
Responding well and 
demonstrating impact



In this session, we’ll help you...

• Learn how to respond using the Care Opinion site

• Understand what makes a good response

• Think about what the author might want from a response

• Think strategically about responding and how it can create change in services



What happens to a story…?
Before it is published onto the website

Moderators will make edits to stories in line with Care Opinion’s moderation principles. This is to ensure 
that any feedback shared is safe for both staff and authors.



Points before we start!

You, other responders and the author can respond to 
each other as many times as you wish

Never ask an author to disclose their personal 
information publicly – All responses are public once 
published on the website

By having a transparent, honest and safe conversation on 
Care Opinion, you can demonstrate to the public, how 
your service listens to feedback, resolves problems and 
works towards positive change



When a story that is 
relevant to you is 

published, Care Opinion 
sends you an email alert



How to respond to stories

Email to your inbox

Click on the story title

Scroll to the bottom of the 
story and click ‘post your 
response’

Bitesized - How to respond on Care Opinion on Vimeo

https://vimeo.com/498282102


• Include a profile picture

• Add links and images

What does a Response look like on Care Opinion?



Not only can people tell their story 
using pictures, but now you can 

include them in your response too!

Using pictures to respond to stories



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





Good practice in responding

• Your name, role & responsibilities
• Your picture
• Why you in particular are responding

• Within 7 days at the most
• If slower, apologise and explain why

• Personal and specific
• Thank author for feedback
• Apologise and offer help as needed
• Offer follow up if wanted

• Other relevant services, with contact details 
• and a named person if possible
• Offer multiple ways of contacting if possible

• Polite and personal
• Would you be satisfied receiving this response?



Feelings, 
Situation 
and Care

Understanding and engaging with the Author 



An opportunity to sign post



“I am so sorry to hear 
about your husband 
being discharged 
without you knowing 
about it.”

Apologising

https://www.careopinion.org.uk/143573

“Please accept my 
apology on behalf of 

my team.”

https://www.careopinion.org.uk/143573


Explaining what 
normally 
happens or why 
things happen

“What happens 
normally is…..”

https://www.careopinion.org.uk/773058

https://www.careopinion.org.uk/773058


Saying what you will do with the feedback

“Your words will be so well 
received and I'll make sure this 
post is displayed with pride in 

the Staff rest area.”

Read the full story

https://www.careopinion.org.uk/937395#938101


Showing when feedback leads to change

“We have now 
designed a new letter 

to be given to all 
patients on 
discharge...”



Click here to show if you are planning 
when writing your response

How do I show if I’m planning a change?



Examples of great communication

Visitor Restrictions | Care Opinion

https://www.careopinion.org.uk/781909


• Try not to be defensive

• Don’t be afraid to say sorry

• Pay attention to how the author felt, and what 
they noted could be improved

• Put yourself in the author’s shoes

• Would you be happy with the response?

• Avoid copy and paste!

Responding to critical feedback

Excellent Nurse | Care Opinion

https://www.careopinion.org.uk/966234


Responding to critical feedback



Responding to critical feedback



Asking the author to contact you

Asks the person to break anonymity

Takes the conversation offline

Less transparency

Communication barrier

Desire to fix the situation





More responding examples…

Lack of information on what to expect | Care Opinion

Information for Cardiac Outpatients Appointment | Care Opinion

My time in Kilbryde hospice | Care Opinion

Breast Clinic | Care Opinion

Care and compassion in Causeway and Antrim EDs | Care Opinion

Awful bedside manner | Care Opinion

My CBT sessions | Care Opinion

https://www.careopinion.org.uk/805351
https://www.careopinion.org.uk/788314
https://www.careopinion.org.uk/808899
https://www.careopinion.org.uk/814528
https://www.careopinion.org.uk/802911
https://www.careopinion.org.uk/799736
https://www.careopinion.org.uk/798927


Responding Re-cap

Prepare yourself for the feedback, don’t rush, ask for support from other 
staff if you need a 2nd opinion

Take your professional hat off, put yourself in the authors shoes, ask yourself 
what type of response would I be happy with?

Try not to be defensive & apologise sincerely

Use the ‘Change’ logos in your responses

Sign off with full signature

Be personal but polite, no cut & paste generic responses



Contacts and Social Media
Social Media:

Care Opinion Facebook

Care Opinion Twitter: @careopinion

Care Opinion Scotland Facebook

Care Opinion Scotland Twitter: @CareOpinionScot

Lead Contact for partnership:
Jennifer Faichney
jennifer.faichney@falkirk.gov.uk

James Paterson
jamesa.paterson@falkirk.gov.uk

Paul Surgenor (communications)
paul.surgenor@falkirk.gov.uk

Contact us at Care Opinion:

Danielle McEwan
Support and Engagement Officer (Lead for Falkirk)
Danielle.mcewan@careopinion.org.uk

https://www.facebook.com/careopinion
https://twitter.com/careopinion
https://twitter.com/CareOpinionScot
mailto:jennifer.faichney@falkirk.gov.uk
mailto:jamesa.paterson@falkirk.gov.uk
mailto:paul.surgenor@falkirk.gov.uk


Info@careopinion.org.uk

Any questions?


