
How to 
Respond 

Well





In this session, you will learn...

• How to respond to stories on Care Opinion 

• What makes a good response

• What authors might want in a response

• How to show you’re planning or have made a change 
to your service, as a result of feedback



“It was therapeutic 

in healing my soul.”

“It was a difficult time for me to go 

through and Care Opinion allowed 

me to control the speed 

and words rather than be rushed 

through Q&As or tick box scenario 

where things don't quite fit.”

“The fact I did not have to give my 

name made it a lot easier to 

provide feedback. I find it hard to 

do it in person. 

I would like it to make changes.”



Stories – it’s about the conversation



Blog post : Link to ‘What makes a good response’

https://www.careopinion.org.uk/blogposts/813/how-do-i-respond-well-to-stories


Top Responding Tips!

You can respond as many times as you wish

Never ask an author to disclose their personal 
information on the website.

A transparent, honest and safe conversation on Care 
Opinion demonstrates that your service listens to 
feedback, resolves problems and works towards positive 
change.



Why is it so important to update profile details?

As a responder, when submitting a response you will be asked to ‘sign off’ your 
response, using your response signature. This information is pulled directly from 
your profile details, and so it is so important that this is as detailed as possible

Having your name, job title, department and organization, along with your profile 
picture, helps authors to feel like they are speaking to another person, 
humanizing the whole process

Updating this information is super easy and quick- here’s how to do it!



How to update your profile details!

Step 1: Log in!

Step 2: Navigate to your profile!

Step 3: Click on the pencil to add/update info



How to update your profile details!

Top Tip: Updating this ‘what I do’ section is super handy 
for explaining in layman’s terms what it is that you do, 
helping to give people a better understanding if your job 
title is particularly complex



How to update your profile picture!

Click on the pencil icon, to upload a profile 
picture

Then select ‘choose file’, select your file & 
upload! 



Here you can see why this all matters!

✓ Full name
✓ Job title

✓ Department
✓ Organisation 
✓ Profile picture

✓ Organisation





30 minutes 

editing time 

once 

submitted

Demonstrating you’ve 
made a change!



Demonstrating a change!

• Must affect the service and patients/service-users directly.

• Can be big or small.

• Can be planned for the future or made immediately – 
update with a new response once the change has progressed 
or been made!

• Can be updating staff training or maybe seeking funding to 
make the change.

• Can be made on positive and critical stories e.g. good 
practice can be replicated or enhanced in other parts of a 
service/organisation.



Example of a change

“We have relayed 

this to the team, who 

have since updated 

the map and will 

now ensure it is 

provided to 

patients in colour.”



5 elements of good responses:

• Empathy and understanding

• Apologising

• Explaining what normally happens or why things 

happen

• Saying what you will do with the feedback

• Saying what you will do to make an improvement



Has went over and above for me and my son | Care Opinion

What does a great 
Response look like on 
Care Opinion?

Sign off

Personal touch

Saying what you will do with the 
feedback

Profile picture

https://www.careopinion.org.uk/1120238#1122169


Pay attention to the ‘How did you feel?’ tags



Empathy

Apologising

Explaining what 

normally happens

Say what you’ve 

done with the 

feedback



Say how you’ll make an 

improvement



Saying 
what 
you will 
do 
with the 
feedback

Click here to read full story

https://www.careopinion.org.uk/708178


Try to avoid standard/copy & paste responses



Responding to critical feedback
Remember, it’s entirely normal to feel…

Angry Upset Frustrated

But your goal is to improve the relationship, not to prove who is right. 

Show the author that you have listened to them. 

And show that you genuinely care about the experience they’ve had.  

“You can’t go back and make a new start, but you can start right now and make a 

brand new ending.” James R Sherman



Preparing yourself to respond… 

• Take a deep breath

• Take your professional hat off

• Imagine it’s you, what response would you expect?

• Try to understand and connect with the motivation

• Control any inclination to defensiveness

• Walk away, reflect, get someone else’s viewpoint

• Examine your own motivation –to learn, to improve, to protect, to 
defend



critical story is 
published

Team meet to discuss 
story

What are the 
changes that can be 

made WITHOUT 
knowing who the 

author is?

Response drafted; 
team ask for 

feedback from 
someone outside the 

service

Response added
Optional: second 

response added with 
update

Responding to a critical story workflow



Responding to 
Critical feedback

“I want to say, I can appreciate how difficult 
and worrying this must have been for you to 
try and navigate between services to get the 

right treatment and care for your mum”

“Your experience has highlighted issues around the referral process, the 
communication process and the response during an Out of Hours period. We 

would really like to look into this further as your journey has not followed what 
we would normally expect. Further detail would allow us to ensure learning 

outcomes and improvements for our District Nursing team and our wider Multi-
disciplinary team”



Keeping the conversation

When something hasn’t gone well, it can be tempting to want to take 

the conversation offline to investigate further.

Ask yourself: Do you really need more detail? Can you respond to 

the information you already have?



Practical Tip!

The link only 
logs you into 
the site the 
1st time



Who else received an email alert?





How to find help?

• Help button

• Support page

• Contacting your lead within your organisation

• Contacting your Care Opinion support lead 

• Emailing: info@careopinion.org.uk

• Mastering the art of responding workshop – Wed 3rd Dec at 11am - Register here

mailto:info@careopinion.org.uk
https://events.teams.microsoft.com/event/ac95a030-f08e-4d09-bc48-b2b07c8702af@50734ca9-3e54-4e5d-a09b-849a8e267fc0


Questions/Comments?



Thank 
you
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