01/07/2026, 19:32

All Results

Access and availability

Voice of the Patient

Access and availability summary

Survey:
Patient
Satisfaction
Survey; Spring

Medical Group General
ltem $ 2026 ¢ Practice @
Being able to see the doctor | choose 86% 84%
Easy to get an appointment time that suited me 81% 79%
Speed of getting an appointment when I need one 79% 76%
My appointment started on time 73% 72%

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.

Being able to see the doctor | choose

Average as percentage: 86%
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An additional 2 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.
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Speed of getting an appointment when | need one

Average as percentage: 79%
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An additional O respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.

Easy to get an appointment time that suited me

Average as percentage: 8] %
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An additional O respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.
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My appointment started on time

Average as percentage: 73%
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An additional O respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.

Provision of information

Provision of information summary

Survey:
Patient
Satisfaction
Survey; Spring
Medical Group General
ltem ¢ 2026 Practice ¢
| was able to make informed choices about my health 90% 89%
| got the right amount of information about my condition 88% 90%
My questions were answered well 88% 90%
| got the right amount of information about my treatment 88% 90%
A standard appointment was long enough 84% 83%
| was asked for approval for additional staff to be present (if required) 81% 87%
I was told where to find reliable health information online 2% 83%

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

| got the right amount of information about my condition

Voice of th

e Patient

My questions were answered well

Average as percentage: 88%
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An additional 2 respondents answered 'N/A'.

5=100.

Average as percentage: 88%
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

https://secure.insyncsurveys.com.au/Admin/Customer/PSIAleph/index.asp?action=Results&surveyld=2&pagelndex=1

An additional 2 respondents answered 'N/A'.

5=100.
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| was able to make informed choices about my health

Average as percentage: 90%
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An additional 2 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.

A standard appointment was long enough

Average as percentage: 84%
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An additional 7 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.
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| was asked for approval for additional staff to be present (if required)

Average as percentage: 8] %
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An additional 57 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.

| got the right amount of information about my treatment

Average as percentage: 88%
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An additional 2 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.
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| was told where to find reliable health information online

Average as percentage: 72%
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An additional 34 respondents answered 'N/A',

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.

Privacy and confidentiality

Provision of information summary

Survey:
Patient
Satisfaction
Survey; Spring

Medical Group General
ltem ¢ 2026 Practice ¢
| could talk about personal (sensitive) issues in private 90% 92%
My privacy and confidentiality were supported by the clinic's physical
v y Y Y v 89% 91%
setup
There are measures in place to protect my privacy 86% 90%

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.
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My privacy and confidentiality were supported by the clinic's physical setup
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

| could talk about personal (sensitive) issues in private

Voice of th

Average as percentage: 89%
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An additional 4 respondents answered 'N/A'.

5=100.
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
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An additional 9 respondents answered 'N/A'.

5=100.
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Voice of the Patient

There are measures in place to protect my privacy

Average as percentage: 86%
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An additional 9 respondents answered 'N/A".

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

Communication and interpersonal skills of admin staff

5=100.

Communication and interpersonal skills of admin staff summary

Survey:
Patient
Satisfaction
Survey; Spring

Medical Group General
ltem ¢ 2026 ¢ Practice ¢
The clinic was clean 93% 93%
Reception staff were courteous 88% 92%
Reception staff assisted me 88% 91%
1 was told about delays while | was waiting 2% 76%

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

https://secure.insyncsurveys.com.au/Admin/Customer/PSIAleph/index.asp?action=Results&surveyld=2&pagelndex=1
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

Voice of the Patient

Reception staff assisted me

Average as percentage: 88%
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An additional 4 respondents answered 'N/A'.

5=100.

The clinic was clean

Average as percentage: 93%
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
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93%

An additional 2 respondents answered 'N/A'.

5=100.
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Reception staff were courteous

Average as percentage: 88%
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An additional 2 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.

| was told about delays while | was waiting

Average as percentage: 72%
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An additional 31 respondents answered 'N/A'

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.

