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Introduction

— 4

2021/22 was another busy year at Care Opinion in
Scotland, with more members of the public sharing
their feedback about NHS Scotland services and
more staff listening to and responding to this
feedback than ever before.

Fraser Gilmore, Extive Director &
Head of Scotland

We saw a 40% increase in the feedback received from the previous year, with 4,696 patients,
service users, relatives, carers and friends sharing their stories, and these authors received 5,683
responses from staff and services. With the vast majority of these stories (74%) either being
completely positive or minimally critical.

40%

_increase inthe ;
feedback received , patients, service users,
from the previous relatives, carers and
. year . friends sharing their stories.

of stories either being
completely positive or
minimally eritical

Currently in the NHS in Scotland there are over 2,800 staff listening to and responding to feedback
from the public. Engaging with these authors to learn from them, developing and changing as a
result of the feedback, making services better for everyone. This number is growing every day!

Stories shared by the public during this period have already been read a whopping 904,205 times,
by NHS staff, civil servants, MP’s, MSP’s, Third/statutory sector organisations, researchers,
educators, staff in training and of course, other members of the public.
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Even though in 2021/22 we were still firmly in the grip of Covid-19, across Scotland we saw
some brilliant engagement on Care Opinion between health services and story authors. We
continued to innovate, to find more ways for services to encourage feedback and we saw many
services engage with and use these tools, which is evident in the rise in story numbers.

Working with our subscribers from across the UK, we further developed '
|

our training for staff and services, introducing new topics and updating
our current body of training, to reflect the fast changing world we are
currently living in. Our collaboration with health services across the
country has enabled us to better meet staff and services needs when it
comes to; knowing how to encourage feedback from the public, how to

respond well to this feedback and how to develop, learn and change as
a result.

Alongside our training sessions we have been constantly updating the information available on
our knowhow pages, where staff and services can learn more about the functionality of the Care
Opinion platform, as well as further information on how to engage with the public and learn
from their feedback.

7 Y We are delighted that this year, the Scottish Government decided to
. continue supporting the work of Care Opinion, by providing
subscriptions to all of the territorial and special health boards across

Scotland for the next few years. This means that we can continue to

l A al support NHS Staff and Services across the country to engage in online
’I,‘

feedback from the public.

In 2022/23 we have already seen an increase in members of the public sharing their feedback
with Care Opinion than ever before and we have also seen an increase in staff reading and
responding to stories. Our mission for the coming year is to continue to support more and more
people to tell their stories about NHS Scotland services, more and more staff to engage with the
platform, so these staff and services can learn, develop and change in response.
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CEO overview of
this year

el B e

The past two years have been a time of extraordinary
disruption and change across society, and healthcare is
no exception. One key theme has been an accelerating
adoption of digital approaches across many parts of the
NHS, along with rapid learning about what we lose and
what we gain in the process.

James Munro, Chief Executive Officer

So it is no surprise that Care Opinion continues to grow in Scotland, both
in terms of organisational adoption and public awareness. We present
data on the upward trend in story numbers and staff engagement with
online feedback elsewhere in this report.

But of course “it's not just about the numbers”, as we are often told. So it is encouraging to report
that the stories shared on Care Opinion are increasingly being used to add insight and challenge in
new areas beyond the clinical setting.

For example, online feedback is helping to enrich the work of the cancer policy team in the
Scottish Government. It is informing academic research on patient experience, with papers
published recently from Aberdeen and Glasgow universities. And we are seeing renewed interest
in bringing patient feedback into the professional training of nursing and medical students too.

The growing Care Opinion Scotland team is enormously energetic and 8&8

innovative, offering support and encouragement to an increasing range of

organisations, including a growing number of Health & Social Care 8 &
Partnerships. The team has been key to producing our popular online

conferences, and also offers “pocket project” support to staff wishing to 8 E 8

do more with Care Opinion.

There's now a real sense that in many parts of Scotland’s health service, online feedback has
become “the new normal”. Emerging research evidence suggests that positive patient feedback
(and about 70% of Care Opinion feedback is positive) can have significant benefits for staff
wellbeing and retention, while negative feedback can be important in identifying quality and
safety issues. No wonder then that, internationally, people are looking to Scotland for lessons in
how to create a patient feedback system which delivers real value to patients and staff alike.
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My Mothers care in

Care and compassion during
my stay
https://www.careopinion.org.uk/845914

"| was admitted to ARI for an emergency appendix
removal recently and would like to thank staff in
HDU for their care and compassion to me during

my stay also would like to thank Mr Ali and is
team for their care compassion and kindness
during my stay also thanks to ward 207 especially

Kelly and Erin day shift and Anna night shift | Truly

appreciate all my help during my unforeseen stay

| clapped for each one of you before | think you all
deserve
so much more | cannot
thank you all enough xx"
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Stories shared on
are Opinion at a
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Most commonly used words by
story authors

When a member of the public shares their story on Care Opinion, they are encouraged to
tell us what was good about their care, what could be improved and how their

experience made them feel. Below are some of the most commonly used words in
2021/22.

