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Care Opinion in Scotland has continued to 

grow, learn and develop during the year 

2019-20, despite the challenges of Covid-19 

towards the end of this period. 

To begin at the end, the pandemic has of 

course posed significant challenges to all 

aspects of healthcare. Services across the 

NHS have worked overtime to change the 

way they are delivered to minimise risks to 

patients and staff, and to address new needs. There has been a rapid shift to online and remote 

work, including clinical work. Paradoxically, in many services demand has fallen as patients have 

remained in lockdown. 

RemarkablǇ͕ in the midst of all of this Care Opinion͛s online feedback serǀice has continƵed ǁith 

barely a missed beat. If anything, the changing nature of healthcare has led to new interest in online 

feedback and increased demands for neǁ featƵres͕ sƵch as oƵr neǁ ͞campaign links͟ ;perfectlǇ 

sƵited for gathering feedback on remote consƵltationsͿ and oƵr ͞storǇ slideshoǁ͟ ǁhich enables 

feedback to be easily displayed in public spaces for patients and staff to see, without creating new 

infection control issues. 

The year has seen continued international interest in 

Scotland͛s leading role as an eǆemplar of sǇstem-wide 

online feedback (with all territorial boards now 

engaging with Care Opinion). In particular, we have 

shared Scotland͛s eǆperience ǁith Western Canadian 

provinces and with a study tour of senior health 

service staff from South Africa. Closer to home, 

Scotland͛s eǆample has also informed and inspired 

health and social care leaders in Northern Ireland, 

where Care Opinion is expected to launch ʹ again as a 

system-wide service ʹ this summer.  

 

 Chief Executive Summary s James Munro’s thoughts on 19/20 

͞Caƌe OƉiniŽn͛Ɛ 
online feedback 

service has 
continued with 
barely a missed 

beat..͟ 

 



 

 

 

Feedback activity across health boards has continued to grow and is shown elsewhere in this report. 

At the same time, health and social care partnerships are beginning to explore the potential for an 

integrated feedback system to match the integration of services. And discussions are continuing on 

how primary care might benefit from online feedback. 

Research into online feedback, in the UK and elsewhere, has continued to gather interest. In January 

2020 the Health Service Research Unit at Aberdeen University published a paper on the ͞anonǇmitǇ 

paradoǆ͟ in online feedback͕ and continƵes to deǀelop research in this area ǀia a fƵnded PhD 

studentship. We would welcome further research partnerships with Scottish academic research 

teams, since online feedback remains new and unfamiliar to many staff and a range of uses and 

impacts are still to be explored. 

There has also been change within the Care Opinion Scotland team. In March we said a tearful 

farewell to Gina Alexander, who over the past 9 years has made an extraordinary contribution as the 

first director of Care Opinion Scotland. In April we were delighted to welcome Fraser Gilmore as the 

new head of Care Opinion Scotland. Fraser has fitted right in, despite the constraints of the moment, 

and is already making a great impact. Earlier, in November, we also welcomed Dayle Goldie and 

Danielle McEwan who provide valuable support to our 

Scottish subscribers. 

Looking to the year ahead, our energy and passion for 

this work is unaffected by a virus or anything else. We 

continue to commit to our mission of innovation in the 

public interest, making feedback safer and simpler for 

everyone using health and social care services, and 

ensƵring that people͛s stories are heard and lead to 

widespread and visible learning and change. 

 
 

Article photograph:- Right to left - Jason Leitch, National Clinical Director Scotland, Gina Alexander, James 
Munro & Derek Feely, IHI Director 

 
 
 
 

͞We aƌe delighƚed ƚŽ 
welcome  

Fraser Gilmore as our new  
Head of Scotland..͟ 
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Last year (2019/20) 4267 people across Scotland shared their experiences of health services on Care 

Opinion. This represented an almost 10% increase in stories from the previous year and an increase 

of almost 140% in the past 5 years. 

As the newest member of the team at Care Opinion, I have been struck 

bǇ the poǁer of people͛s stories͕ the coƵrage of the people ǁho ǁrite 

them, the learning we can garner from them and the positive impact 

they can have on our health services. 

This quote from Jane Goodall I think is a really good way of framing the 

motivations of both the authors of the stories on Care Opinion and the 

services who the stories are about.  

 

 

 

 

For our Authors, when they share their experiences, good or bad, they want to know their story will 

make a difference, and the detail of their story tells us what that difference is. This could be to give 

credit where its due, to offer suggestions, to talk about what could be changed and how the 

experience made them feel. 