Interpersonal skills of clinical staff

https://secure.insyncsurveys.com.au/Admin/Customer/PSIAleph/index.asp?action=Results&surveyld=2&pagelndex=1 11/21
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Voice of the Patient

Interpersonal skills of clinical staff summary

Survey:
Patient
Satisfaction
Survey; Spring

Medical Group General
ltem $ 2026 $ Practice &
They respected me 94% 93%
They showed me care and compassion 93% 92%
They listened to me 92% 92%
They put me at ease 91% 92%

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.

They showed me care and compassion

Average as percentage: 93%
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An additional O respondents answered 'N/A".

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.
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Voice of the Patient
They respected me

Average as percentage: 94%
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An additional O respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.

They listened to me

Average as percentage: 92%
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An additional 1 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.
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They put me at ease

Average as percentage: 9] %
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An additional 1 respondents answered 'N/A".

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.

Continuity of care
Continuity of care summary
Survey:
Patient
Satisfaction
Survey; Spring
Medical Group General
ltem © 2026 ¢ Practice ¢
They work well together 90% 89%
The doctor had good knowledge of my personal and medical
87% 88%
background
There was good coordination between the practice team and other 3% s7%
health providers (such as allied health, specialists or hospitals) 5
I was given options for other providers that | need to see (such as allied
glven op P ( 83% 20%

health or specialists)

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

5=100.
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They work well together

Average as percentage: 90%
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An additional 10 respondents answered 'N/A'.

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.

There was good coordination between the practice team and other health providers (such
as allied health, specialists or hospitals)

Average as percentage: 83%
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An additional 17 respondents answered 'N/A".

The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
5=100.
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The doctor had good knowledge of my personal and medical background
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and
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The mean score is calculated by converting the 1-5 scale to a 0-100 scale where 1=0, 2=25, 3=50, 4=75 and

Overall satisfaction

Voice of the Patient

Average as percentage: 87%
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An additional 6 respondents answered 'N/A'.

5=100.
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An additional 26 respondents answered 'N/A'.

5=100.

16/21



01/07/2026, 19:32 Voice of the Patient
My overall experience with service today

Average: 4.6
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1 2 3 4 5
Very poor Excellent

The best part of your experience was... (86 comment/s)

The reception staff were very friendly. The Doctor is very knowledgeable and explained my condition in detail and
was empathetic.

«+ The knowledgeable doctors and lovely reception staff

« Being able to talk to my doctor

.

Being listened to

Actually getting to see the doctor

Friendly reception. Always welcoming.

.

Doctors and staff are amazing.

» The professional and friendly receptionists and professional and caring doctors

« My regular GP was helpful and | did not feel judged when discussing private health concerns
« Seeing Doctor Guns

« The warmth reception from the receptionist and [Doctor]. Very friendly and respectful

[Doctor]. He is warm and kind, and listens so | feel he is taking care of me and not just making guesses about what
is happening based on his previous experience.

Talking to somekne who listens

Excellent professionalism demonstrated by all the staff and [Doctor] and the excellent job he did by removing the
lump on my left elbow. | was also impressed with the standard of the facilities and the cleanliness.

« [Doctor], is a thorough, compassionate and professional Dr.

« Being able yo be at home for my appointment

« Lucky to have [Doctor] as my GP

« It was quick. If | do a telehealth | prefer fast service, not waiting around.
« N/A

« Getting one of my scripts sent through

« Quick and easy - still showing thorough consideration and concern.

« | have been seen and visiting Spring Medical group for five years, at my age | have deal with quite of few doctors over
time. But [Doctor] surpassed all others, in his genuine care and professional approach I.

Professionalism

.

Not finding parking and going around in circles through an intersection with multiple lights
Friendly staff

The doctor listened to my concerns and responded to my requests. She is very considerate.

« Help even when i was late, My regular Doctor was away. The attending physician knew of my health problems and
was very caring and explained all | need to know. Empathy and professional help was given.

« The best was i got the appt right away as there was no one else other than me

« Doctors and staff have been very supportive and helpful when | have appointments. Thankyou
« [Doctor] knowledge and care

« Everyone is very caring and professional.

« The interaction with the pleasant reception staff and the knowledgeable doctors

« Ease of arranging appointments

« No long waiting. | was seen immediately. This was after waiting 1 hour at a Medicare emergency clinic only to be told
there was NO doctor present at the clinic.

