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INTRODUCTION 

 

The staff and volunteers of St Raphael's Hospice place great value on the views and 

experience of their patients and the relatives and carers of those patients.  The Hospice 

Complementary Therapy Feedback Questionnaire has been designed with the input of key 

Hospice staff.  It seeks to gain the views and opinions of patients and those important to them 

(clients) who require complementary therapies.   

 

 

 

AIMS 

 

1.  To assess the opinions of the clients of the Complementary Therapy service. 

 

2.  To highlight areas for improvement.  

 

3.  To appraise the questionnaire design and methodology. 

 

 

METHODOLOGY 

 

Complementary Therapy Feedback Questionnaires were made available to each client who 

received complementary therapy of any kind. Clients are invited to complete questionnaires 

on a voluntary basis.   

 

This report reflects the results for the period from 21st May 2025 to 21st November 2025.  It is 

a reaudit of the original report which covered survey returns from 1st February 2025 to 31st 

March 2025.  All respondents were assured that their information would be treated as 

confidential.    
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RESULTS 
 

INTRODUCTION 

 

There were 26 questionnaires completed in 2025 from 21st May 2025 to 21st November 2025 

and analysis is based on those 26 questionnaires.  

 

 

Q1.  Who is completing the survey? 

 

Respondent 
May-Nov 

2025 

Feb-Mar 

2025 

I am the patient 13 23 

I am the carer  8 4 

I am bereaved 3 8 

I am the patient and I am bereaved 1 0 

I am the patient and I am bereaved and I have long term health 

conditions 
1 0 

Wellbeing centre 0 1 

Other 0 1 

Total 26 37 

 

Q2. How do you identify? 

 

2025 Male (inc 

transgender) 

Female (inc 

transgender) 

Non-Binary NR 

May-Nov 6 20 0 0 

As % 23% 77% 0 - 

Feb-Mar 5 31 0 1 

As % 14% 86% 0 - 

 

 
 

Q3.  What is your age? 

 

Age range 2025 45-54 55-64 65-74 75+ 

May-Nov 4 (15%) 9 (35%) 8 (31%) 5 (19%) 

Feb-Mar 2 (5%) 9 (24%) 16 (43%) 10 (27%) 

 

6
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Q4.  How did you hear about St Raphael’s Complementary Therapy service? 

 

Where did you hear about the service? May-Nov Feb-Mar 

Wellbeing Centre 10 (38%) 18 (49%) 

Marsden 6 (23%) 5 (14%) 

St Raphael’s Hospice 2 (8%) 4 (11%) 

Oncologist 2 (8%) 0 

Nurses 1 (4%) 2 (5%) 

Sutton Hospital 1(4%) 0 

Sutton Carers 1 (4%) 0 

St George’s Hospital 1 (4%) 0 

Other referral (unspecified) 0 1 (3%) 

Other hospice (unspecified) 0 1 (3%) 

Friend 0 1 (3%) 

Classes 0 1 (3%) 

Website 0 1 (3%) 

GP 1 (4%) 1 (3%) 

Named Staff member 1 (4%) 1 (3%) 

Unspecified staff members 0 1 (3%) 

Total 26 37 

 

The most common way respondents heard about the service was through the Wellbeing 

Centre, with 10 (38% c.f. 49% in Feb-Mar) of the 26 respondents having heard about 

the service in this way. 
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Q5.  Which Complementary Therapy/ies did you receive? 

 

Complementary Therapies 2025 May-Nov Feb-Mar 

Aromatherapy 1 2 

Massage 7 (22%**) 20 (44%**) 

Reflexology 13 (41%**) 19 (42%**) 

Hypnotherapy 6 0 

Reiki 5 3 

Lymphatic massage 0 1 

OVERALL 32* 45* 

*Incorporates multiple answers; **%based on answered overall numbers 
 

Massage and Reflexology were by far the most common of the therapies received, together 

accounting for a total of 20 (63% c.f. 87% in Feb-Mar) of the total therapies received. 

