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Recommendation 
 
The Board is asked to receive and discuss this report on organisational activity associated 
with receiving and acting on feedback from the Patient Opinion website.  
 

 

Summary 
 
As an early adopter, NHS Ayrshire & Arran has been receiving and responding to Patient 
Opinion posts since 2012.  In that time significant work has been progressed nationally on 
how we can extract themes and learning from this direct feedback.  
 
  
Key Messages: 
 

 Patient Opinion is an excellent direct and timeous feedback tool 

 NHS Ayrshire and Arran has generated approximately a fifth of the total PO 
postings for NHS Scotland and these have been viewed over 90,000 times. 

 Much has been achieved to promote the use of PO across our services and we can 
build on this to generate further improvements 

 

 

Glossary of Terms  
 

NHSAA 
PO 
SCN 

NHS Ayrshire & Arran  
Patient Opinion 
Senior Charge Nurse  
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Patient Experience: Patient Opinion 
 
1. Introduction 
 
NHSAA was an original pilot site when Patient Opinion (PO) was launched in 2012.  Since 
launch the use of PO and its value as a method for patient feedback has increased 
significantly.  The chart below shows activity since PO went live. 
 
Chart 1: PO Stories 2012 - 2016 

 

 
 
 
In NHSAA our site administrator is also responsible for managing all patient feedback and 
is currently developing a new feedback form that incorporates all the different methods by 
which patients, service users and their families can provide us with feedback; a central 
part of which will be promoting the PO website. 
 
 
 
2. Patient Opinion Data: December 2015 – November 2016 
 
The National Team supporting PO are working on improving the data extracted from the 
website to enable Boards to increase staff awareness of reported patient experience. This 
is important not only to evidence learning and improvement but to ensure staff are aware 
of the many positive examples of feedback we receive, and to help increase staff morale 
as a result.  As more staff become aware of PO, we also want them to encourage patients 
and families to share their own experiences in this way. 
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Chart 2: PO volume of posts  

 

 
 
The chart above shows a slight drop in PO activity since September 2016. Interestingly, 
there has also been a slight drop in the number of complaints received in this period; we 
do not yet know the reasons for this difference.  
 
In the last year, NHSAA has been the subject of 336 PO stories, which have been viewed 
a total of 93,683 times. This represents 19% of all NHS Scotland stories (1,779 stories 
were received relating to NHS Scotland, with 600,000 views recorded). 
 
The value of having a corporate site administrator for PO is evident in Chart 3  ( below) 
with over 80% of posts responded to on the day of posting.  However, the percentage of 
service managers responding to the posts remains less than 20% and this will be the focus 
of ongoing engagement work. Currently, 80 members of staff have responding rights but  
many have not yet begun to respond on a regular basis.  
 
Our ambition is to have a wide range of staff from Senior Charge Nurses to Service 
Managers who are trained and feel confident to respond directly. The benefits of this level 
of engagement will ensure that the right staff are aware of the feedback and can take 
responsibility for any actions arising.  At least one other NHS Board in Scotland has 
managed to achieve this ambition.  
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Chart 3: Days taken to respond to PO Posts 

 
 
2.1 Criticality of Posts 
 
In the last year 63% of posts have been positive, or mildly critical. Of the 47% considered 
to be moderately to strongly critical, a change or improvement was recorded in 22% of 
cases. One good example of this is the addition of colour coding to some outpatient 
appointment letters to reflect the colour zoning in UHC to assist patients in arriving at the 
correct clinics.  Improving our conversion of critical posts to evidenced improvement is a 
priority moving forward.  
 
Chart 4: Criticality of Posts 
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Chart 5 – Funnel plot of positive posts as a percentage of overall posts 

 
 
 
 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
The funnel chart above demonstrates positive posts as a percentage of all the posts 
received and is in keeping with the national picture. Presenting the data in this way with 
upper and lower control limits allows us to see how we are performing against predicted 
rates, identify data trends and question when data points are above or below the control 
limits.  The section of chart within the circle highlights that a shift has taken place with 
regard to the number of positive postings. 
 
In addition to the quantitative data that can be extracted from PO, significant work has 
gone into improving the ability to display more qualitative findings.  Chart 6 below tags key 
words that demonstrate positive and negative themes for NHSAA (with green positive 
themes to the left and pink themes for improvement to the right). 
 
Chart 6: Key qualitative themes   
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 Chart 7 below shows the key words/themes in a standard bar chart which highlights the 
occurrence of specific themes. The themes identified are consistent with themes emerging 
from complaints and are currently being addressed as part of a larger piece of 
improvement work with quality indicators. 
 
Chart 7: Themes for Improvement  

 
 
 
3. Future Activity  

 
There is no doubt that the feedback received via PO is extremely valuable to staff at all 
levels of the organisation and a number of key actions need to be taken forward to ensure 
that we can evidence improved patient experience as a result. 
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The following key actions will be progressed over the coming 12 months: 

 Increase staff awareness through prominent positioning of stories on the staff 
intranet, patient stories, and regular and regular reference to PO in all staff 
communications  

 Review staff on the ‘alert’ list for key staff at directorate/division level to ensure they 
are being alerted to stories that refer to their service  

 Provide training and access to all service managers to allow them to take 
responsibility for responding directly to stories about their services 

 Develop a plan to further cascade responding rights to SCN or team leaders 

 Develop a training and education plan to support engagement with feedback, with 
the aim of demonstrating impact in relation to learning and improvement. 

 Increase the visibility of PO on NHSAA external and internal webpages as part of 
the current redesign work being led by Corporate Comms Team 
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Monitoring Form 

 

Policy/Strategy Implications 
 
 

Effective feedback, comments, concerns and 
complaints handling supports the delivery of the 
Healthcare Quality Strategy. 

Workforce Implications 
 
 

Minimal – improved service engagement with PO 

Financial Implications 
 
 

None 

Consultation (including 
Professional Committees) 
 
 

Consultation events and workshops have been held for 
staff involved in redesign of the process for complaints 
handling and further consultation in using PO to 
respond to patient feedback will be taking place 
 

Risk Assessment 
 
 

Failure to have in place and to maintain an appropriate 
feedback, comments, concerns and complaints 
process could have a significant impact upon NHS 
Ayrshire & Arran’s ability to demonstrate that it firmly 
understands the risks associated with complaints and 
the requirement for organisational learning. 
 

Best Value 
 

This will support the requirements of the Patient Rights 
(Feedback, Comments, Concerns and Complaints) 
(Scotland) Directions 2012. 

- Vision and leadership  
- Effective partnerships  
- Governance and 

accountability 
 

- Use of resources  
- Performance management 
 

The delivery of an effective process for patient 
experience including feedback, comments, concerns 
and complaints will support the Board’s commitment to 
safe, effective and person centred care. 

Compliance with Corporate  
Objectives 
 

None 

Single Outcome Agreement 
(SOA) 
 

Effective feedback, comments, concerns and 
complaints handling, in all formats supports the 
delivery of the Healthcare Quality Strategy. 

Impact Assessment 
 
Impact assessment not required as this is an internal document. 
 

 


