
“I cannot thank you all enough for 
helping me live a life with MS.”

Summary of 
Client Experience Survey 

2022



Introduction 
In January 2023, Revive MS Support conducted a survey of people who use our services to find out 
their experiences in 2022. The survey was available online and in a paper version from our reception 
team. 

153 clients answered the survey.  

The survey response represents around a quarter of the 602 clients who had an appointment at 
Revive over the course of the year. 9227 completed appointments took place at Revive in 2022, 
representing an average of 15.3 per client who attended during the year. 

About You

Less than 
1year ago

5%

1-2
years ago

8%

3-4
years ago

8%

5-10 
years ago

23%

10-20 
years ago

29%

More than 20 
years ago

26%

I have not
been given a

definite
diagnosis

1%

I have no issues 
with mobility

7%

I can walk 100 metres
unaided but I have 

some mobility issues

26%

11%

I am dependent on a 
wheelchair or in bed, 

and need a great deal of 
help with daily activities

56%

I need a stick, frame
or wheelchair to get 

about but largely look 
after myself
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How long ago did you receive 
a definite diagnosis of MS?

How would you rate 
your mobility?
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Female

Prefer
not to Say

Non-Binary 0%

Male

74%

1%

25%

35-44
13%

65+
11%

45-54
31%

55-64
40%

25-34
4%

16-24
1%

Paid
Employment

31%

Voluntary
Work

12%

Neither of 
the above

57%

If you are not in paid employment, how would you describe yourself?

Stopped work early on health grounds

Retired early (other reasons)

Retired at normal retirement age

Unemployed/Seeking work

Other caring responsibilities

In full-time study 0%

74%

11%

7%

7%

1%

How would you 
describe your gender?

Are you currently 
in paid employment 
(including self-
employment) or do 
you undertake any 
voluntary work in your 
community?

What is your age?
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How long have you been coming to the Revive centre?

About Revive

29%

Less than a year

23%

1-4 years

24%

5-9 years

14%

10-15 years

7%

16-20 years

3%

21 years+

How did you first find out about Revive MS Support?

Healthcare 
professional referred me

Revive Flyer

Recommended by a friend, 
family member or colleague

57%

Website 7%

Facebook 3%

Search Engine advert 1%

3%

20%

Other, please specify 17%

Other ways of finding out 
about Revive include MS 
Society newly-diagnosed 
meeting; a taxi driver 
told me; via a fundraising 
opportunity that then 
became more focussed 
work with Revive; LinkedIn.
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86%
came into the centre

attended an online 
appointment28%

95%
came into the centre

16% attended an online 
appointment

Once a month

attended an online 
appointment

96%
came into the centre

8%

A few times a 
month

Less than once a 
month

Please estimate how many times you used 
Revive services over the past year?

Can’t get transport to Revive / 
travel too expensive

I haven’t needed the service

Anxiety about attending 
a centre like Revive

Difficulties physically 
getting out of the house

Too busy including work

Opening hours don’t work for me

Apathy / feeling overwhelmed

Difficulty getting an appointment

30%

16%

15%

15%

11%

8%

3%

3%

If you haven’t been to the centre much or at all in 
the past year, why is this?  
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Our Services 
During the past year, which of the services offered at 
Revive have you used?

MS Specialist Nurse

Physiotherapy service (one-to-one)

Continence Clinic (MS Specialist Nurse)

Counsellor (one-to-one)

Group Class (Counselling, Memory Matters, 

Fatigue Management, Mindfulness)

Speech and Language Therapist (one-to-one)

Complementary Therapists 
(e.g Reflexology, Aromatherapy, Indian Head massage)

Acupuncture

Hyperbaric Oxygen Chamber

Exercise class 
(e.g. Pilates, Yoga, Keep Active, circuits, wheelchair class)

Welfare and Benefits Advisor

Podiatrist / foot health service

Café

Social / fundraising activity 
eg Christmas Fayre, craft group, Firewalk

28%

34%

9%

26%

21%

9%

45%

3%

14%

46%

26%

16%

53%

31%

Thinking about coming to Revive over the past year, how has this 
helped you?

Walking and mobility

Reducing pain and discomfort

Staying in employment (paid or voluntary)

Avoiding skin problems like pressure sores

Keeping going with home or leisure activities

Information, advice and support for my family and carers

Emotional and mental wellbeing

Reducing anxiety

Feeling supported emotionally

Help with bladder problems

Help with bowel problems

Information and education on MS

My arm or hand function

Overcoming fatigue

Spasms and cramps

Balance and avoiding falls

Memory and thinking

Help obtaining benefits or other funding

Improving the quality of my sleep

Improving sexual health and intimacy

Improving my sense of being valued as a person

Feeling less isolated and meeting other people with MS

Accessing services from other health or care professionals (NHS)

Accessing services from other health or care professionals (other voluntary services)

Help with speech difficulties

Help with swallowing problems

It’s too soon to tell

The service hasn’t made a positive difference to me

I haven't used the service in the past 12 months

Other

37%

24%

7%

1%

24%

22%

58%

36%

45%

15%

9%

23%

8%

28%

12%

19%

11%

2%

26%

48%

16%

6%

3%

7%

7%

3%

1%

10%

14%

9%

Other (comments)

Feeling of self-worth and accepting of my MS.

