
A nationwide 
feedback platform 

In March 2013 the Scottish 
Government publicly announced 
their endorsement of Patient 
Opinion as an independent, open 
and transparent way for patients 
and the public to share their 
stories and experiences of health 
services across Scotland.    

This was preceded in February 2013 
by a motion brought to Parliament by 
the Scottish Shadow Health Minister, 
commending Patient Opinion on the 
work to date in Scotland: it met with 
cross party support.

Now all patient facing health boards 
in Scotland, are receiving automatic 
alerts to stories shared on Patient 
Opinion and are responding. 
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A word from the Doc
So you wait for years and then three come along a once:  
Francis, keogh and now Berwick. 

three reports into the state of the nHS in england and all  
saying some pretty similar things: listen to patients; replace  
blame with learning; high quality services are most likely to  
be given by happy, well supported staff. Or as Homer Simpson  
might have said ‘Doh!’  

And not before time the system in England is adjusting. Engaging patients is the new mantra and every 
self-respecting Board now kicks off with a patient story.  

All of which is like manna from heaven for us here at Patient Opinion where we have long been passionate 
about just how effective free text, published stories are in generating better services. And the world 
suddenly seems to be singing our tune: Yes, listening to patients is really important says Keogh.  Yes, 
Berwick is right to stress learning not blame. Yes, Francis was absolutely right to recommend routine use 
of web-based, public platforms like Patient Opinion.   But the key question remains north and south of the 
border – how do you really change all these comments into better services that delight patients and staff? 

One of the key lessons of all three reports is that generating change on the front line is about much, 
much more than data. It’s about relationships. Relationships within the organisation, relationships 
with patients, relationships between the people using Patient Opinion (in more than 600 organisations 
across the whole of the UK), and us here at Patient Opinion. And to change relationships with patients 
on the scale needed and when money is short is where Patient Opinion comes in. We’ve got lots of 
improvements in the pipeline including Patient Opinion Learning and blogging that you can also read 
about in this edition of the News Letter.  But if we’re not getting it right, if the platform is not doing what 
you want, then tell us.  

We’re just a phone call away on 0131 208 1206 or if you are a subscriber then have a chat with our 
Scottish team:  

Gina (gina.alexander@patientopinion.org.uk) or natalie (natalie.deacon@patientopinion.org.uk)

Patient Opinion in education and CPD 
One outcome of feedback and responses on Patient Opinion is a public online resource of 
real-life experiences of patients and carers, in near-real-time, which is constantly growing. 
this online resource is available to everyone, staff and students, to learn from.

As a starting point we embarked on work with Nursing Studies, School of Health in Social Sciences at 
University of Edinburgh.  The aim of the work was to demonstrate how patient stories and engagement 
need not be limited to particular patient and carer involvement sessions but could be integrated into 
every lecture, tutorial, assignment and even exams.    

Dr Dorothy Armstrong, Teaching Fellow in Nursing Studies and one of the staff actively using Patient Opinion says in a recent blog:

“Patient Opinion offers students a unique opportunity to hear, first hand, their experiences of receiving care which was respectful 
and dignified. We also read about negative experiences and in the wake of the Francis Inquiry, we were able to explore some of 
the key issues student nurses may face in their future careers.” 

The work also involved enabling a cohort of students to receive automatic alerts to stories with a nursing education tag.  Here’s an excerpt from 
one student’s evaluation:

“I think the resource was eye-opening and challenging, helping us as students see things from a patient/service-user’s 
perspective. Although some of the stories were shocking, I think they were important to study and analyse to shape and improve 
our practice. It was also encouraging to see the positive stories, giving hope and reaffirming why I chose to study nursing.”

Excitingly, we have also developed an online learning module, which is currently out for user testing – you know who you are and your deadline is 
31 August!  If you’d like a sneak peak in exchange for some feedback get in touch gina.alexander@patientopinion.org.uk 

Next time, more about using Patient Opinion in continuous professional development.

