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1.0 PURPOSE

The purpose of this briefing paper is to demonstrate how the current Care Opinion
database can be used to inform the Health and Social Care system on the experiences of
service users, families and carers engaging with Primary Care services. The following
information reflects the stories published on Care Opinion from 01 April 2023 to 31 March
2024. The analysis includes stories which reflect upon Primary Care including General

Practitioner (GP), Nursing and administration teams, including reception.

2.0 BACKGROUND

The Online User Feedback Service (OUFS), Care Opinion was launched in Northern
Ireland on 03 August 2020 providing opportunity for service users, families and carers to
share feedback on their experiences of any service within Health and Social Care in
Northern Ireland (HSCNI). Commissioned by the Department of Health the OUFS enables
feedback which is open and transparent supporting services to engage with the voice of
service users, families and carers through a two-way feedback mechanism. The Care
Opinion platform supports feedback to be shared safely as all stories are independently

moderated prior to publication on the website www.careopinion.org.uk

3.0 CONTEXT

A total of 68 stories have been shared on Care Opinion which relates to Primary Care from
01 April 2023 until 31 March 2024. Figure 1 displays the number of stories published per

month.

Figure 1: Number of stories submitted each month on Care Opinion
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The following methods were used to submit these stories:

e Website — 88% (n=60)
e Leaflet—12% (n=8)

These stories are submitted from across the geographical areas of Northern Ireland as

outlined in Figure 2, with the majority of stories being generated in Co. Down.

Figure 2. Number of stories per county
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Authors are asked to identify if they are a patient/service user, relative, carer etc. The
responses are shown in Figure 3. The majority of stories have been submitted from the

perspective of the patient/service user (n=51, 75%).

Figure 3. Which term best describes you?
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A unique function of the Care Opinion platform is to support a two way feedback
mechanism between the author of the story and services to which the feedback relates.
This is not currently an active process within Primary Care in Northern Ireland and therefore
no story relating to Primary Care has received a response; however to support learning and
provide opportunity for General Practice to respond, Care Opinion continue to share stories
with the relevant practice through a process of advanced moderation.

4.0 SUMMARY OF STORIES

4.1 Criticality Scores

Care Opinion is built upon the concept of “what’s your story” and supports the author to
highlight what matters most to them using their own words. As part of the analysis through
Care Opinion each story is assigned a criticality score by an independent moderator to
highlight the level of critique included in the story. Figure 4 illustrates the scores for the 68
stories submitted relating to Primary Care. The majority of stories (n=42, 62%) have been

assigned a “not critical” score which indicates a wholly positive experience.

Figure 4. Criticality rating of stories submitted on Care Opinion relating to Primary Care
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The definition of criticality scores is summarised in Appendix 1 and supports an overview of
the main content of the stories. Criticality scores provides examples of the emerging

themes taken from stories which relates to Primary Care.



4.2 Summary Questions

The stories are also summarised through three supporting questions included on the

platform: -

1. What was good about your experience?
2. What could have improved your experience?

3. What are your feelings and emotions relating to your story?

Responses relating to Primary Care are summarised in Table 1 and further illustrated in the

word clouds within Appendix 2.

Table 1. Top 5 tags by story authors relating to Primary Care

What's good? ' What could be improved? Feelings & Emotions
Staff 34 Communication 11 Thankful 23
Professional 10 Staff attitude 9 Listened to 13
Helpful 8 Appointments 8 Frustrated 13
Friendly 7 Long wait 4 Reassured 7
Service 7 Customer care 2 Supported 6

4.3 Thematic Analysis

Framing each story with the lens of “what matters to you” the following themes have been
identified in the narrative. Each theme is illustrated using quotes directly from the story to
ensure the voices of the stories are heard. A full list of all stories and links are available in
Appendix 3. Names have been removed from each quote and replaced with a letter to
support anonymity. It is also important to highlight that the themes are not mutually

exclusive and a number of themes can be identified within the quotes.
4.3.1 What is good

