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Very Easy

Moderately Easy

Difficult

Very Difficult
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236 
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Very Good

Good

Poor

Very Poor

391 

12 

Yes

No

378 

18 

Yes

No

Access and Services at the Practice 

How easy is it to get through to the surgery on the phone?  

Very Easy  46% 

Moderately Easy  47% 

Difficult  3% 

Very Difficult  0% 

 

 

 

 

 

 

When you last needed to were you able to make an appointment to see or speak to someone?  

Yes  94% 

No  2% 

No response  4% 

 

 

 

 

 

 

 

 

 

 

 

If yes, was the appointment given convenient for you?  

Yes  91% 

No  4% 

No response  5% 

 

 

 

 

 

 

 

 

 

How would you rate your overall experience of booking appointments?  

Very Good  38% 

Good  57% 

Poor  2% 

Very Poor  0% 

  



2 
 

386 

22 

Yes

No

339 

36 

2 0 

Very easily

Moderately easily

With some difficulty

Very difficulty

351 

9 

Yes

No

24 
24 

35 

66 
54 

35 

66 

Prescription Counterfoil

The Springs Health
Centre Website

In person at the
reception desk

Pharmacy

Answerphone

Are you happy with the opening times of the surgery?  

Yes  93% 

No  5% 

No response  2% 

 

 

 

 

 

 

 

How easily are you able to order your repeat medication?  

Very easily  81% 

Moderately easily  8% 

With some difficulty  0% 

Very difficulty  0% 

No response  11% 

 

 

 

 

 

 

Based on your last repeat prescription request, did we get it right?  

Yes  84% 

No  2% 

 

 

 

 

 

 

 

 

 

 

Which method do you use to order your repeat medication?  

Prescription Counterfoil  5% 

The Springs Health Centre Website  5% 

In person at the reception desk  8% 

Pharmacy  15% 

Answerphone  13% 

Repeat prescription form  8% 

Telephone  15% 

No response  31% 
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172 

213 

0 0 

Excellent

Good

Poor

Very Poor

282 

110 

2 2 

Very helpful

Reasonably helpful

Reasonably unhelpful

Very Unhelpful

264 

123 

1 0 

Very Happy

Reasonably Happy

Unhappy

Very Unhappy

290 

87 

2 0 

Very Happy

Reasonably Happy

Unhappy

Very Unhappy

How would you rate your overall experience with the surgery?  

Excellent  41% 

Good  51% 

Poor  0% 

Very Poor  0% 

No response  8% 

 

 

 

 

 

 

 

 

How helpful are the receptionists?  

Very helpful  68% 

Reasonably helpful  26% 

Reasonably unhelpful  0% 

Very Unhelpful  0% 

No response  6% 

 

 

 

 

 

 

How happy are you with the care you receive from your GP?  

Very Happy  63% 

Reasonably Happy  29% 

Unhappy  0% 

Very Unhappy  0% 

No response  8% 

 

 

 

 

 

 

 

How happy are you with the care you receive from your Nurse?  

Very Happy  70% 

Reasonably Happy  21% 

Unhappy  0% 

Very Unhappy  0% 

No response  9% 
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382 

3 

Yes

No

Would you recommend The Springs Health Centre to friends and family?  

Yes  92% 

No  0% 

No response  8% 

 

 

  

 
 
 
 
 
 

COMMENTS 
How easy is it to get through to the surgery on the phone?  

 Always busy  

 But expense each time for a local call  

 Early in a morning seems to be on answer 
machine for ages  

 engaged  

 it’s always engaged  

 Line always busy  

 Long wait for answer  

 old age 

 Phone Busy  

 phone to busy early  

 Sometimes difficult when front of desk 
reception is busy office staff working in the 
office manage to ignore a ringing phone for a 
considerable period. (from observation)  

 Too many needing appointments  

 Too old - 82  

 Unhelpful for our needs  

 you pay for call length whilst waiting for a reply  

 
When you last needed to were you able to make an appointment to see or speak to someone?  

 For the doctor I wanted to see I had to phone 
up on the day and hope for the best 

 had to wait 2 weeks to get in  

 Hardly get to see doctors unless you wait till 
Friday. If you ring on Monday this is a long 
wait, so you give in and see a nurse, which 
recently made me more ill because I was given 
tablets which I should not have taken, given 
my condition which was found out later 

 Have not needed to  

 Next day appointment  

 Next day available  

 No appointments for 6 days 

 Not straight away to see dr of choice  

 Not tried recently 

 old age  

 When you ask for a specific doctor you are 
more often than not asked if you can be 
referred to the practice nurse not what you 
want if you ask for a doctor  

 

 
Was the appointment given convenient for you? 

