
Star Responder Awards!



Address each point made by the Author, one 
at a time

Show genuine empathy towards the author’s 
situation/experience

Think of their response as an open and honest 
conversation rather than a task to be 
completed

Include images and links to show people what 
they’re talking about, e.g. we’ve improved the 
signage – here's a picture!

Follow-up their response, updating the author 
on actions now taken

What makes a Star Responder?

Comment on how the person’s 
feedback may help other 
patients/service-users

Being creative in your responses





Jane Maxtone- Senior Nurse Community Treatment 
and Care (CTAC), Perth and Kinross HSCP

Better communication between teams is needed 

https://www.careopinion.org.uk/1426136


Jane Maxtone- Senior Nurse Community Treatment 
and Care (CTAC), Perth and Kinross HSCP

“Jane consistently responds to authors with warmth, clarity, and respect.  
She always addresses them by their username, thanks them for sharing their story, introduces 
herself, and thoughtfully responds to each point they raise.

In this particular story (Better communication between teams is needed) after Jane’s initial 
reply, the author wrote back to share their understanding of her response.  Jane then 
followed up with a further message, carefully clarifying their questions.  To which the author 
subsequently marked Jane’s reply as helpful.

This exchange highlights exactly what makes Care Opinion so special: it offers people who use 
our health and social care services, a safe, open space to communicate with the service about 
the care they received.  Just as importantly, it gives services the opportunity to respond in a 
meaningful and compassionate way.   Jane embodies this perfectly, and it is why I believe she 
deserves to be nominated for a ‘Star Responder’ award.” Geraldine Knight 



Jill Green- Ward Manager for the Emergency 
Department at Craigavon Area Hospital, Southern 
Health & Social Care Trust

Feedback on waiting area improvement

https://www.careopinion.org.uk/1426481


Jill Green- Ward Manager for the Emergency 
Department at Craigavon Area Hospital, Southern 
Health & Social Care Trust

Feedback on waiting area improvement
“Jill places patient experience at the top of her 
agenda, listening and responding to feedback. Jill 
has responded to 87 stories to date. Each one is 
personal, emphatic and honest and meets with 
the principles of good responding. This recent 
response is typical of how Jill tries to listen, learn 
and reflect to each story that comes to her”
- Mairead Casey, the Patient Client Experience Facilitator 

“It is a privilege to listen to patients’ 
experiences and to engage with them in a 

meaningful way. Care Opinion allows me to be 
open to the ideas, suggestions, and 

constructive criticism of service users, and I 
value the opportunity to implement changes 
that can improve the patient journey in the 

Emergency Department.
Equally, receiving positive feedback is 

wonderful for staff morale and gives the team a 
real boost to continue practising at such a high 

standard. I love being able to share this 
feedback with them.

Hear the story, change the journey”

This learning & change is what we are all about at Care Opinion, with 
stories like this standing as a great example of where staff and 
services are receptive, understanding and looking to make changes 
because of feedback received. Jill’s response was compassionate, 
informative and she gave tangible examples in reference to what she 
was doing with the feedback, and how she was acting on this.  

https://www.careopinion.org.uk/1426481


Adele Serin – Flanagan, Quality Lead for the Early 
Intervention Team STW, MPFT

Support for us and our daughter

https://www.careopinion.org.uk/1430011


Adele Serin – Flanagan, Quality Lead for the Early 
Intervention Team STW, MPFT

“Each story is responded to in a timely manner. Adele 
shows great compassion and her tone is of a 
supportive and welcoming nature.
When I have spoken to Adele about how lovely her 
responses are she said "It's a pleasure. I really love 
receiving such honest accounts of people's 
experiences. The good and the not so good, because 
this is how we learn to make things better for 
people." I think this attitude to learning from 
experience is so positive and hopefully we can use 
this to encourage more of our staff to share Care 
Opinion links to gain more heartfelt feedback so we 
can learn and make positive changes for the people 
we provide services for.” Emma Windsor 

“Our service users and families are the primary 
reason we are here, and being able to connect 
with them in a meaningful way at a time when 
something has been difficult or has not gone as 
planned, is vital to recognise and validate their 
experiences. It is so important to ensure that we 
are compassionate and human in our responses 
and support.” Adele Serin-Flanagan





Do you know someone who 
is a fantastic example of a 
‘star responder’? 

Nominate them now!
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