(a) Recognition of the staff within Primary Care

e GP

“.. My young 13 year old soon became fatally unwell at the end of February with
Meningococcal Septicemia. Although this has been the most heartbreaking time for
us as a family I've no doubt in my mind the outcome wouldn’t of been as positive
without the high standard and quick thinking proactive response of the Dr. There
hasn’t been a day | don’t thank god that is was her that day he seen and the care
and time she spent with him a true life saviour for us and we will be forever grateful



( A true earth angel that helped save our wee man and her care and compassion

continues such a special lady..."
The support and compassion we received was immense | Care Opinion

e Nurses

“..I want to say that the nurses in the treatment room, strabane health center, are
just fantastic. They looked after me with such care and empathy and took away my
anxiety when | was having heart problems, such lovely people and Dr Dinsmore was
fantastic too. Thank you...”

e Receptionists

“.. L’ greeted many individuals by name, the impact of same noted by the wide
smiles that came across their faces. ‘L’, despite the pressure evident simply by the
numbers requiring attention, never let the same become evident in her interactions.
| looked on in complete admiration as | watched ‘L’truly offer care and compassion
to each and every one who arrived. Noting information and repeatedly getting up
coming out of her area away from her desk to ensure the elderly in attendance did
not have to move. It was apparent as | sat that ‘L’ loves her job and moreover cares
for those requiring services provided...”

(b) Standard of Care
e Compassion

“... On two occasions now the admin staff at Dromore Doctor’s Surgery (Co. Down)
have shown great care and compassion towards myself and my family. The staff
were so accommodating when booking appointments for my son, who has ADHD
and is attending CAMHS. They really took the time to listen and understand the
difficulties for my son in accessing his much needed appointment and they were so
flexible and helpful...”

Great care and compassion | Care Opinion

e Advice

“.. I rang the surgery recently within the contact guidelines; ... | requested a call back
about 08:40. Shortly after 09:00 Dr G rang me. By his very active, focused listening
and a couple of specific questions he gave a diagnosis: a very nasty little virus! It
needed urgent attention; commencement of specific medication. It is important to
note here this medical emergency can sometimes quickly change into another
medical emergency and before ending our call Dr G was very clear: it the condition
changed suddenly — he detailed the change as directed | took myself immediately to
A&E. Unfortunately, his caveat did indeed, a day or so later, happen to me...”

My experience of needing urgent healthcare | Care Opinion

e Efficiency

“.. My son had chicken pox. | called our GP and had a very prompt call back and
appointment made. Went in that afternoon and was prescribed oral abx.


https://www.careopinion.org.uk/1169769
https://www.careopinion.org.uk/1155400
https://www.careopinion.org.uk/1145936

Unfortunately he was not able to tolerate these as he was vomiting. The next day |
called back and was seen within 30mins of call back. Abx were changed but again
he couldn't tolerate these. He was promptly referred to the Acorn centre at AAH...”
Such a great service | Care Opinion

Professionalism

“... The attention and care | received today was first rate. Dr F was so understanding
and helpful at my GP surgery appointment today. Her leadership with a medical
student was professional and attentive and every step of my treatment care was
coordinated effectively. | felt such a sense of relief after having been listened to,
guided and given new medication to make me better...” GP attention | Care Opinion

Collaborative working

“..I saw my GP for my 8 week review postpartum and we decided a Mirena coill
would be appropriate for ongoing contraception and to help relieve heavy periods.
Insertion was not offered at my practice so | was referred to to a ... Medical Practice.
| had a telephone consult with another GP three months later, and the coil inserted
last week (total waiting time four months). The practice was lovely, insertion was
comfortable and the staff were excellent. Given the current pressure on the health
system | think the waiting time was great for an elective procedure in primary care
(which was freelll). Great system, great communication between practices, great
experience on the day. Follow-up very clear. Thank you to all involved! ...”

Great system, great communication, great experience on the day | Care Opinion

4.3.2 What could be improved

(a) Access

Telephone system

“...I have tried to get through to my GP based in Bangor Health Centre, and used the phone
numbers on your website. They are not correct and take you through to the wrong place —
e.g. Dr McM’s number takes you to the Outpatients Dept in Bangor Hospital, and Dr C takes
you to the Ulster Hospital. Does anyone check your website? It is difficult enough to try and
get through to a GP without being given the wrong contact details...”

