
Autumn Online Conference 2025

Star Responder Awards!



What makes a Star Responder?

• Being creative 

• Address each point 
made by Author, one 
at a time.

• Show genuine 
empathy towards 
the author’s 
situation/experience

• Think of the response 
as an open and honest 
conversation rather 
than a task to be 
completed

• Include images and links to show 
people what they’re talking 
about. E.g. we’ve improved the 
signage – here's a picture!

• Follow-up previous
response, updating the 
author on actions now 
taken

• Comment on how the 
person’s feedback may 
help other 
patients/service-users



The Winners 
are…



Gaynor Bird
Lead Midwife, Maternity, NHS Greater Glasgow & Clyde

Negative Maternity Experience

- Excerpt from Story 

https://www.careopinion.org.uk/1375564
https://www.careopinion.org.uk/1375564


Negative Maternity Experience

We understand 
how distressing 
it can be…

We also 
acknowledge 
the emotional 
toll…

I’m truly sorry that 
your experience did 
not reflect the 
standard of care and 
support we aim to 
provide.

Your experience 
highlights areas 
where we must do 
better, and your 
voice will help us to 
do so.

https://www.careopinion.org.uk/1375564




Nicolas Blandini
Head of Glaucoma Services (Eastern Services), Royal Devon University Healthcare NHS 
Foundation Trust

Care after post eye-surgery complications

- Excerpt from Story 

https://www.careopinion.org.uk/1362173
https://www.careopinion.org.uk/1362173
https://www.careopinion.org.uk/1362173


Care after post eye-surgery complications

We’re truly sorry 
to learn how 
unwell you 
became after your 
cataract surgery.

We are honoured that 
you felt the care you 
received reflected the 
standards you yourself 
upheld throughout 
your career.

It’s heartening to hear 
that the guidance, 
reassurance, and 
explanations you 
received helped ease a 
stressful situation…

We wish you 
continued good 
health and comfort 
in the months and 
years ahead.

https://www.careopinion.org.uk/1362173
https://www.careopinion.org.uk/1362173
https://www.careopinion.org.uk/1362173




Victoria McCrory
Assistant Clinical Services Manager, 
Medicine and Emergency Medicine, Northern Health 
and Social Care Trust

- Excerpt from Story 

Wait times and lack of communication

https://www.careopinion.org.uk/1371601


Wait times and lack of communication

I will ensure this 
learning is 
shared with the 
nursing teams.

I am sorry…waiting 
times are something 
we as a department 
are currently trying 
to improve.

I will ensure your 
feedback re Dr cover 
is shared with the 
ED team at our next 
governance meeting.

All feedback, both positive 
and that which raises 
concerns is appreciated as 
it helps inform and drive 
service improvement.

https://www.careopinion.org.uk/1371601






Want to nominate a star responder in your organisation?
Find out more: 
Star Responder

https://www.careopinion.org.uk/info/star-responder
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