FFT Monthly Summary: June 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
81 14 1 0 2 1 0 0 0 98 1 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: 292

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

SMS - Autopoll 81 13 1 0 2 1 98
SMS - User Initiated
Tablet/App
Web/E-mail 0 1 0 0 0 0 1
Manual Upload
Total 81 14 1 0 2 1 929
Total (%) 82% 14% 1% 0% 2% 1% 100%

Summary Scores

5 96% ¥ 2% =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: 96%
A
Percentile Rank: 80TH 69% 96P00%
Low 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 80th percentile means
your practice scored above 80% 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 86% 91% 93% w @ w @
The White Cliffs Medical
60% 98% 98%
Centre ’ ’ ’ 91% 11 91% 96% Il 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

reporting month.

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

Tag cloud is rendered using the
most used present participle verbs,
gerund verb, adverbs and
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Thematic Tag Cloud
Reception Experience 14 DI/ A
Arrangement of Appointment 7 Q Q/O heavy 04\1}] W straightforward Oo
Reference to Clinician 28 "I)C 9 (0] COITeCﬂY Q 6
@// S, 111{22 é .cheerful /N whlte %/@
9 2,
%o Cpp o 20, Qs o, OgG 65 ploasant
pro(gerly aSt &t Ob tif 1 QS 1 A
. ; : eautifu
Notes: 1. Thematic analysis for current regular %lean therefore

Il

however
overall

rather

@z‘ %

1]10@
A even

llte

dlfflcult now

Cla
5
1’?02{]/
Sé}// 1129
long

@Gf'/J/

adjectives where the word careful
o
frequency is reflected in text size. ‘71/ 132§antly . C arln g- .
“ Cop amazing (9/ qu]_ck
regarding knowledgeable

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 Because ut was good.

v It's a beautiful surgery, very clean, very efficient, and also

¥'| have alwaysHad a very good service any time | have attended the surgery

v Efficient and on time

¥ The on the day service was great | was seen early for my appointment and the person was great. However the reason it was not very good was because my
details were recorded wrong prior to the appointment even though sent correctly from my GP therefore an appointment was made for me in January but was

sent to someone else so it was recorded that | missed 2 appointments and my case was closed it was only because | rung up again last month that | had to get

another referral. | was meant to be referred for a 2 week referral which due to the error has now been 6 months of waiting.

¥ Very fast lovely friendly Nurse xxx

¥ Quite satisfied. Nurse very nice

v On time and polite

¥ The nurse was sympathising and helpful

¥ Because it's such a good surgery.

¥ Nurses were very kind and explained things properly

v Service and time keeping very good

¥ Clean . Kind understanding staff.

v Very professional and kind the young lady put me at ease

¥ Good efficient service with people who care and want the best for patients

¥ Staff helpful and friendly

¥ Because Sue, the nurse, is always so welcoming. She makes you feel relaxed, is easy to talk to and listens. The receptionist was very cheerful and sorted out
a query | had going above and beyond what | had expected. Today was a very good visit

¥ They were patient and helpful

¥ My appointment was on time and the practice nurse | saw was very caring and understanding, assuring me when | wasn't looking forward to having some
stitches out, she also took the time to explain everything to me.

¥ My first time meeting with Nurse Alex. Wow, very sweet and professional. Above and beyond with her care and commitment. Very comfortable with her care.

¥ The ultrasound specialist was a bit rough and not very friendly, straight faced and would not answer my questions, everything else was very good, reception
staff was very friendly and professional and overall experience was good

¥ The appointment was on time, the receptionist was welcoming, Emma the nurse was really lovely, informative and helpful.

v Nurse appointment on time.

¥ Appointment on time excellent service as usual

¥ Because the lady that did my scan was so good and polite

¥ | saw nurse Jane | think, and she was very informative and very knowledgeable. Seen and sorted fast and efficiently

¥ Lovely staff and always helpful

v Every part of the visit was a good experience.

v Everyone w happy to help, from lady on the desk, to the nurse who did the blood test. Always a pleasure to say hello to all at Shepherdswell

v nurse careful and efficient. Dealt with ear wax problem despite heavy waxing up

¥ On time great service and very friendly nurse. Thankyou

¥ On time, professional and caring

¥ Ladies on reception always happy to help as do the nurses and doctors

v Lady was very helpful

v'Very friendly staff and helpful.

v Great and helpful info from the Doctor, then when | came back for my ultra sound scan nurse was very helpful and informative to

¥ Haile is and always has been the best. She puts her patients at ease and is very professional.

¥ Everyone helpful and friendly

¥ The staff are friendly and appointments with the nurses for regular treatment is easy to schedule

¥ Because | was seen & dealt with my query instantly

v |t was a prompt and straightforward process.

v Because it was thank you

¥ Parking outside was easy. | was seen on time, no waiting around. Skilled nurse carried out the expertly and reserched my records to see if | needed anything
else done at the same time to save a return visit. Fantastic service as always.



v There was a rather long white to see GP.

¥ Staff are polite, friendly and efficient

v' Shepherdswell surgery staff are friendly, helpful ,always try to accommodate your needs,& professional.

¥ Always helpful, giving good advice as well as not kept waiting

¥ Ok Well as usual the service was very good , well organised , on time & very professional but friendly at the same time, including good explanation of
matters regarding treatment & solutions! This is in line with my general experience and that of others | know in the area 10/10

¥ Always pleasant staff always helpful

¥ Emma, the nurse was very helpful.

¥ The nurse was kind and patient when administering my child's vaccinations

¥ Staff friendly and helpful

v Was impressed with consultant nurse

v Quick and efficient

¥ Very quick efficient service. Shame about the process of getting your results.

¥ | was see m on time and efficiently.The nurse who saw me was friedly and efficient

¥ The lady was very understanding and helpfull thank u

v The doctor was caring

v Because they good

v Because you asked

¥ Friendly, professional excellent care.

¥ All went smoothly and to my satisfaction.

¥ Very helpful and understanding

¥ No waiting around | went in 5mins early very efficient and friendly nurse !

v Staff are always polite and friendly. The only time I've had to wait to see a doctor is when | had to attend the walk-in clinic.

v Hailey is always amazing. She listens and takes action if needed.

Not Recommended

¥'| meant to say 1. | was very pleased with my conselltation.

Passive

¥ | find it logistically very difficult to get my test results as the only choice seems to be going to the walk in clinic which takes up at least 3 hours of my
working day. | still have results | have not been able to access.



