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Mansfield Park Surgery - Patient Survey 2016 
Quality of Care Provided by Doctors, Nurses and Healthcare Assistants 

 
1. We would like to know what you think of our team here at Mansfield Park Surgery. Please 

choose a member of the team you have had a recent experience with (please circle); 
alternatively, you can keep your comments general by choosing a group. Please try to base 
your answers on your recent experiences rather than past experiences. 

 
2. How welcome and relaxed did they make you feel? 

Extremely Very Moderately Not Very Not at All

Response 27 12 1 0 0



 
 
 
 
3. How much do you trust them to make medical decisions that are in your best interests? 

 

4. How helpful are they at explaining your medical conditions? 

 

 

 
 

A great deal A lot A moderate amount A little Not at all

Response 28 12 0 0 1

Extremely Very Moderately Slightly Not at all

Response 22 13 3 1 1



 
 
 
5. How well do they listen to you? 

 

6. About their timekeeping. Do they run late? How long after your appointment time do you normally 
wait to be seen? 
 

 
 

Seen before
appointment

Seen on time
Less than 5
mins late

5-15 mins late
15-30 mins

late
More than 30

mins late
Can't

remember

Response 2 9 9 14 3 1 2

Extremely Very Moderately Slightly Not at all

Response 22 16 3 1.2 1



 

7. Overall, are you satisfied with them, neither satisfied nor dissatisfied with them, or dissatisfied with 
them? 

 

~~~~~~~~~ 
 
 
 
Satisfaction with the Reception and Admin Staff at Mansfield Park Surgery 

Quality of Care Provided by Reception and Admin Staff 
 
1. How friendly are Mansfield Park Surgery staff? 

Extremely
satisfied

Very
satisfied

Moderately
satisfied

Neither
Moderately
dissatisfied

Very
dissatisfied

Extremely
dissatisfied

Response 21 15 3 0 1 1 0

Extremely Very Moderately Slightly Not at all

Response 19 12 7 1 1



 
 
 
 
2. How knowledgeable are Mansfield Park Surgery staff? 

 

3. Overall, are you satisfied with Mansfield Park’s Reception Staff? 
 

~~~~~~~~~~ 

Extremely Very Moderately Slightly Not at all

Response 9 19 8 1 0

Extremely
satisfied

Very
satisfied

Moderately
satisfied

Neither
Moderately
dissatisfied

Very
dissatisfied

Extremely
dissatisfied

Response 16 14 10 0 1 0 0



 

 
 
 
Access to appointments and advice 

 
1. How easy is it to organise an urgent appointment with a doctor or nurse if you feel that your 

problem is urgent and cannot wait for a routine appointment? 

 
2. How easy is it to book routine or follow up appointments with a doctor or nurse several weeks 
ahead? 

Other (please specify 

Extremely easy Very easy Moderately easy Slightly easy Not at all easy Other

Response 17 12 6 2 5 0

Extremely easy Very easy Moderately easy Slightly easy Not at all easy

Response 15 12 7 1 5



 

 
3. What's more important to you when booking a routine appointment? 

 

4. How satisfied are you with the surgeries consulting opening hours (Mon 08:00 - 18:30, Tue to 
Fri 07:00 -18:30)? 

Continuity of
care (seeing

your
registered
GP each

time

Access
(earliest

appointment
which may
not be your
registered

GP)

Getting
through on

phone

Booking an
appointment

with our
receptionists

Booking an
appointment

online

Booking an
appointment

with your
named GP

Speaking to
a Doctor on
the phone

Speaking to
a Nurse on
the phone

Obtaining
test results

Requesting
repeat

prescriptions

R 23 15 8 5 0 5 1 0 1 2

Extremely
satisfied

Very satisfied
Moderately

satisfied
Neither

Moderately
dissatisfied

Very
dissatisfied

Extremely
dissatisfied

Response 13 18 6 2 0 0 2



 
 
As you may be aware, the government are keen for GPs to adopt new ways of working which may 
include working collaboratively with other surgeries and increasing routine opening hours to 8am to 
8pm 7 days per week. The following questions relate specifically to your thoughts on these possible 
scenarios. 
 
