
The Springs Health Centre 
Access and Services at the Practice 
Access and Services at the Practice 2012  

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

Very Easy  50% 

Moderately Easy  43% 

Difficult  2% 

Very Difficult  0% 

  0% 

If difficult why? 

Always busy 

Always engaged 

Always engaged for appt at least 5 mins 

Always in a queue 

An overly long message to start with 

Busy at times I need to ring 

Difficult first thing in a morning 

Difficult to get through first thing Mondays 

Don't know 

Early morning only one person answering 

the phones 

Hard to talk to someone 

It is always busy 

Just busy 

Line often engaged -may have to hold for 

quite some time 

Long time answering 

Moderately 

No 

Often takes a long time to get through 

Only difficult on a morning (8am) 

Phone busy 

Phone line engaged - out on hold 

Picking times when convenient. 

Prescription times are annoying but I 

understand earlier times for appointments 

Standing system 

The answer phone too long and at times 

has too much info taking too much time 

They are always queueing and you have 

to wait to be put through 

Usually a queue or engaged on the phone 

or still on night answer phone 

Usually in use 

Usually only when busy and kept waiting 

for a reply 

Very easy 

Waiting far to long 

Waiting on line 

Waiting on time 

Walk no problems 

Will not pick phone up 

You are put on hold I would rather just 

hear the engaged tone and keep trying. It 

doesn’t cost as much 

 

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

Yes  95% 

No  3% 

No response  2% 

 

 
 

 

 

 



If no why not? 

6 months ago 

Could not get passed reception 

Had to make appointment next day 8am 

Kept on hold to long 

Long waiting list to see the king DC 

Never available 

No appointments when required and couldn't ring next morning 

No appts for 7-10 days 

No available appointments 

No g.p. available 

No idea 

Not at short notice wanted a doctor not nurse 

Not easy to get an apt when you need one 

Not impressed 

Person choose both option yes and no could have been quicker had to wait a week 

Receptionist very rude 

Said they were busy 

There were no appt available until following week 

Week or more wait 

Yes 
 

If yes, was the appointment given convenient for you? 

Yes  92% 

No  2% 

No response  6% 

 

 

 

 

 

 

 

 

 

 

 

If no why not? 

Difficult to get an appointment with doctor 

I’m a trainee teacher and unable to fit around some of the times 

It didn't fit in with times I could get someone to sit with my sister 

No appointment needed just medical advice 

No choice 

No doctor available 

Over 4 days (working) 

Requested to see a doctor but was told to see a nurse 

Sometimes 

We were on holiday when appointment arrived 

Yes 
 

How would you rate your overall experience of booking appointments? 

Very Good  41% 

Good  53% 

Poor  3% 

Very Poor  0% 

 

 



If poor/very poor why? 

Appointments to long or not quick enough 

As above we all know you have a job to do but then so do we 

Average 

Can never get to see who you need 

Can not see a doctor 

Can't always come on the day you want or see the doctor of your choice 

Cant see a doctor without interrogation from receptionist 

Had to come to surgery to make appointment 

It seems that a doctor is no there when you need one 

Just depends on who you want to see 

Never see a DR never see a nurse 

None available 

One cannot book illness at any convenient time for appointments 

Poor 

Receptionist sometimes not helpful must be urgent to get appointment 

Somewhere in between- Adequate 

They never know when to give times 

Told no appts for 7-10 days 

Too fair in advance 

Unable to pre book appointments 

Very hard to get past reception 

 

Are you happy with the opening times of the surgery? 

Yes  94% 

No  3% 

No response  3% 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

If no why not? 

Could do with more hours 

Do not allow for working hours 
I work full time and long hours. It would be 
nice to see a Doctor on a Saturday. 
I would like the surgery to open on a 
Saturday at least once a month 

Inconvenient for work 

Make the appt longer to phone 
Needs to open on a sat morning and all the 
time and later sat night to 
No because I’m working from 7am-5pm I find 
it hard to get to the surgery a night 
appointment just for people that are working 

No Saturday 

Outside normal working hours surgery would 
help a lot of people 
Perhaps a half a day on Wednesday or 
Saturday 

Sat and late nights (more) 

Sat morning open 

Should be open Saturday 
This person has chosen both yes and no 
option. No Saturday appointments 

Would like to have sat a.m. available 
Would prefer 1 more late night as have to 
leave work early to get here 

Yes 

 

 

 

 

 



How easily are you able to order your repeat medication? 

Very easily  82% 

Moderately easily  11% 

With some difficulty  1% 

Very difficulty  0% 

No response  6% 

 

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

Yes  86% 

No  3% 

No response  11% 

 

 
If no, why not? 

