
FFT	Monthly	Summary:	May	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
80 13 2 1 0 1 0 0 0 97 0 0

SECTION	2
Report	Summary

Surveyed	Patients: 297
Responses: 97

Very	good Good
Neither
good	nor
poor

Poor Very	poor Don’t	know Total

SMS	-	Autopoll 80 13 2 1 0 1 97
SMS	-	User	Initiated
Tablet/App
Web/E-mail
Manual	Upload
Total 80 13 2 1 0 1 97
Total	(%) 82% 13% 2% 1% 0% 1% 100%

Summary	Scores

96% 1% 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

91% 91%

The	White	Cliffs	Medical	Centre

98% 94%

GenderAge
<	25 25	-	65 65+

All	Practices 86% 90% 93%
The	White	Cliffs	Medical
Centre 100% 94% 98%

Practice	Score:	'Recommended'	Rank

Your	Score: 96%
Percentile	Rank: 80TH

Practice	Score:	'Recommended'	Comparison

Practice	Score:	'Recommended'	Demographic	Analysis

Practice	Score:	Day	of	the	Week	Analysis

MidLower

0% 50% 100%

96%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	80th	percentile	means

your	practice	scored	above	80%	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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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 17
Arrangement	of	Appointment 7
Reference	to	Clinician 27

Patient	Free	Text	Comments:	Detail

Recommended

Friendly	and	efficient	service
Because	the	nurse	was	so	nice	and	pleasant
Surgery	was	calm	and	staff	are	very	welcoming.
Sue	Brian	is	fantastic,	however	reception	are	unwelcoming	and	unhelpful
Quick	and	efficient	service,	well	explained	procedure.
On	time.	And	have	information
Was	listened	to	nicely
I	understand	'1'	is	for	very	good.	Thank	you.
Great	service	delivered.There	can	be	long	waiting	times	to	see	the	GP,	but	I'm	very	grateful	to	have	the	choice	of	walk	in	or	appointment	based.Nurses	are
great	too.
Really	polite	and	friendly
Because	of	a	walk	in	and	see	a	doctor,	although	things	could	be	improved	by	reducing	the	amount	of	patients
Because	each	one	of	the	staff	are	interested	and	engaging.	Willing	to	help.	This	Shepherdswell	surgery	is	so	important	to	the	village.
On	time	pleasant	manner
Staff	are	always	helpful	in	all	departments
Very	thorough	and	comprehensive
Good	overall	service	just	sometimes	long	telephone	waiting	times
Arrived	early	seen	early	and	Sue	what	a	lovely	lady.Everyone	is	always	pleasant	and	helpful.
Very	good.
Nurses	are	so	kind	during	appointments,	very	understanding	and	make	time	for	you.	Dr	Tapping	is	so	empathetic,	patient	and	understanding	she	has	been
so	supportive
Booked	a	14h00	blood	test	and	had	it	done	at	14h02.
The	doctor	gave	me	the	time	to	speak	and	was	only	running	a	few	mins	behind	the	new	receptionist	was	kind	and	pleasant
On	time,	quick,	efficient	and	a	helpful	comparison	from	a	year	ago
Because	they	are	very	caring	polite	professionals
I	was	seen	on	time	and	the	nurse	was	excellent
Informative	&	helpful.Scanned	the	X-Ray	code	&	have	already	had	my	X-Ray	at	Buckland	Hospital	/	-)
Prompt	efficient	friendly	service.
Nurse	was	kind,	polite	and	informative.	Only	a	short	wait	beyond	the	appointment	time.	Quick	and	efficient
The	door	opened	on	time	the	staff	asked	all	the	right	questions	I	went	in	had	a	chat	blood	taken	and	of	I	went	and	Jane	was	great	as	always
Just	was
very	helpful
The	nurse	was	very	welcoming	and	jolly	and	gave	amazing	and	valuable	care	information.
Radiographer	has	no	manner	or	people	skills,	receptionist	couldn't	be	more	helpful
Everything	was	on	time	no	waiting	good	experience
The	lady	was	good,	explained	what	she	was	doing	,	and	put	me	at	ease
helpful	staff	and	well	trained	nurse
Appointment	time	kept,	very	pleasant	nurse	Sue.	Very	helpful.
Very	professional	and	organised
It's	a	new	doctors	to	my	husband	and	was	nice	to	be	treated	like	humans	for	a	change	thank	u
The	nurse	was	good	thanks	to	me
Because	am	happy	with	my	GP	practice	so	far	i	have	good	experience
Nurse	and	receptionists	so	friendly	and	welcoming
Very	efficient	and	helpful	service
Friendly,	helpful	service	from	the	reception	staff	and	excellent	doctors	that	I	trust	with	my	health	issues
Very	good	service.Walk	in	SM	Surgery	.Book	information	afternoons.Seems	to	be	good	communications.
Always	very	kind	and	thoughtful	Also	very	efficient	and	professional
Appt	in	one	day,	seen	straightaway
He	is	very	thorough	and	understanding

