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Background: Patients are increasingly reporting about their healthcare experiences in
a public manner online. This is facilitated by the digital culture of the 21st century, the

growing focus on transparency in healthcare and a desire for patient anonymity. The
objective of this study was to identify the types of responses that staff provide to
online patient feedback published on Care Opinion. Care Opinion is a not-for-profit

online platform on which patients provide feedback regarding health and social care in
the UK using a free text narrative. Methods: Framework analysis was used to

qualitatively analyse a purposive sample of 486 stories and their responses.

Results: Five typologies of responses to online patient feedback were identified:
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“Thank you very much for your
kind comments expressing
satisfaction around the care and
treatment you and your daughter
received in our maternity
services. We have passed on your
kind comments.”

“We take all concerns raised
seriously and respond to them
through the appropriate forums.”

NHS staff response: No response.
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“Thank you so much for taking the time to
bring this to my attention. Sensory stimulation
“We are sorry to hear about your mcludmf smell is so important for our
e

vulnerab

experience. Please contact our Patient
Experience Team so that we can look in to
this further for you. Email us or call.”

babies and perfume is not an

appropriate stimulant. | can reassure you that
practice has changed from today, clinical staff
will no longer wear perfume to work. Without
feedback, nothing would progress or change.”

Conclusion: This study advances the relatively unexplored area of online patient feedback,

having practical and theoretical implications for those looking to use online patient

feedback to inform improvement. Future research should focus on the relationship between

online response type, and the ways in which feedback is used in practice.



