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In February we published our report In their 
own words, highlighting some of the key 
issues in the NHS which patients feel need 
improvement. Our findings were widely 
publicised in the media, and the report is 
available online at:  
www.patientopinion.org.uk/info/news

At the same time we launched the latest 
version of the Patient Opinion web site, 
after months of hard work. The new version 
brings together ideas and experience 
gleaned from many of the patients, carers 
and health service staff who’ve used the site 
over the past 5 years, as well as drawing on 
the research into Patient Opinion conducted 
by Birmingham University and the Tavistock 
Institute. And we’re very proud of the result!

 We focused on clarity, accessibility and 
transparency in the new version, because 
we want to enable even more people to 
share their stories of health care - and 
because we want people to be able to 
see where and how their stories make a 
difference.

In terms of clarity, for every story we 
now show whether it has been heard, has 
a response, or has led to a change. For 
every service we list on the site, again we 
show how many stories have been shared, 
and how many changes made. We also 
summarise the top things people say are 
good, or could be improved. Soon, we’ll also 

show how many staff are listening to the 
feedback at each service.

The site is also more accessible than ever. In 
addition to meeting the usual standards, it 
also sports text resizing buttons, and even 
has four different visual themes to meet 
the needs of people with visual or learning 
disabilities.

And we’ve been adding more features for 
subscribers too, such as highly flexible 
searching, alerting, data feeds and widgets. 
We’re also hard at work on equally flexible 
reporting and (fingers crossed!) we expect to 
be able to offer scheduled reports-by-email 
in the not too distant future.

If you have ideas on how we could improve 
Patient Opinion, do let us know. Like you, 
we’re learning all the time about how to 
make feedback better for everyone.

This month’s pioneers are Nottinghamshire 
Healthcare Trust, who have been doing 
a fantastic job of getting in and amongst 
their service users and carers and listening 
to their feedback. A number of the 
trusts volunteers with the support of the 
Involvement Team have been speaking 

to people on the wards and asking them 
to share their views and experiences on 
Patient Opinion and there’s more to come. 
The forward thinking trust have recently 
invested in 12 iPads which will be the 
perfect tool to help generate feedback. 
Superb! Well done to everyone involved. 
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In their own words

Great Western Ambulance Service (GWAS) 
have recently been promoting Patient 
Opinion to users of their patient transport 
and emergency services. They want to know 
what people think of these services, which 
have traditionally been very difficult areas to 
generate patient feedback.

They have had some great feedback, 
including much praise for the patient 
transport teams:

I wanted to say how friendly I have found 
the staff. They are very aware of safety, 
journey and how comfortable you are. 
(http://bit.ly/dQlTox) 

GWAS was recently short listed for an 
Emergency Services award in recognition 
of their work promoting Patient Opinion in 
their vehicles. 

Great Western 
Ambulance Service 
shortlisted for  

an award!

Quote of the month

http://www.patientopinion.org.uk/opinions/47319

“I seriously do not care who 

I get or where they work, as 

long as they have a white coat 

and warm hands I’m sold.”



Lots of people leave health care with 
unfinished business. Sometimes they want 
to say Thank You – expressing the relief 
and gratitude they feel for the care they 
receive. But sometimes there is more serious 
business left over for patients – stories of 
poor care, or things done or not done that 
have left them “bruised and battered” (about 
20% of our stories fall into this category).  
For patients or carers, these stories are 

unfinished business and many of them 
would love some kind of closure. 

Lots of these stories end up on Patient 
opinion but it’s rare that providers think of 
them as unfinished clinical care – but that’s 
what they are. Of course our stories are also 
all the other things that providers view them 

as: feedback, or customer insight, or a way 
to tick a box, manage their web-reputations 
or generate a report to feed to some other 
part of the system.

But critical stories are also expressions of 
unfinished clinical business. If a clinician has 
let a patient leave a consultation knowing 
that they were feeling as bad as some of 
them clearly do, then almost by definition 

that is poor care. Happily providers can also 
use Patient Opinion to respond and close 
the loop, to finish the unfinished, to carry on 
clinical care by other means. Reaching these 
people and their hurt quickly is an ethical 
requirement – and perhaps a way to avoid 
a complaint, litigation or just a lingering 
feeling of disappointment.    

If you want to get in touch email us at: 
newsletter@patientopinion.org.uk

Contact us...

“If a clinician has let a patient leave a consultation 
knowing that they were feeling as bad as some of 

them clearly do, then almost by definition  
that is poor care.”
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A word from 
the Doc...

Meet

What do you do at Patient 
Opinion?
I’m very pleased to be able to say that I 
am the first Patient Opinion worker based 
in Scotland!  My job is to help develop 
good working relationships with our NHS, 
ensuring that they make the most of patient 
feedback, and also to encourage greater use 
of the website across Scotland amongst the 
general public.

What are you looking 
forward to?
Really just spreading the news about Patient 
Opinion!  I’ve had such a great reaction 
already from people I know and that gives 
me great impetus to get going.

What you should know 
about me?
I LOVE Zumba and shoes, I knit and…..I have 
the boxed set of Rocky films!  

Gina 
Alexander
Engagement and Support 
Officer, Scotland

On the road...
Just recently the Patient Opinion team have been all 
over the place - our feet have barely touched the 
ground! Paul, our Chief Exec, has been particularly 
busy touring the South West and he’s really enjoyed 
meeting with new faces and ‘old friends’ and 
progressing our work down in the region. In fact, 
we’ve had so much interest from organisations in the 
South West, that a bigger group of the team travelled 
back down to Exeter on the 9th June to hold our 
regional event – which was an incredibly  inspiring 
day.

Exciting developments continue to simmer away in 
the West Midlands. Most recently, Staffordshire LINk 
asked us to collaborate on their health roadshows 

across the region. As more and more of the 
organisations in the West Midlands are now exploring 
what they can do with Patient Opinion, we held a 
regional event in the wonderful Deaf Cultural Centre 
in Birmingham on the 14th June which enabled our 
subscribers to share ideas and spur each other on. 
Thanks to everyone involved for making it a fantastic 
day.

And just because we weren’t content to be spreading 
ourselves across the whole of the UK, we’ve been 
invited to speak in mid June at the 2nd annual 
conference of the European Healthcare Blogosphere 
in Madrid – how could we say no! 

Watch this space, Patient 

Opinion coming to a town 

near you very soon!
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