Patient satisfaction survey summary for May-June 2026

Based on the 177 responses you've shared, here is a concise analysis of the survey results and free-

text feedback.

Appointment Booking Method

Method Responses %
Telephone 58 32.8%
Visited in person 55 31.1%
Contacted by staff member and appointment booked 40 22.6%
System Online 20 11.3%
Econsult 4 2.3%
Key Findings

Telephone and in-person booking remain the most commonly used routes (almost two-thirds
of all bookings).

Digital booking methods (System Online and Econsult) account for only 13.6% of
appointments.

A substantial proportion of appointments are initiated by practice staff.

Ease of Accessing the Service

Response Responses %
Strongly agree 110 62.1%
Agree 62 35.0%
Disagree 5 2.8%
Strongly disagree 0 0%
Key Findings

Overall satisfaction with access is extremely high.
97.1% either agreed or strongly agreed that the service was easy to access.
No respondents strongly disagreed.

Themes from Patient Comments

What Patients Valued

Friendly and Helpful Staff

The most common positive theme was praise for reception staff, patient advisors, nurses, and
clinicians.

Examples included:

"Very helpful staff"

"Always treated with respect"”
"Friendly and efficient staff"
"Reception staff very helpful"
"Lovely advisors"

Professional Clinical Care

Many patients specifically named clinicians and nurses for providing compassionate, thorough, and
reassuring care.

Common feedback highlighted:

Professionalism
Clear explanations
Feeling listened to
Respectful treatment

Easy Booking Process



Many patients described booking as:
e Straightforward
e Seamless
o Efficient
e Quick
Several comments stated there was "nothing to improve."

Areas for Improvement
Difficulty Accessing Preferred GP
Several patients reported:
e Long waits to see their chosen doctor.
e Challenges obtaining face-to-face GP appointments.
Example themes:
e Desire to see a specific GP more easily.
e Frustration with telephone appointments replacing in-person consultations.
Telephone Access
Some patients mentioned:
e Long waits on the phone.
e Requests for quicker call answering.
Online Booking and Digital Access
Patients suggested:
e More online appointment options.
e Online blood test booking.
e Better access beyond the NHS App.
e Improved functionality of online systems.
Communication and Clarity
Several comments identified opportunities to improve communication:
o Clearer explanations about blood tests and samples.
e Better notification of appointments.
e More information about why tests are required.
e Being told the clinician's name before or during appointments.
Privacy Concerns
One patient noted discomfort using the self-service health monitoring station in a public area due to
lack of privacy.
Individual Negative Experiences
A small number of comments referred to:
e An abrupt interaction with a staff member.
e Booking errors.
e Medication/repeat prescription issues.
e Not wanting to see a non-doctor clinician.
These comments appear isolated rather than recurring themes.

Suggested Summary for a Report

Overall patient feedback was highly positive. Patients consistently praised the friendliness,
professionalism, and efficiency of both clinical and administrative staff. The vast majority (97.1%)
found the service easy to access, and many described the booking process as straightforward and
seamless.

Key opportunities for improvement include increasing access to preferred GPs, expanding online
booking options, improving telephone responsiveness, enhancing communication around
appointments and tests, and reviewing privacy arrangements around self-service health monitoring
equipment.