Only recently started using the service, but 
potentially there are many services and 
activities which I could benefit from.

Support to apply for a Blue Badge support 
to apply for PIP (and the appeals process).

Just generally being able to connect with 
other PwMS at the centre.
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Yes 
definitely

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

Yes to 
some extent

Neither of 
the above

94%

6%
0%

Yes 
definitely

120%

100%

80%

60%

40%

20%

0%

Yes to 
some extent

No

95%

3% 2%

During sessions with 
Revive in 2022, did 
you feel that you were 
treated with dignity and 
respect?

Did you have trust 
and confidence in 
the professionals/
therapists that you 
saw?

Please give any examples of the positive difference the Revive 
centre services have made to you in 2022.

A massive thank you has to be paid to the 
practitioner in the Aromatherapy room.  He 
is fantastic and helped me no end to firstly 
relax and secondly help my muscle aches and 
pains. Shoulders and neck were also a bug 
bear to me, and his help and expertise really 
did make me feel like a different person.

Friendly, relaxed staff. Physio staff have 
helped me to stay mobile despite my 
limitations. Without that I would be in a 
wheelchair by now. The cafe is also one of 
the best places to meet other MSers and I 
have gained supportive friends.

Felt so listened to by the nurse and the 
treatment she is recommending is likely to 
be of huge value to my quality of life. Her 
care is making my ability to live with MS so 
much easier.

All services I used, including just being in the 
cafe, made me feel less isolated and helped 
me to accept the new me.

Speech and Language Therapy was great for 
me. I got a lot of tips and still helps me to 
this day. Physiotherapy was also great I feel it 
has helped my balance a lot which I also still 
keep going with it.

Exercise Class - helps massively with 
mobility and confidence. Physio - gave me 
great advice and information to help specific 
needs that I have. HBO - helped with fatigue 
and sleep. Cafe - is fantastic for socialising, 
building confidence and talking about others’ 
experiences with MS. Welfare - was able to 
assist with securing my financial benefit.

After lockdown Revive was just what I 
needed to meet up with the group (gym, 
massage). I had so missed our chat and our 
great way of supporting each other. Getting 
back to the gym gave me a reason to get up 
and out, the difference it made to my mood 
as well as my physical wellbeing. It made me 
feel part of something I had missed that so 
much. To see the staff as well; always there 
if we need to chat. My MS family mean the 
world to me. Won’t ever be able to offer 
thanks as it’s just impossible to praise every 
one of them in the centre. 

I try to come to the Gym weekly. It is the 
only regular solo excursion I have from 
home. This helps greatly my sense of being 
able to do things myself.

Online Counselling has been a major game 
changer for me. I was at my wits end. I am 
very grateful that the service was available 
as it has not only impacted my life but my 
families also as I’m in a much better frame of 
mind now. Online was much better for me 
as it’s too difficult to get to the centre.

The gym and oxygen chamber are the most 
helpful. Being with friendly, helpful staff 
and mingling with fellow sufferers (sharing 
experiences) has been good for me mentally.

As a wheelchair user I’m at the sharp end of 
required support. I mainly benefit from the 
Physiotherapy I receive. Meeting other folk 
who’re in a similar situation is an absolute 
Godsend. The staff have raised my spirits 
throughout 2022 as well as structuring 
an exercise regime that is tailored to my 
individual needs.
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The Hyperbaric Oxygen service

Any comments about the Hyperbaric Oxygen service?

Wonderful service. I feel so lucky to have this opportunity. 

All I can say is it’s beneficial and I always look forward to my session. And Davie is very 
professional and helpful. 

HBO is a great experience that everyone with MS should at least try.

David always greets everyone with a smile and a bit of banter - extremely welcoming. I 
sometimes don’t notice a difference when I’m coming for my session every week, but when it 
stops for a few weeks, I definitely notice a worsening in my bladder issues. 

Greatly improves my sleep on day of access. 

Subtle but obvious consistent improvement and sustained energy. 

For my HBO is a lifeline. I sleep very little but when I go to the chamber. I’m almost 
guaranteed a good night’s sleep. I get a feeling of freshness when I come out. I feel calmer as 
well due to the relaxation it brings me. Can’t imagine not using it now. And David and Levi are 
so supportive and always cheerful, makes my day.

Is it easy enough to get an appointment at Revive if you need to?