For services, by reading, responding and being open to change, makes all the difference. By actively 

engaging with authors, listening to what they have to say and acting upon it, shows authors and 

everyone else who reads the stories, the importance these services place on engaging with those 

who access their service͛s. Care Opinion plays an important part in creating an open dialogue 

between people accessing services and the services themselves. Both have a vested interest in 

positive outcomes and Care Opinion offers an independent space for this dialogue to happen. 

The increases we have seen in the numbers of stories show that Health Boards have been continuing 

to positively engage with Care Opinion and promote the service to patients and their families. 

 

 

What you do makes a difference, and you have to decide what kind of 

difference you want to make. 

 Jane Goodall 

 

What you do makes a difference s Fraser Gilmore  

 



 

 

 

In 2019/20 in Scotland 4267 people shared their stories of health and care services on Care Opinion. 

Of these stories, 71% reported positive experiences with the remaining 29% giving critical feedback 

of the service they received. For both types 

of stories, 97% received a reply to their 

story. The stories in 2019/20 have already 

been read 649,166 times, averaging out at 

152 per story. 

 

Year on year, Care Opinion has seen 

increases in the number of people sharing 

their stories. Between 2018/19 and 

2019/20 there was an almost 10% increase. In the past 5 years there has been an almost 140% 

increase and since 2013/14 there have been more than a 540% increase.  

Highlights 

Year on year increases 



 

 

 
 
 

Who tells the stories on Care Opinion? 
 

The journey of a story is very important. Who tells the story, what motivated them to tell the story 

and how they tell their story, tells us a lot about the background to the experience being shared.  

In 2019/20 the majority of stories are shared by the patient or service users but many people share 

for a friend, relative or child.  While volunteers make up a small proportion of people submitting 

stories on someone͛s behalf, this number is growing and we believe there is an opportunity to work 

with services and volunteers to a greater extent.   

 

 

 

 

 

 

 

 

What ways do people submit their story 

In addition to understanding who tells their story on Care Opinion, we are also interested to see how 

people share their story.  Most people primarily use the website but others chose a variety of ways 

to share͙ 

 

 

 

 

 

 

  

People behind the stories   



 

 

 

 
What is Kiosk mode? 
 
Kiosk mode is a new storytelling page which can be used for any service listed on Care Opinion.  Any 

stories submitted through the kiosk mode page will automatically be linked to the single service for 

that page. The story form is more compact than our usual workflow and the story author isn͛t 

required to be logged in.  Once a story is submitted, the page returns to the start ready for the next 

story. 

All this makes kiosk mode a good solution ǁhen͙ 

x you are collecting stories for one service,  

x you might be sharing a device between people perhaps with a volunteer or using an iPad 

display, 

x and you need a shorter, simpler storytelling workflow. 

 

 

 

 

 

 

 

 

When we moderate stories coming in through kiosk mode, we add the relevant tags and links to any 

additional services which are mentioned in the story, so we can join up care pathways. 

As you can imagine, we were keen to see the impact of Kiosk mode on stories for NHS Lanarkshire  

When we looked at the number of additional stories generated using Kiosk mode it was amazing to 

see that they had an additional 12%, so an extra 110 stories!    

 

Kiosk Mode = more stories + greater learning opportunities 

Kiosk mode - NHS Lanarkshire try out a new way to generate stories   

 

Kiosk 
mode 

landing 
screen 



 

 

 

 

We followed up with NHS Lanarkshire to find out about their experience using Kiosk mode: 

In what areas did you trial kiosk mode?  
 
“We have successfully used the kiosk in our 3 acute hospital sites in medical, surgical and care of the 
elderly wards.  The Physiotherapy Department, Endoscopy Department and our Hospital at Home 
Team also use the kiosk to obtain patient feedback.”   

 
Where has kiosk mode worked well and why? 
 
“The kiosk mode has worked well in all the areas we have used it.  Our volunteers have found it 
particularly useful when speaking to inpatients at our 3 acute hospital sites as the fields are easy for 
them to populate, whilst chatting to the patients about their hospital experience.  This has also been 
the case in the other 3 areas where the kiosk has been utilised from the feedback received from 
staff.” 
 
 
Would you like to roll it out further? if so, where to? 
 