Just 

Just joined surgery so not done yet 

Keep missing things off 

Last-not ready on time 

Missed items 

N/a 

No missed an item 

Not had any prescriptions 

Sent the wrong items 

Sent wrong medication 

Some get missed off most times or I have 

to ring to speak to a dr before I can get 

them 

Some tablets missing 

Still ordering medication that has been 

taken off 

There was a mix up between surgery and 

chemist next door I now use Lloyds 

Would be easier if you could order online 

your repeat prescriptions 

Wrong dose of tablets 

Yes 

You keeping missing off 1 item 

 

 

 

 

 

 

 

 



Which method do you use to order your repeat medication? 

Prescription Counterfoil  9% 

The Springs Health Centre Website  4% 

In person at the reception desk  10% 

Pharmacy  15% 

Answerphone  6% 

Repeat prescription form  7% 

Telephone  28% 

No response  21% 

 

 
 

How would you rate your overall experience with the surgery? 

Excellent  49% 

Good  39% 

Poor  1% 

Very Poor  0% 

No response  11% 

 

 
Why? 

Able to get appointment when necessary 

diabetes and cardiac care very good 

Adequate 

All staff- reception, doctors, nurses- very 

good only problem sometimes is being able to 

get appointments- although recently I have 

found it a lot better. 

Always able to speak to someone whether it 

be immediately, after a while, always given 

correct and adequate information 

Always available, always flexible, always 

courteous, I have complete confidence in the 

practice and the care it delivers. 

Always get to see someone/ speak to 

someone when need too. 

Always get to see someone/ speak to 

someone when you need to. 

Always helpful staff are pleasant 

Always ready to help or give support 

Clean, tidy, Good friendly staff. 

Efficient and professional 

Every part of the practice is like a well oiled 

machine, I have nothing but the highest 

praise for every person that works there. 

Except one Receptionist is rude 

Fair 

For me- everything always seems to work as 



it should no problems 

Good 

I don’t visit often 

Method do you use to order your repeat 

medication ( person ticked more then one 

box)-telephone and prescription counterfoil 

Most helpful staff 

Never had a problem or concerns at the 

surgery 

No problems 

Not on any medication 

Ok some very good e.g. Flu jabs some very 

poor as in not apt when you need it 

Pleasant waiting are, receptionist polite 

friendly, music playing, midwife helpful 

Rarely had a problem in 4 years only time 

was refused a vest when poorly with flu 

Receptionist too much like Hitler 

Seen quickly and can always get an 

appointment 

Sometimes to long to wait for appointments 

which method do you use to order your 

repeat medication the person choose more 

then one in person at the reception desk, 

telephone and answer phone 

Sometimes waiting a bit long but happy with 

overall service 

Sometimes you have to wait more than 15 

minutes 

Staff are excellent and friendly 

Telephones usually answered quickly most of 

the receptionists are polite and appointments 

easily available with nurse care but not with 

doctors 

Tesco repeat prescription service 

The receptionist are helpful the nurses are 

good the DR are excellent 

They’re always polite and helpful I don’t know 

how I would cope with out this surgery 

This person has chosen more then one option 

for how do you order your repeat medication 

- telephone and answer phone good doctors 

but if we turn up lat e they don't like it but 

we have to wait on average 30 mins for the 

doctor to call us through. 

Usually very helpful 

You can get on with the reception desk they 

are very helpful to you 

 

 

How helpful are the receptionists? 

Very helpful  71% 

Reasonably helpful  20% 

Reasonably unhelpful  1% 

Very Unhelpful  0% 

No response  8% 

 

 
 

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

Very Happy  63% 

Reasonably Happy  25% 

Unhappy  0% 

Very Unhappy  0% 

No response  12% 



 

 
 

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

Very Happy  69% 

Reasonably Happy  19% 

Unhappy  0% 

Very Unhappy  0% 

No response  12% 

 

 
 

  

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

90% of things well too many to list 

A prompt efficient service 

A quick and efficient service 

Access 

All 

All above 

All aspects done well 

All good 

All of above 

All ok 

All practitioners listen!!!!! 