 Booked a week earlier  

 During working hours  

 Had to change due to work commitments. 
Would it be possible for people who are at 
home all day to be provided with 10am to 3pm 
appointments.  

 Had to leave work early  

 However, the waiting time is sometimes over a 
week 

 I wished to see Dr Merriman but unfortunately 
it was a wait of three weeks. I did however get 
an earlier appointment to see another GP 
which was acceptable to me (very satisfied) 

 Long delays in seeing someone sometimes 
between 1& 2 weeks  

 Long waiting for an appointment 

 old age  

 sometimes 

 Too late  
 
How would you rate your overall experience of booking appointments?  

 Cannot book in even though I try to book 6 - 8 
weeks in advance  

 Could be better  

 no experience  

 Not Bad  

 old age  

 too long to wait to be seen by doctor  

 wait too long  

 You are always told can't see a doctor until 
Friday and have to see a nurse 
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Are you happy with the opening times of the surgery?  

 But it may assist working people if the surgery 
was open for them only at the weekend  

 Doesn’t work for unemployed  

 Fairly  

 I think it should be open on a weekend and 
later at night 

 Longer hours e.g. Saturday morning 

 Longer weekend hours would be helpful 

 more Saturday opening times   

 Not good for working people 

 Not sure of opening hours 

 old age  

 Reasonably 

 receptionists sometimes appear to want to 
know too much of your business before they 
are prepared to book you in with a doctor 

 Sat and Sun mornings preferred 

 Saturday am would be useful 

 Saturday openings 

 Saturdays should be open 

 Should be open later in the week and open on 
weekends too 

 should be open on Saturdays  

 weekend appointments for working people 
would be a good addition to the surgery 

 Working and could do with Saturday 
appointments or late evening  

 Would like either another evening surgery or 
weekend due to working  

 Would like later appointments  

 

Based on your last repeat prescription request, did we get it right?  

 A third time mix up over dovabet  

 Difficult to follow new system  

 Just a few mix ups at the chemist  

 No longer prescribe diclofenac - not happy  

 None after 4 days, seeing nurse she prescribed 
again (telephoned in first one)  

 Not all the time  

 not complete  

 Please note there can be a problem with 
answerphone becoming full  

 Thanks to Lloyds  

 they said it went to the pharmacy on different 
days  

 Wrong order  

 
How would you rate your overall experience with the surgery?  

 100% support when my granddaughter was ill 
and waiting for ambulance  

 Always helpful staff and I have never had any 
problems arranging an appointment  

 Always polite and address my concerns in an 
appropriate manner  

 Always polite, clean, not running too late  

 Always someone to help on hand  

 always understanding and very useful  

 because it is when I wanted  

 Call answered promptly by very helpful staff then 
appointment given to suit. Once attending the 
surgery waiting time very short and dealt with 
very efficiently.  

 do what’s necessary  

 Doctors are very knowledgeable, caring, 
sensitive and thorough. Receptionists very 
helpful.  

 Efficient staff helpful and friendly. Very short 
waiting times. A good selection of male and 
female gps. A good response to home visits 
when necessary.  

 Everyone is helpful and friendly  

 Friendly and efficient  

 Generally pleasant staff and surroundings 
(clean), and usually feel satisfied with 
treatment/advice  

 Generally the surgery will accommodate where 
possible  

 Good opening times, none booked appointments 
in that you can generally get an 
appointment/phone call on the day you need it.  

 Good speed of answer, professional and polite  

 Good treatment from my preferred gp  

 Happy with one GP - usually see the nurse 
practitioner who is excellent.  

 Never disappointed - always able to see 
someone  

 new patient  

 Normally get appt. Have only had one bad 
experience! Being talked to like an idiot by one 
doctor.  

 Not Bad  

 People do listen to you and give you advice on 
your condition.  

 Satisfied with everything  

 Springs health centre needs extra GPs, practice 
nurses and nurses at this time it is "not fit for 
purpose" 

 Very good staff all round at the centre with some 
good modern doctors  

 Very helpful in all aspects  

 Very vigilant on my health problems and always 
very helpful  

 Waiting times can be an issue and the double 
doors to the doctors s not automatic and when in 
a wheelchair u can't get through if on your own  
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What is the one thing that you feel we do well? 

