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• What is Care Opinion?

• How can patients and service-users leave feedback on 

Care Opinion?

• Process of a story & Responding

• Perth & Kinross HSCP and Care Opinion



careopinion.org.uk

Care Opinion is a place where people can share their 
experiences of health or care services

At Care Opinion we make it safe and simple to share stories of 
care online and for people to see other stories too. The public, 
services and regulators can see how stories are leading to 
change.

We think that by sharing honest experiences of care, we learn to 
see the world differently. Working together, we can all help make 
care better. As a social enterprise, this is very important to us.





Ways to share a story with Care 

Opinion

Online 

careopinion.org.uk 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

• All story authors are kept anonymous

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


Share your story via our feedback leaflet or by phone



Who Care Opinion works with in Scotland

NHS Boards
• NHS Grampian

• NHS Fife

• NHS Tayside

• NHS Greater Glasgow & Clyde

• NHS Western Isles

• NHS Borders

• NHS Shetland

• NHS Orkney

• NHS Highland

• NHS Lanarkshire

• NHS Dumfries & Galloway

• NHS Lothian

• NHS Forth Valley

• NHS Ayrshire & Arran

• NHS 24

• Scottish Ambulance Service

• NHS National Services Scotland

• NHS Education Scotland

• Healthcare Improvement Scotland

Health & Social Care Partnerships
• Fife

• North Lanarkshire

• South Lanarkshire

• South Ayrshire

• East Ayrshire

• North Ayrshire

• Aberdeen City

• East Renfrewshire

• Inverclyde

• Perth & Kinross

Who’s Listening
• MSP’s/ MP’s

• Ministers

• Civil servants

• Care Inspectorate 

• Third sector organisations

• Education/ research

• Special boards

• The public



Stories – it’s about the conversation



A story’s journey…

Author submits their story to Care Opinion

Our team moderates every story submitted to us in line with our moderation 

policy

If necessary, our moderators will contact an author before publishing, reasons 

for doing this include: 

• Signposting

• If we feel the author may be identifiable from the detail in their story

• If we make a significant edit to their original story

• If the author mentions that they have made a formal complaint to the service



Continued…

We may also contact the service before a story is 

published, for example to provide advanced notification 

of publication for highly critical feedback.

If advanced notice of publication is required, we will hold 

off from publishing the story for an agreed period of time, to 

allow the service to prepare a response.

Story is published onto the Care Opinion website and we notify 

services who are invited to respond!



Stories by the 
same person 
are linked by 
a username

Tags are added 
by the author to 
show key 
themes

See which 
organisations 
are reading 
feedback

What does a story look like?







Perth & 
Kinross 
HSCP 

journey



Perth & Kinross HSCP Care Opinion: from test 
to subscription

Test Phase: December 2021 until 31st

March 2022. Services which were 

listed on the test phase include;

• Community Care & Treatment 

Services (CCATS) X5

• Community Physiotherapy

• District Nursing Services

• Community Hospital Inpatient wards 

X4

• Care of the elderly (Tay Ward@PRI)

• Stroke unit (@PRI)

• New services in the process of 

being added to our service tree 

as we now have a subscription-

plan to roll out to all HSCP 

services



Perth & Kinross HSCP Care Opinion

Of the 34 stories that have been told so far, here is a visualization 

on the top words people used in their stories; 



Perth & Kinross HSCP & Care Opinion

Of the 34 stories that have been told so far, here is a visualization 

on the top tags that were used in stories; 



Perth & Kinross HSCP Care Opinion
Of the 34 stories that have been told so far, you can see below, 

when these stories were told and their criticality; 



Perth & Kinross HSCP Care Opinion

Of the 34 stories that have been told so far, you can see below how 

many responses stories received and how quickly stories were 

responded to; (majority = 3 days)



Perth & Kinross HSCP Care Opinion

Of the 34 stories that have been told so far….

Stories Read on Care Opinion: 2,819 times

Authors: 12% Carers

38% relatives

18% service-users

32 % patients

How Stories submitted: 91% website

9% phone

Criticality: 68% completely positive

Changes: 5 Changes planned in services!



Perth & Kinross HSCP Care Opinion

Of the 34 stories that have been told so far, some of the positive 

feedback that authors have given has included; 

Could not have been more 

helpful, understanding with a 

willingness to go above and 

beyond the norm "excellent 

service" from district nursing 

staff in comrie, perthshire.

From the outset staff have 

been friendly and 

compassionate; have made us 

feel relaxed at a particularly 

stressful and emotional time in 

our lives and at times we have 

laughed together.

In a rural setting like ours the 

District Nursing service provide the 

vital link to keeping the elderly out 

of hospital. The service provided 

that vital and needed level of care 

enabling the elderly to remain in 

their own homes where they prefer 

to be.

I have felt listened to, cared 

about, and valued by all of the 

members of the team, and I 

have always had a warm 

reception and a high standard 

of care.



Perth & Kinross HSCP Care Opinion

We also received some feedback from our staff regarding their 

experience using Care Opinion; 

Its been great to see the staff and public so engaged with the 

feedback process. The platform is obviously quite user friendly and I 

have had another team express an interest in using it to.

I found it easy to use, easy to navigate around the system.

I found the support was great, prompt response and guidance and 

reassurance provided to me before, during and after I completed 

my first Care Opinion response.

I was able to share the story with the team to highlight what good 

work we are doing which then empowers the staff to continue with 

the good practice.



Perth & Kinross HSCP subscription

Perth & Kinross Health and Social Care Partnership have demonstrated 

support for the active participation and engagement of people using 

services and their families in helping to develop services. 

Excerpt from Perth & Kinross HSCP Participation & Engagement strategy



Perth & Kinross HSCP subscription

Care Opinion complements current and planned 

mechanisms for engagement and participation in a 

uniquely transparent and innovative way.   Care 

Opinion can:-

• Ensure the Partnership and providers have an 

innovative and independent mechanism to 

engage with a wide range of people locally

• Provide a safe, easy-to-access, consistent 

feedback mechanism across the Partnership and 

all associated providers of health and care

• Enable point of care providers and the 

Partnership, if they wish, to demonstrate how they 

are listening, learning, responding and improving 

services in relation to feedback.

• ......All of this in a way that is open and 

transparent.



Perth & Kinross HSCP subscription

Active engagement with online feedback will: 

• Enable staff across services we deliver and commission to publicly 

demonstrate how we listen to and learn from online feedback

• Help monitor and analyse feedback about services we deliver and commission;

• Use our HSCP Care Opinion reports and visualisations to quickly identify areas 

that need improvement and to see how all organisations are engaging with 

feedback

• Enhance our local provision by engaging with feedback that covers full care 

pathways across services

• Meet our HSCP statutory and regulatory obligations to engage with, listen to 

and improve services based on feedback from people who use services and 

their families.

Care Opinion can support the Partnership to realise the principles of the Health and 

Social care standards generally and more specifically the “Be included” principle. 



Thank 
you

Lisa Dendy

Engagement & Support Officer

Care Opinion

Email: lisa.dendy@careopinion.org.uk

Website: www.careopinion.org.uk

Angie McManus

Allied Health Professions Lead

Perth & Kinross HSCP

Email: angie.mcmanus@nhs.scot

mailto:lisa.dendy@careopinion.org.uk

