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Any service needs to understand the people it 
serves by hearing from them



What does Insight mean?

• “The capacity to gain an accurate 
and deep understanding of someone 
or something” - OED

• Using qualitative and quantitative 
data to inform what we do

• Using whatever data sources we 
have - not just surveys but a whole 
range of public engagement and 
market/social research techniques 
and the patient voice

• Everyone’s business

“The most important single 

change in the NHS in 

response to this report would 

be for it to become, more 

than ever before, a system 

devoted to continual learning 

and improvement of patient 

care, top to bottom and end 

to end”

A promise to learn – a 

commitment to act

The Berwick Report



Why is patient/user insight important?

“The confidence that individuals have 

in their beliefs depends mostly on the 

quality of the story they can tell about 

what they see, even if they see little. 

We often fail to allow for the possibility 

that evidence that should be critical to 

our judgement is missing – what we see 

is all there is”
Daniel Kahneman

Thinking, Fast 

and Slow



Why do we need it?

• ALBs, CSUs & CCGs
• 5YFV
• NCMs
• STPs
• IPC (PHBs & IPBs)
• PACS 
• SCRs
• MCPs
• BCF
• UEC
• ACOs, ACSs, ICSs, ICPs
• CCG IAF

• Vanguards

• Federated GPs

• Devolution

• Patient-Supported Self Management

• Patient Online

• Paperless NHS

• 111

• GP Pharmacies

• “7 Day Services”

• Right Care

• My NHS



What can happen if we don’t listen?

“Doesn’t bother me, it’s 

sh*t here.”

Blackburn resident



www.england.nhs.uk
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More descriptive

In depth interviews

Experience Based 

Co-Design

Focus groups

& patient forums

NHS Trusts

CCGs

Healthwatch

Patient organisations

Surveys

GP Patient Survey

Bereaved Voices

Cancer Patient Experience Survey

NHS Staff Survey

PROMs

Online reviews 

& ratings

NHS Choices

Patient Opinion

IWantGreatCare

Care Connect

Patient stories

HealthTalkOnline

Patient Voices

Feedback tools 

(kiosks, SMS, apps)

Examples include:

Hospedia

Synapta

Feedback apps

Social media

listening

Salesforce

Polecat

Healthberry

Public 

Meetings

NHS Trusts

CCGs

Matrix of insight methods from Measuring patient experience: evidence scan Health Foundation, June 2013

Friends & Family Test

Complaints



A few thoughts on how to work with different 
sources…

• Listening for what you can learn rather than 

dismissing a source

• What do you get from different methods?

• The data is only ever as good as the person 

listening to it

• How do you present data for impact? 



Involvement in decision-
making



Not everyone is going to be engaged 
– who are we not hearing from? 
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2017: King’s Fund / Ipsos MORI
2008: SMF / Ipsos MORI

Q. And thinking of how decisions about treatments and services should be made, which 
of these statements most closely matches your opinion?

Base: c. 1,000 English adults, interviewed face-to-face, August 2017

Decisions about which NHS treatments and 
services are available should be made solely 
by qualified health professionals and not 
the general public

The public should be consulted on decisions 
shaping which NHS treatments and services should 
be available but the final decisions should be made 
by qualified health professionals

The general public should be much more actively 
involved in shaping which NHS treatments and 
services are available, e.g. deciding local priorities 
and allocating budgets

Don’t know



Integrated care systems – an 
opportunity to do things 
differently?
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line(s) of text and click ‘tab’ 

red you have tabbed too far 
and should use the ‘decrease 

Who is best placed to tell us why we’re doing this, what is 
working and what’s not?
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Where is NHS insight and feedback now?

Insight and feedback in 
current system
• No single home
• Siloed
• Seen as a ‘nice to have’
• Seen as ‘soft’ data
• Not always believed
• Distinction between 

‘engagement’ and 
‘insight and feedback’

What’s missing?
• Joined up view of 

patient/user
• Putting this area on an even 

keel with other work areas
• Capability and capacity
• Focussing on the use of 

insight data for 
improvement

• Everyone’s business
• Effectiveness and efficiency
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An new opportunity to share insight and 
understanding

Patients/residents/users

Social care
Acute 

hospital
GP practice Community

System partners (STPs, ICSs, ICPs)



A word on Wigan 
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Emerging findings from our work with 
Integrated care systems on public engagement

• Lots of good practice but very different approaches

• Does not feel like a priority area despite rhetoric

• Relationships are key as is leadership

• Question marks over capacity and capability

• Takes time

• Local government has important role to play

• There is duplication of effort across areas

• Question mark over whether systems and individuals can act on what they learn

• Language can be unhelpful; participation, research, engagement, involvement, 
co-production, insight and feedback… 

• More of an appendix rather than at the heart of organisations
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Thank you

Dan Wellings 
@danwellings


