
Plateau Pediatrics Patient Satisfaction Survey Website Summary 2019 

Plateau Pediatrics conducted another patient satisfaction survey for two weeks in April 2019. For the 
second year in a row, we offered the survey electronically via our tablets as well as a QR code that parents 
could use on their mobile phones.  A double sided, printed survey was also offered for those that did not 
desire to do the survey electronically.  During the survey period, 416 surveys were given; however, only 
399 were completed. We were very pleased with the feedback and appreciate all of those who 
participated.  We would like to share our 2019 Plateau Pediatrics Patient Satisfaction Survey results with 
you.   

Survey Results 

Q1: I am able to get an appointment when I need one. 

 

Q2: My calls are answered in a courteous manner. 

 

 

  



Q3. My calls/messages are returned promptly. 

 

Q4: When calling during office hours, I can speak with a real person quickly when I need one. 

 

Q5. If I call after hours, my call is returned by the on-call provider or registered nurse in a timely manner. 

 

  



Q6. The receptionist who greets me as I walk in is helpful and friendly. 

 

Q7: I wait a reasonable length of time in the waiting room. 

 

Q8: The nursing staff treats me/my child in a caring, respectful manner. 

 

 

  



Q9: The billing staff handles my questions in a courteous, helpful manner. 

 

Q10: The bills I receive are accurate. 

 

Q11: Using the online payment portal is fast and easy. 

 

 

 

  



Q12: The facilities (waiting area, exam rooms, bathrooms, etc.,) are neat, clean, and comfortable. 

 

Q13. I am aware of all the practice’s forms of electronic communication. (Please select all that apply) 

 

Q14: The practice website (www.plateaupediatrics.com) and social networking sites are good 
informational resources. 

 

 

  

http://www.plateaupediatrics.com/


Q15: When I use the e-messaging system on the Patient Portal (https://portal.plateaupediatrics.com), 
my messages are answered promptly and accurately. 

 

Q16. The Patient Portal (https://portal.plateaupediatrics.com) is easy to use and provides me with 
information I need. 

 

Q17: Which of the following social networking websites do your currently have an account with? (Check 
all that apply) 

 

https://portal.plateaupediatrics.com/
https://portal.plateaupediatrics.com/


Q18: I would recommend Plateau Pediatrics to a friend or relative. 

 

 

Q19: We are currently open Mon & Thur from 7 a.m. to 7 p.m., on Tues, Wed and Friday 7 a.m. to 5 
p.m., and on Saturday 8 a.m. to 10 a.m. Do our hours meet your needs currently? 

 

 

  



Individual Provider Results: 

RJB and SKB 
Total responses: 43 

Excellent/ 
Strongly 

Agree 

Good/ 
Agree 

OK/ 
Neither 

agree nor 
disagree 

Fair/ 
Disagree 

Poor/ 
Strongly 
Disagree 

N/A 

1. I feel like the provider listens to my 
concerns. 

79.07% 16.28% 2.33% 2.33% 0.00% 0.00% 
2. I feel like the provider spends enough time 

with me. 
76.74% 20.93% 2.33% 0.00% 0.00% 0.00% 

3. At my visits, I get the answers or 
information I need. 

74.42% 23.26% 2.33% 0.00% 0.00% 0.00% 
4. I trust the provider’s judgment and 

explanation of my child’s medical care. 
76.74% 16.28% 4.65% 0.00% 0.00% 2.33% 

5. The provider treats me/ my child in a 
caring, respectful manner.  

86.05% 11.63% 2.33% 0.00% 0.00% 0.00% 

 

