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Executive Summary 
 
184 responses to the 2017 were received, of which 142 classified themselves as MS 
Members (approximately 30% of all MS Members1). 
 
69% of respondents use the Centre at least once a week.   
 
Most visitors to the Centre travel 20 miles or less. 
 
The main reason given for not attending the Centre amongst those who no longer attend is 
transportation difficulties/costs. 
 
The majority of respondents use neither the MS Specialist Nurse nor the Bladder/Bowel 
Clinics. 
 
HBO is the most widely used therapy, with 69% of respondents using it. 
 
Respondents are overwhelmingly positive about the Centre, the therapies they use and the 
staff, members and volunteers they meet there. 
 
Fundraising activities that are accessible to MS Members are the most popular options. 
 
Communication from KMSTC is generally felt to be sufficient and useful, with the favoured 
channels being Email, Signs/Notices at the Centre and the Members’ Newsletter. 
 
The majority of respondents indicate that they are happy to receive the Members’ 
Newsletter electronically as an email attachment. 
 
 

  

                                                      
 
1 The number of Full Members at Aug 2017 was 477 (Source: Ctr Manager Trustee Report Sept 2017). 
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Introduction 
We are delighted with the high level of response to this year’s survey. All the data and 
comments received will be reviewed by the Board of Trustees and the Centre Management 
Team in order to improve the services offered. Personal responses will be given where 
requested by individuals.  
 
The data is set out in full below, with a selection of comments.  

Who responded to the 2017 Member Survey? 
 
A total of 184 responses (24 more than in 2016) were received primarily from Members 
(142), but including 18 Associate Members and a small number of Staff and Volunteers 
(Other = 9).  This represents around 30% of Full Members along with a growing number of 
responses from others – Associate Members, Supporters, Carers and Staff/Centre 
Volunteers.  Most responses were collected electronically, with an additional 17 paper-
based submissions. 

 
 
Of the 182 who indicated their length of membership (or association) with the centre, 142 
had been involved for more than a year.  The largest group of respondents being those who 
have been associated with KMSTC for 1-2 years. 
 
Conclusion: A further category for Staff Member and Volunteer should be added to next 
year’s survey. 
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Centre Attendance Rates 

 



 

KMSTC Member Survey Report 2017 5 

Registered Charity Number 801382  | Registered Company Number 2339750 

 

Most respondents to the survey attend the Centre at least once or more a week (69%).  
Most attend to participate in therapies or to volunteer at the Centre (or a combination 
thereof). 
 

 
 
Of those who never or seldom visit the Centre, the overwhelming reason given is the 
challenge of getting there.  Comments include: 
 

• Travelling more often is too expensive 

• Long journey to centre and other weekly commitments. 

• I have never attended due to working in Broadstairs and not sure about out of hours 
services. 

• Never attended as I live in Sittingbourne I can’t get there due to my MS. 

• I can only afford once a week as the Kent Card funding isn't enough for more. 

• Too far from my home. Don't drive. No public transport 
 
These comments are very similar to those noted in last year’s survey in that many 
respondents are constrained in the number of visits to the centre either by the cost or their 
ability to make the journey due to their condition. 

Conclusions:  
Consider focussing/extending availability of services to most popular days e.g. weekends 
and closure on another day of the week. 
 
Explore options to support travel to the centre by members. 
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Most of those who visit the centre travel up to 20 miles to the centre. 
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MS Specialist Nurse/Bladder and Bowel Clinics 
Of the 150 who responded to this question, it would seem that the majority of members do 
not use either of the clinics.

 
It is unclear from responses received whether the low take-up on these clinics is due to lack 
of awareness or lack of need. 
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Therapies at the Centre 
 

 
 
The top three therapies for 2017 were the same in last year’s survey: HBO, Reflexology and 
Massage.  Pilates does not seem to have gained significant traction compared to last year. 

Hyperbaric Oxygen Therapy 
HBO is by far the most popular therapy among the 164 respondents who answered this 
question with over 66% of respondents saying they use it.  The therapies attracting the least 
interest include Pilates, Leisure Swims and Reiki – however some of these are more recently 
established activities and may still be building their audience. 
 
Comments about HBO include: 

• Helps with fatigue. Helps with bladder. 

• Well being/Bladder control improvement 

• Increases energy 

• Helps my mobility. I notice the difference if I take a break. 

• Helps with fatigue, infection and bruising 

• I believe HBO gives me energy which allows me to do more, which in turn helps with 
sleeping! I have also experienced increased bladder control! 

• I am convinced that the oxygen treatment accelerated the healing process enabling 
me to be pain free and back to work far quicker than it was anticipated. 
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• This therapy is not of interest to me at this time due to my being unable to commit 
to 20 sessions. 

• I have HBO every Saturday morning. If the centre were open longer on Saturdays I 
would have 2 sessions and look at using the gym/Physio sessions. Unfortunately as 
the centre is only open until 1pm time in limited currently. Benefits of the HBO 
include reduced fatigue and pain. 

