
Promoting 
and Encouraging 

Feedback





Word cloud –feelings

How do you feel about asking for 

feedback?



Aims:

• Understand the different ways people can leave 
feedback on Care Opinion

• What motivates people to share feedback

• Explore why we find it difficult to ask for feedback

• Look at various ways of ‘framing the ask’ – examples 
to take away

• How to encourage  feedback

• Addressing barriers



Why do people share their 
feedback online?

Source: Van Velthoven  et al, 2018



Authors Quotes Care Opinion author survey - 2019

“She really does deserve 

praise, and I am grateful for 

this site where staff can be 

highlighted for doing a great 

job”

“I feel empowered 

and understood 

and believed and 

respected”

“A necessary 

route for voicing 

opinion but 

without making a 

formal complaint”

“I wasn’t sure if I was 

doing the right thing by 

posting on Care Opinion, 

but I am so glad I did, 

hopefully lessons will be 

learned from my 

experience”

How authors feel about sharing their story on Care Opinion:



Ways to share a story with Care 

Opinion

Online 
careopinion.org.u

k or 
careopinion.ie

Freephone 0800 122 
3135 (UK only)

Freepost 

leaflets
From an invitation 

link

With support from 

Volunteers
Via a Kiosk link

• All stories are subject to moderation and 
are uploaded to the website

• Freephone, freepost, invitation links, 
volunteer support are subscriber only 
features 

http://www.careopinion.org.uk/
http://www.careopinion.org.uk/


Tell your story 

tab on every 

page

Search stories 

here

Link for parents 

and children

Accessibility 

Features

Online Via website



Accessibility



Freepost leaflets and Free phone 
Number

When sharing your story via a free post leaflet or the free 

telephone number, a member of the Care Opinion team will 

input the data to the site and the story will follow the same 

journey and moderation process as any other story would.



Invitation Links

The simplest way to invite people to share their experiences on Care Opinion is just to provide a link to 
this site. Another way is to make an "invitation link" and provide that instead.

What does an invitation link do?

An invitation link will 

Customize various aspects of our story-telling workflow

Easy access widget codes, Kiosk links or QR codes to share

Keep track of which stories came via which invitation link

You can preselect a service and add your own tags

Create a welcome message and ask for feedback on 
specific topics within the service

Offer your own online survey and attach FFT ratings



How can I use an invitation or kiosk link?

  

Invitation links can be added to most correspondence that you have with 
patients and/or service users.

Here are some ideas:

• Emails

• Texts – appointment reminders etc

• Letters

• On staff email footers

• As a QR code on posters & leaflets

• Social Media

• On a tablet or iPad

https://www.careopinion.org.uk/blogposts/831/how-can-i-invite-rapid-online-

feedback-about

“We’d love to hear your story of using our service, Tell us 

what was good or what could be improved at Care 

Opinion using the link below: 

careopinion.org.uk/kiosk/nms-substance-to-solution”

Example could be:-

https://www.careopinion.org.uk/blogposts/831/how-can-i-invite-rapid-online-feedback-about
https://www.careopinion.org.uk/blogposts/831/how-can-i-invite-rapid-online-feedback-about
https://www.careopinion.org.uk/kiosk/nms-substance-to-solution


Kiosk mode

• Blog: How to collect stories via kiosk mode                               

•  How to locate Kiosk mode on a service page

https://www.careopinion.org.uk/blogposts/808/collecting-stories-with-kiosk-mode
https://www.careopinion.org.uk/resources/how-to-use-kiosk-mode.pdf


Print Materials

All materials, excluding the freepost leaflets, are available to download 

https://www.careopinion.org.uk/info/new-materials 

https://www.patientopinion.org.uk/info/new-materials


QR Codes
QR codes can direct people to specific  pages on Care Opinion.

This could be an invitation link or a kiosk link.

QR codes can be created for free online. The Care Opinion team uses 
https://www.qr-codegenerator.com/.
Invitation links have a QR code generator on the site.

https://www.qr-code/


We also have bespoke material you can print. These 

include a call to action:

Files and fonts

Printing guidelines

Help with logo placement

Support available from 

Care Opinion



Print material: Where else can you include 
Care Opinion?

What other materials do you share with people who use your services? Can 
you put Care Opinion on appointment letters?

Or Stickers on existing leaflets/booklets?

Support available from  Care Opinion: 

  Care Opinion high-res logos available 

  Can provide examples



Volunteers?

https://www.careopinion.org.uk/info/sharing-with-staff

https://www.careopinion.org.uk/info/sharing-with-staff


Website and Intranet
(once they’re on, they’re on!)

Logo on you front page – this can include a link to your stories on Care Opinion

Latest stories Widget on front page  - Stays up to date with most recent stories

Story telling widget – people can share feedback with Care Opinion about your 
service without leaving your site

Embed the Care Opinion video so people can watch how Care Opinion works

Online widget builder (or we can send you the code)

Logos – any shape or size!

Story telling widget help and guidance

Video embed code

Support available from Care Opinion:

https://vimeo.com/215724873
https://www.patientopinion.org.uk/opinions?buildwidget=true






Active Online Promotion
(Can you ask comms for help?)

