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Ten minutes of stating the obvious…
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Why is it important to give people a voice? 

Because if we don’t…

We’ll have a bad relationship with our patients, who we may see over and over again 

for years. 

We’ll make our patients feel like they don’t matter, at a time when they likely already feel 

they don’t matter to the world.

We’ll run worse services, and make the mistakes we made in the past, which no one’s 

in a hurry to repeat. 
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It’s a different relationship with us, and feedback has a different place…

Lots of mental health issues are long term (many life long). This creates a different 

relationship with health services. 

• Leaving feedback isn’t transactional (e.g. leave hospital, throw a review in and walk 

away). It’s an investment in their future care and the care of others. 

• Fear of repercussions for their care if they speak out

• Multiple postings

• It matters who responds. 
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Inpatient settings limit interaction with the world, which has two particular 

consequences relevant to feedback:

1. Limited opportunity to give feedback via the means we all might use (websites, email, 

SMS, apps)

2. A limited understanding within the general public about what these settings are like, 

and what the experiences of people receiving care are like (stigmatising, fear, 

assumptions)

Michael and Stephen –

Patient Experience Volunteers
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Paternalistic attitudes, which I’d like to say were a thing of the past…

Mental health services don’t have a proud past. We have treated people terribly. 

If we truly intend to be better, listening inquisitively, responding respectfully and sincerely, 

and taking people seriously in the way we respond and act is non-negotiable. 
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If you want to talk…

amy.gaskin-williams@nottshc.nhs.uk

@ajgaskin
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