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Introduction: 
Title: The Impact of Appointment Delays on Patient Experience and Quality of Care in NHS Services
Topic, review question, and objectives
[bookmark: _Int_Y7jcocJI][bookmark: _Int_aeNOCWRc]This research proposal will explore the impact of appointment delays and waiting times on patient experience and the quality of care within NHS services in the UK. The review question is: “How do appointment delays and waiting times affect patient experience and quality of care in NHS services?” The main objective is to explore the evidence surrounding delays in accessing healthcare. The review will also identify the main factors contributing to delays and examine how delays may affect patients, healthcare professionals, and the delivery of care.
Rationale
[bookmark: _Int_gVuJTOq4][bookmark: _Int_UIinsSL2][bookmark: _Int_KqwWWs2x]Waiting times are a weighty issue within UK healthcare because patients should be able to access safe and appropriate care without unnecessary delays. The NHS Constitution states that patients have a right to access certain NHS services within maximum waiting times and that the NHS should provide convenient and timely access to care (Department of Health and Social Care, 2025). Despite improvements, NHS England reported that millions of patients were still waiting for elective care, demonstrating that delays are still a significant issue (NHS England, 2025a).
[bookmark: _Int_m0Zql4lW][bookmark: _Int_GAPg5bDj]Previous research has also shown that waiting can negatively influence patients’ experiences. For example, emergency department research in England found that patients experienced anxiety and frustration during periods of waiting, particularly when they were not given enough information about the reasons for delays (Oredola et al., 2018). Research has also linked longer waiting times with dissatisfaction and increased healthcare use, suggesting that delays can affect both patients and NHS resources (James, Denholm and Wood, 2024). Therefore, understanding the effects of appointment delays could help healthcare professionals find ways to improve patient-centred care.
Methods
[bookmark: _Int_1WbffwE0][bookmark: _Int_y8tiVpcm][bookmark: _Int_nG8KnvyB][bookmark: _Int_xKq3WTJY][bookmark: _Int_wjZ21FhW]A scoping review will be used to collect and map existing evidence. Peer-reviewed primary and secondary research relating to UK health and social care will be searched using databases such as CINAHL, MEDLINE, PubMed, and Google Scholar. Keywords will include NHS, appointment delays, waiting times, patient experience, patient satisfaction, and quality of care. Studies will be selected using clear inclusion and exclusion criteria. Relevant information will then be extracted and organised into themes. The review will follow established scoping review guidance, including the JBI approach, which supports a structured process for finding, selecting, and analysing evidence (Peters et al., 2021). Sources will be limited to studies and reports published between 2019 and 2026. Data will be analysed using thematic analysis to synthesise key findings and identify recurring themes across the literature.

Ethical considerations
[bookmark: _Int_ANKyJvLx][bookmark: _Int_MNNpIrjy]As this research will use existing published literature rather than collecting new data from patients, there will be no direct involvement of human participants. However, ethical research practice will still be followed by accurately representing the findings, avoiding plagiarism, referencing all sources correctly and reporting evidence objectively. The researcher will also consider the limitations and quality of the available evidence.
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