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



Friendly	and	helpful
All	the	staff	were	welcoming,	professional	and	kind.
Polite	and	helpful	reception	and	I	went	straight	into	my	appointment	with	no	waiting	thank	you
Because	we	had	great	device
I	was	seen	on	time	and	the	nurse	I	saw	was	very	friendly	and	helpful
Doctor	very	patient	and	helpful,	currently	receiving	loading	injections	of	vit	B12	clean	efficient	practise
Because	that's	the	answer	I	wanted	to	give
Dr	Tapping	is	an	excellent	Doctor,	show	empathy,	is	efficient	and	knowledgeable.	I	feel	totally	confident	and	feels	she	excels	as	a	GP
Excellent	personal	experience
Help	and	good	l	understand	them
Every	member	of	the	staff	present	as	caring,	knowledgeable	and	efficient.	I	cannot	complain.
In	and	out	very	quickly	and	efficiently.
The	nurse	was	very	good,	not	much	waiting	around.
The	nurse	was	very	polite,	kind	and	considerate	met	my	needs	and
Dr	Tappen	has	been	very	good	and	thorough	looking	in	to	my	problems
Seen	on	time	and	lady	was	kind	and	caring.
Didn't	wait	long	to	be	seen	in	ultrasound.	Staff	were	very	helpful
On	time,	thank	you
Fortunately	I	don't	go	to	the	doctors	that	often.	I	felt	that	I've	had	very	good	care	and	prompt	follow	up	recommendations.
Because	l	was	very	satisfied	with	the	whole	of	the	medical	centre!!
All	staff	polite	and	helpful.	Never	feel	I'm	time	wasting.
Pleasant	reception	staff	and	got	seen	on	time
No	waiting	polite	friendly	and	professional	nurse
Helpful	staff,	good	GP	visit,	sent	for	appropriate	tests,	the	appointment	dates	for	the	tests	arrived	quickly.
Every	service	is	excellent	.	Patient	care	is	exemplary	with	access	200%	to	be	able	to	get	medical	appt	any	week	day	plus	ability	to	make	appts	or	telephone
consultations	.I	always	speak	up	for	ours	when	other	people	complain	about	theirs	.	We	are	very	lucky	thank	you

Not	Recommended

I	had	a	blood	test	and	the	nurse	did	not	check	if	it	had	stopped	bleeding,	she	just	stuck	the	tape	over	the	cotton	wool.	When	I	got	to	my	car	outside	I	had
blood	dripping	down	my	arm	which	had	dripped	onto	my	top	and	blood	was	all	down	my	are!	Luckily	I	had	tissue	in	my	car	to	stop	the	bleeding!	I	wasn't

very	happy	though	as	I	had	to	go	home	to	change	as	I	was	going	to	work!!!

Passive

Seemed	very	"matter	of	fact"
Locum	GP	excellent,	availability	of	appointments	poor,	phone	answering	poor


