Patient Satisfaction Survey Summary Oct-Nov 2026           (347 Responses)
1. Appointment Booking Method
	Booking Method
	Responses
	%

	Telephone
	103
	29.7%

	System Online
	78
	22.5%

	Contacted by staff member
	76
	21.9%

	Visited in person
	74
	21.3%

	E-consult
	16
	4.6%


Key Finding
✅ Most patients continue to book via telephone (29.7%), although over a quarter are already using online methods (System Online and E-consult).

2. Ease of Access
	Response
	Number
	%

	Strongly Agree
	223
	64.3%

	Agree
	115
	33.1%

	Disagree
	5
	1.4%

	Strongly Disagree
	4
	1.2%


Overall Satisfaction
🟢 Positive Responses: 338/347 (97.4%)
🔴 Negative Responses: 9/347 (2.6%)
Conclusion: Patients report exceptionally high satisfaction with access to services.




Positive Themes
🟢 Friendly & Helpful Staff
Most common positive feedback.
Examples:
· "Very efficient and polite reception team."
· "Reception staff are always very friendly and helpful."
· "Everyone at Argyll House is so kind."
· "Such lovely staff."
· "Wonderful service as always."
· "Everyone very helpful and efficient."
🟢 Easy & Efficient Booking Process
Patients consistently reported a straightforward booking experience.
Examples:
· "Very easy."
· "Quick and easy."
· "Easy process and efficient."
· "Took seconds to finalise."
· "Very satisfied easy to use."
🟢 Positive Clinical Experience
Many respondents praised clinicians and nurses.
Examples:
· "Becky was brilliant, very calm and lovely."
· "Dr Tomov was really helpful and efficient."
· "Couldn’t wish for a better service."
🟢 Family-Centred Care
Patients appreciated staff going above and beyond.
Examples:
· Staff arranging appointments together for family members.
· Appointments booked during existing visits to avoid further contact.

Negative Themes
🔴 Telephone Waiting Times
Most frequently mentioned criticism.
Comments included:
· "Took me 20 minutes on the phone to get through."
· "Waited for 20 minutes on phone one afternoon."
· "Long wait for the phone to be answered."
· "Waited for 10 minutes on the phone."
Action Point
· Review call demand peaks.
· Promote online booking options.
· Continue telephone access monitoring.

🔴 Appointment Communication Issues
Comments included:
· Appointment cancelled without informing patient.
· Patients requesting confirmation of whether appointment is face-to-face or telephone.
· One patient unable to receive messages from the practice.
Action Point
· Review cancellation communication process.
· Include appointment type on confirmations.
· Check patient messaging pathways.

🔴 Excessive Reminders
Several patients reported frustration with reminder frequency.
Comments included:
· "Far too many reminders."
· "Stop sending so many reminders."
Action Point
· Review reminder schedule to ensure messages remain effective without causing annoyance.

🔴 Online Booking Availability
Recurring request from patients wanting more online access.
Comments included:
· "Would like to book online."
· "Would still like to book using SystmOnline."
· "It's not easy to change appointments, you need to phone."
Action Point
· Promote available online services.
· Explore expanding online booking opportunities where possible.

Overall Dashboard
What Patients Like Most ✅
1. Friendly, caring reception team.
2. Easy access to appointments.
3. Helpful and efficient staff.
4. Positive vaccination clinic experience.
5. Good continuity of care with known clinicians.
Top Improvement Opportunities 🔧
1. Reduce telephone waiting times.
2. Improve communication when appointments change.
3. State clearly whether appointments are telephone or face-to-face.
4. Expand and promote online booking.
5. Review frequency of appointment reminders.

Executive Summary
347 patients responded. Satisfaction with accessing services was extremely high, with 97.4% agreeing or strongly agreeing that they found it easy to access the service. Feedback highlighted the professionalism, kindness, and efficiency of both reception and clinical teams. The main areas for improvement centred on telephone waiting times, clearer appointment communications, online booking accessibility, and reducing the number of reminder messages sent to patients. Overall, patient feedback demonstrates a highly positive experience of the booking process and patient advisor team.