All staff very helpful 

All very good 

Always friendly 

Always happy staff 

Always happy to help 

Always happy to help and knowledgeable 

Always pleasant 
Always polite 
 

Always try to get seen by someone as soon as 
possible even when its busy 

Annual reviews 

Answer all of our problems if possible 
Appointments times are always convenient and even 
if I need to see the doctor at an anti-social time due 
to work they are always more then happy to see me 

Appointments 

Appointments 

Appointments are always easy to book 

Appointments- don't have to wait too long to book 

Appointments you can not just make in advance 

Appointments opening times 
Ask to many questions at reception when need to 
see a doctor 

Availability 

Being helpful and friendly 

Being very friendly 

Care 

Care for the patient 

 
 



Care from GP- Very happy or reasonably happy care 
receive from nurses- very happy or reasonably 
happy logical thinking 
Care received from nurses-Adequate nothing in 
particular 

Caring 

Care of diabetic suffer 

Communicate 

Communication about different issues 

Consider the patient 

Couldn't do better 

Customer relations 

Customer satisfaction 

Customer/ Patient service 
Deal with questions efficiently never passed from 
one person to another 

Do not visit often 

Doctoring 

Dr Collins explained everything to me 

Easy to see a doctor 

Efficient 

Everything is done well 

Evening appts 

Everything 

Everyone try's there best 

Everything 

Everything fine very happy with everything 

Everything generally 

Everything it's a okay 

Everything no problems at all 

Everything ok 

Everything prompt attention accessing 

Everything well run 

Excellent for G.P. , Nurses and receptionist 

Excellent service all round 

Excellent service with dr 

Explain things 

Explained if not sure 

Extremely helpful 

Fit people in for appointments 
Fitting in for appointments for emergency and 
always children 

Flu jab days 

Flu jabs 

Friendliness of staff 

Friendly 

Friendly and feel comfortable 

Friendly and helpful every time 

Friendly Approachable service early/ late 

Friendly helpful 

Friendly service a lot of services in one building 

Friendly staff 

Get me the appointments I need 

Getting appointments 

Give appointments fairly quickly 

Good care 

Good friendly service 

Good on all points 

Good service 

Happy with everything 

Help 

Help and support when needed 

Help people 

Helpful 

Helpful doctors and staff 

Helpful friendly staff 

Helpful receptionists 
How helpful are the receptionists- depends who is on 
I find the doctors do the very best they can it is not 
easy to please everyone 
How helpful are the receptionists- very helpful and 
very unhelpful some very good some very bad flu 
jab 

I believe most things the surgery does is done well 

I get the doctor I wish to see 
I have no complaints always found everything 
Satisfactory 
I think this surgery is 100% caring genuine that is 
why all our family have moved here 
I will say DR'S are very helpful to us especially DR 
Rossi 

In my experience everything is done well 

Individual care 

It is good to have a late night as I work full time and 
cannot get to the surgery during the day. 

It's good all round  

Keep open 

Keep place warm 

Kindness and politeness 

Knowing there job 

Listen 

Listen and care 
Listen and judge how urgent your appointments is in 
regard to pain or anxiety 

Listen to me 

Listen to the patients 

Listening to us 

Listening 

Look after me 

Look after patients 

Look after people 

Looking after people 

Looking after your patients 
Lots of small things make the whole experience 
good. 

Make flu very comfy with Complements 

Make me better 

Make visiting a good experience 

Make you feel comfortable 

Making me feel that you have my best interests at 
heart and looking after me and my husband 

More available appointments for the same day 
Most if the time you get an appointment pretty 
easily 

Most services are very good 

Most things 

My wife and I have no problems at all 

politeness 

No complaints 

No problems at all 

No waiting at your appointments usually on time 

Normally repeats 

Not much 

Notify appts and notices in surgery 

Nurse practitioners 
Offer services such as asthma review, cholesterol 

resting etc. 

Ok overall 

Opening at 8am 



Opening times 

Organised 

Organising flu jabs and such nurses visits 

Overall everything 

Overall running of reception 

Patient care 

Patient care and information 

Patient services 
Patients are dealt with as quickly and patiently as 
possible 

Personal approach 

Personal care 

Personal service 

Personally have found fairly efficient in a crisis 

Phone back calls from doctors 

Phone back calls from the doctor. 

Pleasant staff 

Polite and helpful 

Polite and try to sort problems out 

Promptness,  cleanliness 

Prompt attention 

Provides all round good patient care 

Putting patients at ease 

Putting your mind at rest  

Quick referrals to hospitals 

Really friendly 

Referral to hospital appointments is very good 

Reliable and Helpful 

Repeat medication 

Repeat prescription 

Repeat prescriptions 

Repeat prescriptions  

Respond to questions 

Response to phone calls booking appointments 

Responsive 

Routine affairs 

Run the health centre very efficiently 

Run the practice v/well 

See patients quickly 

See you quickly 

Seeing doctor 

Sensitive personal but professional approach 

Service 

Smile 

Staff always friendly 

Staff are helpful and friendly 

Stay late at night 

Take time 

Talk 

That we can always speak frankly to the doctor 

The full service is excellent 

The personal touch 

The service is adequate but not wonderful 
The whole environment is good very welcoming 
clean 