GP phone numbers on your website | Care Opinion

Availability of appointments

“...My husband was ill for 4 weeks with upper respiratory infection. Used all OTC
medicines with minimal effect. Over weekend symptoms worse- coughing, felt as if
choking and breathing affected. Was hoping for phone call with GP- all appointments
gone by 08.34 Monday morning. H/O post nasal drip most likely now infectious.
Simple antibiotic could resolve it. Extremely disappointed we have no other option to
get treatment. Not surprised E.D. is full of patients who maybe don’t need to be there
but have been let down by primary care system...”

Efficiency (relating to prescriptions)


https://www.careopinion.org.uk/1060400
https://www.careopinion.org.uk/1062619
https://www.careopinion.org.uk/1072280
https://www.careopinion.org.uk/1061655

(b) Continuity of care

Referral processes

“.. I wanted to say a very special thank you to Dr S for how well he treated me on a
recent telephone appointment. He listened, properly listened, acknowledged the
pain | was in and gave me the necessary opportunity to talk about my symptoms and
management of them. He thanked me for my involvement with his undergrad med
student. He offered onward referral and | now have researched his theory into the
cause of some of my symptoms and feel certain he is entirely accurate. | appreciate
this insight so much. It had never been suggested before...”

He properly listened and acknowledged the pain | was in | Care Opinion

Discharge Planning

“.. After having surgery on my ankle for a third time in 5 years | was discharged from
hospital to have a daily IV antibiotic. The Nursing team from ... my GP pracitce came
daily to give me the IV and change wound dressings. | cannot praise G and her team
enough as they were so professional and friendly at the same time. They kept me
informed on what they were doing at all times and when | was anxious at times they
reassured me and settled my nerves...” Aftercare after ankle fusion and further surgery |

Care Opinion

(c) Attitude and Behaviour

Empathy for service users

Happy Not happy

“...My friend is sending this story on my behalf-1 attended my GP last week. When i
arrived i needed to check in on a screen but i didn’t understand how to do it. | asked
the receptionist and they said it was not their job. They did not help me. | just sat
down. It may not be obvious but i need help with things like this. | have had a brain
injury and | can’t process these things. | never want to go back there. She made me
feel unimportant and gave me no support...” Not supported | Care Opinion

Compassionate care

“... Each day | have to ring to speak to a doctor at the practice, | have been making
50-60 calls over the space of an hour to be told that the list is full, call back
tomorrow, and then | go through the exact same thing the following day. | feel zero
empathy or understanding from the receptionists, it feels like they just want you off
the phone. I find them rude, condescending. | am blamed for not getting through to
them quick enough. The same receptionists don't ring you to give you test results,
you have to ring them. But | have found the information they provide contradicts what


https://www.careopinion.org.uk/1161426
https://www.careopinion.org.uk/1049858
https://www.careopinion.org.uk/1049858
https://www.careopinion.org.uk/1114089

the doctors say. Why would a receptionist with no medical experience be allowed to
tell me my test results? This should be coming from a medical professional...”
It is very hard to access care from my practice | Care Opinion

5.0 NEXT STEPS

Care Opinion is currently available for service users, families and carers to share feedback
on the whole Health and Social Care system including Primary Care. Care Opinion will
continue to support the public to feedback on Primary Care, highlighting the positive

experience of Primary Care services and areas which need to improve.

Going forward, consideration should be given to the promotion of Care Opinion within
Primary Care. This will support service users, families and carers to provide meaningful
feedback regarding GP services and embed the two-way feedback mechanism into

practice.

This briefing paper reflects the current feedback available on the Care Opinion platform in
the absence of promotion through Primary Care. The analysis presents areas for learning

and change to improve the experience of service users, families and carers.

