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Background

One of the key features of NHS Choices is the patient feedback facility.  
From launch in June 2007, the public has been able to write and post feed-
back on their hospital experience and to date, over 7,000 comments have 
been posted.

Patients are asked to provide feedback on what they liked and suggestions they may have for how 
things could be improved. 
 
The volume of patient feedback has risen significantly since the facility appeared on the home page 
of NHS Choices. NHS Choices’ site traffic currently stands at 4 million visitors per month, and with all 
of NHS Direct’s online health content now on NHS Choices, this figure is expected to rise rapidly.  It is 
expected therefore, that the level of patient feedback will continue to rise too.

All comments are pre-moderated and, importantly, Trusts can post a reply to each comment made 
about care delivered in their hospitals. Each time a new comment appears on NHS Choices, an alert is 
sent to a nominated recipient in the Trust.  

This guide details how Hospital Trusts can get the most out of the patient feedback facility on NHS 
Choices. There are three main reasons why publishing patient feedback on NHS Choices is a positive 
development for Hospital Trusts:

•	 Feedback	from	previous	patients	is	a	useful	source	of	information	for	others	who	may	be	in	 
 the process of making a decision on their choice of provider.

•	 The	vast	majority	of	patients	are	very	satisfied	with	the	care	they	receive.	

•	 A	constant	source	of	responsibly	moderated	patient	feedback	is	very	helpful	for	Trusts	as	 
 a driver of service improvement and provides public recognition of the high quality of  
 care delivered. 
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How Does Patient Feedback Work on NHS Choices?

Users are asked a series of questions about their experience, the answers to  
which generate an overall rating for the hospital in question. Users can choose  
the questions they wish to answer.  (see pics 1 and 2)
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Replies from Trusts

Each Trust has a designated person who can post responses on its behalf.   
NHS Choices strongly advises that a member of each Trust’s communications  
team is a recipient for alerts of new comments and takes responsibility for  
co-ordinating replies. To check who is responsible at your Trust or to change  
the designated person, please contact NHS Choices helpdesk on: 0845 650 4865
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Promoting Patient Feedback to Patients

NHS Choices encourages Trusts to promote actively the patient feedback facility. 
Not only does it provide a direct source of customer feedback, it is an invaluable 
way for Trusts to evaluate patients’ opinions on services and facilities. 

The following suggestions will help Trusts get the most out of their patient 
feedback and demonstrate best practice in customer relations.  
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Alternatively, you may wish 
to include a paragraph in the 
patient discharge and follow up 
letters. As your PALS has daily 
contact with patients before and 
after their admission to hospital, 
they too should be encouraging 
patients to leave their comments. 

      Encouraging patients to comment on their hospital experiences

 
Trusts can encourage patients to post feedback on NHS Choices by including details on patient literature. Some Trusts have 
included details of NHS Choices’ patient feedback facility within promotional literature as part of the bedside guides which 
patients receive when they are admitted to hospital.  Below is an example used by West Middlesex University Hospital to 
encourage people to leave comments.  
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       Responding to Comments

Wherever possible, Trusts should consider providing a response to all comments posted by patients.  
This is good practice and: 

•	 Shows	patients	that	their	comments	have	been	read	and	acknowledged
•	 Provides	Trusts	with	an	opportunity	to	supply	information	on	topics	of	general	interest.
•	 Illustrates	that	hospitals	react	positively	to	comments,	both	good	and	bad,	and	that	they	treat	 
 user feedback seriously.

Broadly, there are three response levels a Trust can provide:

      A simple acknowledgement of the comment (see pics 3 and 4): 

Example:
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      A simple acknowledgement of the comment (continued) 1

pic 4
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      Redirection: A ‘Thank You’ with the contact details of the appropriate people/ department

Example:
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      A full, open response with contact details of the necessary people/department. (see pics 5 and 6): 

Examples:
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      A full, open response with contact details of the necessary people/department (continued)3
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i.   Creating ‘good news’ news for Local Papers 

Local newspapers love to write about their local hospital and often stories only appear when something bad has happened.  
Patient	feedback	presents	journalists	with	a	stream	of	good	news	stories	from	‘real’	patients.		When	criticism	does	appear,	it	
is usually written in a constructive way; by responding to each comment, the Trust demonstrates it has listened and taken on 
board direct feedback in a bid to drive up service improvement. Below is a recent story that appeared in the Cambridge News.

ii.  Creating a positive online image

As more patients are using the Internet to make informed choices about where and when they have their treatments, 
patient feedback provides Trusts with free endorsements about their services and facilities. Responding to comments and 
using patient feedback to its fullest potential will help Trusts to create a positive online image and promote themselves to 
their local communities and potential patients from farther a field.

iii.  Reinforcing a commitment to take patient feedback seriously in  
      a public environment

Using patient feedback as part of your overall marketing activity reinforces to patients and ‘would be’ patients that 
individual Trusts are responsive to feedback and take it seriously.  
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3    Using Patient Feedback to Promote Your Trust

NHS Choices recommends that Trusts use examples of positive patient feedback 
in their own promotional material and as part of their marketing activity.  This 
provides Trusts with evidence to promote what is good about their hospital.   

There are other ways that patient feedback can be used for good effect: 
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  i    Promoting feedback to senior staff

NHS Choices suggests that each communications team provides an internal update to all senior staff detailing 
recent patient comments.  This may be as part of existing communications forums i.e. weekly reports, monthly 
status meetings, or as a separate line of communications.  This not only informs senior members of the type and 
level of comments that your Trust is receiving, but also demonstrates that you are pro-actively dealing with each 
comment.  Mayday Healthcare NHS Trust is an excellent example.  In its weekly ‘Horizon Scanning’, which is 
sent to their senior management team, information on postings on NHS Choices is included each week.

         Using feedback to boost staff morale

Many patient feedback comments include praise for staff and the level of care patients received when they 
were in hospital.  This should be communicated back to the staff.  Many Trusts do pass the comments on directly 
to the member of staff or teams involved and NHS Choices would encourage all Trusts to do this. 

However, NHS Choices would also encourage Trusts to publicise the best comments around the hospital. Again 
this may be as part of existing newsletters or staff communications, or as a separate channel of communications.  
Trusts may also want to use the comments as part of internal staff award schemes.

       Creating links on your own website  
       and intranet.

Providing a link to the patient feedback section on NHS Choices on Trusts’  
own websites is an excellent way of developing public patient involvement  
and directs visitors to first hand accounts about the treatment, level of  
care and service they received.
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4     Using Patient Feedback in Internal Communication

Patient Feedback provides a rich source of endorsements about the level of care, 
service and facilities and is an excellent source of material that communications 
teams should consider using as part of their internal communications activity. 
  
Here are a few suggestions:

For further information or if you would like to discuss any of  
the points made in this document please contact Angela Evans at:  
angela.evans@dh.gsi.gov.uk 


