FFT Monthly Summary: February 2025

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
80 15 1 2 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: 286

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

SMS - Autopoll 80 15 1 2 1 0 29
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 80 15 1 2 1 0 929
Total (%) 81% 15% 1% 2% 1% 0% 100%

Summary Scores

% 96% ¥ 3% = 1%

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: 96%
A
Percentile Rank: 85TH 0% 96200%
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 85th percentile means
your practice scored above 85% 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% 91% 93% w @ w @
The White Cliffs Medical
100% 97% 95%
Centre 91% W1 91% 98% 1 95%

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 %

B Recommended B 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.




SECTION 5
Patient Free Text Comments: Summary

Thematic Tag Cloud
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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 All good, on time, nice staff.

v Because | like appointments to see Dr like it was before. Many thanks

¥ Purely, 30 min wait.

¥ The staff are excellent, patient and friendly and will do anything to help you

¥ Kind & understanding Nurse

¥ On time and efficient

v Personally, | have found the practice to be very good.

v Seen very promptly and we find all your staff very kind and caring. Thank you.

¥ Jane at the surgery was very polite and gave me the procedure quickly and efficiently. | think it was excellent service .

¥ | was impressed with alex my Asthma nurse she was very polite and professional

¥ They are allways polite and friendly very helpful

v | didnt have any issues

v Reception and medical staff very good but a long wait to see the doctor. Needs another doctor for that many patients

v Excellent care from your Practice Nurse

¥ Nurse was very good

¥ Because | had a blood test and was in and out in a few minutes. Also we are guaranteed to see a doctor anytime

¥ Quick and easy

v Jane is very professional and put me at my ease. My appointment was on time and she was very efficient.

¥ Did not have to wait to long and doctor was very helpful ( very professional)

v Because | always appreciate wat is done for me

¥ Nurse very helpful and pleasent

¥ Punctual, polite and friendly .Also offered the shingles vaccination ,which | accepted but was not told of side effects

¥ Polite professional patient

v Efficient welcoming and helpful

v A very professional and friendly nurse.

v Everything went smoothly with no waiting

¥’ Surgery is never too full, so appointments are never running too late. Dr. Idowu always very professional, informative, understanding and friendly.

¥ The lady doing my exam was good, friendly and made me feel comfortable

¥ Friendly, professional nurse,and seen on time.

¥ My appointment was on time ,and the nurse i saw she was lovely v

v'Very good service, listened to and respectful

v Prompt efficient and friendly service

¥ Very polite receptionist. The nurse i saw on my appointment was very thorough, explained everthing, didn't feel rushed. Overall a very good experiance.

¥ My appointment was 11.20 | was seen on time was on my way home 15 minutes later.

¥ Arrived early seen and.my queries questions answered

v Very efficient and on time.

v’ Because both staffs that i went to see was very welcoming with their professionalism, and everything was to time.

v All good no further comment

¥ Very prompt and on time for my blood test, with the lovely nurse Sue.

¥ Haillie was really empathetic and felt listened to

¥ Friendly, highly professional staff, time given to feel really heard, ability to make an appointment (drop-in doesn't work for non-energencies when a working
person), clean, comfortable environment

¥ All went smoothly. Seen on time. Surgery has seen a big improvement since Covid times.Just wish there was a means of getting in touch via email or text.
Thanks to all who make things happen there.

¥ friendly staff very helpful and very considerate and make you feel comfortable

v Very supportive and professional

v Today, | went for a blood pressure check, and the staff was very professional. | completed the test within a couple of minutes.

v Jane was extremely helpful and gave me the information | needed

¥ | felt | was being looked after every good and it wasn't a problem



v | was delayed due to traffic hold up but was still seen . The service was quick and efficient including dispensing which was absolutely amazing

¥ Good service all round

v Staff is friendly and helpful

¥ Covered all aspects of interview. Sympatheticaly treated. A good review outcome

¥ Friendly staff

¥ Appointment time was taken early. The technician performing the procedure was polite and proficient in all counts.

v Staff and docror, as always, were lovely. Bloodtest went fine. But both yesterday and todat staff were struggling with the IT system, even though the surgery
was shut for repairs 3 days last week. Discussion with GP revealed this is not the surgery's fault and that the issues affect hospital systems too. The surgery

and its ecellent staff deserve better, so posting this in the hope it can be escalated and assist them in getting sorted out.

¥ Doc was very good and listened to me

¥ Receptionists polite and welcoming, Laura efficient as always, she makes me feel confident in her work

v Quick service and family staff

v Cannot fault the service | receive from your practice

¥ The surgery was warm, clean and tidy and all the staff were friendly and respectful.

¥ The staff are always very helpful and Friendly. I'm really happy being with Shepherdswell surgery and pharmacy

¥ Such a welcoming doctor surgery, the staff and Doctor are also lovely.

v The appointment was prompt and the nurse was very efficient and lovely to speak to! Xx

v Sometimes (more often than not) they take ages to answer the phone. I've been waiting up to 45 mins before

¥ I'm a new patient to the Practice and was called through for my appointment on time. Jane was knowledgable and friendly as was Hallie on my very first sit
and wait appoint a week ago

¥ Friendly &helpful and on time.

Not Recommended

¥ Really hard to get an appointment at the shepherds well branch. Reception do not answer the phone
¥ 5 Alex and Hayley are amazing . However | think it's absolutely disgraceful that there are no pre bootable appointments ever available
¥ Can never get an appointment with out waiting weeks

Passive



