Patient satisfaction survey July 2026

Patient Experience Survey Summary (231 Responses)
Booking Methods
Patients accessed appointments in a variety of ways:
· 39% booked by telephone (90 patients)
· 24.7% booked by visiting the practice (57 patients)
· 17.7% were contacted by the practice and booked by staff (41 patients)
· 13.4% booked using System Online (31 patients)
· 5.2% booked via eConsult (12 patients)
Telephone remains the most commonly used booking method, although almost one in five patients now access appointments using digital services.

Ease of Access
Patients were asked whether they found it easy to access the service.
· 59.7% strongly agreed
· 36.8% agreed
· 2.6% disagreed
· 0.9% strongly disagreed
Overall, 96.5% of patients agreed that it was easy to access our service.

What Patients Told Us
😊 What went well
Patients were overwhelmingly positive about their experience. Common themes included:
· Friendly, helpful and respectful reception staff.
· Caring and professional clinicians.
· Easy and straightforward booking process.
· Efficient service and appointments.
· Positive experiences using online services.
· Patients feeling listened to and well cared for.
Overall, patients continue to value the high standard of care and customer service provided by the practice.

Areas for Improvement
Patients highlighted a few areas where improvements could be made:
· Difficulty getting through on the telephone, particularly in the mornings.
· More appointments available to book online.
· Clearer communication about appointments (for example, including the reason for the appointment in text messages).
· Greater flexibility when changing appointments.
· Occasional delays in clinics running on time.
· A small number of administrative issues, such as appointment recording or reminder messages.
These comments represented a small proportion of the overall feedback but provide useful opportunities for improvement.






Our Actions
In response to this feedback we will:
· Monitor telephone demand and review access during busy periods to improve waiting times.
· Continue to promote and expand online booking options where appropriate.
· Review appointment text messages to provide clearer information.
· Review follow-up appointment processes and improve flexibility where possible.
· Continue monitoring clinic waiting times and keep patients informed of delays.
· Review appointment administration processes to reduce errors and improve communication.
· Continue listening to patient feedback and use it to drive ongoing improvements.

Overall
The survey demonstrates a very high level of patient satisfaction. Nearly all patients (96.5%) found it easy to access our services, and feedback consistently praised the professionalism, kindness and efficiency of both reception and clinical staff. While a small number of improvements have been identified, these are outweighed by the large volume of positive feedback and will help us continue to enhance the patient experience.