CLR 
Total responses: 58 

Excellent/ 
Strongly 

Agree 

Good/ 
Agree 

OK/ 
Neither 

agree nor 
disagree 

Fair/ 
Disagree 

Poor/ 
Strongly 
Disagree 

N/A 

1. I feel like the provider listens to my 
concerns. 

79.31% 20.69% 0.00% 0.00% 0.00% 0.00% 
2. I feel like the provider spends enough time 

with me. 
75.86% 20.69% 1.72% 1.72% 0.00% 0.00% 

3. At my visits, I get the answers or 
information I need. 

75.86% 24.14% 0.00% 0.00% 0.00% 1.64% 
4. I trust the provider’s judgment and 

explanation of my child’s medical care. 
75.86% 20.69% 3.45% 0.00% 0.00% 0.00% 

5. The provider treats me/ my child in a 
caring, respectful manner.  

79.31% 20.69% 0.00% 0.00% 0.00% 0.00% 

 

LFB 
Total responses: 66 

Excellent/ 
Strongly 

Agree 

Good/ 
Agree 

OK/ 
Neither 

agree nor 
disagree 

Fair/ 
Disagree 

Poor/ 
Strongly 
Disagree 

N/A 

1. I feel like the provider listens to my 
concerns. 

86.36% 13.64% 0.00% 0.00% 0.00% 0.00% 
2. I feel like the provider spends enough time 

with me. 
87.88% 12.12% 0.00% 0.00% 0.00% 0.00% 

3. At my visits, I get the answers or 
information I need. 

86.36% 12.12% 0.00% 0.00% 0.00% 1.52% 
4. I trust the provider’s judgment and 

explanation of my child’s medical care. 
83.33% 16.67% 0.00% 0.00% 0.00% 0.00% 

5. The provider treats me/ my child in a 
caring, respectful manner.  

89.39% 10.61% 0.00% 0.00% 0.00% 0.00% 

  



KLH 
Total responses: 84 

Excellent/ 
Strongly 

Agree 

Good/ 
Agree 

OK/ 
Neither 

agree nor 
disagree 

Fair/ 
Disagree 

Poor/ 
Strongly 
Disagree 

N/A 

1. I feel like the provider listens to my 
concerns. 

90.48% 9.52% 0.00% 0.00% 0.00% 0.00% 
2. I feel like the provider spends enough time 

with me. 
90.48% 9.52% 0.00% 0.00% 0.00% 0.00% 

3. At my visits, I get the answers or 
information I need. 

90.48% 9.52% 0.00% 0.00% 0.00% 0.00% 
4. I trust the provider’s judgment and 

explanation of my child’s medical care. 
89.29% 10.71% 0.00% 0.00% 0.00% 0.00% 

5. The provider treats me/ my child in a 
caring, respectful manner.  

89.29% 10.71% 0.00% 0.00% 0.00% 0.00% 

 

KMP 
Total responses: 56 

Excellent/ 
Strongly 

Agree 

Good/ 
Agree 

OK/ 
Neither 

agree nor 
disagree 

Fair/ 
Disagree 

Poor/ 
Strongly 
Disagree 

N/A 

1. I feel like the provider listens to my 
concerns. 

80.36% 16.07% 3.57% 0.00% 0.00% 0.00% 
2. I feel like the provider spends enough time 

with me. 
76.79% 17.86% 5.36% 0.00% 0.00% 0.00% 

3. At my visits, I get the answers or 
information I need. 

75.00% 21.43% 3.57% 0.00% 0.00% 0.00% 
4. I trust the provider’s judgment and 

explanation of my child’s medical care. 
75.00% 21.43% 1.79% 0.00% 0.00% 1.79% 

5. The provider treats me/ my child in a 
caring, respectful manner.  

83.93% 16.07% 0.00% 0.00% 0.00% 0.00% 

 

