FFT Monthly Summary: October 2024

The White Cliffs Medical Centre connecting patients
Code: G82729 transforming healthcare
SEcTiON 1

CQRS Reporting

CQRS Reporting

FFTOO01 FFT002 FFTO03 FFTO004 FFTO05 FFTO06 FFTOO07 FFTO08 FFTO09 FFTO10 FFTO11 FFTO12
87 11 0 0 1 0 0 0 0 99 0 0

Notes: 1. The CQRS Reporting table scores above should be entered directly as presented into the CQRS System. For further information please contact the
CQRS service desk on 0800 440 2777 or email them at cqrsservicedesk@gdit.com. Please select the 'Data Submission' tab from the main menu.

SECTION 2
Report Summary

Surveyed Patients: 269

Responses: 99
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 87 11 0 0 1 0 29
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 87 11 0 0 1 0 929
Total (%) 88% 11% 0% 0% 1% 0% 100%

Summary Scores

5 99% ¥ 1% = 0%

NHS Scoring Guidance

Recent guidance issued by NHS England has confirmed the move away from the ‘Net Promoter’ scoring methodology to a simpler ‘Percentage
Recommended’ and ‘Percentage Not Recommended’ method.

The percentage measures are calculated as follows:

very good + good
8 J x 100

Recommended (%) =
very good + good + neither + poor + very poor + don't know

very poor + poor
Ye p x 100

Not Recommended (%) =
very good + good + neither + poor + very poor + don't know

For further information about the selection of the scoring method please see the NHS FFT Review published in June 2014 here:

http://www.england.nhs.uk/ourwork/pe/fft/fft-test-review/




SEcTION 3
Practice Scoring

Practice Score: 'Recommended’' Rank 0% 50% 100%

Your Score: 99%

Percentile Rank: 95TH 0% 190086
N Score High Scor

Notes: 1. Display the 'Recommended' score and percentile for current reporting month.
2. Score calculated as per NHS requirements. See scoring guidance section.
3. Percentile represents how your 'recommended' score compares to all other practices managed by iPLATO. Your score of 95th percentile means
your practice scored above 95% of all practices.

Practice Score: 'Recommended’' Comparison
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Notes: 1. Practice score comparison of 'recommended' scores only.
2. Score calculated as per NHS requirements. See scoring guidance section.

Practice Score: 'Recommended’' Demographic Analysis

Age Gender

< 25 25 - 65 65+ All Practices The White Cliffs Medical Centre
: L) o o [ 4
All Practices 85% 90% 94% w @ w @
The White Cliffs Medical
100% 100% 98%
Centre 91% W1 91% 100% 1 98%

Notes: 1. Scores for current reporting month.
2. Score calculated as per NHS requirements. See scoring guidance section.

Practice Score: Day of the Week Analysis
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FFT Score %
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Notes: 1. Practice performance by Day of the week. Represents actual score for all ‘days' during reporting period.
2. Score calculated as per NHS requirements. See scoring guidance section.




SEcTION 4
Patient Response Analysis

Patient Responses
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Notes: 1. Total responses historic by day.
2. Represents actual responses received from all methods.
3. Responses classified as per NHS guidelines. See scoring guidance section.




SECTION 5
Patient Free Text Comments: Summary

Thematic Tag Cloud
Reception Experience 18 completmg unfortunately brilliant qulet approximately
Arrangement of Appointment 10 re g ar ]_n g p e a S an grater]_ fbb
Reference to Clinician 29 b Warm relating nough Q 00
Poh» ZJQ// 0 clean 01~ YA
2. P fr 1 f@ Seb
Agatinoy ong
)
Notes: 1. Thematic analysis for current b/lbweekly recent much Y2y hlgh p”/)e reassurlng

reporting month.

heorful ppy full yearly
2. Thematic analysis covers the most cheer u s almost
discussed themes by analysing Q OW Szp5@@ flz//y
sentence fragements and is not an 123 gyy SJ/ @Ogy@
exhaustive analysis of all talking
int courteous
points. barely
3. Tag cloud is rendered using the e@}wj king
most used present participle verbs, telhng approacha@l;le overall
gerund verb, adverbs and currently 1rnp0rtantly % ’?190,.
adjectives where the word amaZIIl Q@Z?(IOQJ
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Patient Free Text Comments: Detail

Notes: 1. Free Text Comment received for current reporting month.
2. Classification based on initial response to Q1 rather than content of message.
3. Legend: ¥ Consent to publish comment / X No consent to publish comment

Recommended

v'Very good

v The asthma lady was so nice and very understanding as my son has autism she took her time and was very patient with him .

¥ Only one in surgery was seen imediately.

v Very friendly efficient service

¥ Excellent service from the nurse Alex was ‘Tres Bien'

¥ Didn't have to wait long and Alex was peasant

¥'| find the surgery so good in many ways.There is a Walk In Clinic for starters . The Dr's are approachable , and more importantly listen.All staff, Nurse
Practioners and desk staff are more than kind.l really cannot praise White Cliffs Surgery enough.A massive thank you to all concerned. Ten out of ten from

me.

v Doctors, nurses and receptionists are all friendly, polite and helpful, and also | am so lucky that you have a walk-in practice. Wonderful !

