FFT Monthly Summary: April 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
82 10 2 2 2 0 0 0 0 98 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: 290

Responses: 98
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 82 10 2 2 2 0 98
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 82 10 2 2 2 0 98
Total (%) 84% 10% 2% 2% 2% 0% 100%

Summary Scores

5 94% Y 4% = 2%

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

Recommended (%) = x 100
very good + good + neither + poor + very poor + don't know

very poor + poor

Not Recommended (%) = 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/




SEcTION 3
Practice Scoring

Practice Score: 'Recommended’' Rank 0% 50% 100%
Your Score: 94%
A
Percentile Rank: 70TH 0% 94%00%
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 70th percentile means
your practice scored above 70% 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

. [ ) [ ) o [ ]
All Practices 85% 90% 93% w @ w @
The White Cliffs Medical
100% 95% 92%
Centre ’ ’ ’ 91% 11 91% 95% Il 93%

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 %

Monday Tuesday Wednesday Thursday Friday

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 Consultant was very efficient, pleasant and personal.

v Everything worked

¥ Running on time. Lovely nurse. Very pleasant experience.

¥ Helpful and friendly staff

¥ Very good service.

v |t could not be any better (perfect)

v The health care assistant which took my blood test was really kind and professional

v Overall satisfied but waiting times to get an appointment are far too long.

¥ Straight in an done before my allocating time. Very lovely bubblurse, can't fault wc

v Always receive a good service from every member of staff.

¥'| was seen on time ( early in fact) and treated with respect and curtesy.

¥ The lady was very helpful and put my mind at rest.

¥ On time, good efficient reception and explanation after scan.

v Because

¥ Friendly receptionistClean and modern looking waiting areaSeen very quicklyVery good Medical staff who didn't rush me and told me what she saw on the
scan and gave me clear information. She had a very pleasant manner and was obviously very experienced. | had alot of confidence in her. Thank-you for a

great service today!

¥ | gave that answer as leanness was excellent in explaining what she was doing again a big thank you

¥ Emma was the lady who done my blood test was ,brilliant ,happy ,friendly and knew her job

¥ Because | have receive excellent treatment from that surgery everytime | have needed it. You do have to wait to see thr doctor but this is nothing compared
to some things | hear from our neighbours about their experiences with other surgeries.

¥ Helpful ,caring and very polite.

¥ Very pleasant and easy to talk to nurse

v The nurse was so kind and listened to my worries, gave me some very good advise and listened! Xx

v Always have a positive experience at the GP surgery

¥'| have been to the surgery a few times and always receive a plea

¥ Had a blood test and didn't feel a thing.

¥ All ways very helpful and the nurse Sue is very good at her job

v She was gentle and put you at your ease

v Excellent appointment and did what | needed professionally and quickly.

v The receptionist are always helpful and cheerful. The Nurse was efficient and chatty.

¥ Because the nurse was nice and kind and helpful

v Very efficient and knowledgable, as well as treatment administered in a comfortable and humorous manner.

¥ The lady who done ultrasound very nice .

¥ It's good service. | got a blood test this morning and | was lit bit late receptionist said she asked to Emma and Emma said it's

¥ Good service until now.

v well | was treated very well by nurse Emma and the doctor even thou they were really busy

¥ All very easy...on time and good communication with yhe consultant

¥ Lady that did the ultra sound was excellent and very reassuring

¥ | find the it very friendly and helpful

v Everyone who has seen me in the last 2-4 weeks has been a great help. My father has heart issues, | was put on for tests and x-rays. Great help and greasy
communication.

¥ My appointment was with a nurse, friendly and professional, appointment on time, no lengthly wait.

v' | was very pleased the way | was treated and the doctor was very good

¥ haillie a lovely lady friendly and efficient

¥ | asked questions and the nurse answered clearly

¥ Very friendly lady who made me feel very comfortable

¥ Very helpful and polite

¥ My health concerns were taken seriously & | was dealt with swiftly to include seeing the nurse



v My nurse is very efficient. Walked in, discussed a date for my next injection. Had the injection and left. Always polite and | will always try to be seen by
Nurse Goddard

¥ Very helpful at reception, along with the medical team. | was dealt with in a caring and informative way.

¥ Doctor understood my problems, advised properly to mitigate my issues until in person examination

v Always helpful and brilliant nurses and doctors

v Polite, efficient device provided.

¥ Staff were helpful and friendly

¥ Loxoked after very well by the reception staff and Sue was very personable and dealt with me in a professional manner and explained the process of my
ECG and blood pressure in an easy and understandable way.

¥ Seen promptly. Appointment efficient and effective

v The nurse was helpful answered all my questions per my concerns

¥ All the staff were friendly and helpful.

v Very efficient and caring Dr and staff very helpful

¥ Aways friendly and approachable

¥ My appointment was on time and was treated with the utmost respect and listened to

¥ The surgery seems to be well run and | have always felt that all the medical staff have time to talk and answer any questions that you might have. As a
patient | have always felt welcome from the time | check in at reception to the time | leave. There is a friendly atmosphere about the place.

¥ Didn't have to wait and nurse very friendly and efficient

¥ Receptionist and nurse were friendly. | was seen on time.

v Receptionist was very understanding about my delay, which was due to having to park some distance away.The young lady doctor was pleasant and
efficient.

¥ Excellent service from the Nurse Hallie

v Appointment time was on time. The practitioner showed genuine care and listened

¥ service is really good ,care is excellent, Dr jain made me feel at ease like he always does. nice to get a smile ,and feel like a patient not a number nurses are
lovely ,and friendly

v They were all very welcoming and treated me as a person. Not a robot.

¥ Good explanation

¥ Appointment was on time and nurse was really pleasant and efficient.

¥ Very smooth procedure

¥ Access to emergency support is available via the daily walk ins. Dr always helpful and caring.

v’ Because when | come to the surgery, everybody is so helpful and friendly and very efficient

v Everyone was was very nice and helpful as they always are. We especially look forward to seeing Emma who tops up our B12 every 3 months as she is
always lovely x.xxx

v Because my experience today was helpful and wasn't too bad, thanks.

¥ Great service

¥ Polite staff, appointment on time

v Always great care.

Not Recommended

¥| rang to try to get covid jab for my house bound vulnerable husband. Ring 119, | was told. | rang 119 - | was told to ring you. After protestations | was told to
ring an area number, 0800. It covers Liverpool. What is YOUR response? My husband did not get covid top up for last Winter. It seems he will not get this

Spring one either.

v Because | waited 2 and a half hours to see a doctor, most of that outside. Again. And several times when | needed to see someone about a severe genital
rash | was told there were no chaperones so | couldn't see a doctor. When | eventually saw a female doctor she was horrified at how bad it was, | suffered a

lot because no one cared. Do you have any idea how that feels ?

¥ | was asked to give the surgery a ring after my blood appointment was cancelled, it took me 4 attempts at half hour at a time for someone to pick the phone
up to rearrange the appointment. This is not the first time the phones do not get answered.

Passive

¥ Appointment was for 11 and didn't go in until 11.40.receptionist very abrupt.