Things are explained and discussed very well 

Things in general 

Time for patients and try to build relationships 

Useful to pick up prescriptions at the chemists 

Very calm, nothing too much trouble 

Very efficient especially with doing flu jabs 

Very efficient helpful friendly 

Very efficient surgery 

Very friendly and always helpful 

Very friendly understanding staff who speak clearly 

Very good receptionist 

Very good service overall do not change anything 

Very organised 

Very Polite and Helpful 

Very professional and helpful 

Very understanding 

Waiting times is usually short duration 

Ways in getting repeat medication 
We find everything is done well we have no 
problems 

Well organised 

Well organised and efficient 
Well organised flu jab days including extracting 
money for the raffle 

Welcoming tranquil environment 

You appear to be a "productive" practice, putting 
energy into patients and display a lot of site services  

You are all so pleasant 

You listen and help 
You listen to the patient and get help when 
necessary 

You offer e friendly service 

Your job 

 

 

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

1- not always able to book appointment with the 
G.P. that we want in advance  
2- tackle mental health issues 

After care 

All seems ok to me 

Appointment system 

Arranging appointments 
Ask for private details in front of house what ever 
happened to data protection? 
Change medication to the cheaper one which does 
not work as well. I have had to ring each month to 
get the meds changed 
Difficulty sometimes with prescriptions between 
health centre and Lloyds 

Doctor availability 

Don't always get appointment times right. Plus not 
everything is due to depression or anxiety. Please 
look for other things too Prozac is not an answer 
to all illness 
Don't get prescriptions back to pharmacy at 
Creswell after 2 days 

Dr don't always listen to pt 

Extra doctors appointments 

Getting things wrong 

Getting to speak to a doctor 
Happy with the care that you received from nurses 
apart from nurse Ian 

Have to wait a while for appointments sometimes 

Have to wait to see the doctor of your choice 

Have to wait too long for appointments 

 



Having to wait up to 3/4 of an hour after booking 
appointments 
If I'm ill they always take it that it’s my normal 
illness and not that it could be something else. 
It is hard to get access to a doctor and mostly you 
are referred to a nurse 
It isn't badly but repeat prescriptions times could 
be more convenient 
It would be good to get an appointment for the 
same day. Though waiting times seem to have 
improved, it is often two to three days before 
being able to see someone. 

Lack of communication with other staff 

Listening 

No cup of tea (only joking)( pHs is on flu day's) 

No privacy on reception 
Not always happy with nurse practitioners, 
keeping waiting then inadequate 

Not always on time for appointments 

Not as thorough on checking patients history 

Not been able to order prescriptions online 
Not being able to always see a doctor and having 
to see that awful practice nurse who only says you 
need to see a doctor which is what you tried to do 
in the first place she is one level below useless 

Not knowing there job 

Not monitor car park 

Not open on a Saturday morning 

Occasionally too long await for a particular doctor 
Perhaps could improve with communication - i.e. 
when scan letters from hospital consultants 
Perhaps parking recently and more magazines etc 
while people are waiting to being called in by the 
doctor 

Phone 

Privacy at reception 

Put patients above convenience for the surgery 

Radio station needs tuning in 
Rarely see the same gp twice ( e.g. background 
history) often to have to be repeated. Complicates 
records do not seem very easy to access older 
information 

Reception 
Reception asking personal details of your visit to a 
doctors in an open plan reception 

Receptionist- talk in front of other patients 

Referrals to other units appointments 

Repeat prescription 

Seeing the same DR twice 

Some doctors seem to fob you off 

Sometimes Appointments can be a week away 

Sometimes long waiting time up to 40 mins 
Sometimes take to long for someone to answer 
the phone 
Some protocols need checking - it seems too easy 
to ignore special requests with repeat 
prescriptions. (That is why I stopped using the on-
line ordering - no one seemed to take notice of the 
text box.) Your system doesn't alert nurses if 
immunisations are not due. (I’ve recently been 
given an unnecessary booster.) 

Telephone appointments 

Telephoning answering 
The only thing I would say is a little show is when 
you come for appointments you shouldn’t have to 
wait 20-30 minutes if we have been on time so 
should the drs 

The prescription line should be open all day 

Time keeping 
Trying to fit 1/2 the population to turn up on one 
single day for flu vac 

Trying to get an appointment 

Very little 

Waiting time to see a doctor 

Waiting times 

Waiting times for appointments always behind 
Would be useful sometimes to have another 
receptionist 
Would prefer to have a number called rather than 
names for privacy 

You can not always get appointments 

 