Easy enough all or 
most of the time

Some services were
 difficult to get 

an appointment for*

60%

10%

Easy enough 
some of the time

Not easy
enough

29%

1%

*Appointments that people felt were not easy enough to get include Counselling, Reflexology, yoga 
and the MS Nurse.
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At the moment the opening hours of the centre are 9.30-4.30 Monday 
to Friday and late until 7.30pm on a Thursday. If in the future it was 
possible to open on more evenings until 7.30pm or on Saturdays, what 
difference would this make?

It would make 
no difference to me

It would be more 
convenient for me but 

it wouldn’t increase
 the number of times I 

come to the centre

6%

It would be more 
convenient for me 
and would increase

 the number of times 
I come to the centre

31%

63%

If it was possible 
to open earlier 
or at weekends, 
I would 
certainly use the 
centre more.

I’m not sure I’d 
use the evening 
opening hours 
as I would do 
other things 
with my wife.

It’s difficult to 
work around 
appointments 
with work and 
having two 
children but I 
am so grateful 
for the service 
you provide. You 
can and never 
will please 
everyone.

Activities at the 
weekend would 
be nice. I work 
full time and 
am too tired to 
participate in 
anything after 
work.

Personally I feel 
that the hours 

are suitable. That said, 
would love to see more 
socialising at night. Some 
of us never get to go 
out at night because of 
mobility. Revive makes 
us feel so welcome 
regardless of ability. 
Thanks for all you do.

People who are 
unable to visit the 

centre during the week, 
due to family or friends 
being unable to drive 
them to the centre would 
be able to access facilities. 
The sense of loneliness 
and isolation felt by so 
many as the condition 
progresses would be 
lessened.

Comments include:

I do work full time 
however I manage 
to get time off for 
most appointments. 
I think in the 
evening I’d probably 
be too tired to go 
to the centre after 
work, but it’s also 
nice to have the 
option.

I think a Saturday 
opening would 

encourage a lot of people 
to attend the centre. I 
personally would find it 
easier for a carer to bring 
me on a Saturday.
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Is there anything that the Revive service has 
done particularly well in 2022?

Is there anything that the Revive service 
could have done better in 2022?  

I find all the 
staff that I have 
dealings with 
are helpful, 
positive, friendly 
and I have no 
hesitation in 
saying thanks to 
them all.

All of the staff 
have worked 
extremely 
hard to return 
to business-
as-usual post 
Covid.

All of the staff 
deserve praise 
as I feel they all 
care much more 
than just a place 
of employment. 
I think of Revive 
as my close 
family rather 
than a service I 
use. More HBO 

sessions so 
you can have 
different levels 
and be in with 
less people.

A Saturday 
would be 
fabulous but I 
know it maybe 
isn’t possible.

Reach out 
individually 
to clients to 
encourage them 
to re-engage. 

Opening hours. 
Linking people - 
support groups. 
Activities for 
people who are 
still working. 

Longer opening 
hours, weekend 
appointments. 

Everyone I’ve 
met from 
walking in 
the door on 
my two visits 
have been an 
absolute delight, 
made me feel 
confident and 
comfortable.

It continues 
to exceed my 

expectations. A culture 
exists within Revive that 
exudes a welcoming, 
caring and uplifting 
environment that is 
only matched by its 
consistency.

Maybe offer 
different times for 

certain things (e.g. arts & 
crafts class and memory 
matters class) for people 
who work, so that they 
can make it, or offer it at 
a different time the next 
block they bring it back.

Would be very 
helpful to have 

staff members/volunteers 
photographs and names 
up so that we know 
who is who! I have seen 
new staff members in 
corridors/centre and have 
no idea who they are/
what capacity they do. 

Make a bus available 
for transport to the 

centre (there and back). 
Being allowed to cross 
the river from North to 
South!

More Podiatrist 
appointments if 
possible.  

Always offering 
support in a 

friendly and welcoming 
environment.

Reception staff 
are always super-
friendly. 

The fire walk 
looked amazing, and 
very empowering.

I felt lost before and 
now I feel good, not 
alone. Thank you.

Should reach out to 
people who can’t 
get to Revive due to 
cost.
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If resources were available, are there are any services which you would 
like to see offered at Revive in the future which are not offered now?

A drama group 
would be 
fabulous.

Buddy system

Info sessions 
on diet and 
other self-
management 
strategies. 

More social 
events as we 
come out 
other side of 
frightening 
times for 
all there is 
something 
about being 
able to see each 
other in person.

About three 
years ago Revive 
ran a one-off 
workshop about 
sexual problems 
for men (think 
it was male 
related). Think it 
would be good 
run that again - 
even if it was to 
be online.

Occupational 
Therapy to add 

to the multidisciplinary 
team and support 
people with improving 
their independence and 
quality of life. Information 
sharing and signposting 
eg shop mobility, radar 
keys, rail cards, cinema 
and theatre cards for free 
accompanying carer.

