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Our patients were all recently invited to take part in a 
survey hosted by the Clinical Commissioning Group 
(CCG). 
 
This survey was designed to evaluate the awareness 

and satisfaction with Spring House surgery and other local services. 
 
The survey was sent out to all our patients in July 2019 via text and email. 
 
Over 2% of our patients responded and we wanted to share the results with 
you all. 
 
Five Key Points for Spring House 
 

1.  Just over 65% were very satisfied or satisfied with their experience of 
the GP practice 

2. Nearly 25% had used the Extended Access Service in the last 12 months 
and around 58% were aware of this service. 

3. Just over 22% of respondents were able to get a same-day 
appointment when they needed to see or speak to a GP or Nurse 

4. Just over 70% said they had a great deal or a lot of trust in the GP or 
health professional they saw or spoke to 

5. The top themes that were liked include friendly and helpful staff, a 
communicative practice and flexibility of appointments. The themes 
about what people disliked included a wait for appointments, feeling 
some issues go unresolved and not getting to see a doctor of their 
choice. 

 

YOU SAID, WE LISTENED 
 

We asked:  Please tell us what you LIKE about your GP practice and responses 
included the following; 

 
“The doctors are all very good and caring” 

 
“The doctors, nurses and reception staff are professional and helpful” 



 
“The Dr, who saw me, was patient, listened to me and supported me in a way that made me 

feel better.  The receptionist I spoke to was also polite, nice and helpful” 
 

“I like my doctor and the receptionists are friendly” 
 

“The asthma team are brilliant” 
 

“The receptionists are very friendly” 
 

“Forward thinking.  Helpful and supportive” 
 

“The doctors are kind and nice” 
 

“Some of the GP’s are first class!” 
 

“Always very keen to help in every way” 
 

“Friendly.  Familiar GP’s; they seem to stay, meaning we always see someone we have seen 
before.” 

 

We asked:  Please tell us what you DISLIKE about your GP practice and 
responses included the following; 
 

“Can be a few weeks wait for a GP appointment” 
 

“Lately a long time to wait for an available appointment” 
 

“Hours have been cut” 

 
“Difficult to make appointments and poor telephone system” 

 
“Weekend appointments coming to an end” 

 
“Long wait to see a doctor of your choice” 

 
“Opening times are reducing” 

 
“The waiting room can get a bit cramped” 

 
“Lack of information and website out of date” 

 
“The slashing of opening hours and doctors hours” 

 
“Needs a lick of paint” 



 
“Unsure of when they are open now” 

 
“Change of opening hours” 

 
“Problems getting appointments” 

 
“Felt my last appointment was rushed” 

 
“Over subscribed” 

 

The next steps: 
 
 
We are now reviewing all of this feedback with the aim of producing an 
action plan of improvements. 
 
In order to do this, we will be speaking to our Patient Participation Virtual 
Group for feedback.  If you have any suggestions for improvement and would 
be happy to share them, please email the Practice Manager -  
corinnenightingale@nhs.net 
 
If any of you would like to join this Virtual Group please let me know.   The 
contact would be through emails and you do not have to attend any 
meetings unless you wanted to. 
 
It is clear from the comments that most of the negative issues seem to be 
around the cut in hours and reduced numbers of appointments so we are 
already working hard to try and address this issue but are anticipating that 
we will be making further improvements over the next few months once we 
have reviewed all the comments. 
 
The resulting action plan will be added to our web-site before the end of the 
year.  Copies will be available in the surgery and on request. 
 
We are extremely grateful for everyone who contributed to the survey and 
we will ensure that all your comments will be taken on board and 
improvements made. 
 
 

 


