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We are busy working to make it easier for 
people with dementia to share their views and 
experiences of care online. We are making 
great progress with our partners Talking Mats 
and we wanted to share an update with you. 
The project team has spent time talking with 
people with dementia and their carers, to 
shape the set of pictures we need to provide. 
And we have worked with the very skilled and 
thoughtful team at Numiko to make it simple 
for people to add and position pictures to help 
tell their story, if they want to.

As we have gone along, we’ve been checking 
and testing the designs with people with 
dementia to make sure they are clear and 
usable. The picture gives you a sneak preview 
of part of the story-telling process. (Note: this 
is a draft design so it might change.)
The next step is to build these ideas into our 
live online service, so everyone can use them 
if they want. That’s a tricky job, but we aim to 
have it done by December. Then in the new 
year, we’ll be testing the new Talking Mats 
system with patients and carers to make sure 
it is working the way we expect.

This work directly supports our core mission 
and to our knowledge, it will be globally 
unique in extending the use of an online 
feedback platform for people with dementia. 
That will allow us to hear from people who 
traditionally have not had a say. We hope this 
work will also support the wider movement 
of people challenging stigma and changing 
attitudes towards those with dementia.
Read the full update

Patient Opinion and Care Opinion were 
designed to support busy clinicians, care home 
managers and front line staff to hear and 
respond to what people using services have to 
say about their health and care services.
In health, we are increasingly convinced that 
when clinical teams are directly involved in 
using Patient Opinion, the accrued benefits 
become more apparent and powerful: that’s 
where change really happens.
NHS Fife have been promoting Patient Opinion 
as a feedback mechanism and responding 
to stories shared about services since 2014. 
Until recently responses were managed 
through NHS Fife Patient Relations team 
manager, Louise Ewing. Louise’s responses are 
characteristically open, honest, empathic and 
down to earth.
Recently Clinical Nurse Manager (Planned 
Care), Gill Ogden and Neil Cruickshank, Clinical 

Lead for Endoscopy, seeking to ensure patients 
had maximum opportunity to provide all 
types of feedback, have been proactively 
encouraging use of Patient Opinion.
Gill, who has already written a couple of blogs 
about their experience so far, says “We’ve had 
a lot of positive feedback and some which are 
more negative.  Staff really see the benefits 
and are really engaged in it now.  They’re 
tickled especially when they are mentioned in 
a story by name.
We’ve used a range of methods but are finding 
the direct ask flyers the most effective.  Every 
patient at one of our locations gets a direct 
ask flyer before they leave.  I’m going to be 
encouraging other units to do the same.
I’ve been asked to speak about our experience 
with Nurse managers in other Planned care 
units.”
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API and data feeds
Use of the API will be really useful for all 
those wishing to sit data alongside a range of 
qualitative and quantitative information. We 
have enhanced the benefits available within 
the API and access to this is now standard in 
all subscriptions. Read our blog post for more 
information.
We can talk to you about this and so much more, 
contact Miriam or ring 0114 281 6256 to find out 
about our different options for your organisation. 

PO and NHS Choices 
integration
We are proud to say we have greatly 
improved the interface between the two 
sites.  This means that you can use the Patient 
Opinion site as the single platform to engage 
with patients, carers and users. This includes a 
single response to be shared across both sites, 
extended alerting capabilities through Smart 
Alerts, and improved reporting functionality. 
Have a look our blog for some more details.

What do you do in  
Patient Opinion?
I help our subscribers in Scotland to get the 
most out of Patient Opinion by providing advice, 
training and support. This can range from how 
to generate more stories to how to respond to 
them. I am an expert in putting people at ease, 
no question is too big or too small! 
What are you looking forward to?
Spreading the word about the merits of patients 
and staff talking to each other informally. Most 
comments on Patient Opinion are both positive 
and negative (mostly positive!). You can’t see 
that level of detail with a regular complaints 
service or a simple questionnaire!
What couldn’t you live without?
My wee dogs Daisy and Vendetta. My girlfriend 
would say the same.
Desert island disc?
Different Class by Pulp. First ever CD, definitely 
peak coolness for me.

Increasingly, we’re hearing that services and 
teams within the NHS are using their feedback 
on Patient Opinion to help with learning and 
quality improvement. To make it easier to see 
quickly what’s going well and what isn’t, and 
why, we’ve created some visualisations to 
help.
For example, in just a few clicks subscribers 
can create an interactive “tag bubbles” 
visualisation of feedback across the 
organisation, in a specific department or even 
for a particular condition. 
You see (and play with!) with this example 
from Nottinghamshire healthcare.
In a similar vein, subscribers can now also 
create tag word clouds to show in a very 
simple way what was good, what could 
be better, and how people felt. In all our 

visualisations, you can “drill down” directly 
from the visualisation to see the stories which 
inform it. That’s important if you are going 
to ask questions like “what does this mean 
exactly?”, “what went wrong?” or “how could 
this have been better?”
Creating visualisations is simple: you search 
for the stories you want, and then “save as a 
visualisation”. Subscribers can “publish” the 
visualisation so it is available online and can 
be shared with others inside or outside the 
organisation.
We plan to introduce more visualisations as 
we go along. And at our workshop on Patient 
Opinion for clinical teams in October we’ll 
be exploring how this innovative work can 
support teams in local quality improvement 
projects. If you’d like to find out more, do get 
in touch! 

At the end of July, a diverse group of service 
users, educators and clinicians met at 
#poEducate in Birmingham to share ideas and 
experiences of using Patient Opinion across a 
range of nursing and allied health professional 
courses. 
Stories can be powerful in themselves. Online, 
where they are shared across a health economy 
of commissioners, providers, regulators and 
patient organisations, they gain additional 
power and impact for students who can see 
how shared experiences are leading to learning 
and tangible change in services.
Amongst the diverse presenters (see all the 
presentations here), Pam Nelmes and Ray Jones 
shared progress in bringing online patient 
feedback into the undergraduate nursing 
curriculum at Plymouth University, in the 
context of wider innovative use of social media 
with the students. 
Dorothy Armstrong, visiting fellow at the 
University of Edinburgh, showed how a single 
story from Patient Opinion could be used very 
powerfully in teaching to deepen conversations, 
share feelings, and evoke compassion and 
connection.
The event left us inspired and energised. We 
want to explore the possibilities of creating 
more value for learners at every stage. It’s clear 
there is enormous untapped potential in using 
online patient feedback with students (and also 
with post-registration staff) in a wide variety of 
innovative ways.

Visualising people’s stories

Our changes for your benefit  
All our new and exciting developments (visualisations and word clouds) are built into a full range of 
subscription offers for all providers, CCGs and Healthwatches.

#POeducate

Read Kazz123’s incredible story about receiving a lung transplant.

“WHEN I WAS TAKEN OFF LIFE SUPPORT THE 
FIRST BREATH I TOOK WAS INCREDIBLE, NO 
STRUGGLE, NO PAIN – I COULD BREATHE”

Ben Simmons, 
Support and 
Engagement Officer, 
Patient Opinion 
Scotland
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