 

Q6.  What symptoms did you hope the Complementary Therapy service would help you 

with? (Incorporates multiple answers). 

 

Symptoms 2025 May-Nov Feb-Mar 

Anxiety 17(18%**) 15 

Pain/Muscle tension 19 (20%**) 30 (29%**) 

Nausea 3 2 

Sleep problems 13 13 

Fatigue 15 20 (19%**) 

Low mood 12 12 

Hot flushes 6 1 

Neuropathy 6 8 

Stress or coping techniques 1 0 

Confidence and Self Awareness 1 0 

Lack of motivation 1 0 

Confidence in tomorrow 1 0 

Stress 1 0 

Other 1 0 

Breathlessness 0 2 

Relaxation/Pain relief 0 1 

Cancer treatment side effects 0 1 

OVERALL 97* 105* 

*Incorporates multiple answers; **%based on answered overall numbers 

 

Pain/muscle tension was the most common symptom requiring treatment, accounting for 19 

(20% c.f. 29% in Feb-Mar) of all symptoms requiring treatment and anxiety was the second 

most common symptom requiring treatment, accounting for 17 (18% c.f. 14% in Feb-Mar) of 

all symptoms recorded. 
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Below is a breakdown of which symptoms were treated by which specific therapy. NB – 

Since some clients had multiple therapies, the grand total number of symptoms treated by 

specific therapy is greater than the grand total number of symptoms which individual clients 

suffered from. So e.g. if a client had both aromatherapy and reflexology, then their symptoms 

are added to both the aromatherapy and the reflexology columns. 
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Anxiety 1 2 6  7 7 
8 (** 

15%) 
9 2 3   24 21 

Pain/Muscle tension 1 2 2  6 18  

10 

(** 

19%) 

14  4 2  1 23 37 

Nausea      1 3  1   1 4 2 

Sleep problems 1  4  3 7 7 7 2 1   17 15 

Fatigue 1 2 2  4 11 8 9 3 3  1 18 26 

Low mood  2 3  1 8 7 5 2 2   13 17 

Hot flushes  1 2  1  3  1    7 1 

Neuropathy   1  1 3 4 6 1    7 9 

Breathlessness      2        2 

Relaxation/ Pain 

relief 
       1      1 

Cancer treatment 

side effects 
       1      1 

Confidence and self-

awareness 
  1    1      2  

Confidence in 

tomorrow 
  1          1  

Stress or coping 1    1  1      3  

Stress         1    1  

Lack of motivation         1    1  

Other   1          1  

OVERALL 5 9 23 0 24 57 52 52 18 11 0 3 122* 132* 

 
*Incorporates multiple answers; **%based on answered overall numbers 
 

Reflexology was the most common treatment accounting for 52/122 (43%). The most 

common symptom treated by Reflexology was Pain/Muscle tension, accounting for 10/52 

(19%) and the second most common was Anxiety, accounting for 8/52 (15%) 
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Q7.  How often do you use our Complementary Therapy Service? 

 

 
2025 (May-

Nov) 

2025 (Feb-

Mar) 

Weekly 1 3 

Fortnightly 0 1 

Twice a month 0 1 

Every three weeks 0 1 

Monthly 10 11 

Every six weeks 0 4 

Every six to seven weeks 0 1 

Ad-hoc 8 11 

First time attending 1 1 

Unsure 5 1 

Not Recorded 1 2 

OVERALL 26 37 

 

The most common answer to how regularly the respondent used the service are “once a 

month” -10/26 (38% c.f. 30% in February-March) respondents and “ad-hoc” 8/26 (31% c.f. 

30% in February-March) respondents. 
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Q8.  Do you feel your Complementary Therapy was beneficial? 

