
How to 
Respond 

Well





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



“It was therapeutic 

in healing my soul.”

“It was a difficult time for me to go 

through and Care Opinion allowed 

me to control the speed 

and words rather than be rushed 

through Q&As or tick box scenario 

where things don't quite fit.”

“The fact I did not have to give my 

name made it a lot easier to 

provide feedback. I find it hard to 

do it in person. 

I would like it to make changes.”



Stories – it’s about the conversation



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



Practical Tip!

The link only 
log’s you 
into the site 
the 1st time



Who else received an email alert?



The link only 
log’s you 
into the site 
the st time

Pay attention to the ‘How did you feel?’ tags





30 minutes 

editing time 

once 

submitted

Demonstrating you’ve 
made a change!



Has went over and above for me and my son | Care Opinion

What does a 
really great  
Response look 
like on Care 
Opinion?

Sign off

Personal touch

Saying what you will do with the 
feedback

Profile picture

https://www.careopinion.org.uk/1120238#1122169


Bad experience to good experience | Care Opinion

https://www.careopinion.org.uk/1094926


Preparing yourself for feedback… 

• 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



How would you feel if you got this response?

Research chat 17: organisational culture and online patient feedback | Care Opinion

https://www.careopinion.org.uk/blogposts/1018/research-chat-17-organisational-culture-and-online-patient-f


Your choice of words can make all the difference…



Blog post : Link to ‘What makes a good response’

https://www.careopinion.org.uk/blogposts/813/how-do-i-respond-well-to-stories


Examples of good responses

• Empathy and understanding

• Apologising

• Explaining what normally happens or why things 

happen

• Saying what you will do with the feedback

• Saying what you will do to make an improvement



Click here to read full story

What does a 
really great  
Response look 
like on Care 
Opinion?

https://www.careopinion.org.uk/913476


Empathy and understanding

Click here to read full story

https://www.careopinion.org.uk/739814


Apologising

Click here to read full story

“I was in agony but was 
made to vacate the 
ambulance stretcher and 
sit in a wheelchair”

“I discharged with 
no pain 
medication… The 
pain was 
indescribable”

https://www.careopinion.org.uk/1137222


Apologising

Click here to read full story

“I am aware of 
your journey 

and how much 
distress and 

anxiety this has 
caused and am 

truly sorry”

https://www.careopinion.org.uk/1137222


Explaining what 
normally 
happens or why 
things happen

Click here to read full story

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


Click here to read full story

“This has previously 
been highlighted and 
was recognised by the 

service team; as a 
result, they conducted 

surveys to gather 
feedback from service 

users”.

https://www.careopinion.org.uk/1071255


Saying 
what 
you will 
do 
with the 
feedback

Click here to read full story

https://www.careopinion.org.uk/708178


Saying what you will do to make 
an improvement



Initial responses from people in the department about what should have 
happened and offering follow up, ending with…. 

Click here to read full story

Making that ‘Planned Change’ 
into a 

‘Change made’

https://www.careopinion.org.uk/792233


Several 
changes 
made 
from a 
walk 
through

Blog: Being a critical friend

https://www.careopinion.org.uk/blogposts/918/being-a-critical-friend---an-authors-experience-of-sharing-a


Responding to critical feedback
Remember, it’s entirely normal to feel…

Angry

Upset

Frustrated

Your goal is to improve the relationship, not to prove who is right. Show 
the author that you have listened to them show that you genuinely care 

about the experience that they’ve had.  



Responding to 
Critical feedback

ADHD adult assessments and waiting 

times | Care Opinion

“I am aware I have been unable to offer you answers in 
relation to your assessment but I hope this response 
offers some reassurance that your feedback is very 

important to us”.

https://www.careopinion.org.uk/1108495
https://www.careopinion.org.uk/1108495


Responding to 
Critical feedback

“I want to say, I can appreciate how difficult 
and worrying this must have been for you to 
try and navigate between services to get the 

right treatment and care for your mum”

“Your experience has highlighted issues around the referral process, the 
communication process and the response during an Out of Hours period. We 

would really like to look into this further as your journey has not followed what 
we would normally expect. Further detail would allow us to ensure learning 

outcomes and improvements for our District Nursing team and our wider Multi-
disciplinary team”



• 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


critical story is 
published

Team meet to discuss 
story

What are the 
changes that can be 

made WITHOUT 
knowing who the 

author is?

Response drafted; 
team ask for 

feedback from 
someone outside the 

service

Response added
Optional: second 

response added with 
update

Responding to a critical story workflow





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, what 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 as often if you can

• Be personal but polite, no cut & paste generic 
responses



Questions/Comments?

info@careopinion.org.uk



Nominate a Star 

Responder 

• Star Responder Award Ceremony 2023 | 

Care Opinion

• Star Responder | Care Opinion

https://www.careopinion.org.uk/blogposts/1143/star-responder-award-ceremony-2023
https://www.careopinion.org.uk/blogposts/1143/star-responder-award-ceremony-2023
https://www.careopinion.org.uk/info/star-responder


Thank 
you
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