
 
 
 
 
 
 
 
 

 
You said, we listened 
Further to our survey results in 2019, I am now pleased to be able to publish 
our Action Plan for Spring House Medical Centre. 
 
Planned Actions; 
 
Telephones: One of the problems identified by the patients that undertook the 
survey was the quality of our telephone system.  We also only had 4 lines 
available, so patients were often met with the busy tone.  We have now 
improved all of these issues.  We have a new telephone supplier and we have 
also paid to have an additional line into the surgery which has alleviated the 
pressure points at busy times.   
 
We have also paid to have a cloud-based queuing system which means that the 
busy tone is no longer used.  All patients are advised of their place in the 
queue and it is also possible to request a call-back.  Please note that this is an 
automatic call back when the queue is less busy rather than a call back from a 
receptionist. 
 
On the day appointments:  We are now offering double the amount of “on the 
day” or emergency appointments that we were prior to the survey.  We have 
also recently introduced some telephone triage appointments as a large 
number of patient health issues can be dealt with over the phone.   
 
Bypass number: We have introduced a priority bypass number for a limited 
number of more vulnerable patients to allow them the ability to phone and 
contact the surgery without being held in a queue.  This is strictly for our 
Learning Disability patients, end of life patients or anyone approved by a 
clinician for enhanced care. 
 
The building: There were a few comments over the quality of the interior 
décor of Spring House.  We do regularly have the building checked over and 



recently had a painter and decorator who stayed overnight in the building to 
repair and paint the interior toilets and waiting room areas. 
 
Reduced hours: We did have our hours cut with the introduction of Extended 
Access for all surgeries across the country but we have tried various solutions 
to this so that it is not too difficult to book appointments now.  Some of the 
actions taken are mentioned above.  We have also added some more walk-in 
appointments every week although it is not possible to always offer additional 
walk-ins daily, as it is dependent on how many Clinicians we have working at 
any particular time. 
 
Also in response to the reduction in hours, we now offer appointments with 
Social Prescribers, Physiotherapists and our Pharmacist.  In order to streamline 
all of this and provide further support to all out patients, our entire reception 
team have undergone Care Navigation Training.  This has ensured that GP 
appointments are not wasted unnecessarily,  if they can be adequately sign-
posted to alternative services.  These have proved very successful.  Please note 
that this does mean that a reason for phoning the surgery will now always be 
asked by our reception team when patients phone Spring House.   
 
We also offer the Extended Access Service within Spring House which had 
proved advantageous to our patients. 
 
Extended Hours:  As we now offer the same amount of surgery hours as all 
other surgeries in the locality, we have added an Extended Hours service at 
weekends.  We are open on Saturday mornings from 8am to 1pm for all our 
registered Spring House patients.  A Clinician is always present during these 
hours to see booked appointments and emergency on the day appointments 
for minor illness. 
 
Web-site: There were a few comments from patients to advise that we did not 
have our web-site completely up to date re training days and staff members 
etc.  This has now been resolved and the site is up dated whenever the need 
arises. 
Patient Participation:  We do now have an active patient participation group 
and all comments/ideas from the group are currently all virtual and have 
proved really helpful, so please do contact the surgery if you are at all 
interested in being added to the list. 
 



Our Staff:  There were some negative comments on individual staff but I am 
confident that we have an excellent and very caring team at Spring House.  
They all attend regular training to keep them up to date.  We also have 8 GP’s 
and 2 nurses, so it is always possible to be seen by alternative clinicians if there 
is a personal preference. 
 
On-line appointment bookings:  In response to the survey results, we have 
also increased the number of appointments available to book via our online 
services.  There should now be some available to book daily although numbers 
do have to be limited. 
 
The survey has proved very useful.  If any patients have any further comments 
they wish to add, please do contact the surgery or send comments via email to 
springhouseclinic@nhs.net. 
 
 
Corinne Nightingale – Practice Manager. 
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