
Time to Listen

Lisa Dendy

Victoria Sullivan

1



Content

Care Opinion Overview

Care Opinion in NHS Tayside

Patient Stories

How to Listen

1/12/2023 Time to Listen 2



Introduction

Lisa Dendy

Support & Engagement Officer

Care Opinion

Victoria Sullivan

Care Opinion Manager

NHS Tayside

3



Care Opinion 
Overview



Careopinion.org.uk
Care Opinion is a place where people can share their experiences of health 

or care services.

At Care Opinion we make it safe and simple to share stories of care online and 
for people to see other stories too. The public, services and regulators can see 

how stories are leading to change.

We think that by sharing honest experiences of care, we learn to see the 
world differently. Working together, we can all help make care better. As a 

social enterprise, this is very important to us.

Share 
Experiences Leading to 

change

Safe and 
Simple Working 

Together



Why do people share their 
feedback online?

Source: Van Velthoven  et al, 2018 6



Care Opinion Values

Humanity

We believe effective health and care 
services have at their heart the humanity 

of those who rely on them, and those who 
provide them. We will keep people (story 
authors, customers and our own team) 

and their stories at the heart of everything 
we do.

Positivity

We believe that people are most open to 
learning and change when they feel valued 

and heard. We will make our activities, 
conversations and connections 

encouraging, constructive and supportive.

Inclusivity

Everyone’s story matters. We will treat 
everyone as equals, and will nurture trust 
and respect in all our relationships. We 
will work to make our service accessible 

and helpful to the widest range of people 
we can.

Transparency

When things can be seen and shared, they 
can be improved. We encourage 

transparency in health/care services, and 
we will be open, honest and clear in all our 

activities.

Innovation

We will innovate in the public 
interest. We will keep listening, 

learning and improving, so that we 
find simpler, safer and more 

effective ways for people to share 
their experiences of care.

7

6 Pillars of Realistic Medicine



Tell your story tab on every page

Search for 
stories here

Video explaining the 
website’s purpose

Accessibility Features



Stories – it’s about the conversation…
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Care Opinion Reports



Visualisations

From your searches, you can create and display information in a variety 
of ways, including;



NHS Tayside – How did people feel?

12NHS Tayside Stories on Care Opinion November 2020-November 2023

https://www.careopinion.org.uk/opinions?publishedafter=2020-11-01&nacs=st9


Care Opinion in
NHS Tayside
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Tayside’s
Responders

1/12/2023 Time to Listen 15



NHS Tayside’s Stories
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Reporting
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Stories Received Stories leading to Change

Response Rate Number of Responders



Newsletters
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Accessibility



Volunteers
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Staff Morale
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Patient Stories



How to Listen
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Listening

Responding

Improving

Learning



Realistic Medicine Patient Stories

Example 1 – Critical Story
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How would you respond to this story?
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Story example 1



Response from Service:
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Realistic Medicine Patient Stories

Example 2 – Critical Story
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Story example 2

and



Response from Service:
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How would you respond to this story?



Realistic Medicine Patient Stories

Example 3 – Positive Story
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Story example 4



Realistic Medicine Patient Stories

Example 4 – Positive Story
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Story example 4



Responses from Service:
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How would you respond to this story?



Responses from Patient:
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How to Listen



Reporting / Reflecting on Stories

We ran a search looking 

at these words:
We looked at how the 
people identified:
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We decided to focus on 
‘What could be Improved’

See the full report here: https://www.careopinion.org.uk/resources/2023-11-23-OpinionSummary-on-demand.pdf

https://www.careopinion.org.uk/resources/2023-11-23-OpinionSummary-on-demand.pdf


How to keep 
listening

Become improvers and 
innovators: fostering a 
culture of learning and 
improvement to deliver 
better outcomes and 
experiences

Listen and learn

Take time to listen
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Thank you

Lisa Dendy & Victoria Sullivan

Lisa.dendy@careopinion.org.uk

Victoria.sullivan9@nhs.scot

www.careopinion.org.uk
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