¥ The wait woznt that long and the nurse was so friendly

¥ The nurse was very professional and courteous and | barely felt the needle pierce my arm so yes 10/10

¥'| was promptly attended to.

v No waiting and very pleasant nurse

¥ Efficient and patient friendly service. Amalgamated three check ups into one punctual session. | understood all the questions and instructions relating to my
current conditions.

v Very quick response Very helpful

v Excellent appointment

v | have always had excellent service from The White Cliffs. The doctors are lovely and the reception staff are so helpful. Really happy.

¥'| haven't had any problems and I'm always seen on time.also when | have had any problems with getting my meds ,the people on the reception desk are
very helpful.

¥ Good medical staff and reception team.

¥’ Because it was good

¥ Very efficient. | am currently in an above knee cast, and Jane was kind enough to come out to the waiting area to save me hobbling into the treatment room.

¥ The sonographer today was lovely kind and very professional. Great service . Thank you

v Staff member was gentle and explained process carefully

¥ She was very kind and helpful and understanding.

¥ Although | don't like the drop in surgery (you have to arrive at 7am to get in by 9am, I'm 68 and there's nowhere to sit), the treatment by the nurses and
doctors is good. They're not very thoughtful about getting more than one thing done at the same time, so that you don't have multiple trips there. And their

admin is not great. I've also been told more than once that items will be added to my prescriptions list, and they're not.

¥ Nurse was good with my daughter and the receptionist was helpful in telling us where to go

¥ Cheerful helpful staff. Appointment was on time nurse was informative

¥ Very nice person made me feel calm . And she was very Perfechanel.thank you

¥ Very helpful Very comfortable

v Mrs L Downer was professional, calm and in control despite me presenting some difficulties

v No waiting time

¥ The nurse was really friendly and | didn't have to wait long at all. | was actually seen early for my appointment which was great.

¥ | was seen by a very nice, professional nurse who made me feel at ease.

¥ Caring and helpful staff

¥ Jane was very efficien.

v All members of the practice are very helpful and polite

v Everyone is polite and accommodating. | also get a call back or a response. Also having the walk in option is really very convenient. Doctors and nurses are
great too.

¥ They are good.

¥ Because | was in almost on time and the treatment was carried out to a high standard

¥ The lady who gave us our covid injections was very, very kind and very helpful and the lady who gave us all medicines was also very kind, very helpful

¥ Everything went well,all my questions were answered. We got all the help needed on time

¥ Excellent staff

v Very helpful and friendly staff

¥ Sheperdswell surgery was quick , friendly no waiting



v Professional and friendly staff, efficient service

¥ Turned up and appointment was on time

v’ Because the visit was good

v Emma was exelent and helpful to me

¥ Service was very good and helpful

¥ Very good service and punctual.

¥ Appointment with nurse, on time quick and efficient, very friendly and professional x

¥ Friendly warm welcome. Quick efficient, nurses were professional appropriate questions asked to look after my health. Very good experience

v Very satisfied

v Explained procedure. Checked with me throughout the procedure. Felt st ease.

¥ Everyone always friendly and helpful.

¥ They were very helpful friendly tolded me exactly what | wanted ceptionist all in all went home ha

v Alex was so helpful and reassuring regarding my recent hospital stay regarding my diabetes and now ongoing treatment

¥ The nurse was very polite easy to talk to | felt comfortable and think she is very good at her job Haili always has a smile that makes patients feel at ease |
am very grateful for her knowledge and effort

¥ The practitioner completing the appointment was professional, knowledgeable, welcoming and polite.

v'Very friendly, and efficient

¥ The Nurse Emma was professional and a good listener and reception were amazing and very helpful.

¥ We got an invite to have the flu jab. We booked it arrived on the day. We were called in within 20 mins of arrival. The nurse Leanne was polite and x checked
some questions with us once allergies.. had the jab b Nd went home. Overall a very pleasant service. Top marks.

¥ Diagnosis was good treatment good staff excellent the waiting time was very long.

¥ Prompt an excellent advice

¥ Well organised, lovely people especially reception, but unfortunately let down by unavailability of GP appointments/ face to face GP.

¥ The nurse was pleasant and helpful

v' | find the surgery good at all times

¥ Sue is so friendly and amazing

¥ Very patient and talking through the whole procedure.

¥ Because | was in and out in no time but | think it's time to bring back being able to book appointments.

¥ Nurse Emma is very friendly and efficient.

¥ The nurse was great and appointments weee not too late- | think ours was approximately 10minutes late but it was late afternoon.l also picked up
prescriptions and they were efficient as always

¥ | had my ecg by a lovely friendly nurse who put me at ease | am grateful to her care x

v The service and treatment from the Doctors Nurses and reception is all first class , it is a very happy place to visit , and the walk in service is brilliant, Best
regards to you all.Dave Brown

v’ Shepherdswell surgery is quiet, clean and the staff are friendly. Unlike folkestone road surgery

¥’ Such a nice nurse made feel at ease and very relaxed

¥ Had telephone call regarding medications was very helpful.When | telephone surgery always polite .

¥’ Sue Brain the practice nurse was lovely, caring, compassionate and thoughtful.

v Very quick referral to breast clinic and mammogram

¥ Fabulous nurse, Sue Brian, very personable and professional. Although | would like a full blood test for a Well Woman Health Check. | would like these checks
on a yearly basis. It would be great if the surgery could have a free weekly weight management group with a nutritionist to advise and other speakers each

week.

v Great welcome help from reception...Very abrupt service from the nurse

Not Recommended

¥ It was very good when | saw the Doctor but | think this system isn't as good when you wait 4 hours to see them.An Appointment system is much better

Passive