Use the Care Opinion blog to talk about the work you are doing and how patient 
feedback impacts your organisation (for example)

Twitter:

Tweet asking for feedback

Tweet stories and responses (good and bad ;)

Ask people who tweet you about care to share a story

Facebook:

You can do the same things as twitter here. Share and engage.

Share feedback in staff groups

Think about how else you engage with people online – news section of your 
website? Partner sites/twitter accounts?

https://www.careopinion.org.uk/info/subscriber-help-blogging-new-post








Slideshow 

Our slideshow is one small way to help make patient experiences 
visible to everyone who spends time in healthcare settings. It is a 
collection of stories which can be displayed one after another in 

Waiting areas and other health care settings.

https://www.careopinion.org.uk/blogposts/848/slide-

show-and-tell



Examples of subscribers promoting Care 
Opinion 









Remember to share 
feedback with staff

Online feedback 

touches so 

many people | 

Care Opinion

https://www.careopinion.org.uk/blogposts/1015/online-feedback-touches-so-many-people
https://www.careopinion.org.uk/blogposts/1015/online-feedback-touches-so-many-people
https://www.careopinion.org.uk/blogposts/1015/online-feedback-touches-so-many-people
https://www.careopinion.org.uk/blogposts/1015/online-feedback-touches-so-many-people


How to encourage feedback

Now we know the ways in which to feedback, we are going to share 
some thoughts on how to frame the ask to get the feedback

• Address some potential barriers

• Discuss questioning your assumptions

• Being confident

• Consider what to include in the ask

• Using conversational opportunities

• Think about ways of being and feeling comfortable enough to tease 
out any areas for improvement



Possible reasons for nerves…

•  Feeling Anxious about what people would say

•  Not having the right words

  
•  Not knowing when is the right time

•  Not feeling like you have the time
  

•  Feeling like you are bothering people



Possible reasons…

Fear of rejection

Not wanting to ask in case you upset someone or feel like 
they might not want to give feedback. Feeling like it 
might be low down on their list of priorities.

Not understanding the importance of feedback

Show you are a listening organisation and that you use the 
feedback in a constructive way to learn from & improve 
services for others – explain why feedback is so important



Questioning your assumptions

Q: Would you be unhappy if you were asked for feedback about an 
episode of care?

Maybe put yourself in their shoes…

Role reversal
Ask yourself…how would you feel if you were asked to give 
feedback about your care

Don’t be afraid just ask!



People love to help!
Whatever the situation, the human brain is hard wired to be social, to 
cooperate, to assist where we can. Being helpful strengthens our sense of 
self and is a path to finding meaning even in dark days.

Ask for honesty
Encourage the people you ask for feedback to be helpful over nice. Let 
them know you are looking to get the most out of their time and their 
honesty is valued and appreciated.

Explain why feedback is important
Explaining to patients/service users that all feedback is important and that 
on Care Opinion they can say what was good v’s what could have been 
better – Balanced view

Having confidence to ask
Asking for feedback is a skill, and will become easier the more you do it



What should I include in the ‘Ask’?

Include these 3:

Explain who Care Opinion is – Independent from NHS, social 

enterprise /CIC, encourages social value

Explaining its safe! Always inform your 

patients/service users that feedback is 

anonymous

That you will get a response - This is a key 

motivational factor for many people to share

their feedback, so it is always worth 

mentioning in the ‘ask’

  



The link only 
log’s you 
into the site 
time

“It’s not like I 

thought, it’s not so 

scary…”

“All the staff have 

been so lovely….”

Possible ways to ‘Frame the ask’…

Thank you, I know the team will really appreciate you 

saying that. We do have a way to share your kind words 

with everyone involved using this… Would you be happy 

to take a few minutes to write a few lines for them all?

I’m so glad it turned out better than you thought. 

We find many people are sometimes nervous 

about coming in. Would you be willing to share 

your experience with others via Care Opinion.

This may help reassure other patients who may 

also feel nervous?

“Thank you for 

helping me get an 

appointment 

today…”

Your welcome, that’s what I’m here for. I wonder if you 

would be willing to share your positive feedback on Care 

Opinion, I can send a link direct to your phone if that’s 

ok?



The link only 
log’s you 
into the site

“I left feeling relaxed 

and valued”

“First class service 

from first class staff”

Teasing out the ‘what could be improved’…

“and if there is one 
thing we could have 
done differently, to 
improve things for you 
or your loved ones 
please do mention this 
too”



The link only 
log’s you 
into the site

“I’m not very 

happy about the 

problems I’ve 

had trying to 

book an 

appointment….”

Possible ways to ‘Frame the ask’…

Thank you for raising your concerns, however this 

is not something I can deal with personally but you 

can use Care Opinion to feedback your issues or 

suggestions and this feedback will be heard by the 

right member of staff who can respond to your 

feedback and also implement changes that can 

improve the patient experience.

Overall 65% of the feedback via Care Opinion has contained no criticism at all



Word cloud –feelings

How do you feel about asking for 

feedback now?
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