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I was able to make informed choices about my health  89% 

I My appointment started on time 

Item  

73% 
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Patient Satisfaction Survey Scorecard 
Spring Medical Group 2026 

Period: Invited 19 Jul 2017 - 29 Jun 2026 

 

How likely are you to recommend this practice to your family and 
friends? 

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

5•100. 
 
 

 

Lowest performing items 
0% 

0 10 
 

 

Net Promoter Score* (NPS) 
 

 
 
 

 
An additional 3 respondents answered 'N/A'. 

* NPS (Net Promoter Score) is a customer loyalty metric on a 0-10 rating scale, 

developed by Satmetrix Systems, Inc., Bain & Company and Fred Reichheld. NPS 

= (Promoters - Detractors)/ Total responses. 
 
 
 

 

Highest performing items 
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They respected me 
 

The clinic was clean 

94% 

 
93% 

 
 

93% 
 

93% 

They showed me care and compassion 93% 
 

 

92% 

They listened to me 92% 
 

 

92% 

They work well together 90% 89% 

The mean score is calculated by converting the 1-5 scale to a 0-100 
scale where 1=0, 2z25, 3=50, 4=75 and 

5•100. 
 
 
 
 
 
 

 

Suggestions for improvement 

My appointment started on time 

Contact patients ahead of their appointment if there are particularly long wait times expected 

Provide estimated waiting time to patients on arrival 

Consider procedures to explain delays to patients 
 

Speed of getting an appointment when I need one 

Keep a few spare appointments for urgent requests 

• Communicate processes for handling urgent requests from patients 
 

Easy to get an appointment time that suited me 

Publish your calendar online so patients can see available times for each doctor 
My privacy and confidentiality were supported by the clinic's physical 

setup 
89% 

 
 

91% 

 
 

Create a cancellation/waitlist notification system so cancelled appointments can be filled and 

more patients can be accommodated 

Reception staff assisted me 88% 91%  

I got the right amount of information about my condition 88% 90% 
 

My questions were answered well 88% 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 

I interpersonal skills of clinical staff 

Privacy and confidentiality 

Item  

92%  

88%  

Continuity of care 86%  

Communication and interpersonal skills of admin staff 85%  

Provision of information 84% 87% 

Access and availability 80%  

 
72% 

 
 

   

Speed of getting an appointment when I need one 79% 76% 
   

Easy to get an appointment time that suited me 81% 79% 
Detractors Passives Promoters Net Promoter Score 

12% 11% 76% 
64 (n=-15) (n•14) (n=94) 

Our Response: We're Improving Your Experience 
 

At Spring Medical Group, we're committed to continually improving the care and service we provide. 
Based on patient feedback, we are introducing the following improvements: 

 Keeping you informed – If your doctor is running more than 20 minutes behind schedule, we'll notify you as early as possible and 
provide an estimated waiting time where available.  
 

 Urgent appointments – We reserve appointments each day for patients requiring urgent medical attention with the next available 
doctor (which may not be your preferred GP). For urgent, non-life-threatening conditions, Spring Emergency Centre is also available.  
 

 More appointment options – Join our cancellation waitlist to be notified if an earlier appointment becomes available. HotDoc 
Telehealth On Demand is also available for eligible same-day consultations.  
 

 Online bookings – Book appointments anytime and view available appointment times through HotDoc. 
  

 Listening to your feedback – We regularly review patient feedback and use it to improve our services.  
 

Thank you for your feedback and continued support. It helps us provide safe, accessible and high-quality care for our community. 


