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The challenge

• Feedback systems were inconsistent and it was time consuming to theme

• Feedback sat centrally, making it harder to implement change

• Merge of organisations introduced the need for alignment

• We saw this as an opportunity to transform how we engage with the patient voice
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Starting the 

journey

• The idea evolved: real time feedback and structured data

• Services to own their feedback

• Decision to trial Care Opinion level 3 subscription

• Senior leadership buy-in was essential to the project
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The pilot
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Embedding 

across the Trust
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Ensuring 

inclusivity
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Current status

• Over 660 staff trained as responders

• Over 8,000 stories received

• 97% of stories received in the last 5 years have received a personal response

• Cultural shift in ownership to frontline teams
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Making data 

count

An idea so simple…….

• Utilise the tagging function on 

the Care Opinion portal

• Tag every story with a KO41 

code (national complaint 

theming codes)

• Tag every story to the division it 

sits with

• Breakdown the feedback of large 

services by tagging specialities
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Measuring 

impact

327% increase in 

feedback received 
Based on 2021/22 v 2024/25 stories received

97% of stories since April 

2021 have received a 

personal response

Average time to respond 

is 6 days

67 service improvements 

implements with 35 in the 

pipeline
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Continuous 

improvement

• By using the tagging mechanism we have recently implemented performance reporting 

at a Care Group level
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Key takeaways

Unified team vision 

Early consensus within the Patient Experience team on 

goals was vital for consistent messaging and support.
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Key takeaways

Phased approach: 

Piloting in a willing service allowed refinement and built 

confidence, preventing overwhelm.
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Key takeaways

Senior leadership buy-in: 

Visible support from CEO and NED’s enabled embedding 
within strategic priorities, breaking down resistance.
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Key takeaways

Ongoing support: 

Continuous coaching and tailored interventions helped teams 

transition smoothly to ownership of feedback.
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Key takeaways

Data integration: 

Aligning feedback with national complaint coding created actionable insights 

and improved reporting credibility and data triangulation.
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Any questions?
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