
FFT	Monthly	Summary:	January	2025
The	White	Cliffs	Medical	Centre
Code:	G82729

SECTION	1
CQRS	Reporting

CQRS	Reporting
FFT001 FFT002 FFT003 FFT004 FFT005 FFT006 FFT007 FFT008 FFT009 FFT010 FFT011 FFT012
82 11 2 0 4 1 0 0 0 100 0 0

SECTION	2
Report	Summary

Surveyed	Patients: 256
Responses: 100

Very	good Good
Neither
good	nor
poor

Poor Very	poor Don’t	know Total

SMS	-	Autopoll 82 11 2 0 4 1 100
SMS	-	User	Initiated
Tablet/App
Web/E-mail
Manual	Upload
Total 82 11 2 0 4 1 100
Total	(%) 82% 11% 2% 0% 4% 1% 100%

Summary	Scores

93% 4% 3%

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:

Recommended	(%)	=
very	good	+	good

x	100
very	good	+	good	+	neither	+	poor	+	very	poor	+	don't	know

Not	Recommended	(%)	=
very	poor	+	poor

x	100
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/

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	3
Practice	Scoring

All	Practices

92% 91%

The	White	Cliffs	Medical	Centre

94% 92%

GenderAge
<	25 25	-	65 65+

All	Practices 86% 91% 94%
The	White	Cliffs	Medical
Centre 100% 92% 94%

Practice	Score:	'Recommended'	Rank

Your	Score: 93%
Percentile	Rank: 55TH

Practice	Score:	'Recommended'	Comparison

Practice	Score:	'Recommended'	Demographic	Analysis

Practice	Score:	Day	of	the	Week	Analysis

MidLower

0% 50% 100%

93%0% 100%
Low	Score High	Score

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	55th	percentile	means

your	practice	scored	above	55%	of	all	practices.
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All	Practices The	White	Cliffs	Medical	Centre
Notes: 1.	 Practice	score	comparison	of	'recommended'	scores	only.

2.	 Score	calculated	as	per	NHS	requirements.	See	scoring	guidance	section.

Notes: 1.	 Scores	for	current	reporting	month.
2.	 Score	calculated	as	per	NHS	requirements.	See	scoring	guidance	section.
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Recommended Not	Recommended
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.
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SECTION	5
Patient	Free	Text	Comments:	Summary

Thematic
Reception	Experience 18
Arrangement	of	Appointment 7
Reference	to	Clinician 25

Patient	Free	Text	Comments:	Detail

Recommended

The	nurse	I	saw	was	very	nice	and	extremely	helpful
Still	have	original	problem
Because	the	staff	were	friendly	and	polite.	I	was	seen	on	time	and	satisfied	with	the	outcome.	The	parking	was	easy.
it	was	the	way	it	all	went	no	waiting
No	comment
All	staff	friendly	and	helpful.
I	was	in	and	out	quickly	and	the	nurse	was	kind	and	clearly	knew	what	she	was	doing
Efficient.	Fast.	Polite.
Nurse	Sue	is	always	so	kind	and	I'm	hard	to	get	blood	out	of	for	testing	but	somehow	she	always	manages	to	get	it.	I	can't	praise	the	service	enough	if	I	had
one	moan	it	is	there	are	not	enough	appointments	or	doctors	at	Shepherdswell	surgery	whenever	I	go	there	the	waiting	room	is	empty?
Really	treated	well	and	with	care	and	respect
Friendly	and	efficient	.
Receptionist	Very	helpful.	Good	service	from	the	Nurse
Seen	on	time,	friendly,	helpful	nurse,	I	know	what	the	next	steps	are.
Appointment	exactly	on	time,	pleasant	and	helpful	nurse.
Because	was	all	polite
Appointment	to	suit	us	and	good	service	by	practice
When	I	visited	the	nurse	and	DR	for	myself	and	my	mum	the	care	we	were	given	was	very	good.	But	waiting	to	see	the	Doctor	has	taken	up	to	four	hours
and	at	least	two	hours.	Usually	more	than	two.
Excellent	treatment.	Good	common	sense	used.	Everyone	pleasant	helpful	and	friendly
Nurse	was	lovely
Because	you	asked
Had	a	blood	test	and	pressure	test	with	the	nurse.	Lovely	lady	and	it	didn't	hurt(very	much)
Because	I	love	the	practise	and	all	who	work	there.	For	a	rural	practice	it	is	excellent.
Because	I	was	very	happy	with	the	service
Excllent	service.
It's	always	excellent	at	Shepherdswell
We	feel	very	fortunate	in	having	a	surgery	that	offers	access	to	a	GP	5	days	a	week.	We	have	had	excellent	treatment	and	advice	over	the	years,	not
withstanding	the	difficult	time	during	the	pandemic.
I	was	their	this	morning	for	a	blood	test	I	was	in	and	out	with	in	ten	minutes
Seen	quickly	and	really	good	to	be	able	to	have	blood	tests	done	close	to	home
Very	helpful	and	friendly	reception	staff	and	in	the	pharmacy.	Doctors	also	helpful.
Appointment	was	on	time	and	nurse	was	very	quick.
Very	satisfied	with	treatment	received	by	nurse	Jane.
Friendly	staff,	take	time	to	listen	and	give	helpful	advice.
Happy	with	the	service
Whenever	I	have	contacted	the	Surgery,	I	have	always	received	excellent	service.	From	the	receptionist	to	physio,	nursing	and	GP's.
Explained	everything,	put	me	at	ease,	polite,	chatty	and	unusual	thing	to	say	can't	wait	to	return
Because	good	service
Kind	courteous	punctual
Because	the	staff	are	most	welcoming	and	very	helpful.
Friendly	nurse	and	helpful
Everyone	goes	the	extra	mile.
Always	a	good	service
I	can	always	get	seen	too	on	the	same	day	.
Jane	was	amazing	and	made	me	feel	very	comfortable.
The	staff	is	very	friendly	and	approachable
Friendly	staff.	Very	helpful
Because	I	phoned	in	the	morning	because	my	antibiotics	had	finished	and	I	needed	some	more.	I	was	given	an	appointment	that	afternoon