 

Other Therapies 
Comments about Reiki were very positive from those who have participated with anecdotal 
evidence for the benefits gained through relaxation and the calming effect of the treatment. 
However, several people indicated that there weren’t interested in the therapy or that they 
prioritised it below HBO and other therapies. 
 
Hydrotherapy – respondents are also overwhelmingly positive about Hydrotherapy, citing 
the benefits of gentle exercise, improvements in flexibility and strength that patients derive.  
Several comments indicated that some members find it too far to travel for this and other 
therapies and that they attend similar sessions closer to home. 
 
Reflexology attracted 71 comments, including: 
 

• When I have reflex and HBO on the same day I can manage to just about walk round 
Iceland . Any other day you can forget it  

• Helps with spasticity 

• Lymphatic drainage which helps swollen ankles 

• Treatment is relaxing, helps circulation and helps reduce swollen feet 

• Improves my body and mental functions immensely. If I do not use this therapy 
within 2 weeks my symptoms are exacerbated 

 
Conclusions: explore ‘outreach’ therapies at other sites across the county or helping 
members with transport. 
 

Additional Therapies 
Most respondents feel that there is a good range of therapies on offer at the Centre, with 
two themes emerging as possible additions should there be sufficient interest: 
 

• Hair/Nails and other leisure treatments 

• Chiropractic/Osteopathic 
 
Comments may indicate a lack of awareness about certain therapies: 
 

• Please try to get the gym running more, this is/will be of use to nearly all 
members! 
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• Would like those other than Oxygen to be available for non MS and to be informed 
when available 

• Tai Chi & sitting down Tai Chi 

• Just ordinary Reiki would be good, not keen on the water one! 

• Sessions that can be attended by those that have to hold down a full-time job 

• Slimming world 

• I'd like to be able to access Reflexology even though I don't have a confirmed MS 
diagnosis as yet 

• Sauna and shower to help emit toxins.  Mud wrap to help emit toxins. Action 
potential simulation therapy  

• MS nurses to return please 

• I have said before a hairdresser visiting the Centre on a regular basis with barber 
skills would be great. Not to do the, "full works" just wash and blow dry or trim. 
Getting in and out of salons with mobility issues is not easy and the Centre is 
geared up for our needs. With debilitating conditions not every therapy needs to 
be a treatment as such. Having a general sense of well being is so important; 
having your hair done is a great morale booster likewise if manicure/pedicure 
treatments could be offered this can also raise ones spirits. 

• Relaxation 

• Osteopathic and/or chiropractic help would be great to help with bad postures we 
all have from using walking aids 

• Beauty therapies.  Such as nails, waxing etc.  I've had the lv lashes done there and 
it's nice to come to the centre for something just for me and not an ms therapy 
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Reasons for no longer attending the Centre 
Of the 12 people who answered this question, the majority gave travel problems as their 
reason (58%).  Comments from respondents indicate that they find it too problematic to use 
public transport and, if they have to rely on a carer to travel, they find it a major barrier to 
using the C entre. 
 
It should be noted that the small number of respondents means that the statistical 
significance of this finding is less reliable than for other questions. 
 

 
 

 
16 people indicated whether they are likely to resume coming to the Centre, of whom 8 
intend to and 5 may come back to the Centre.  The comments indicate that the ethos of 



 

KMSTC Member Survey Report 2017 12 

Registered Charity Number 801382  | Registered Company Number 2339750 

 

mutual support and friendliness at the Centre is a key factor in members’ feelings towards 
KMSTC. 
 

• Feel support of others a good Benefit 

• Because the centre and the people are friendly. 

• There seems to be a lot more going on that would be of benefit to me. Plus I have a 
changed work timetable this academic year so could potentially fit in some sessions. 

• To learn more about my condition & what can help me From the experience of other 
nice people with it there 

 

Member Views of the Centre 
Members clearly feel that the Centre is a well-kept and well-run place, with 5 being the 
highest possible rating. 

 
 

What benefit do members feel they get from KMSTC? 
There is a clear sense that members value KMSTC highly and feel benefits across multiple 
dimensions. The high number of n/a responses to the question about remaining in work 
probably reflects the fact that the majority of members are not working regularly, however 
there is a strong sense that members feel benefits in terms of their positivity and 
independence through attending KMSTC.  The graph overleaf indicates levels of agreement 
with key statements where 1 is the lowest and 5 is the highest.
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I enjoy coming to the
Centre

I value being able to
socialise and talk to

other people with MS

I feel that the Centre
helps me to live a
more positive and
independent life
despite my MS

I feel that attending
the Centre helps me to

remain in work

I believe I need less
contact with other

healthcare
professionals as a

result of attending the
Centre

I am satisfied with the
care I receive at the

Centre

I would recommend
the Centre to other

people with MS

N/A 6.47% 15.43% 22.64% 81.25% 33.13% 18.63% 11.45%

5 67.06% 56.79% 44.03% 10.00% 26.88% 65.22% 79.52%

4 17.06% 14.20% 17.61% 2.50% 14.37% 8.70% 4.82%

3 5.88% 9.88% 11.95% 2.50% 13.13% 3.73% 1.20%

2 1.18% 2.47% 2.52% 1.25% 6.25% 0.00% 0.00%

1 2.35% 1.23% 1.26% 2.50% 6.25% 3.73% 3.01%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%
A

xi
s 

Ti
tl

e



 