What
could be
improved

Sy
_— s %&W&;&Z’&Wm%ﬁf

awmﬁmmw
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What the publlc told us
~ — Authors survey

Care Opinion. wouldn t exist Wlthout engagement from the public, Who want to share the:r
_experiences. As stories about health and care services from the pubhc is at the core of what
~we do, we wanted to find out from authors who posted on Care Opmlon what their
~experience was like. So back in late 2021, we asked a random sample of 554 people in
~ Scotland who had told their story on the platform what thelr experlence was like.

Of those sampled, 132 responded totthe survey A large ma'ority ‘
~of whom reported a posmve experience of using the Care Opinion k
. feedback pIatform ‘with over 90% of responders noting that they
~were glad they had used Care Oplnlon and 94% saying that they

would use it agam

L But ;ust like on Care Oplmon we want to share w:th you what

~ authors told us, so as well as the numbers we are using to tell a
story, throughout this article, we areshanng our authorsown
~ words o Sh e =

“ | Felt that the staff went way and above the call of duty in their care of

my mother and | wanted people to know about this. Too often we hear

only negative stories from relatives and | just thought that it would be a
nice thing to show the staff our appreciation.”

We asked our authors why they posted on Care Opmlon and the top three answers we
received were; To praise the service recelved to inform other patlents and to |mprove the e
S standard of care these answers making up 71% of all responses. Only 23% of respondents :
 noted that they were ‘posting to give crltlcal feedback about a treatment, a service or a
professional. This certainly reflects what we have seen on Care Oplmon over 2021/22 where
o over 74% of all feedback in Scotland was elther completely posmve or mlnlmally crltlcal

0 had such a posmve expenence that l wanted others to know about it
especxally if they were in any way apprehensive about being admitted there or
the well-being of relatives. | wanted this story to be read by patients, relatives,
friends, the NHS authorities and most of all the staff working at the coal face.”
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:}“‘It yvas also impc‘)rtant for us to understand if authors felt heard and tmderstood in the :
responses they received from services. 71% of respondents told us that they agreed or
strongly agreed that they felt heard and understood and only 10% dlsagreed or strong!y

‘| received a lovely reply from the Audiologist and four people advised that they
were helped by my story.’

themselves health/care staff or service and/or other people W|th 93% notmg that they

Were not aware of any. negatlve outcomes to postlng thelr story

WITN7451011_0010



‘| had a response from one of the staff members and they planned to pass on the
good feedback to the other members. That would have made them feel really
good! Hopefully other patients read it and then dont feel as nervous about getting
a colonoscopy as my experience was a good one”’

Lastly when patlents were asked if posting on Care Oplmon achleved what they wanted the
“majority of respondents (64%) answered in the afﬁrmat:ve

WITN7451011_0011



~ What NHS Scotland staff told us

‘We asked NHS staFfWhat Care Opinion meant to them“o‘v‘e‘r the past;ye‘a‘r‘kah

~ whattheytoldus.
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Over the last year, Care Opinion
has been a great way of boosting.
morale across NHS Lothian.

It lets staff know that thenr hard work has been appreaated by pat;ents

‘and their families. All services across the Health Board have been under

incredible pressure over the last couple of years, so it is really important

for staff to receive positive feedback and know that all their efforts have
' ‘made a difference in the care of pa tients. '

~ At the same time, Care Opinion has also been helpful in 1dentsfymg areas for
improvement. Some of the key themes we noticed over the year that could be better
were communication, information, waiting times and staff attitude. Each story
shared is reviewed by the relevant Clinical Management Team and the feedback is
used to identify where changes can be made to improve how they prov:de th eir
service.

The reports and visualisations that Care Opinion offers are extremely useful for
presentmg the stories and key themes in different ways. They are regularly used by
the Patient Experience Team when producing reports on feedback. Overall, Care

Opinion has been incredibly useful throughout NHS Lothian for encouraging
feedback, sharing positive stories with staff, and identifying areas f or improvement.

Louise Davies
Patient Experience Officer
NHS Lothian

WITN745101 1_001 3



Researching online patient feedback
for quality improvement within NHS

Scotland

—— 23

My PhD is looking at how online patient
feedback is used for quality improvement
NHS Scotland, focussing on Care
Opinion as the feedback platform. The first
part of the PhD involved carrying out
ethnographic research with the Care Opinion
Scotland team. This involved observing, and
interviewing, staff about their moderation
work. The findings of this research were
published this year and are available at

within

https://journals.sagepub.co

m/doi/10.1177/20552076211

074489

In the paper, we discuss the different types
of work that moderators and Care Opinion
undertake — the process work of moderating
stories, the emotional labour involved, and
the brokering or mediation work involved in
managing relationships between different
stakeholders. Ultimately, moderators want
story authors to share their feedback, and to
be listened and responded to by healthcare
staff in the hope it will improve care. Part of
achieving this involves some process work to
suitable  for

ensure the stories are

publication, including editing and tagging
stories, and identifying any safeguarding
issues. Many moderators also work closely
with healthcare staff to support them in
using Care Opinion and responding to the

feedback.

