
 

 

 

 

 

 

18 June 2013 

Sent by Email 

 

Health and Community Services Committee 

Parliament House 

George Street  

BRISBANE QLD 4000  

 

Dear Committee, 

 

 

Re: Health Ombudsman Bill 2013 

Patient Opinion is a not-for-profit charitable organisation which was founded in the United Kingdom 

in 2006 and is now widely embedded in their National Health System.  Hundreds of hospitals, mental 

health facilities, drug and alcohol services and other health facilities are linked-in to Britain’s Patient 

Opinion.  Recently, NHS Scotland became a subscriber to Patient Opinion in response to the Francis 

Report (Mid-Staffs Public Inquiry). 

The Patient Opinion platform has now been introduced into Australia and was launched by the 

Federal Health Minister at Ipswich hospital in March 2013.  Our aim is to make it safe and easy for 

the public to provide feedback to health services on which they rely, and in turn, encourage those 

services to be more open, transparent, responsive and patient-centred.  Patient Opinion is about 

providing a platform for the public and health services to engage in constructive conversations that 

lead to service improvement and help our health services become the best they can be. 

We commend the Health Minister’s Health Ombudsman Bill 2013.  We believe the proposed Bill will 

strengthen the public’s confidence in a health system that is fair, safe and delivers high quality care. 

We also believe that our platform may complement the work of the Health Ombudsman.  Often, 

patients and their carers do not wish to make a formal complaint, but feel that it is the only way they 

will be heard in a health system that appears distant and difficult to engage, especially when things 

go wrong or could be improved.  There is a dis-connect between the public and how health services 

listen and respond to their voice.  It appears that this dis-connect is partly the reason for the new 

Bill.   

 Patient Opinion Australia 

 PO Box 588, Everton Park, QLD 4053 

 T 07 3354 4525   F 07 3355 7047 
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Attachments: 

 Extract from the Francis Report (NHS Mid Staffordshire Public Inquiry) 

 House of Commons Health Committee (Complaints and Litigation) 

  Scottish Government news article 

 West Moreton Hospital & Health Service Case Study 

 Patient Opinion patient impact story (Ipswich Hospital) 
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Extract from the NHS Francis Report (February 2013) 
 

This inquiry is the biggest public inquiry of the NHS since Royal Bristol Infirmary (1999). 
http://www.midstaffspublicinquiry.com/report 
 
Chapter 26 (p1664) has this to say about effective patient feedback and the role of Patient 
Opinion in this. 
 
It is recognised that effective patient feedback is a powerful means of scrutinising the 
performance of providers in terms of safety and quality. It is encouraging to see a widening 
range of options being made available to the public to register their observations about the 
quality of care provided and to share those with others. In a society that increasingly relies 
on internet and social media based applications for its information, the days when it might 
have been justifiable to rely on a periodic conventional survey have now passed. Such a 
method suffers from a number of disadvantages, not least of which is that its results tend to 
arrive too late to be currently relevant. A consideration of the experience of Stafford, and 
also the positive developments in obtaining feedback that have occurred, suggest a number 
of principles that should be applied in this area in future: 
 
Obtaining feedback from patients and others during an outpatient appointment or a course 
of inpatient treatment is desirable to offer but not a sufficient means of obtaining a true 
account of patient and public opinion of a service. It is quite clear that patients and their 
supporters can be very reluctant to raise concerns or make critical comments at a time 
when they feel vulnerable. That is not a reason for providers not to concern themselves in 
seeking out responses while patients are in hospital: to do so can demonstrate a caring 
attitude and foster confidence among patients and supporters to raise matters that are 
worrying them. 
 
Follow-up contact with patients after the conclusion of their treatment may be productive. 
It appears from responses on resources such as NHS Choices that helpful comments about 
providers are often made shortly after the treatment episode. While patient-initiated 
comments are always useful and should be considered with care, a proactive system for 
following up patients shortly after discharge would not only be good “customer service” 
– it would probably provide a wider range of responses. 
 
Publication of comments online, good and bad, is a powerful tool for patient choice and in 
forcing providers to address, in public, criticisms made. While making a response is not 
mandatory, failure to do so is likely to cause the public to draw adverse inferences. 
 
While there are likely to be many different gateways offered through which patient and 
public comments can be made, it would be helpful for there to be consistency across the 
country in methods of access to avoid confusion, and for the output to be published in a 
manner allowing fair and informed comparison between organisations.  
 
This is not intended to suggest that anything other than encouragement should be offered to 
impressive contributions made in this field by organisations such as Patient Opinion. 
The NHS should be commended for its willingness to cooperate with Patient Opinion, 
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exchange information with it and make use of its facilities. As was recognised by 
Professor Sir Bruce Keogh, however, it would be helpful if the profile of this sort of 
feedback facility was raised and kept in the public eye. 
 
Results and analysis of patient feedback need to be made available to all stakeholders 
as near “real time” as possible, even if later adjustments have to be made. 
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What kind of feedback have you received so far? 

We have received a mixture of both positive and negative feedback. In all cases the 

feedback has been helpful. We have found that even the feedback that is negative will 

contain positive comments as well. 

The way the site works also allows the feedback provider to comment on our response.  

We have experienced situations where a person provided negative feedback and then 

complimented us on our response. 

Have you learnt anything from the patient experience stories you have 

received? 

We have learnt a lot from the stories we’ve received, both the good and the bad. We’ve 

learnt more about what is important to our patients – whether it’s the noise levels at 

night time, the appearance of our Emergency Department while it’s being renovated 

and the importance of the way we communicate. 

The other benefit of Patient Opinion is that, because it is a public forum, our responses 

get seen by anyone who visits the site.  This means we can get information to a broader 

range of people than we would if we were just responding to the feedback provider. 

What changes/ service improvements have been made (or do you plan to 

make) as a result of this feedback? 

The way in which we provide feedback to our patients and their families has significantly 

improved since we joined Patient Opinion. Let me explain this. Our language has often 

been ‘bureaucratic’. Our writing style on Patient Opinion focuses on listening to what 

the story is telling us. Our responses are informal and more personal but demonstrate 

that we take all feedback very seriously. The feedback on Patient Opinion helps us to 

continually improve our service and we recommend all health services consider using 

this innovative way of engaging with their community. 

West Morton Hospitals and Health Service (WMHHS)  

Continued… 
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Patient experience impact story 

 

Ipswich Hospital 

West Moreton Hospital & Health Service 
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