KMSTC Strategy 2017 v4.1 14 

Registered Charity Number 801382  | Registered Company Number 2339750 

Member Support for Proposed Fundraising Activities 
 
Respondents were asked to indicate how appealing they felt a range of fundraising proposals were.  As 
demonstrated by the graph below, the top three choices were: 
 

• Music Festival 

• Luxury Travel 

• Coach Excursions 
 

 
 

How Respondents stay up-to-date 
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Whilst there is a strong level of interest in many of the different publicity channels, respondents clearly 
use Emails, Notices at the Centre and the Members’ Newsletter as their primary ways of staying in 
touch with activities and news about KMSTC. 
 
Word of mouth is the main ‘other’ method of sharing information for members and staff/volunteers 
alike. 
 

The Members’ Newsletter 
Respondents clearly value the Members’ Newsletter, with 92% of respondents confirming they read it 
and 96% find it of interest and value at least sometimes. Respondents indicate they are generally happy 
to receive the newsletter electronically as an attachment. 
 

 
 
Respondents’ comments indicate that they are keen to hear about fundraising activities and plans, new 
treatment advances in MS and member news.  Some comments indicated a lack of awareness of the 
Members’ Newsletter. 
 

Views on improving communications  
Respondents suggested a variety of ways for improving communications, however recurring themes 
include: 
 

• Current communications seen as adequate by many 

• Cluttered notice boards 

• Texting members  

• Better use of the screen to advertise events and other digital options rather than paper 

• Online bookings for appointments  
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Additional Comments  
40 respondents gave additional comments, a selection of which are listed below.  Further, 33 
respondents gave contact details for a direct response to be given to their survey which will be actioned 
separately.  
 

• I think it is an excellent Centre, which I'm pleased to attend. It wouldn't be easy to 
think of any things that need improving. It is well run and the staff and volunteers 
should be proud of themselves. Well Done!! 

• An excellent facility, much enjoyed and appreciated: thank you. 

• This centre has quite simply saved my life and hence why I am also actively involved 
with the volunteers and fundraising team as well as receiving treatment several 
times a week and I will continue to raise money and fundraising on a constant basis 
for the centre xxx 

• would like to attend more often but have commitments which prevent me from 
coming it is a long distance 

• Thank you to all of your wonderful volunteers and staff.  You are the best! 

• When are there going to be more people with ms and their carers on the board 

• The Centre is a vital resource not only for MSers but for other people who can 
benefit from the HBO therapy and social interaction.  A place where everyone is 
welcome and supported through members and staff. 

• I have signed many birthday cards in the past but have never received one, even for 
a big birthday. This made me feel very left out and not a member. Could we have a 
small card for everybody? I'm sure d.o b are on the system. I know it's extra work, 
but l really felt very upset not to receive even a small card. 

• Perhaps we could have courses in digital communications. I am sure there must be 
some members who would be willing to share their knowledge of using iPhones, 
computers etc. 

• We have never formally been shown the Evacuation Procedures / taken part in an 
evacuation planned or unplanned/ the need of a Personal Emergency Evacuation 
Plan has never been discussed. 

• Thank you for the help you gave me to get well following my accident it helped 
immensely.  

• Concern at hydro therapy not being available for our son who benefits from it 

• Better WiFi at Centre  

• You did not mention the yoga sessions in your questions. I regularly attend yoga. It 
helps with stretching, breathing, relaxing, posture and is positive and enjoyable. 

• Perhaps speakers from people who have MS and how they are managing their 
symptoms to inspire others. Talks from professionals who are more interested in 
functional medicine. This could be a conference style event that could double as a 
fund raiser? 

• I wish I had never had to visit the centre but the cards that have been dealt to me 
means this and the Kent MS centre has opened up to me new and valued lifelong 
friends. 
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• Centre seems overstaffed hence overheads to high, the result many members can 
only afford minimal therapies, and the social area is not the friendly place it used to 
be,  

• Please make it more modern environment at centre and happy not like a rest home 

• If I had one criticism of the centre and its only a small tiny wincy weenie one it 
would be the sinks in the toilets, they are at a height implying we are all in 
wheelchairs etc. Being 6"1' it's a long way down, been in disabled loos that have 
both  

• The friendly environment is crucial to the success and therapeutic benefit of the 
centre. This should be one of the principle concerns of the trustees. We need more 
Karens. 

• Very proud in what has been achieved at the centre 

• The centre is very good and I am very grateful you are there 

• You do a brilliant job!  

• Members are left in the dark about what is going on at the centre. Lack of 
communication and disinterest in members views 
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