5. Would you be willing to attend a central "Hub" (i.e. another surgery at a different location) if you 
wish for a same day appointment? 
 

 

 

6. If a central hub is used, you may be seen by a clinician from a different surgery if urgent 
appointments are centralised. Would you be willing to share your medical record to allow this (only 
with the appropriate clinical staff)? 
 

 

 
 

Yes
No, wouild prefer care to

be at Mansfield Park
Surgery

Response 16 24

Yes No

Response 36 4



 
7. Would you be willing to complete an online questionnaire giving more details before booking an 
appointment so that we may best direct your query to the right appointments? 

 
 
8. In order to fulfil the proposed 8 - 8, 7days per week working, we would have to reallocate 29% of 
our weekday appointments into these additional hours, would you prefer we: 

 
 

 

 

~~~~~~~~~~ 
 
 
 
 

Yes
Yes, I would but don't
have the facilities to

No, I prefer to speak to a
person

Response 17 1 22

Keep current surgery
hours including our
extended morning

surgeries

Reduce our midweek
capacity for appointments
to reallocate these to the

additional hours

Neither

Response 21 11 5



Frequently Often Occasionally Never
Informative User

friendly

Response 1 3 23 12 0

 
 
Online services 
 
1. Which of the following methods would you prefer to use to book an appointment at the Surgery? 
(you can choose more than one) 

 

 
2. How often do you visit our website for information? 

 
 

Online In person
By phone

(receptionist)

By phone
(automated keypad

selection)
No preference

Response 17 9 32 0 1



 
 
3. How informative and user friendly is our website? 

 
4. Do you use self-help websites and tools before contacting the surgery? 

 
 
 

~~~~~~~~~~~~~ 

 
 
 
 

Very Quite Not very

Response 8 16 3

Often do Sometimes Never

Response 5 21 10



 
Repeat Prescriptions and results 
 
1. How satisfied are you with the repeat prescription service? 
 

 
 
 
2. How do you normally order your repeat prescriptions? 
 

Extremely
satisfied

Very satisfied
Moderately

satisfied

Neither
satisfied or
dissatisfied

Moderately
dissatisfied

Very
dissatisfied

Extremely
dissatisfied

Response 22 11 5 2 0 0 0

Via Patient
Access online

Via the surgery
website form

Fax request Letter request
Completing one
of our reception

forms

Response 14 5 3 3 15



Communication 
 
1. How would you like to be informed of test results, practice news, new services, recalls, etc? 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Phone call Letter
Surgery Newsletter (for
new services, changes

etc.)
Email

Response 25 17 7 5



 

 
2. Are there any further comments or suggestions you would like to make regarding Mansfield Park 

Surgery?: 
 

 “I feel uncomfortable about having to book an urgent appointment because I don’t want to wait 
4-6 weeks for a routine appointment when it is pain related and more urgent than that. More 
doctors and more available appointments.” 

 “It is too difficult to get appointments within a few days unless you are definitely in need of an 
emergency appointment. No wonder people misuse Accident Emergency Depts!” 

 “I thought that making greater use of receptionists to ‘redirect’ patients was positive and must 
save GP time; ditto greater use of dispensary expertise.” 

 “It is impossible to get an appointment within a week i.e. not desperate today but cannot wait a 
month.” 

 “The delay in booking routine appointments seems to have increased a lot over the last few 
years. The availability and service from the dispensary has been cut back considerably.” 

 “Do simple procedures like ear syringing and treatment of MINOR cuts and stings.” 

 “Fortunate to have an excellent practice within a short distance.” 

 “All the staff do a wonderful job for us patients. In the midst of continuing pressure, I would 
thank them for his, but remind those who have the responsibility not to let training needs for all 
disciplines to go under.” 

 “Access-Pathways are dangerous.” 

 “Pleased with all the services. Reception have to improve their PR which is fundamental to the 
Centre. Otherwise the rest of the services are great and explicit.” 