Emma Berry, PhD student, Health Services
Research Unit, University of Aberdeen

And there is of course a responsibility to the
Scottish  Government, who awarded Care
Opinion the online patient feedback contract
for NHS Scotland. These are the key
relationships which Care Opinion must juggle
and consider when carrying out their work.
From carrying out this research, | was struck
by the emotional Iabour involved for
moderators with working on the stories. The
experiences described can sometimes be
moving or distressing, and Care Opinion staff
work to support each other with dealing with
the emotional side of the work. There is also
emotional labour involved in managing
relationships with staff in the Health Boards,
encouraging them to
personalised and

respond in a
constructive way, and
supporting them to make best use of the
stories for improvement.
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This knowledge, along with support from the
PhD advisory group, has shaped the next
stages of the PhD research.
undertaking case study

several boards in Scotland, to get a deeper
understanding of how they

I am currently
research with

respond to
feedback - with the focus on Care Opinion
stories. | am interviewing staff as well as
considering other information to better
understand the approaches used. | will then
bring my initial findings back to discuss with
staff in focus groups. Alongside this, | am
looking to understand the emotional impact
of reading and writing Care Opinion stories
by interviewing Care Opinion authors as well
as asking NHS staff about this in their

interviews.

THIS.

While the case study research is ongoing, |
will be starting to interview policy maker and
senior leaders in Scotland. These interviews
will be to better understand the decisions
around supporting Care Opinion at a national
level, and their expectations of Care Opinion.
From completing this research, | hope to
identify ways to help NHS staff in Scotland
with using online patient feedback. | will be
sharing my findings with interested NHS
boards and other groups. If you would be
about this
the PhD

interested in hearing more

or being informed of

findings then please contact

research,

GRO-C

Nstitute

This PhD is funded by The Healthcare Improvement Studies {THIS) Institute and hosted at the University

of Aberdeen. Expected end date June 2023.
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Doctors of the future -
University of St. Andrews ..e:cc..,
placements

_— ir

For the second year in a row, Care Opinion was delighted :' ‘.‘:

to offer placements to two students from the University e @

of St. Andrews. Our students this year, lona Gibson and § Ly

Holly Eggleston, hail from the ScotGEM course, which is a '. ' :

four year graduate entry medical programme, designed e ®
@

to develop doctors interested in a career as a general
practitioner within NHS Scotland.

[ I -t B
For our placements, our students were tasked with doing ®20000°"®
some research using Care Opinion stories on a topic that lona Gibson, ScotGEM Student,
interested them based on their studies. Both students St. Andrews University

chose very different areas, lona looked at “Autism
Awareness within the NHS" and Holly chose to look at
“Palliative Care”.

Our students presented their research findings at an online presentation in April 2022 and
their subsequent reports were published on the Care Opinion platform. You can find these
reports and a recording of the presentations here:

https://www.careopinion.org.uk/blogposts/958/scotgem-
student-placements-at-care-opinion-2022

Care Opinion know how important it is to help develop our health and care professionals of
the future, and a big part of this learning is listening to patients feedback. With this in mind,
we asked one of our students “as an aspiring doctor, why she thought feedback was so
important?” This is what she had to say:

Droad
m. D

re éii}g’%m on is

%ﬁ%g%é@%%&é
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of stories are
positive or
minimally critical

Story reads

24,935

Subscription
members
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of stories are
positive or
minimally critical

Story reads

68,064

330

Subscription
members
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of stories are
positive or
minimally critical

Subscription
members
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71%
of stories are
positive or
minimally creative

Story reads

207,769

Subscription
members
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of stories are
positive or
minimally critical

Story reads

199,704

Subscription
members
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63%
of stories are
positive or
minimally critical

Story reads

29,803

112

stories told

100%

Response rate

Subscription
members
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of stories are
positive or

minimally critical

Story reads

46,065

Subscription
members
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13%
of stories are
positive or
minimally critical

Subscription
members
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Contact us

—~nestEHiD © (Eimmm——

If you need to contact the Care Opinion team, you can:

00006

info@careopinion.org.uk

www.careopinion.org.uk

Unit 6 Alpha Centre, Stirling University Innovation Park,
Stirling, FK9 ANF

01786 583 661

@CareOpinionScot

Spinio

What'’s your story?
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