 

2025 Yes No Unrecorded 

May-November 25 0 1 
As % of recorded responses 100% 0% - 

February-March 35 0 2 
As % of recorded responses 100% 0% - 

 

ID Beneficial? EXPLAIN HOW BENEFICIAL 
1 YES IT CALMED MY ANXIETY. 
2 YES FELT ANXIOUS AND OUT OF SORTS AT THE START. 
3 YES I THINK IT'S AMAZING, ANA IS AN AMAZING, CARING WOMAN. 
4 YES IT HELPS ME RELAX. 

5 YES 
IMMEDIATE POSITIVE IMPACT ON RELAXATION AND CALMNESS AND 

STRATEGIES TO HELP MYSELF IN BETWEEN VISITS. 
6 YES GIVES ME A REASON FOR TIME FOR MYSELF WITHOUT FEELING GUILTY. 

7 YES 
HYPNOTHERAPY HAS BEEN SEVERAL SESSIONS OVER TWO TO THREE 

MONTHS. EXTREMELY HELPFUL. GIVEN ME STRATEGIES TO SUPPORT SLEEP 
AND SELF-AWARENESS, MAINTAINING A POSITIVE OUTLOOK. 

9 YES RELAXING, GOOD TO TALK.  CLARIFIED SOME ISSUES I NEED TO ADDRESS. 
10 YES MAKES ME FEEL SO RELAXED. 
11 YES THEY HELPED WITH MY ENERGY AND MOTIVATION. 
13 YES I FELT RELIEVED AND WARM. 

14 YES 
WITHOUT A DOUBT. THE WELLBEING CENTRE AND ITS THERAPIES ALLOW ME 

THE ONLY TIME I GIVE MYSELF OVER TO A SUPPORTIVE, CARING AND 
PEACEFUL CALM. 

15 YES I FELT RELAXED. 

17 YES 
FOR 24 HOURS I FEEL LIKE MY FEET ARE NOT AS STIFF, SINCE I STARTED 

DURING THE TREATMENT, THERE HAVE BEEN SUBTLE CHANGES. 
18 YES SOOTHING, RELAXING, STRESS RELIEVING. 
19 YES RELAXED/ ENERGISED ME TIME. 
20 YES VERY MUCH. 
22 YES I FELT SO RELAXED DURING AND AFTER THE TREATMENT. 
23 YES YES YES YES!!! I FEEL SO MUCH BETTER AFTER. 
24 YES DEFINITELY. SO RELAXING AND REFRESHING. 

25 YES I FEEL SEEN AND HELD. IT HAS ALLOWED ME TO ENGAGE WITH SELF CARE.  
REMINDING ME IT IS OK TO FEEL A WOBBLE - NO ONE JUDGES YOU. 

26 YES I FELT RELAXED AND EVEN SLEPT DURING THE THERAPY. 
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Q9.  How did you feel immediately after your treatment compared to how you felt 

before? 

 

ID How you felt after 
1 I FELT VERY RELAXED, AS BEFORE THE TREATMENT I FELT ANXIOUS AND TENSE. 
2 CAME AWAY FEELING MORE RELAXED AND POSITIVE. 
3 RELAXED. 
4 REALLY GOOD. 

5 
MORE AT PEACE, BUT YET ENERGISED TO TACKLE WHAT LIES AHEAD IN TERMS OF MY CARING ROLE. 

ALSO ACTS AS A REMINDER TO ENSURE I EQUIP MYSELF TO LOOK AFTER MYSELF AS WELL. 
6 MORE RELAXED. 

7 
ALWAYS FEEL MUCH CALMER EACH OCCASION. EACH SESSION SEEMS TO ADD MORE BENEFIT EACH 

TIME.  INCREMENTAL. 