Online exercise 
classes. Online 

group mindfulness. I 
would love to go to the 
centre more and have 
social interaction so if 
possible then transport 
pick-up/drop-off. Even 
if it’s from allocated 
collection areas.

Perhaps a transport 
service...

Assisted swimming, 
at some other 
premises.

More availability 
of one-to-one 
Physiotherapy.
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How likely are you to recommend the Revive centre to friends and 
family if they had MS and needed similar care or treatment?

Likely
7%

Extremely likely
91%

Neither likely 
nor unlikely

Unlikely2%

1%
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Our Values
We are currently doing some work on defining our values. If you 
could sum up what Revive means to you in a short sentence what 
would you say?

Person centred, holistic and inclusive 
support. It makes living with MS much less 
frightening.

I fully appreciate the support that Revive 
staff give to me. They are always professional, 
helpful and kind.

Nothing is ever too much trouble. Personally, 
my time spent in Revive are the highlights of 
the week.

It’s been a godsend and I love it.

Revive provides such a safe, friendly, positive, 
understanding and supportive space for all of 
us with MS. It is a lifeline giving us all hope.

The centre is more than that... it’s a 
community that gives purpose. It’s a friendly, 
safe zone. It’s the reason someone smiles... 
day to day.

This is a new service to me and I have been 
amazed at what they have to offer.

A huge help following an MS diagnosis. I 
feel supported and lucky to have such an 
amazing place and team in the area.

The people at Revive are there to offer 
support tailored to fit you and can help 
make your journey with MS just a little less 
difficult and a little less isolated.

A lifeline. The staff are very understanding, 
non-judgemental and good fun.

It’s great to feel there are people trying to 
help improve our symptoms. Also giving us 
information to help ourselves.

Revive is the extended family who totally 
understand what we as people go through 
the ups and downs of an unpredictable 
illness.

Wonderful place for support, meeting others 
with MS, laughter in the Cafe, so many 
services available. I never take for granted 
how lucky we are in Glasgow to have Revive.

Totally invaluable addition to the very 
overstretched NHS and without the centre 
my health and quality of life would be poorer.

An amazing, friendly, safe space to come 
together, learn and feel valued and included.

Revive offers support even when you don’t 
know you need it.

A great friend in the good days and a strong 
support during the bad.

I’m treated with respect and dignity, by all at 
Revive.

Fantastic service that gives you the tools you 
need to navigate life with MS.

An organisation where staff understand 
MS and you do not need to explain all 
symptoms each and every visit. Informal yet 
informed support which puts you at ease.

The work of Revive is exceptionally 
important for the MS community. It keeps 
me physically and emotionally stable.

I could not do without Revive in my life.
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The NHS
Over the last 12 months, how many times have you seen the following 
NHS health or social care professionals about your MS?

These are the total appointments across a group of 104 people.

Neurologist

MS Specialist Nurse based at the Queen Elizabeth University Hospital

Other MS Specialist Nurse in the NHS

Continence Nurse

Community / District Nurse

Other Specialist Nurse

Palliative care team

Rehabilitation Medicine Doctor

Psychologist / Counsellor

GP

MS Physiotherapist based at the Queen Elizabeth University Hospital

Other Physiotherapist

Occupational Therapist

Speech and Language Therapist

Dietician

Orthoptist (about your vision)

Social Worker

Orthortist /Surgical Appliance Specialist

Podiatrist (for your feet)

I have not seen a health professional about my MS in the last 12 months

83

117

33

34

211

14

0

51

54

214

83

31

51

28

11

22

61

6

17

3

What, if anything, do you think Revive offers to you that the NHS does not?

Accessible and responsive services especially for MS issues.

I think access to Revive is much easier and I think you allow flexibility and holistic view that the NHS 
is not in a position to offer.

Revive can offer a quicker response time (other than A&E).  I got invaluable continence advice from 
Revive which would have taken months through the NHS before even seeing anyone.

A community.

Relief from the battle of MS with treatment like massage, Reflexology, HBO chamber.  

Podiatry, one-to-one Counselling and any other problems that arise each day is different you cannot 
predict what could affect you day to day.

A personable friendly welcome.  
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Thank You!
We would like to thank everyone who took the time to share their 

experience, insights and opinions with us. 

The feedback will be shared with our team and used to influence, maintain 
and improve our services. We can also use this information to demonstrate to 

funders what Revive means to the community it serves. 

We would also like to thank our team for sharing their expertise, positivity 
and knowledge to improve the lives of people affected by MS.

Scottish Charity SC022886. Company limited by guarantee, registered in Scotland number SC152198. 

Revive MS Support
Moorpark Court, 29 Dava St, Govan, Glasgow, G51 2JA
0141 945 3344  /  www.revivemssupport.org.uk