“It would be our intention to roll the use of the kiosk out further when we are able to recruit more 
volunteers for this function, however no decision has been made as yet as to where this will be.”   

 
How do you promote the use of kiosk mode? 
 
“We promote the use of the kiosk mode when we are providing induction to staff responders and in 
conversation with staff. “ 

 
What were your challenges in using kiosk mode? 
 
“The main challenges we initially encountered was network issues whilst working on site.  To 
overcome the network issues if we get the error message on our iPads, we now take a screenshot of 
the story and populate the kiosk when we can connect to the network.  Another challenge we had 
was populating the email addresses and postcodes.  We found that sometimes the kiosk would not 
accept them. … we now use an invalid.com email address and enter the postcode of the hospital site 
we are obtaining feedback for. “  
 

 

  

Kiosk mode - NHS Lanarkshire try out a new way to generate stories   

 

110 more conversations about health and care services for NHS Lanarkshire 

Imagine the possibilities across all health boards in Scotland 



 

 

 

 

As each year goes on there are the stories which catch our eyes, sad stories, uplifting stories, popular 
stories͙  This Ǉear a few have stood out for different reasons.. 

The most popular story this year.. 

 

 

 

 

Well I have read many negative comments in the press and on Facebook about the Victoria 

Hospital in Kirkcaldy but I can only say the care I got recently was excellent and exceeded 

my expectations by far…  

 

 

 

 

 

At the end of last year, I found a lump in my breast which has required investigations and 

surgery at Raigmore hospital.  Since discovering the lump and throughout treatment, I have 

been supported by Hazel, a Macmillan Breast Care Nurse at the Western Isles Hospital…. 

 

 

 

 

 

 

 

 

 

Stand out stories   



 

 

Having more members on a subscription can increase sharing and learning from the stories received.  

It is good however to do a Care Opinion health check! This helps to ensure organisations are making 

the best use of their subscriptions. 

Care Opinion has a function which allows organisations to look at their members registered to see 

who is actively reading and interacting with stories for their organisation 
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% Active members

70% of registered members actively use CO 

Subscription capacity is at 73% across Scotland  

60% of registered members are responding to 
stories 

Theƌe͛Ɛ ƌŽŽm fŽƌ 737 more members! 

11 boards in Scotland have over 70% 

of registered members actively using 

Care Opinion 

Staying active 



 

 
 
 
This year we welcomed a brand new partnership with Macmillan Cancer Support in Scotland.    The 

partnership signifies our shared commitment to the power of stories and how they can drive 

continuous improvement.   Macmillan professionals across Scotland have received a pack of co-

branded materials and an explanatory letter from Janice Malone, Engagement and Volunteering 

Manager.    

This is the first step in a programme of awareness raising activities across the Macmillan community.  

We are looking forward to developing this partnership further and encouraging more stories 

together.  This is of course only possible due to the commitment of all health boards in Scotland to 

the use of Care Opinion. 

 
 
 
 

We caƵght Ƶp recentlǇ ǁith Janice to gather her thoƵghts on the ongoing partnership͙ 

 

At Macmillan, the experience of people with cancer is vitally important to us.  By 

understanding what matters to people, it allows us to learn and grow.  It is our intention to 

develop support alongside people with cancer in ways that makes a difference to them.  Our 

partnership with Care Opinion may only be in its infancy, but already we have seen that 

Macmillan Professionals in many setting across Scotland are interested in this work and we 

look forward to seeing how this progressive and innovative partnership continues to improve 

the lives of people with cancer. 

 

Macmillan partnership   



 

 

 

 

 

Shortly before the lockdown Care Opinion welcomed Emma 

Berry to the team here in Stirling.  Emma is working on her 

PhD which looks into how Care Opinion is used for quality 

improvement in NHS Scotland.  Based at the University of 

Aberdeen, Emma started her PhD in Oct 2019 which will last 

for around 3 years. At the time of this report Emma was 

observing the team in Scotland (remotely due to Covid-19) 

and seeing how they do their work.  She is fully immersed in 

meetings, and is training in the many aspects of the way we 

at Care Opinion achieve our aim.  

 

At a later date Emma hopes to do some work 

with NHS staff and patients on their experience 

of Care Opinion.  It is a pleasure to have Emma 

join us and we look forward to seeing her 

finalised work. 

  

PhD Study s Emma Berry 



 

 
 
 
 

Northern Ireland 
 
In August 2020 Care Opinion will be launched as the new online user feedback system across all 

health and social care services in Northern Ireland. 