8 RELAXED. 

9 MORE RELAXED, CLEAR THOUGHTS ON MATTERS THAT ARE TROUBLING ME.  ABLE TO COPY BETTER. 
10 AMAZING. 
11 ELATED AND VERY CHILLED OUT. 
13 WARM AND EVEN. FELT AT EASE. 
14 CALM AND AS THE DAY WORE ON, MORE ENERGETIC AND BUOYANT IN SPIRIT. 
15 LIGHTER AND RELAXED. 
16 MORE RELAXED. 
17 MORE RELAXED AND HOPEFUL THAT MY NEUROPATHY WILL IMPROVE. 
18 A BIT WOBBLY - VERY RELAXED. 
19 EXTREMELY RELAXED/CONTENT. 
20 RELAXED AND LESS STRESSED. 
21 TOTALLY RELAXED. 
22 IT FELT LIKE THE STRESS HAD LIFTED. 
23 RELAXED, LESS PAIN, GRATEFUL. 
24 TRANQUIL, AT EASE. 

25 
RELAXED, CALM, SUPPORTED, SEEN, HEARD, UNDERSTOOD, CARED FOR, UPLIFTED, HOPEFUL, LIFE IS 

WORTH LIVING EVEN IF LIMITED. 
26 RELAXED AND COMFORTABLE. 
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Q10.  What could we do to improve our Complementary Therapy service? 

 

5 respondents had suggestions for improvement in response to this question 

 

ID How can we improve? 
11 HANDS ON LOW ENERGY TREATMENTS WORKING ON THOSE MICRO-ENERGIES. 
14 CONTINUITY. 
22 HAVE IT MORE FREQUENTLY. 
25 MAKE THE DOOR BELL LESS NOISY.  ALLOW US TO GIVE THE REFLEXOLOGIST A MONETARY TIP.** 
26 PROVIDE MORE SERVICE WHEN POSSIBLE. 

**See Recommendations, page 14 

 

• Three of the five respondents mentioned frequency/continuity of service. 

 

10 respondents only had further praise in response to this question 

 

ID How can we improve? 
1 AS THIS WAS THE FIRST TIME I USED YOUR SERVICES, I FOUND IT FIRST CLASS. 
2 CANNOT THINK OF ANYTHING AT THE MOMENT. 
3 NO NEED TO CHANGE ANYTHING. 
4 NOTHING AT ALL. 

5 AT PRESENT I FEEL THE COMPLEMENTARY THERAPIES OFFERED ARE REALLY WELL BALANCED, 
OFFERING SOMETHING FOR EVERYONE. 

7 
I CAN'T THINK OF ANY IMPROVEMENTS. I HAVE ALWAYS FOUND THE THERAPIES TO BE EXTREMELY 

SUPPORTIVE. 
8 NOTHING. 

10 NOTHING. 
21 WAS AMAZING, NO IMPROVEMENT NEEDED. 
24 I DON'T KNOW, IT'S BEAUTIFUL. 

 

1 respondent had slightly mixed views as to how to respond to this question. 

 

ID How can we improve? 

6 

IT IS WONDERFUL THAT THE THERAPISTS GIVE UP THEIR TIME AND I UNDERSTAND THE PRESSURE OF 
FITTING EVERYONE IN FOR APPOINTMENTS, BUT SOMETIMES YOU NEED REGULAR COURSE OF 

SESSIONS. THANK YOU FOR PROVIDING THE THERAPY SESSIONS AS I WOULD NOT BE ABLE TO AFFORD 
TO PAY FOR THEM MYSELF. 
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Q11.  Do you have any other comments about your Complementary Therapy 

experience? 

 

ID Other comments 

1 
BILLY WAS EXCELLENT, AND I HOPE I WILL SEE HIM AGAIN. WHEN I ARRIVED, THERE WAS AN ARMCHAIR 

YOGA CLASS IN SESSION. I THINK IT IS SOMETHING I MIGHT LIKE TO TRY. 

2 
I AM OPEN TO ANY THERAPY THAT WILL HELP AND HAD NOT TRIED HYPNO BEFORE SO WAS REALLY 

OPEN TO IT. 
4 NO, ALL COVERED. 

5 
THOROUGHLY ENJOYABLE AND I FEEL REALLY BENEFICIAL TO ME AT A TIME WHERE MY LIFE IS 

UNPREDICTABLE AND THERE IS LITTLE TIME TO TAKE CARE OF MYSELF. 