Notes: 1.	 Thematic	analysis	for	current
reporting	month.

2.	 Thematic	analysis	covers	the	most
discussed	themes	by	analysing
sentence	fragements	and	is	not	an
exhaustive	analysis	of	all	talking
points.

3.	 Tag	cloud	is	rendered	using	the
most	used	present	participle	verbs,
gerund	verb,	adverbs	and
adjectives	where	the	word
frequency	is	reflected	in	text	size.

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	/	 	No	consent	to	publish	comment



I	gave	a	number	1	because	I	was	seen	on	time	and	efficiently	by	friendly	staff.
Quick	to	make	appointment.	Efficient	and	prompt	service	on	attendance.	Staff	politex
Following	a	consultation	I	was	referred	instantly	to	the	cancer	pathway.	Following	tests	I	was	diagnosed	with	cancer	and	have	had	surgery.	I	now	need
support	3	times	a	week	from	the	Practice	nurses	to	dress	a	wound	following	infection	from	the	surgery.All	the	nurses	have	been	outstanding	in	their	support

and	care,	as	have	the	reception	staff.I	have	also	received	offer	of	support	from	the	cancer	nurse.The	level	of	service,	support	and	care	right	from	initial
consultation	has	been	amazing	and	I	am	incredibly	grateful
On	time,	good	customer	focus,	all	questions	answered.
Very	efficient	and	polite	staff
Overall	very	good	but	wouldn't	give	a	fitness	referral
Staff	nurses	drs	always	look	after	me
Very	good	service,	very	polite
Was	very	welcoming	and	friendly	and	also	helpful.
As	I	am	not	very	well	the	locom	doctor	that	made	sure	I	had	all	my	bloods	was	done	today	and	the	lady	on	Friday	sent	an	email	to	the	doctors	so	they	can
book	one	for	me	I	need	a	ct	scan	on	my	chest	I	have	got	bronchitis
The	nurse	was	great	you	all	are	there
Because,	The	service	I	had	was	excellent
The	nurse	was	very	nice	and	was	on	time	very	easy	to	talk	to	and	explained	any	questions	we	had
Seen	very	quickly,	in	and	out	quickly.	No	delay
I'll	give	the	answer	because	from	the	time	you	walk	through	the	door,	the	secretaries	behind	the	counter	polite	help	you	with	any	questions	you	have	and
always	get	an	excellent	service	at	Wycliffe's	medical	Centre
Jane	is	always	very	welcoming	and	chatty.	Also	is	looking	into	something	that	I	mentioned,	that	will	help	me.	Best	GP	surgery	around!
Very	nice	people	very	helpful
Quick	visit	and	very	friendly	nurse	and	reception	staff
Very	good	service
I	have	used	the	Shepherds	well	surgery	from	the	day	it	opened	and	have	had	first	class	service	ever	since.
Friendly	and	efficient
Staff	are	always	helpful	and	polite
Both	nurses	I	saw	provided	excellent	service
As	always	greeted	in	a	polite	friendly	manner,	and	treated	professionally,	respectfully	as	a	person.	The	staff	work	hard	at	this	practice	but	are	let	down	by
the	lack	of	full	time	doctors	which	is	sad	as	this	is	otherwise	a	very	very	good	practice.
Still	have	difficulty	getting	through	on	the	phone,	but	once	you	are	able	to	get	an	answer,	it's	ok.
I	was	treated	kindly,	professionally	A	ND	my	appt	was	on	time.

Not	Recommended

Gladly...	total	incompetence	of	your	office	staff.	Some	idiot	sent	me	an	appointment	for	07:30	when	you	don't	open	until	08:00!...	this	is	just	the	latest
example	of	incompetence,	it	took	me	FOUR,	YES,	FOUR	trips	to	the	surgery	to	collect	my	unfit	for	work	certificate	even	though	I	followed	the	instructions

given	to	me	by	the	incompetent	front	desk	staff...	so	you	can	log	this	as	a	complaint,or	do	I	make	a	complaint	to	the	BMC	myself?
Had	to	escalate	complaints	(regarding	lack	of	responses,	incorrect	test	results	being	fed	back,	referrals	done	incorrectly,	urgent	cancer	leaflet	sent	out	by
mistake	etc).	The	practice	manager	never	responded	and	is	useless.	Was	investigated	by	ICB	who	also	agreed	WCMC's	service	was	unacceptable.
What	do	you	mean?
Freezing	cold	in	waiting	room	for	3	hours.	Chairs	uncomfortable	and	cold

Passive