 “Excellent services we are lucky to have Mansfield Park Surgery. Everybody is so helpful.” 

 “My husband and I have been with this surgery and at Ropley, we have always had amazing 
care and attention from all departments, we relate it first class. The only problem – red tape 
from the Government!” 

 “Overall a very efficient, well run surgery with able industrious and helpful staff. Opening on 
Saturday mornings in a limited way could benefit those who work full time, and should be 
tried.” 

 “An excellent surgery and excellent pharmacy. Under resourced? Difficulty in recruiting admin 
staff? There used to be Saturday appointments for people who work (i.e. in London). These 
people can never see a GP unless they take the day off work. 8 to 8 pm, 7 days a week is long 
overdue.” 

 “I think the surgery is excellent compared with Alresford which I transferred from some time 
ago. What I would appreciate is if the surgery could take on more routine jobs like ear 
syringing for example. I am having to make a 50 mile round trip to get this done!” 

 “Missed appointments – I missed one and came in the next day having misheard the date. Do 
you ever analyse the age groups of the people who miss appointments? When we book an 
appointment etc. 2-3 weeks ahead it can be easy to forget at my age (88) even though it is 
written on the calendar!” 

 “’Out of hours’ needs to be met by the doctors at the surgery by being ‘on call’.” 

 “The Mansfield Park team provide very good care and service and I feel fortunate to be a 
patient there. Rather than have the surgery open 7 days a week, I would prefer to have an 
extra ‘phone in’ or ‘walk in’ clinic on Saturday mornings.” 

 “I have always been very happy with this surgery but have found in very recent times that I 
have had a much longer wait to see a doctor. As I am now retired and obviously older, I do 
fear more for my health and that of my family. I would like to see weekend cover here as we 
are in a rural area and it is not so easy to get assistance. As I age I will no doubt require more 
medical assistance and hope the facilities are open when required.” 

 “Overall, the service I’ve received here has been excellent (compared to other surgeries in 
other areas of the country). I recently had a problem with the online patient access service as it 
was saying my email address wasn’t valid, yet it was the correct email address!” 

 A fantastic surgery and I’ve been with it since 1975! 

 It’s the friendliest I have ever encountered. 

 Personal contact is very important to me. I get this at the moment, so if it isn’t broken don’t let 
MPs ‘fix it’. 



 Its not fair you are under attack from GOV. This family very happy with you as you are and 
stand behind any decision you have to make.  

 
 

~~~~~~~~~~ 
 
 
We need to be able to prove that this survey represents the views of all our patients. Rest 
assured none of this information is linked to individual patients and it doesn't get used in any 
other way. 
 
Thank you for telling us about yourself. The survey is nearly complete. 

 
About You 
's Pt Satisfaction Survey 2015/16 
1. Which category below includes your age? 

 
2. Are you male or female? 

 
 

16 or
younger

17-20 21-29 30-39 40-49 50-59 60-69 70-79 80-89 Over 90

Response 0 1 1 2 0 4 11 15 5 1

Male Female Transgender

Response 17 23 0



 
 
3. How would you best describe your ethnicity or race? 

 
 
4. If you can, please be more specific about your nationality of birth. 

 
 

White Mixed Asian Black

Response 38 1

UK Eire
Europ

e
N.Ame

rica
C.Ame

rica
S.Ame

rica
M.East

Caribb
ean

Africa Asia India
Pakist

an
Nepal

Bangla
desh

Indone
sia

China Japan

Response 38 2



 

 
5. Which of the following categories best describes your employment status.  

 

 

 

Name: (optional, but essential if you would like us to reply to any comments made): 
 
 
________________________________________________________________ 

 

 

Many thanks for completing this survey, we appreciate the time taken, and will use the results 
to evaluate our services and make changes where appropriate. 

 

Please return completed survey to:  

Louise Webb 
Mansfield Park Surgery 
Lymington Bottom Road 
Medstead 
ALTON 
Hampshire GU34 5DU 

Employed Not able to work Unemployed Retired Further education Fulltime carer

Response 11.75 1 0.25 24.5 1 0.5


