Closing the Loop. H@@TVOX

® Responding to patients.
® Keeping a record of responses.
® Recording actions arising from feedback.

® In the Notifications area of the dashboard look for the icons on the right shown here. -
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® The First icon appears if the patient has provided their details indicating that they are happy to be contacted about
their feedback.

® Click on the icon to access the patients contact details.

e [f the icon does not appear it means that the patient has not left their contact details. As such you will not be able
to contact the patient about their feedback. However, on some occasions anonymous feedback will need actioning
for example, if there are concerns about their care, attitude of staff, issues that may need to be investigated further
etc.



® You can click on either icon to leave comments. You can leave a note to summarise a conversation that has been
held with a patient and/or to make notes about changes which have been actioned as a result of anonymous
feedback. PLEASE NOTE: a written response will not automatically be sent back to the respondent if you leave
comments in the response box.

® Once you have added your comments you must click the orange ‘Add Response’ button to save the comments.

e |f you click the ‘reply’ button again you will see the response which was left, but you cannot edit it.

Examples of the two response boxes - one with contact details and one without contact details:




Example of how the hospital’s responses will appear if the review feed is embedded online:

Good Points Bad Points

The response box needs to be completed to provide assurance to the Board that we
are acting on feedback.

This is what senior nurses need to do where concerns are identified:

1.  Where respondents have left their name and contact number, please could you ensure the senior nurse
contacts them to discuss their concerns and then write the outcome of that discussion and any actions taken
in the comment box. Please note that what is written in this box will not been seen by the patient. Therefore,
please do not write in it asking them to contact to discuss the concern as they won't see it.

2. If patients have not left a contact number/email address please can you provide a comment in this box
indicating what you have done to address the feedback. To make this a little easier we suggest a standard
statement:

The respondent did not leave their name or contact details so we were unable to contact them directly.
Considering the feedback we have ............ccccceevvvvnnnnnnn. ” (your actions will of course depend on the feedback).