PAUL HOdgkIN, CEO

www.patientopinion.org.uk/info/online-learning
www.scotland.gov.uk/News/Releases/2013/03/patient-stories19032013
www.scotland.gov.uk/News/Releases/2013/03/patient-stories19032013
www.patientopinion.org.uk
www.patientopinion.org.uk


why would you?
“As a Hospital Doctor, the patient 
opinion website gives us an enormous 
opportunity to interact more usefully 
with our patients.  we already receive 
feedback from direct face to face 
contact, from complaints, and from 
compliments.  However, this feedback 
tends to be all good or all bad, and 
can be difficult to use to try and make 
things better.

the Patient Opinion feedback is useful 
to help us understand the effect of how 
we present ourselves and what we do 
on our patients. It should be understood 
that a substantial proportion of this 
feedback is likely to be positive and this 
encourages the whole team.”  

JOHN MCgARVA,  
CONSULTANT ENT SURgEON,  
FORTH VALLEy ROyAL HOSPITAL 
/SCOTTISH PATIENT SAFETy  
PROgRAMME FELLOw
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Spreading the word

we continue to develop and explore links with a  
range of third sector organisations as a way to 
increase awareness, across Scotland, about Patient 
Opinion as an important way to make your voice 
heard in health service improvement.    

When these organisations, join the conversation on  
Patient Opinion, not only do stories provide valuable additional 
intelligence about how relevant health services are being 
experienced, but further information and support can be shared.

Last month we were delighted to participate in World Hepatitis Day as part of our 
partnership with Hepatitis Scotland.   

More recently we have been working with the Scottish recovery network (SRN), an 
organisation dedicated to raising awareness of recovery from mental health problems.  
Among other activities the SRN lead the groundbreaking development of the Scottish 
Recovery Indicator (SRI) web-based tool that has been designed to help mental health 
services facilitate change in practice and to promote more of a recovery orientation.   
SRN Director, Simon Bradstreet, commented,  

“One of the main things we are in finding with mental health services when 
they use the Scottish recovery Indicator tool (www.sri2.net) is that systems for 
the routine gathering of service user views could be improved. Patient Opinion 
is one obvious and proven solution.”

Patient Opinion 
Scotland has grown!

In June 2013, natalie 
Deacon joined 
Patient Opinion as 
engagement and 
Support Officer. In 
addition to the expert 
team based at Patient 
Opinion Central in 

Sheffield, Natalie joins Gina Alexander 
providing support across Scotland.

What do you do at Patient Opinion? 
As Engagement and Support Officer for 
Scotland among the things I do is work  
with the third sector, helping create 
and develop relationships, talking with 
organisations about how we can work 
together to make every voice count. 

What are you most looking forward to  
in your role?
Working with people at events, encouraging 
them to tell their own stories. The feeling a 
person can trust and take time to tell me a 
story is so rewarding.

Tell us one thing you couldn’t live without?
Love, but a close second is peanut butter! ;-) 

Patient stories – making a difference
 

One of the many great features of Patient Opinion is that patients and  
the public can see that health services are listening to feedback, but that  
their stories are making a difference: that services are learning, changing  
and improving. 

Patient stories, good and bad, individually and collectively, can help to make a  
difference in small but often significant ways. The actual or planned changes  
recorded by nHS Ayrshire & Arran demonstrate the breadth of impact stories  
can have.    

This story, “Poor communication about waiting times at ophthalmology  
clinic”, shows how front line staff can be empowered to respond to feedback positively 
and quickly.  The hopeful response to this story, “Hairmyres psychiatric unit”, may 
result in some discussion and reflection by individuals and teams – how do we capture 
the differences made?

Here’s a blog from Dr James Munro, Director of Research and Informatics, Patient 
Opinion, written last year.  It further emphasises that what matters is what you do  
with the stories people are prepared to share with you.

Patient Opinion has 10,000 followers on twitter!  Follow us on @patientopinion

www.patientopinion.org.uk/opinions?nacs=SA9
www.patientopinion.org.uk/opinions/65029
www.patientopinion.org.uk/opinions/65029
www.patientopinion.org.uk/opinions/106594
www.patientopinion.org.uk/info/how-many-stories-is-enough-blog
www.patientopinion.org.uk/opinions/94536
www.hepatitisscotland.org.uk/what-we-do/patient-opinion
www.scottishrecovery.net
www.sri2.net
https://twitter.com/patientopinion