 

Care Opinion has been working with the Public Health Agency, the Health and Social Care Trusts and 

Ambulance Trust over the last few months to 

embed Care Opinion in services and raise 

awareness with staff. Several clinical teams have 

been running small scale pilots which have been 

well received by both service users and staff. From 

the beginning of August, Care Opinion will be 

promoted nationally as the place to go to leave 

public feedback about care. 

The Care Opinion work in Northern Ireland is set in 

the conteǆt of the Bengoa Report ;ϮϬϭϲͿ ǁhich recommended there be ͞a platform for a more open 

and immediate conǀersation betǁeen staff and serǀice Ƶsers͘͟ This ǁas accepted bǇ then Northern 

Ireland Health Minister Michelle O'Neill who in 

ϮϬϭϳ committed to ͞a neǁ Ƶser feedback 

platform open to all those who both use and 

deliǀer oƵr serǀices͘͟ Care Opinion ǁas aǁarded 

the contract to provide this service for Northern 

Ireland. We are proud to be part of this system-

wide approach to hearing the voices of patients, 

service users and carers.  

Have a look at a recent blog from Linda Craig, the Regional Lead for Care Opinion 

Our work in Northern Ireland will be a true partnership, with plenty of learning in both 

directions. We are looking forward to continuing to improve and innovate our service to 

meet the demands of a new health system…. 

James Munro ʹ Care Opinion 

Care Opinion worldwide news 



 

 

 
 
CO Australia rebrand 
 

We asked our colleague Michael Greco, CEO of Care 

Opinion Australia what they have been up to and here 

is what he had to say:  

͞In Australia, like the UK, we started out in late 2011 as 

Patient Opinion for health services, and Care Opinion 

for social care. The Federal Health Minister at that time 

provided us with a soft launch at one of our 

participating hospitals in Brisbane͘ Whilst it͛s been a difficƵlt joƵrneǇ at times ;health serǀices take 

time to see feedback as a social intervention where 

the focus is on ͚care͛ and ͚conǀersation͕͛ and not jƵst 

an opportunity for gathering data), the rewards have 

been enormous both for our team and the subscribed 

health and social care services. We now have a whole 

State engaged for all their public hospitals (Western 

Australia) with some private hospitals involved 

too.  Both Victoria and NSW are also undertaking 

pilots so we hope to have state-wide engagement in 

these areas. Having a whole country on board (like 

Scotland) has inspired us to think that we can engage 

all of Australian States and Territories in the next few years. 

One of our significant changes recently has been the rebranding of Patient 

Opinion to Care Opinion. This step has strengthened our international 

identitǇ and also been giǀen the ͚thƵmbs Ƶp͛ bǇ most proǀiders becaƵse it͛s 

all about care, whether we are dealing with patients, clients, service users, etc. We are looking 

forward to the new brand, and walking alongside our subscribers in this journey of public online 

feedback focused on gratitude and improvement.͟  

 

  

Care Opinion worldwide news 



 

 

 
 

“The Power of online feedback in a post pandemic worldq 

 

In October this year, Care Opinion Scotland will be hosting an online conference on the theme of 

͞The poǁer of online feedback in a post pandemic ǁorld͘͟   

At this one day event we will be bringing together the knowledge and experience of those working in 

the health and care sectors, academia, government, the third sector and some international friends, 

to help us explore our theme based on the Care Opinion model. 

OƵr online conference ǁill featƵre presentations͕ interactiǀe sessions͕ QΘA͛s and discƵssions on 

topics such as. 

x The growing importance and uptake of online feedback in the current climate, over more 

traditional forms of engagement. 

x Patient and service user engagement from an international perspective. 

x How to encourage online feedback for health and care services. 

x Using online feedback in the design and development of health and care services. 

x How online feedback can and is being used in academia and the third sector to influence 

policy discussions. 

x And mƵch͕ mƵch more͙ 

So, if you are interested in the power of online communities where people can share their 

experiences of health and care services to help make them better for everyone, whether or not you 

are alreadǇ a sƵbscriber of Care Opinion͛s͕ then this is the conference for ǇoƵ͊ 

 

We͛ll be announcing the date very soon, so keep your eye on our website 

and social media for further information and look out for taster events 

that we will be hosting on the run up to the conference itself! 

 

Looking forward s Care Opinion conference 
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Data on all stories shared (1.4.19-31.3.20)
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