6 

IT IS WONDERFUL THAT THE THERAPISTS GIVE UP THEIR TIME AND I UNDERSTAND THE PRESSURE OF 
FITTING EVERYONE IN FOR APPOINTMENTS, BUT SOMETIMES YOU NEED REGULAR COURSE OF 

SESSIONS. THANK YOU FOR PROVIDING THE THERAPY SESSIONS AS I WOULD NOT BE ABLE TO AFFORD 
TO PAY FOR THEM MYSELF. 

7 
I FEEL I HAVE BEEN ABLE TO PROGRESS POSITIVELY IN SITUATIONS WHERE I MIGHT OTHERWISE HAVE 

BECOME NEGATIVE AND SELF-HARMING. 

9 
LAURA WAS BRILLIANT. I'VE NEVER TRIED THIS THERAPY BEFORE. VERY IMPRESSED.  FEEL I CAN 

ACHIEVE WHAT I NEED TO. 
10 ANA IS AMAZING. 
11 ALL THE THERAPISTS ARE OF VERY GOOD QUALITY. 
13 AMAZING AND RELAXING. 
14 IT'S VITAL FOR THOSE OF US WHO DON'T HAVE EASY ACCESS TO SUPPORT AND CARE. 
16 SENSITIVE AND CARING. 
19 I WISH I HAD EXPERIENCED REFLEXOLOGY EARLIER IN LIFE. ANA IS EXCELLENT. 
20 SO LUCKY TO HAVE RECEIVED IT. 
22 IT WAS TOTALLY AMAZING. 
23 ALISON WAS KIND, CARING, PROFESSIONAL AND MADE ME FEEL SO COMFORTABLE. 
24 I WOULD RECOMMEND IT TO ANYONE. 
25 ANA IS A FANTASTIC ASSET TO YOUR TEAM.  SO KIND AND THOUGHTFUL. I TRUST HER COMPLETELY. 

 

 

 

Q12.  Would you recommend this service to others? 

 

 

2025 Yes No Unrecorded 

May-November 25 0 1 
As % of recorded responses 100% 0% - 

February-March 34 0 3 
As % of recorded responses 100% 0% - 
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Q13.  Do you attend any of the other Wellbeing Centre sessions? 

 

8 respondents recorded that they do not attend the wellbeing centre. The other 29 (78%) of the 

respondents recorded that they did attend at least one other wellbeing centre activity. The 

table below incorporates multiple answers and shows the numbers of the different activities 

that are attended. 

 

2025 May-Nov Feb-Mar 

Art 7 (21%**) 8 

Music Appreciation 5 6 

Living Well Programme 5 7 

Armchair Yoga 7 (21%**) 17 (32%**) 

Coffee & Crafts 6 5 

Men’s Den 2 5 

Ladies Afternoon Tea & Chat 1 5 

OVERALL 33* 53* 

*Incorporates multiple answers; **%based on answered overall numbers 
 

The most commonly attended of the other Wellbeing Centre activities were Armchair 

Yoga and Art, each with 7 (21%) of all activities attended by the 16 respondents who 

attended one or more of the other Wellbeing Centre sessions. 
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CONCLUSIONS 

 

1. In both audit periods in 2025, 100% of respondents considered the support received to 

be beneficial. 

 

2. In both audit periods in 2025, 100% of respondents would recommend the service to 

others. 

 

3. In May-November 2025, the frequency of sessions was most commonly on a monthly 

basis (38%). It was also the joint most common frequency in the February-March 

2025 audit period, along with “ad-hoc.”  

 

4. In May-November 2025, the complementary therapy most commonly received by far 

was reflexology (41%) - and the second most commonly received was massage (22%). 

In the February-March 2025 audit, these were also the most commonly received 

therapies, but it was close, with massage at 44% and reflexology at 42%. 

