opinion and the ripple effect at 

Royal Devon University Healthcare NHS Foundation Trust 



December 2019

Put a plan in 

place





January 2020

Get the 

NEDS on 

board



NEDS



February 2020

Find two 

willing 

departments





March 2020

Advanced 

subscription 

commenced





July 2020

The spark

happened









NEDS

CANCER 

SERVICES



August 2020

Fully engaged 

with the 

communications 

team





Next 12 months…

Keeping the 

momentum going 

and spread the 

word 
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RADIOLOGY



June 2021

Introduced a 

training plan and 

personalised 

resources



End of pilot…

James delivered 

a webinar
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• 223 responders throughout all areas

•Patient Experience team working 

with teams and managers to ensure 

all feedback receives a response



Where are 

we now?



• Include Care Opinion in 

governance reporting and 

monitoring

• Use Care Opinion for assurance 

and evidence of learning from 

feedback e.g. CQC visits

• Actively look for improvement 

themes

• Services use to promote best 

practice

• Included in Patient Experience 

teaching programme



Next steps ….

Northern Devon 

Healthcare NHS Trust

Royal Devon & Exeter NHS 

Foundation Trust









SUMMARY

• Start with a service/small area if needed

• Use change management principles and QI methodology

• Target the top level of the organisation along with the services 

involved

• Use your middle managers to support areas that need encouragement

• Have a good training plan in place so staff know what is expected of 

them (and how simple it is to respond)

• USE YOUR FEEDBACK!



ANY QUESTIONS
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