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Using Patient Opinion in a Referral 
Service

Devon Access and Referral Team + Tamar Referral and 
Appointments Centre



What is a Referral Service?

• We offer patients a choice of location, date and time for their 

1st outpatient appointment where possible

• Devon Access & Referral Team + Tamar Referral 

Appointments Centre

• Cover 3 localities (North Devon, Eastern Devon and West 

Devon)

› Including 127 GP surgeries

› Patient population of over 1 million

› 4465 referrals a week

› 1.5 calls per referral on average



Using Patient Opinion

Patient information leaflets + appointment request 
forms

› differences for each location

› local contact details and what to expect

› DART – average 6 responses per month

› TRAC – average 20 responses a month

Going forward we will align our processes

Patient Leaflets
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Appointment 
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(Click to open)



In our experience…

Benefits

› Neutral service, independent from NHS

› Patient friendly artwork gets higher responsive vs corporate 
layout

› Jargon free conversations

› Encourages patients to share their thoughts openly

› Humanises change

› Patient comments are anonymous

› Complaints process turns patients off

Challenges

› Truly anonymous sender – no email, no feedback

› Referral services vs provider services



How we use Patient Opinion

• Catalogue of responses

• Collect trends in patient journeys

• Feedback to providers

• Evidence the quality of commissioned services

• Bulletin – share messages with staff and board 
members

• PO widget on the website

• Changes in processes

• Staff morale and personal development



Food for thought….

• Changing the way we collect comments

• Publicise patient opinion in the right places

ANY QUESTIONS

?
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