FFT Monthly Summary: October 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
84 13 1 0 2 0 0 0 0 100 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: 278

Responses: 100
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 84 13 1 0 2 0 100
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 84 13 1 0 2 0 100
Total (%) 84% 13% 1% 0% 2% 0% 100%

Summary Scores

597% Y 2% = 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: 97%
A
Percentile Rank: 80TH 0% 9760%
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 80th percentile means
your practice scored above 80% of all practices.

Practice Score: 'Recommended’' Comparison

o 100% —

o ’

& 95%- P

> ol _-_‘_\_\_\-__.f -H--H-""\—\_ i I — o

= — T L — ————

- L | i o ——

u% 90% | \_ e

2 85%-

© k1

0 .I

2 80%- \

Q o

5% -

T T T T T T T T T T T T T T T T1
01/10 03/10 06/10 09/10 13/10 16/10 20/10 27/10
M All Practices Il 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.
Practice Score: 'Recommended’' Demographic Analysis
Age Gender
< 25 25 - 65 65+ All Practices The White Cliffs Medical Centre

. [ ) [ ) o [ ]
All Practices 86% 91% 94% w @ w @
The White Cliffs Medical
100% 93% 100%
Centre ’ ’ ’ 92% Il 92% 98% Il 96%

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

Reception Experience 19 returning ’?ep ISfW@y p p Of

Arrangement of Appointment 9 t k 10 129 comfortable 1274
% &

Reference to Clinician 25 b, a. ].n medlca]' 1n Ormat].ve Yo

Sy, %, ofog apprec1at1ve extremely
g S ebrilliant

numerous 5
Notes: 1. Thematic analysis for current 60 fabulous O “ lce much
reporting month. ey, courteous ‘Oos O& a. e
2. Thematic analysis covers the most 1[1» 1 ‘903‘0
discussed themes by analysing correct 5001able clean alsy U
sentence fragements and is not an @apjy
exhaustive analysis of all talking /@Q’ JUSt serious
; arrivin
3. Tag cloud is rendered using th b o Clear Ve gz
- Tag cloud is rendered using the O 3 Qo[ 02 o P’!I
most used present participle verbs, l{)@ Z[egellast a’?z‘ O OJ%I/ g
gerund verb, adverbs and 8 wasting g Q P
adjectives where the word Q[“'ej(éoe'}/ : k gent]'e
frequency is reflected in text size. QZ( Z( O"Jz‘s qU]_C clsb_lllfn ltln Ofé(e
Ly, &y considerate
A 0‘?}}2 o g 1nclud1ng 1mmed1ate1y

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

¥ On time didn't have to wait

v Caring medical staff. Pleasant and helpful receptionists

¥ On time and very efficient.good service.

v All the girls always friendley and helpful

¥ Very professional and efficient

¥ Nurse was very nice.Appointment was at the time scheduled.

v The lady | met kept to my appointment time, she was very informative and explained each stage clearly, | felt very relaxed and reassured. Very positive
experience, the Isdy was very sociable

v’ The nurse was lovely and looked after me so well she was amazing and made sure she listened and made sure | got everything | needed.

¥'| didn't have to queue as o had an eight o'clock appointment. The staff were quick and efficient.

¥ | came in today for my appointment and was seen with five minute of arriving

¥ Lovely lady friendly polite

¥ The place always looks clean and the staff courteous

¥ The nurse is really kind and caring

v Dr Jain is always helpful and very professional in his job

¥ Kind and knowledgeable staff

¥ Because it was organised and didn't have to wait

¥ Easy and efficient

¥ Always helpful and considerate.

¥'| had an appointment booked with Emma Webster, | was in at 8.20 out by 8.30 blood test and diabetes checks completed.Absolutely perfect

v Very good service and advise felt at ease

¥ Because of systems

¥ Reception staff always polite to me & every nurse or doctor | see | always get along with.

¥ Waiting time was not a lot, staff who attended to me was very friendly and professional.

v Fabulous service with expertise and kindness

¥ This practice is absolutely perfect. Every member of staff | have seen have been fantastic. Everyone is very thorough, | know | can be guaranteed to be seen
by a practitioner Monday to Friday. | can have numerous services at the rooms from blood tests to scans etc. | couldn't be happier other than a bigger car

park ?Thank you

¥ [ thought | was going for a hearing test. | saw a doctor who looked into my ears to make sure that my ears were ok to have the hearing test. The
appointment should have said what it was for.

