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What is Care Opinion and how does it work ?
Care Opinion is a website where people of all ages can share their experiences, positive or critical, of the services they have used from University Health and Social Care North Lanarkshire. They welcome views from service users, carers, friends and family members and encourage people to feedback on their experience. Care Opinion staff moderate all posts, they do not publish anything irrelevant, offensive language and any criticism of services needs to be constructive.
Once their story has been received, a notification is sent to the appropriate team and a response should be provided by the representative of the team involved.
Care Opinion is an impartial organisation and is all about connection, collaboration and change. They make it safe and simple for people to share their story online and see other people's stories too. You can see how stories are leading to change.
By sharing honest experiences of Health and Social Care, we learn to see the world differently. Working together, we can all help make care better.
Care Opinion  - University Health and Social Care North Lanarkshire
Within University Health and Social Care Partnership North Lanarkshire, we value the voices of everyone who uses Health and Social Care services. We receive a high level of comment from people who use our Health services, but we‘d like to hear more from people who use Social Work services too. We believe that every experience matters and are committed to increasing the visibility and feedback for all users.
By encouraging feedback from those who use our services, we plan to use this information to improve and shape the future of Health and Social Care, ensuring that it meets the needs of all individuals and communities.
To this end, we would ask that you ask the people you are in contact with to provide their opinions on our services.
If you'd like more information or promotional materials, please contact QAResourceWorkers@northlan.gov.uk
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Care Opinion is not just for adults, children can share their experiences too with the help of Bear.
Bear has been introduced to make it easier for children and young people to submit their stories as their voice is important too.  Guidance is available here to support them to do this.  
Children under the age of 12 are asked to seek permission from a Parent or Guardian before submitting their story and advice is given to ensure that they keep safe online. 
Our stories
In the third quarter of 2024/25, University Health and Social Care Partnership North Lanarkshire received a fantastic 99 stories on Care Opinion from members of the public as shown in the slides below:
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While there is always potential for improvement, it is noteworthy that 75% of the feedback received was positive.
We've noted that communication is our most common area for improvement. We're committed to getting better at this and will keep striving to make our interactions clearer and more effective.
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Positive feedback
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Encouraging feedback
To facilitate and improve your understanding of how to ask for feedback, we have included slides below:
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We want to hear from you, please complete the short survey below:
Embed://<iframe width="640px" height="480px" src="https://forms.office.com/e/ZULmD8JUPJ?embed=true" frameborder="0" marginwidth="0" marginheight="0" style="border: none; max-width:100%; max-height:100vh" allowfullscreen webkitallowfullscreen mozallowfullscreen msallowfullscreen> </iframe>
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Having confidence to ask

Asking for feedback is a skill, and will become easier the more you do it

People love to help!

Whatever the situation, the human brain is hard wired to be social, to
cooperate, to assist where we can. Being helpful strengthens our sense of
self and is a path to finding meaning even in dark days.

e O
Ask for honesty
. . Encourage the people you ask for feedback to be helpful over nice. Let
ot them know you are looking to get the most out of their time and their
honesty is valued and appreciated.

Explain why feedback is important

Explaining to patients/service users that all feedback is important and that
’ on Care Opinion they can say what was good v’s what could have been

better — Balanced view
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Teasing out the ‘what could be improved'...

“First class service

“I left feeling relaxed
from first class staff"

and valued”

“and if there is one
thing we could have
done differently, to
improve things for you
or your loved ones
please do mention this
too”
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How moderators have rated the criticality of these stories

not critical

minimally critical

mildly critical

moderately critical 11% (11)

strongly critical
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This report summarises 99 storiesand 119 responses

How these stories have been heard or responded to

Story has a response (89)

Story heard (10)
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Possible ways to ‘Frame the ask’...

“All the staff have
been so lovely.

“It's not like |
thought, it's not so

“Thank you for
helping me get an
appointment

today.

Thank you, | know the team will really appreciate you
saying that. We do have a way to share your kind words
with everyone involved using this... Would you be happy
to take a few minutes to write a few lines for them all?

I'm so glad it turned out better than you thought.
We find many people are sometimes nervous
‘about coming in. Would you be willing to share
your experience with others via Care Opinion.
This may help reassure other patients who may
also feel nervous?

Your welcome, that's what 'm here for. | wonder f you
would be willing to share your positive feedback on Care
Opinion, | can send a link direct to your phone if that's
ok?
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What's good?
staff

support
amazing
helpful

caring
kindness

nurse
communication
friendly

advice

kind

Most common tags added by authors to these stories
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What could be improved?
communication

staff attitude

lack of support

level of

waiting list
‘access to service
appointments
compassion
follow up
information
referral
unprofessional

13
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Feelings
supported
Thankful
grateful
listened to
cared for
‘appreciative
reassured
relieved
comfortable
confident
happy

safe
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What'’s your story?
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Possible ways to ‘Frame the asl

“I'm not very:
happy about the Thank you for raising your concerns, however this

problems I've is not something | can deal with personally but you
had trying to can use Care Opinion to feedback your issues or
book an suggestions and this feedback will be heard by the
appointment...." right member of staff who can respond to your
feedback and also implement changes that can
improve the patient experience.

Overall 65% of the feedback via Care Opinion has contained no criticism at all
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What should I include in the ‘Ask’?

Include these 3:

Explain who Care Opinion is — Independent from NHS, social
enterprise /CIC, encourages social value

Explaining its safe! Always inform your
patients/service users that feedback is
anonymous

That you will get a response - This is a key \ 7/
motivational factor for many people to share

their feedback, so it is always worth - -
mentioning in the ‘ask’
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