KLD 
Total responses: 72 

Excellent/ 
Strongly 

Agree 

Good/ 
Agree 

OK/ 
Neither 

agree nor 
disagree 

Fair/ 
Disagree 

Poor/ 
Strongly 
Disagree 

N/A 

1. I feel like the provider listens to my 
concerns. 

91.67% 6.94% 1.39% 0.00% 0.00% 0.00% 
2. I feel like the provider spends enough time 

with me. 
88.89% 9.72% 1.39% 0.00% 0.00% 0.00% 

3. At my visits, I get the answers or 
information I need. 

88.89% 8.33% 0.00% 1.39% 0.00% 1.39% 
4. I trust the provider’s judgment and 

explanation of my child’s medical care. 
88.89% 9.72% 1.39% 0.00% 0.00% 0.00% 

5. The provider treats me/ my child in a 
caring, respectful manner.  

92.96% 7.04% 0.00% 0.00% 0.00% 0.00% 

 

  



The end of the survey consisted of open ended questions to highlight areas of improvement.  

 

1. What do you like best about Plateau Pediatrics? 
 

 
 

• Clean, respectable, hard working and happy staff 
• Friendly staff & convenient hours 
• The Dr and staff are excellent here 
• Quick appointments availability 
• The care and information provided with the question I ask and answers are explained well 
• Lactation consulting in house, pediatric focused, after hours I can call about concerns to a 

physician or nurse, during hours any concerns I have are addressed by the nurse promptly 
• I feel that every one is great with children and it shows with the interaction between patient and 

employee 
• Very friendly and the doctor will pray with you and your child. He ask first and is very respectful. 
• The professional setting 
• They accept us and have become like family. They listen and are always there to listen to 

concerns and reassure us. 
 

  

1.83% 10.53%
6.41%

3.36%

3.51%
1.98%12.06%

2.14%
3.51%3.21%1.37%

6.26%

6.56%
0.76%
0.76%

0.76%
0.31%

0.76% 9.01%
1.22%

23.66%

Like Best

Amazing/Excellent Availability Caring Efficency

Environment Everything Friendly/Family Great

Helpful Knowledgable Listens Miscellaneous

Nice None Nurse Line Pediatric focused

Prayer Professional Provider Respect

Staff



2. What do you like least about Plateau Pediatrics? 

 
 

• I can't really say every time I've been here I have no complaints about the place 
• Sometimes I don't feel listened to 
• There isn't anything other than coloring for waiting kids 
• Patient portal website 
• Need separate waiting rooms for sick and not sick patients 
• Week end schedule 
• The distance from Spring City 
• Wait times but I understand ya'll are busy! 
• The answering machine forcing you to leave a message and losing my spot in the call cue 
• Sometimes the nurse is busy and has alot of calls to return and I wait for a return call more than 

an hour but I understand she is busy with other sick patients. 
 

 
  

1.34%

2.34%

2.68%
1.00%

1.34% 3.34%

1.34%
3.01%

64.88%

0.67%

1.34% 0.67%
1.67%

14.38%

Like Least

Can't see PCP Facilities Miscellaneous

Hours More Kids Activities Provider concerns

Staff concerns Location None

Portal No Sick/Well Waiting area Surveys/Paperwork

Having to leave a voicemail Wait time



3. What changes would you like us to make to improve our service to you? 
 

 
 

• Your doing just fine. Don't change. 
• Possibly separating waiting rooms for sick or well patients. Some form of entertainment for 

children waiting.  
• CBC done before prescribing antibiotics 
• A location closer to me  
• Maybe add another nurse to the nurse line. And make the ability of the nurse line to be able to 

hold indefinitely.  
• Being faster in the rooms.  
• Play area for kids  
• Bigger building   

1.43%
0.71%

2.50%

0.71%

2.86%

79.64%

1.43%

1.43%

1.79%
1.79%

5.71%

Changes

Better/bigger facilities Longer hours Miscellaneous

More clinical testing More Kids Activities None

Portal improvement Satellite Office Separate sick/well areas

Staff improvements Wait Time



 
4. We welcome your comments on specific staff who have been particularly helpful. We also appreciate 
your comments on specific staff, if any, who have not met your needs. 
 