 

5. In May-November 2025, the most common symptoms treated were pain/muscle 

tension (20%) and anxiety (18%). In February-March 2025, pain/muscle tension was 

also the most common symptom treated (29%). 

 

6. In May-November 2025, Pain/ Muscle tension was the most common symptom treated 

by Reflexology accounting for 10/52 (19%). 

 

7. In May-November 2025, the most common way that the respondents had heard of the 

service was via the Wellbeing Centre, with 38% (c.f. 49% in February-March 2025) of 

respondents recording that they had heard about the service in this way.   

 

8. In the May-November audit period, Armchair Yoga and Art were jointly the most 

commonly attended of the other Wellbeing Centre activities, each accounting for 21% 

of all the other Wellbeing Centre activities recorded. In February-March, Armchair 

Yoga was the most commonly recorded at 32%. 

 

9. Written comments are nearly all very complimentary. 

 

10. This exercise can definitely support the maintenance and development of the services 

offered to patients and their relatives. 
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RECOMMENDATIONS 

 

1. The St Raphael’s Complementary Therapy Feedback survey form should remain 

available to all patients and relatives attending Complementary Therapy sessions.   

 

2. To ensure results of this survey are considered by the Complementary Therapy 

Services staff. 

 

3. To ensure that the survey used is always the version which has corrected the initial 

question 2 typo – removing the word ‘carer’ and replacing it with the word ‘male.’ 

 

4. To carry out this report on a six monthly basis.  

 

5. To consider the feedback in comment on page 10, regarding giving the reflexologist a 

monetary tip – there are ways in which donations to the hospice via Fundraising could 

be facilitated. 

 

6. To consider ways to increase the monthly return rate of surveys. 

 

 

 

ACTIONS TAKEN CONSEQUENTIAL TO FEEDBACK: 

 

Comments from Complementary Therapy Lead: 

 

Thank you for taking the time to carry out this audit and for the thoughtful recommendations 

provided. I really welcome this reflection on the service.  It feels aligned with the way I aim 

to hold and develop the Complementary Therapy offer, with care, responsiveness, and 

attention to both patient and carer experience. 

 

1. Availability of feedback forms 

I fully support keeping the feedback forms available to all patients and relatives attending 

sessions. Feedback is such an important part of how we listen and adapt, and I will continue 

to offer this gently and appropriately, mindful of each person’s energy and situation. 

 

2. Consideration of survey results by the team 

I agree that feedback should be actively held and reflected on. I will ensure that responses are 

regularly reviewed within the Complementary Therapy team, and where helpful, shared more 

widely to support learning and service development. 

 

3. Use of the correct survey version 

Thank you for highlighting this. We corrected the feedback forms and we are offering the new 

ones. However, I will make sure that only the updated version of the survey is in use, and that 

any previous versions are removed. 
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4. Six-monthly reporting 

A six-monthly review feels both realistic and meaningful. I am happy to incorporate this into 

the service, allowing space for reflection, learning, and forward planning. 

 

5. Feedback regarding donations/tips 

The comment regarding offering a monetary tip is noted. While tipping does not sit 

comfortably within the hospice context, I recognise that it often reflects gratitude. Where 

appropriate, we could gently signpost patients and carers to the Fundraising team, so that this 

appreciation can be expressed in a way that supports the wider hospice. 

 

6. Increasing survey return rates 

I agree this is an area we can strengthen. I will explore simple and supportive ways to 

improve return rates, such as: 

 

• Offering gentle support to complete forms where needed 

• Reviewing when and how feedback is requested 

• Exploring accessible formats, including digital options where appropriate 

• Involving volunteers in a sensitive and supportive way 

 

 

Overall reflection 

These recommendations feel in keeping with the continued growth of the Complementary 

Therapy Service. My intention is always to offer a space that feels thoughtful, personalised, 

and integrated within the wider care of the hospice, not just for patients, but also for carers 

and families. 

 

I remain committed to developing the service in a way that honours both clinical standards 

and the human experience at the heart of what we do. 

 


