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User-generated safety

Recruiting one hundred thousand eyes and selling 
what they see

Dr Paul Hodgkin FRCGP

User-generated web content

Blogs, YouTube, MySpace, Face Book, Flickr, wikipedia

A major component of ‘Web 2.0’

Posting on 
Flickr.com
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Flickr.com

Flickr.com

Flickr.com
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Comments about one Canadian obstetrician on RateMDs.com

How significant are user-generated sites?

In 2005 there were ~600 billion web pages

- around 100 pages for everyone alive

Kevin Kelly. Wired August 2005
http://www.wired.com/wired/archive/13.08/tech.html?pg=2&topic=tech&topic_set=

Around 60% of all web pages are uploaded by citizens 
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Last month traffic to user-generated sites 
became the biggest source of web traffic
displacing sex-related sites for the first timedisplacing sex related sites for the first time

So what are the deep drivers here?

Exit – providing people with a choice about where to go

Competition and markets

Voice – complaints, surveys, user-involvement, litigation

Mintzberg et al

Industrial information economy

…. It took millions and  a cast of thousands to have a voice
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Networked Information economy

.... anyone can publish

Blogs, Flickr, YouTube, e-discussion, wiki-pedia, Face Book

Ref: 
Benkler Y.  The Wealth of Networks
Cassells J: Internet Galaxy

Cost of voice is now close to zero

The democratisation of voice

Voice will be a major policy driver of the next decade

How is the safety movement going to 
respond to democratised voice?

What opportunities are there?
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EASY for service
to engage with

Public finds it 
EASY to 
engage

Patient
Opinion

Formal complaints

Surveys

Public find it 
HARD to 
engage

Patients for Patient Safety

blogging

HARD for
Service to
engage with

YouTube, Flickr
RateMDs/comLitigation

Patient Opinion

• patients and carers post stories and rate care

• output 
previewed and  free for anyone to view
posted to ‘just the right person’ as RRS feed

• Responses from
subscribers
3rd party payers, MPs etc

• public conversations about micro-aspects of care
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What’s the business model?

Independent

Not-for-profit social enterprise

Advertising-free

50 organisations subscribe ~ 20% UK population

Usage:
6,000 postings or ratings to date; 
500,000 page views per month

Advertising free

What are subscribers buying?

Hospitals
ability to respond
patient feedback to ‘just the right person’
tools to portray their values on-line
culture change

3rd party funders3rd party funders
- performance management tools that reach micro-care
- user testing panels

Regional/national funders
a scalable, national, self-improving system

So does it work? 

People post thoughtful, useful material
50% positive, 20% critical, 30% mixed

8% get a response of some kind8% get a response of some kind

Generates improvements in service

Business model holds up
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But….

Generating postings from the public is hard work

It’s a significant culture change for hospitals and 
staff

Technology Platform
Business model

Values

Engage 
citizens

Values
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Technology Platform
Business model

Values

Engage 
citizens

Values

Engage 
staff
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What could this kind of platform do for safety?

New tools – including online video and pictures from patients

Patient-led initiatives

International interest

Spain, Netherlands, USA, Estonia

Shared software platforms for not-for-profits
fshared software costs

‘open source’ for future developments
IP held in common

Summary

Democratisation of voice means patient contribution
to safety will become highly significant

There are both useful and toxic forms of voice

Values and business model are  crucial to 
realising full public benefits of democratised voice
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Thanks and acknowledgements to M.I.L.K./UNESCO project

Thank You

Further details:

l h d ki @ ti t i i kpaul.hodgkin@patientopinion.org.uk

www.patientopinion.org.uk

Thanks to Patient Opinion team
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