10
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Appendix 1: Definition of Criticality Scores assigned by Care Opinion Moderators

Score Definition

0 Not Critical:

Entirely positive or neutral postings with no hint of criticality 42

Minimally Critical:
1 Mention of dissatisfaction with non-clinical non-personal aspects of 3
care, typically “facilities” issues such as food, parking, or waiting

Mildly Critical:

More specific but still mild criticism, which may also include non-

2 clinical but interpersonal issues such as attitude of staff,
compassion, politeness. This might include the timely nature of the
service whether in hospital or in the community where it has caused
distress, e.g. carers not turning up on time

12

Moderately Critical:

Criticism which may include alleged shortcomings in clinical or non-
clinical aspects of care, the Author may not say what the effect of

3 these are. Also includes serious comments about facilities: ‘never 10
cleaned’; and where people’s essential basic care needs are not
being met, e.g. inadequate nutrition and hydration, development of
bedsores

Strongly Critical:

Serious criticisms of specific unnamed staff or groups of staff, or of
clinical or other care or facilities. This might have had very serious
4 consequences for physical or emotional health. These will be 1
described by the Author. There might also have been social
consequences that have increased the risk or vulnerability of an
individual

Severely Critical:

5 Posting alleges or describes actions or events which may be illegal,
grossly negligent, or allege serious misconduct by named members
of staff or organisations

11



Appendix 2. Word Clouds

The following word clouds relate to the closing questions on the Care Opinion platform and

illustrate the feedback which refers to Primary Care.

Question 1. “What was good about your experience”?
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Question 3. “What are your feelings and emotions relating to your story”?
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Appendix 3. Links to Primary Care Stories (01 April 23 — 31 March 24)
Criticality score = 0 (not critical)
Criticality score =1 (minimally critical)
Criticality score = 2 (mildly critical)
Criticality score = 3 (moderately critical)

Criticality score = 4 (strongly critical)

Ejostmg Source | Route Online Criticality
0
1049858 | Care Website | https://www.careopinion.org.uk/1049858 0
Opinion
1049776 | Care Website | https://www.careopinion.org.uk/1049776 0
Opinion
1060400 | Care Website | https://www.careopinion.org.uk/1060400 0
Opinion
1061876 | Care Website | https://www.careopinion.org.uk/1061876 0
Opinion
1062619 | Care Website | https://www.careopinion.org.uk/1062619 0
Opinion
1068778 | Care Website | https://www.careopinion.org.uk/1068778 0
Opinion
1074598 | Care Website | https://www.careopinion.org.uk/1074598 0
Opinion
1072280 | Care Website | https://www.careopinion.org.uk/1072280 0
Opinion
1080571 | Care Website | https://www.careopinion.org.uk/1080571 0
Opinion
1083341 | Care Website | https://www.careopinion.org.uk/1083341 0
Opinion
1089204 | Care Website | https://www.careopinion.org.uk/1089204 0
Opinion
1087033 | Care Website | https://www.careopinion.org.uk/1087033 0
Opinion
1094701 | Care Website | https://www.careopinion.org.uk/1094701 0
Opinion
1097046 | Care Website | https://www.careopinion.orq.uk/1097046 0
Opinion
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https://www.careopinion.org.uk/1094701
https://www.careopinion.org.uk/1097046