 All  

 All my experiences of your care have been good.  

 all staff are very caring  

 always friendly and always ready to help  

 always looked after very well  

 Always phone back when you say you would.  

 always see children pretty quickly  

 always very helpful  

 Always very helpful and efficient when I need to 
contact surgery  

 Am very pleased with all aspects of the surgery 
and staff  

 annual check ups  

 Appointments  

 as much as possible  

 Being friendly  

 Being pleasant and getting appointments within 2 
weeks  

 Booking an appointment  

 Booking an appointment quickly, at a time that is 
convenient  

 care  

 cheerful staff always helpful  

 Clean surgery  

 Communicate  

 Confirm appointments  

 Customer/children care. also the phone checks 
with a gp when possible emergency appointment  

 Dr's very polite and reassuring  

 Easy access to see doctors and nurses do not go 
down the route of giving more power to the 
receptionists  

 Easy to get an appointment  

 Efficiency and communication Recently my 
daughter was poorly, from ringing the surgery to 
being called back by the Dr on-call, Dr Merriman, 
and my daughter being seen was a total of 30 
minutes, superb service!!  

 Efficiency, if there isn’t appointment on the day 
required, one is found  

 Encourage and help people to live a healthier 
lifestyle  

 Everyone very helpful  

 Everything  

 Everything very well  

 Explain everything  

 Fast and friendly  

 Flu clinic  

 Flu days  

 Flu jabs  

 Follow up  

 Friendly – approachable 

 and approachable  

 Friendly and efficient  

 Friendly helpful staff  

 Friendly service  

 Friendly staff members  

 Friendly staff who always try and help and put 
you at ease  

 Friendly towards the patient  

 Generally make people feel valued and appear to 
be interested in your patients.  

 Get appointments easily  

 Get me appointment  

 Good receptionists  

 Great GPs  

 Happy overall  

 Have time to explain things  

 Helpful and caring  

 Helpful and not kept waiting too long  

 helpful, take time to explain things (illness)  

 I don’t really use the clinic that often to comment  

 I have no complaints with anything you do  

 I have not had any complaints at all and all the 
staff are very helpful and nice  

 If appointments made not convenient you bend 
over backwards to please!!  

 Informing patients and care  

 Just being there  

 keep you informed  

 listen  

 Listen and take action accordingly  

 Listen to patient and action is taken accordingly  

 Listen to what you have to say  

 Listen and take time to explain stuff  

 look after me  

 look after patient's needs  

 Look after us  

 look as though you have time to listen even when 
you are running late (doctors) 

 Looked after me  

 Make me better  

 make me feel I can enter the surgery and feel 
welcome and at ease 

 people feel at ease  

 make us feel comfortable  

 Make welcome  

 Make you feel comfortable  

 Make you feel relaxed  

 most things  

 No complaints  

 No long wait for appointments  

 No one thing, it’s all reasonably good  

 Not enough time to talk to patients  

 Nothing is too much trouble and the support I 
have received especially over the trying times 
covering the last 18 months is nothing short of 
brilliant.  

 Offer a comprehensive range of services, I have 
memories of going elsewhere for retinopathy, 
and having to return to clinic for INR results.  

 Offer a good all round service 

 offer a good variety of services 

 opening hours  

 Overall good access to all services that I require. 
As regard to the Receptionists I alway find them 
very good...but please DO NOT go down the 
road of allowing them to become the little Hitler’s 
that I have heard about from other practices. 
Remember we all live in a small area and know 
each other so please keep it as it is --
personal........thank you  

 part of a team  

 Patience - listening to people's opinions.  

 Patient care  

 Personal contact  
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 phone advice from a GP if appointments 
unavailable  

 Pleasant atmosphere and interaction with 
patients  

 pretty prompt appointments  

 Put at ease  

 Put patients at their ease  

 Quick referrals  

 Quick telephone answer and helpful attitude  

 Rapport with patients  

 Reception  

 Receptionists very helpful and knowledgeable. 
Easy to get an appointment  

 Reduce waiting time  

 Reliable and efficient staff  

 Reasonably happy  

 Running of health centre  

 see patients get an appointment as early as 
possible  

 show care and are polite  

 Smile  

 Some of the receptionists are not very helpful but 
some are very helpful  

 Sort out the problem quickly  

 Staff are very helpful and efficient  

 Staff make people feel welcome, ready to listen 
and deal with problems and enquiries  

 support  

 Surgery is always clean and warm  

 Take care of the people of Clowne  

 take the time  

 Take time to listen not just fob us off  

 the GPs attempt not to put you under pressure to 
keep within the allotted appointment times  