« [Doctor]...great GP.
« Care given

« always very friendly staff and very friendly and knowlegable doctors
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Voice of the Patient
Getting prompt and effective treatment for my migraines, without having to go to the [Doctor]. [Doctor] and attending
nurses were EXCELLENT and had time to listen and care for me.
Prompt arrangements for my appointment
My doctor is kind, listens attentively and is very knowledgeable. She puts me at ease about my issues.
Reception was welcoming and the GP was informative
Receptionists and Dr [Name]

[Doctor] is excellent and he has no hesitation referring me to specialists if required and | found them to be excellent
and no long waiting periods.

The appointment was on time and the receptionist was very helpful
An appointment was available quickly and conveniently
Personal and caring staff especially [Doctor]

[Doctor] kindness, compassion and capabilities. Being able and willing to speak slowly for me to be able to
cognitively process and hear.

Care taken and on time.

Getting a last minute appointment. How thorough the Dr was. Had a lot of compassion
staff was very helpul

The doctors

All staff members, excluding the doctor

Being listened too & not being rushed in and out. My doctor never rushes me, lets me explain my issues and shows
sympathy & puts my mind at ease. Only doctor I've been too that doesn’t push me out of the room as fast as
possible

Lovely staff who listen, are considerate and helpful.

Respect and information

Interaction with reception staff and the doctors are knowledgeable and personable
Care in dealing with my problems

Being heard

The friendly greeting by the young woman at reception

Seeing and discussing my problem with [Doctor]

Being able to make a quick telehealth appointment for a minor issue.

[Doctor] - very good doctor. Knowledgeable and with the patients interests at heart.
Excellent medical care provided by a kind compassionate doctor

Everyone was polite helpful and kind

The care and attention given to me by both the doctors and nurses and receptionists.
[Doctor] - empathetic great GP

My doctor

The reception staff provide great service and work very hard.

The service is warm and welcoming - friendly and professional.

The staff was good area was clean doctors were excellent

Getting promot attention to my problem.

Very happy and jovial but very professional [Doctor].

My doctor and his wife have become almost family over the years and it is always nice to visit them even though |
have a medical problem that needs fixing.

Doctors diagnosis and friendly reception

Kind, helpful nd confidential reception staff Very lovely GP (dr emu who listened and provided excellent care
Friendly, professional interaction with GP

The doctors specially [Doctor] is very good dr. And very understanding to our situations,im

my doctor is fabulous

[Doctor] is absolutely amazing. He always listens and NEVER dismisses any concerns that | may have, regardless of
how big or small they are. | have never felt judged or disrespected at any time and he always makes sure that |
completely understand any information that he provides to me before | leave

Very personal, caring and efficient

| like that | can see the same doctor who is aware of my medical history

Satisfactory

Appointments on were on time The receptionists were friendly and efficient The doctor was very efficient friendly and
caring

The doctor is very nice and caring

Ha enough time to talk over my problems

Interaction with reception

What can be done to improve the quality of care provided by this practice? (75 comment/s)

Nothing more. The service is excellent.
lower fees for simple things like wound dressing

| can't see any improvement needed at this stage
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Voice of the Patient

More receptionist

Don't keep the patients waiting for 40 minutes.

Nothing. This is the best practice for me.

Waiting time.

More support relating to smoking cessation and options for holistic health approaches. Additionally, it would be
helpful if the GP's were more willing to take on decisions relating to previously prescribed medications (such as
ADHD re-prescriptions) without further referrals to expensive psychiatry - however | can appreciate that this is a
newer service under NSW health and that it may come with time.

| can't see a problem that needs fixing
N/a
Water fountain.

Have better phone/video quality. The doctor didn’t even use video which made it even harder to under stand what
she was saying because the audio quality was poor.

My appointment was for a further referral for a specialist so very quick. It cost $120 but | have not been provided
with a copy of the referral. For that price | think it could have been emailed to me. | hope the specialist received it!
N/A

I needed to understand completely why | couldn't get the second prescription. | understand it had been some time,
but the last time | had the medicine filled was in March. With a quantity of 60 tablets, that lasted me until May and
now | haven't had it since. | used it to sleep as prescribed from [Doctor].

N/A

None | can think of

Nil

Change the front desk staff. A big shake up in management. They quoted the wrong mbs item and didn't even know
that they are a direct billing clinic for medibank.