1104146 | Care Leaflet https://www.careopinion.org.uk/1104146
Opinion

1104254 | Care Website | https://www.careopinion.org.uk/1104254
Opinion

1104969 | Care Leaflet https://www.careopinion.org.uk/1104969
Opinion

1103380 | Care Leaflet https://www.careopinion.org.uk/1103380
Opinion

1107815 | Care Website | https://www.careopinion.org.uk/1107815
Opinion

1115502 | Care Website | https://www.careopinion.org.uk/1115502
Opinion

1117772 | Care Website | https://www.careopinion.org.uk/1117772
Opinion

1125024 | Care Website | https://www.careopinion.org.uk/1125024
Opinion

1127646 | Care Website | https://www.careopinion.org.uk/1127646
Opinion

1132397 | Care Website | https://www.careopinion.org.uk/1132397
Opinion

1137022 | Care Website | https://www.careopinion.org.uk/1137022
Opinion

1127270 | Care Leaflet https://www.careopinion.org.uk/1127270
Opinion

1130161 | Care Leaflet | https://www.careopinion.org.uk/1130161
Opinion

1135620 | Care Website | https://www.careopinion.org.uk/1135620
Opinion

1142172 | Care Website | https://www.careopinion.orq.uk/1142172
Opinion

1136650 | Care Website | https://www.careopinion.org.uk/1136650
Opinion

1145936 | Care Website | https://www.careopinion.org.uk/1145936
Opinion

1147958 | Care Website | https://www.careopinion.org.uk/1147958
Opinion

1147164 | Care Website | https://www.careopinion.org.uk/1147164
Opinion

1155400 | Care Website | https://www.careopinion.org.uk/1155400
Opinion

1155594 | Care Website | https://www.careopinion.org.uk/1155594
Opinion

1161426 | Care Website | https://www.careopinion.orq.uk/1161426

Opinion
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1161797 | Care Website | https://www.careopinion.org.uk/1161797
Opinion

1163047 | Care Website | https://www.careopinion.org.uk/1163047
Opinion

1164633 | Care Website | https://www.careopinion.org.uk/1164633
Opinion

1165928 | Care Website | https://www.careopinion.org.uk/1165928
Opinion

1168894 | Care Website | https://www.careopinion.org.uk/1168894
Opinion

1169769 | Care Website | https://www.careopinion.orq.uk/1169769
Opinion

1093602 | Care Website | https://www.careopinion.orq.uk/1093602
Opinion

1160884 | Care Website | https://www.careopinion.org.uk/1160884
Opinion

1167248 | Care Website | https://www.careopinion.orq.uk/1167248
Opinion

1050468 | Care Website | https://www.careopinion.orq.uk/1050468
Opinion

1049509 | Care Website | https://www.careopinion.orq.uk/1049509
Opinion

1061655 | Care Website | https://www.careopinion.orq.uk/1061655
Opinion

1083139 | Care Leaflet https://www.careopinion.org.uk/1083139
Opinion

1100035 | Care Website | https://www.careopinion.orq.uk/1100035
Opinion

1100665 | Care Leaflet https://www.careopinion.org.uk/1100665
Opinion

1120090 | Care Website | https://www.careopinion.orq.uk/1120090
Opinion

1127307 | Care Leaflet https://www.careopinion.org.uk/1127307
Opinion

1131404 | Care Website | https://www.careopinion.org.uk/1131404
Opinion

1125185 | Care Website | https://www.careopinion.org.uk/1125185
Opinion

1140936 | Care Website | https://www.careopinion.org.uk/1140936
Opinion

1161776 | Care Website | https://www.careopinion.org.uk/1161776
Opinion

1063333 | Care Website | https://www.careopinion.org.uk/1063333
Opinion

1072659 | Care Website | https://www.careopinion.orq.uk/1072659
Opinion

1071483 | Care Website | https://www.careopinion.orq.uk/1071483

Opinion
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1086916 | Care Website | https://www.careopinion.orq.uk/1086916
Opinion

1108040 | Care Website | https://www.careopinion.orq.uk/1108040
Opinion

1111219 | Care Website | https://www.careopinion.org.uk/1111219
Opinion

1114089 | Care Website | https://www.careopinion.orq.uk/1114089
Opinion

1132740 | Care Website | https://www.careopinion.orq.uk/1132740
Opinion

1147004 | Care Website | https://www.careopinion.org.uk/1147004
Opinion

1114115 | Care Website | https://www.careopinion.orq.uk/1114115
Opinion

1162830 | Care Website | https://www.careopinion.orq.uk/1162830

Opinion
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<KEEP BLANK>

For further information contact:

Regional Lead for Patient Client Experience - Linda Craig

#=7 linda.craig3@hscni.net

Project Lead for Online User Feedback Service — Thelma Swann

#=7 thelma.swann@hscni.net



mailto:linda.craig3@hscni.net
mailto:thelma.swann@hscni.net
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