¥ Because the nurse | saw was friendly,answered my questions and gave me advice .

v' | was seen on time and diagnosed with a full explanation.

¥ Staff cheerful and didn't wait ages to be seen

¥ | gave that answer because the Dr | saw was very helpful.

¥ The reception staff at shepardswell were amazing today and so helpful and dr Abi really listened and tried to do everything he could to offer relief. ( also sue
was lovely doing bloods )

v 1 The system at the Medical Centre ensures you will be seen that day. | have never needed to see a doctor there but Nurse Hailey who has attend each time
1 go there is brilliant she listens to my problem and has sorted it out every time. It means that doctors can see more patients with more serious complaints

quicker. This is the best surgery my wife and | have attended since returning to England in 1999

¥ Reception staff as | came in were polite and welcomingThe ultrasound technician was amazing. She was very warm very welcoming put my mind at ease.
Room was warm , | was seen early as | turned up an hour before my appointment so very appreciative to have been able to be seen 20 minutes before my

scheduled appointment

¥ Such a lovely nurse. She was thorough and really listened. | didn't feel like | was wasting anyone's time. Really lovely lady.

¥ Sue is really friendly and polite.

¥ Pleasant,on time and very quick as always

v Good starf. See a doctor when needed. Fiu jab was quick as well as the covid. All round a good centre. X

v Excellent as always , thank you.

¥ On time, polite and informative

¥ Prompt with appointment time and all staff were friendly

¥ Good service e



¥ Very good but a bit rushed

¥ Because ever since my wife and | joined you're surgery we have both been looked after so efficiently in both preventive and actual treatments from day
oneThat's what we call exceptional

v Checked in at reception and the young lady was professional and friendly and told me where to go. I sat in the 3rd floor waiting area and was called in to
have my ultrasound, on time, and the young lady, introduced herself and was professional and very thorough. Thank you for a pleasant experience.

¥ Such a nice Nurse, in fact everyone there are so pleasant and helpful.

v' The nurse Sue Brain, was very caring and helpful when taking my blood.

v Would have given a 1 as excellent, but poor nurse giving covid jabs hadn't been given the correct patient list. However, she apologised for taking time to
sort it and was extremely polite and friendly.

v Prompt pleasant and efficient experience

¥ Because you asked for it

¥ Nurse very understanding with older patients big thank you

¥ | always get service from the staff

v All the staff who work there very helpful and kind to everyone

¥'| was seen on time and Sue is always so lovely. She is very gentle and helpful.

v' A very cheerful nurse called Sue, she was very thorough. Great service

¥ Laura made me feel comfortable & relaxed | hate having my lady bits checked but we have too

¥ Professional, polite, all employees often go above and beyond to help me.

¥ Prompt, friendly and professional consultation.

v | was in and out in a few minutes. Blood test at Shepherdswell surgery.

v Nurse was very caring and listened to me. She was very gentle with taking my blood as last time my arm was left very painful with a reddy purple mark that
took wks to go away. She was very reassuring in her manner and actions.

v' | went it promptly and the lady | saw was very professional and helpful

¥ Brilliant friendly staff.Walkin service and always being able to see a doctor is brilliant.

¥ | always get great service and Kindness from the Nurses cleaning and dressing my leg. Thank you.

¥ Because | arrived on time was seen immediately including having my blood pressure measured as well | was in and out in 5 minutes.

¥ | always find the staff helpful and efficient

¥'| was seen on time and the staff were very friendly

v Exceptional care always given

XThe staff are very helpful and friendly

X I'm appreciate every time when visiting .Doctor and nurses sacrifice thank you very much xxx

Not Recommended

¥'| wasn't in the appointment long. Just to have my ecg removed. But the nurse was very friendly and very polite.
¥ From the moment [ arrived the reception lady always very polite and very helpful. Nurse Emma always very efficient, caring - excellent in all ways . The
surgery is outstanding,.

Passive

¥ Waiting to see a Dr for 3hrs to be sat in the room for 30 seconds is not good. Not impressed, | am reluctant to return for my issues.