Nil

Nothing i can recommend

Every thing about the clinic does not need improvement.

Listen to patients and give advices accordingly and make them at ease rather than making them more confuse
cheaper fees

Nothing comes to mind

| have only had one experience which was very good so I'm unable to make a comment.

reception staff can be hit or miss

More availability to ser dr of your choice

| can't think of anything, great service. Maybe open Sunday?

Can not think of anything very happy with all involved

The stairs are an issue. | am quite mobile yet it is still somewhat difficult to climb the stairs, particularly if | am not
feeling too good.

| think the stairs are an issue - narrow and steep.

The practice manager isn't very nice or helpful. The staff are lovely but | would be looking for a new practice
manager. And actually telling people if a doctor isn't full registered would be a fantastic idea. | am sure that's
supposed to happen.

Nil

Make it cheaper as I'm not clogging up the hospital

| can't think of any as my visit achieved remedies for ongoing improvement and | also received a vaccination as
preventative measure against iliness

Nil

Some other GP’s in the practise who | may be able to understand as some do not have english language to a level |
can understand and am unable to process. So need some of the GP’s to have much clearer English speaking skills
as it is dangerous not being able to communicate effectively with some more recently joined to practise GP’s.
Nothing.

N/a

Available car spaces Available F2F appointments Referrals to other specialists other than those that are in house or
that SMC make money off No cost for telehealth when F2F appointments are not available for weeks Shorter waiting
time for Telehealth bulk billing should be available for appointments with medical students

It is impossible to get short notice appointment which impacts continuity of care. As a mum of young children, you
don’t know when a child will be sick and the only option seems to be paying over $200 or seeking treatment
elsewhere. | don’t understand why this practice doesn’t seem to keep a couple of last minute slots for regular
patients.

The doctor wouldn't listen to me. She said it was her first day at the clinic and rushed me, saying she had another
client and didn't fully listen. She was also 10 minutes late herself, and my consultation only lasted about 5 minutes.
Nothing, it's amazing as it is!

At the present time there is nothing | can think of. | am very pleased to be a patient at this practice.

Only issue | would have in February | was not notified about an infection I had . | had to call to say | was still ill to find
out. Generally | receive a message about a test | had done it was overlooked this time.
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Voice of the Patient

No out of pocket fees

| have no complaints

Very happy with care given too date

This involves an issue of service provision balanced with being on a pension.

Medical care to some extent is becoming cost prohibitive, particularly for families where chronic iliness is involved.
Whilst it's understandable that bulk billing is not available with all doctors, consideration for reducing the gap
payment for individuals holding health care concession cards would make medical care at this practice more
accessible.

n/a the care was top notch

Nothing | can think about.

reception staff can be cranky, bring back bulk billing
Provide Medicare payments

| feel like every telehealth appointment is incredibly rushed and the doctors try to make it 3 minutes tops, and then
try to create a new record each time after. It's very disheartening.. Like they're allergic to listening and explaining
things properly and can't wait to drop off. | really hope the next time | book one that don't experience that again.

| can’t think of anything that needs improvement...

Not very much just the amount is little bit pricy even we have Medicare

Don't know.

Keep doing what you are doing

I am quite happy with the level of care | receive from my doctor and the practice staff.
Nothing

The system for the Telehealth does not seem to work in safari or sometimes crime (this may be a year issue though
and not too important as GP able to call via phone

An extra car parking space would be great, and a designated disabled space would be helpful.

Im happy with the medical practice as it isii

noithing. Everything is great

The quality of care that | have received is top tier, | honestly cannot think of anything that needs improving
Happy with everything

More understanding and compassion from the reception team

Don't know

There are not many parking bays but that is not the practices fault

(Nothing )they are very professional and helpful

All Drs should be down stairs

More bulk billed appts by the more experienced doctors

Is there anything else you'd like to tell the practice? (63 comment/s)

Keep doing your good work of helping people get well all round.

Amazing work everyone!

Keep up the good work

No

As a pensioner | begrudge having to pay more than the medicare benefit.

| have opted for no cancer treatment and the doctors have not judged mt decision which | very much appreciate.