 There when we need you  

 Too many to mention  

 Try to get you an appointment  

 understanding and compassion  

 Very caring  

 Very happy with entire service  

 Very helpful with queries and appointments  

 Very helpful, very friendly excellent service "well 
done"  

 Very supportive, offer good services  

 We are all aspects of the surgery  

 We are happy with everything  

 We are well looked after  

 Will listen  

 You do try to accommodate people and if really 
unwell you do (in my experience) make sure they 
are seen that day.  

 you have an excellent team of doctors - thank 
you  

 you listen  

 Your organisation

 
 
What is the one thing that you feel we do badly?  

 After operation I did not get a check up  

 Blood extractions - sometimes not able to find 
the vein and have had to come back 
(phlebotomist skills needed?)  

 cannot think of anything  

 Cannot think of anything.  

 Can't think of anything although I visit the surgery 
infrequently it has always been a positive 
experience  

 Can’t think of any  

 can’t think of one  

 Convenient appointment times should be saved 
specifically for working people. Although it may 
mess someone’s day a little, non-working people 
for whatever reason should be scheduled mid-
morning to early afternoon  

 Customer care, receptionists blurting out your 
condition - why?  

 Do not automatically go and see elderly patients 
i.e. over 80 years old who may have difficulty 
getting out  

 Do not have enough appointments available 
outside working hours  

 flu jabs etc. ought to be appointed times  

 Getting a podiatrist to do nails  

 give patients an appointment with doctor  

 GP appointments when requested, only see a 
nurse practitioner  

 Having to wait on the phone  

 Honestly I can't think of anything I am really 
happy with the care I receive.  

 I don’t think you do anything that badly. I don’t 
like being given results by receptionists though.  

 I think the reception area needs to be out of sight 
and hearing of those in the waiting area  

 Inconvenient opening hours and often can’t get 
same day appointment with preferred gp  

 lack of doctors appointments  

 lack of privacy at reception, everyone can hear 
your business  

 Late in for appointments  

 Length of time between blood tests and review  

 let us keep one doctor  

 Listen  

 maybe not enough options for tests  

 N/A  

 No  

 No privacy at reception  

 No weekend service  

 None  

 none - totally satisfied  

 None  

 Not aware of anything  

 Not experienced any  

 Not much  

 Nothing  

 Nothing  

 nothing as yet  

 Nothing everyone is very helpful  

 Nothing really  

 nothing that I can think of at the moment  

 Nowt  

 Nurse is not given enough time to see patients  

 Parking - also calling me back after xrays etc.  

 Pastoral care  

 quite satisfied with everything  
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 Receptionists asking what you want to see a 
doctor for.  

 some receptionists are very helpful some need 
further training  

 sometimes have to wait for appointment to be 
met - though appreciate emergencies can crop 
up 

 Sometimes it is difficult to get to see a doctor  

 sometimes poor communication with hospital and 
regarded of hospital notes  

 Sometimes there's long waits when waiting for 
your appointment  

 Telephone should give an engaged tone when 
busy  

 The need to give people who work better 
appointment times  

 There is a lack of privacy at reception, and being 
asked, what is the problem ??  

 There is nothing that I can complain about  

 This is just a repeat of previous questionnaires 
and my answers are just the same as before! No 
problems getting through to the surgery except 
early morning. The problem is getting an 
appointment when you are ill! It's no good a week 
or more later! I also don't see the point in 
publishing the figures for non-attendance at 

appointments if you are not going to do 
something about it -no good talking about it 
without taking action!!  

 throughout my pregnancy advice varies 
depending who I have seen and this I find 
unsettling at  

 Timing of appointments  

 To come back for blood test  

 too long to see preferred gp  

 Unfriendly reception staff  

 Unhappy about what Dr Collins said to my sister 
about age she is  

 unsure  

 Waiting times and getting an appointment quickly  

 Waiting too long for appointments and when you 
do get one the wait in reception  

 Weekend opening hours  

 well not you, as a whole but the people who are 
not disabled, parking in wheelchair spaces 
because they are too idle to walk  

 Why should the receptionist need to know the 
reason for seeing the doctor for all to hear?  

 Working people can’t always get convenient 
appointments that fit in with work.  

 Wound dressing care  

 