 

 
 
 

• I have not yet met anyone who hasn't gone above and beyond to help me and my daughter. 
• We love Kristel & Mary Ann & Stefanie O. 
• Ms. Kristel is absolutely fabulous. She is always compassionate, caring, and spends plenty of time 

listening to all your concerns. If she doesn't know the answer to something, she will do her best 
to find it. 

1.0% 9.9%

4.2%

2.1%
0.5%

5.2%

7.8%

0.5%
8.9%

0.5%3.6%

13.0%

35.4%

3.6%

1.0% 0.5% 0.5%

1.0%

0.5%Staff Shout Outs

Amber Dr. Lauren Dr. Reed Dr. Robert

Hannah Kerri Kristel Kristen King

Kristin Laura Mary Ann General Provider

General Staff Stefanie Tammy Tammy D

Tammy M Vickie K Vicky L

13.8%
5.4% 2.3%

1.5%
14.6%

10.0%6.2%3.1%

19.2%

23.8%

Staff Described As

Amazing/Awesome/Fantastic Caring/Compassionate

Courteous/Respectful Knowledgeable/Experienced

Humble/Kind/Friendly/Family Hardworking/Helpful

Listens/Honest Polite/Professional

Sweet/Smiling/Great Other



• All of the staff is wonderful; everyone has always been so friendly and helpful to my family and 
myself! We especially love our doctor, Dr. Lauren! We always strongly refer people looking for a 
pediatrician to come to you guys. Thanks so much for taking such good care of my boys'! 

• Dr Reed is awesome and loves our kids. 
• All the staff have been wonderful, and humble enough to admit when it's time to seek additional 

help. 
• Mrs. Kristin has always been a great physician to my daughter, and has always took the time to 

explain everything to me where I can understand it fully, and my daughter loves her, and enjoys 
seeing her every check up or other apt she may have. I won't take my child anywhere else. 

• I've most interacted with Mary Ann, Laura (LC) Hannah, and Dr. Lauren. I can honestly say I know 
the love my son as much as I do. They always greet us with a warm smile, have made my 
breastfeeding journey easier especially with my sons milk protein and soy allergy and have taken 
each and every "worried mom concern" seriously and never shrugged me off. I am beyond 
thankful for all of the care they have all provided us. 

• Dr reed is always great at what she does. I respect her opinion greatly. Vicki is one of my most 
favorite people. She goes out of her way to love my kids and when I'm alone with all eight of them 
she takes the time to help me calm any of their fits or bring them ice pops to get them through 
their wait. She has traced their hands to occupy them as I'm dealing with shots with a younger 
child. She is absolutely amazing and I can't imagine this office without her. 

• I love Dr Lauren and the male dr here. they are amazing 
• They are all professionals , friendly, & courteous. 

 
 
 

 



We seriously consider all recommendations and feedback received from our patients. Cleanliness 
is a top priority at Plateau Pediatrics; therefore, we do not offer toys in the waiting or exam rooms 
because it would be too difficult to keep them clean between patients. However, we do offer 
crayons and activity booklets for children to use and then take home after the visit. The office was 
not designed to accommodate a well waiting area. Dr. Suzanne explains this decision in this article. 
However, we strive to bring patients back as fast as possible to the exam rooms to limit exposure 
to sick children. Each exam room is cleaned and sanitized between patients. We also provide 
children’s masks for anyone who is identified as potentially spreading an airborne infection 
through coughing. You can also minimize your time in the waiting room by completing 
questionnaires ahead of your appointment by using our Patient Portal.  For more information, 
visit our website or ask a receptionist.  We truly appreciate all of the positive comments from our 
patients as it helps build confidence and morale among our staff. If at any time you have feedback 
for us, please feel free to contact our Practice Administrator, Villa Edwards, at (931) 707-8700.  

https://survivorpediatrics.wordpress.com/2013/04/20/why-dont-you-have-separate-sick-and-well-waiting-rooms/
http://www.plateaupediatrics.com/