Bulk-billing from more doctors. | wish that no out-of-pocket costs to be charged on the patient for appointment of
finding the results of the test that was done previously. Eg. Blood test, X-ray, swab. Etc.

no

Thank you for your long term support and offering affordable / bulk-billed options for patients :) It would be good if
the practice was able to implement a medicinal cannabis and psychiatry services in future as this is becoming more
popular on the central coast and would make the practice a one-stop shop for most patients.

To keep up the great work being done

No

| am grateful for services

Please advise if a doctor charges when making an appointment. Have the doctor review case notes before calling.
All the doctors are very good with face to face.

N/A

You are all greatly appreciated

Keep up the good work. You are certainly dedicated to this profession

Nil

Please update your info online if you are not a direct biling clinic. Re-train staff, not sure if that will help because they
are arrogant anyway. Mis quoted my invoice as well for the wrong mbs item which slashed my claim by half. Pathetic
Nil

I had no medicare so | paid in full. Your rates are very much higher than my previous care provider.

| had appt with [Doctor] | went with my 6 days old baby and appt was for me As the baby didnt had medicare yet so i
asked dr if she would like me to fill baby’s detail and book appt or u can can see her with me She first said u have to
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Voice of the Patient

book appt i said ok ill do It right away than she said i will see her as there was not much issue but i can’t document it
as she is not registered but for her 6 week appt u can registered her | agreed to same When we were leaving Dr rang
receptionist and ask them to regjster baby as well So we did and they charge $120 for longer appt but we were not
in there for 5 min | think she just wanna make money as she didn’t give me any advice | was extra stressed when
left.

no

No

Keep up the good job!! And thank you.

No

No, everything is 110%

Love that service can provide IV treatment.
Good job!

Find a nice practice manager. We are leaving the practice because of her and [Doctor] absolutely hopeless doctor
who doesn't know what she is actually doing.

No

No it’s great

Thank you for your professionalism show by all staff
No

Thank you [Doctor] for all you do for the community and for my family and I. Thank you to [Doctor], [Doctor]and
reception for your help and access to the medical care that helps us so much. Such a blessing.

Keep up the good works.

The high standard of service has definately dropped since | first started coming here. | am actually looking for new
doctors because of this.

Despite the wonderful medical team, | am sourcing other options for our family as it is too difficult to access the care
we need when young children are sick

| really wasn't happy with that doctor, so I'm not coming back. | like telehealth doctors better, they actually listen.

I think others may be like | was initially and not realise there is a GP practice as well as the emergency care clinic. |
was looking for a GP and was pleased to discover there was both.

Overall this practice is friendly reliable and caring | do recommend to others
No
No

Whilst not applicable on the day of our most recent visit, | have often found the communication of one of the more
senior receptionists quite abrupt and her attitude quite unhelpful, particularly over the phone. I've also observed this
behaviour with other patients whilst waiting for appointments. As an example, just recently | asked her to check with
one of the doctors as to whether he’d prefer | book an appt either with him 1 day outside of scheduled treatment
(due to no availability of appt with him on scheduled day), or book on scheduled day with another doctor. The
receptionist concerned advised me she couldn’t do so according to practice policy and would need to book a
Telehealth appt for me to ask the doctor myself. As a former medical administrative assistant myself, this seemed
both unnecessary and unreasonable for such a simple enquiry which would entail writing a short memo to the doctor
for a ‘yes or no’ response. It got sorted eventually but the stressful experience of the initial phone call was in my
view, very unnecessary and came across as significantly unaccomodating.

thanks for being there keep up the great work!

No.

good service. hotdoc works well in booking appointments understand it is a business but more access to bulk billing
| like the ability to see a doctor quickly for a high price. | don't like being chased for payment when I've already paid.

Many thanks to admin, doctors and nurses and of course management - [Doctor] you are the absolute heart that
keeps everything moving in the right direction! From my very first appointment, | have had nothing but appreciation
and praise for you all. Many thanks [Doctor] and [Doctor]!

No everything is good ??

No

| appreciate your services

no

No

Very kind, caring and knowledgeable practice

Keep up the good work- you are much appreciated.

| felt satisfied with how dr.akra looking after our medical health!
no

No

No

The reception are always nice and they are very friendly thsnk you
All good

Fab job all round!
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