FFT Monthly Summary: January 2026

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 10 5 3 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: 284

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

SMS - Autopoll 80 10 5 3 1 0 29
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 80 10 5 3 1 0 929
Total (%) 81% 10% 5% 3% 1% 0% 100%

Summary Scores

5 91% Y 4% = 5%

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: 91%
A
Percentile Rank: 35TH 0% 91% 100%
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 35th percentile means
your practice scored above 35% 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 88% 91% 94% w @ w @
The White Cliffs Medical
100% 91% 91%
Centre 93% 1 92% 93% 1 90%

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 %
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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.




SECTION 5

Patient Free Text Comments: Summary

Thematic

Reception Experience 15
Arrangement of Appointment 7
Reference to Clinician 24

Notes: 1. Thematic analysis for current
reporting month.
2. Thematic analysis covers the most
discussed themes by analysing
sentence fragements and is not an
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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 Always respectful and caring for the patient

¥ Really good doctors and staff always helpfull

¥ Good that we are offered a walk in option but poor that you cannot book appointments, also waiting outside in the rain till you open is not acceptable

v Very good service

¥ The service was very efficient all round

v As usual reception pleasant and efficient. Nurse Emma Watson is very pleasant and always puts one's mind at rest works efficiently and chats all the time. |
still think this is the best surgery | have had the pleasure of being a patient of.

¥ Nurse made me feel relaxed so my BP was normal and she listened to my requests and we had a good laugh too

v' The nurse was promt and gave me some good advise

v Excellent service, but why make appointments for 8am when the building doesn't open until 8am. No fault of the people there but not seen until 8.10

¥ The nurse Laura was amazing today. She was as informative and knowledgeable on hrt and what steps | need to take. She was on time and the practice as
quiet so the waiting room was empty.

¥ Excellent service from the stoma nurse

¥ The nurse was very thorough and friendly while maintaining professionalism

¥ Seen on time.

¥ Didn't have to wait long. In out sorted

¥ | received excellent care

v Very nice & friendly sonographer. Explained what she was doing all the time. Was put at ease

¥ Always remarkable staff at shepherdswell surgery so friendly and efficient very professional too

¥ That because of there customer service it's absolutely good .

¥ Jane is always so thorough & happy to answer any Q's or queries may have . Which is great. Excellent service thank you Jane .

¥ Friendly and efficient helpful member of staff.

v Efficient, friendly and professional

v Because | was seen quickly,and sorted meds out for me to collect straight away.

¥ Receptionist was very friendly. Jane was amazing super quick at undertaking 12 month jabs making it a much better process for little one and mum.
Thankyou

¥ Very helpful and understanding

¥ Always efficient

v Well organise, friendly and very efficient

¥ Because | very much like everyone at my dr . And they are very helpful.

v Organised entry routine, helpful staff, team of nurses worked together to resolve the probkrm drawing my blood. Helpful advice for next time. Clean and
staff polite.

v' As explained. Please feel free to use my reply as you see fit. William Fogarty.

v Always find both the practice and Doctor Jain very good ?

¥ Brilliant service , nurse explained everything she was going to do, so put me totally at ease, cannot be faulted Regards Dave Brown

¥ Good profesion staff.

¥ Everyone so nice and helpfull.

v The nurse put me at ease. Was thorough and answered all my questions. She was great.

v | felt at ease, listened to and looking into it instead of being brushed off with its normal

¥ Nurse went above and beyond plus good sense of humour

¥ Based on my experience at Shepherdswell Surgery all is good

¥ Because it's was what | wanted and | was pleased with the service

¥ Reception were friendly. Nurse Sue is very pleasant and efficient. Appointment to time

¥ The doctors and nurses are in my opinion the best

v Staff are so nice at the surgery always polite and happy to help service is very good. The receptionists do a great job on the front desk, so glad to have
changed over to white cliffs??sink in toilet waiting area no running water to wash hands at this time ?other wise would have the perfect 1 scored ?

v’ Because Yr staff from reception to nurses an doctors r all so very helpful always greet u with a smile

¥'| was greeted by the receptionist, my appointment was on time and the practioner was friendly and efficient

¥ Lovely friendly efficient service

¥’ Reception staff were friendly and Jane Goddard is kind and caring.



¥ Good, clear advice all accompanied along with a strong caring nature.

¥ The sonographer was polite, pleasant & explained everything to me.

v Great service.Very professional nurse.

¥ Really quick appointment given for my ultrasound - within a week excellent communication about appointment and reminders easy check-in on arrival and
instructions where to go really clean everywhere i cluding toilets excellent signage and info everywhere very efficient and on-time appointment with kind

practitioner and clear communication about next steps. Thank you!

v The surface | get from the doctors surgery is always excellent. | had a blood test today exactly on time without any pain. How good is that? Thank you again.
Oliver Oconnor. The deaf one.

¥ Leeann was friendly and efficient

¥ Just an impression

¥ Great staffKind staffHelpful staffClean building

¥ Efficient, friendly and helpful, as usual.

¥ The nurse was lovely and professional.

v Professional & Clear person | had an appointment with.

¥ She was very patient and listened to what | had to say.

¥ | had a very good professional experience with nurse Jane who took some blood from me, she was friendly but very efficient and I'd happily see her again. ?

¥ Dr always professional always listens never rushes you. Also saw the nurse she was the same very calming and professional. All staff at the surgery are very
helpful

¥ FriendlyEfficient Kind

¥ | did not have to wait long once | got to the surgery to go into my appointment.

v The nurse was nice,happy and put me at ease.

v Emma was very quick and efficient Thanks

v The lady who did my ultra sound explained everything and made me feel very comfortable.

¥ Jane is fantastic and caring. Always helpful and supportive

v I'm very happy with the surgery. Dr jan is an Angel. The staff is very kind as well always helping myself & my family

¥ Everyone was very kind and helpful when | arrived... and Emma Webster was fantastic and put me at ease and the experience was 1st class... thank you all
very much.

¥ Both surgeries have friendly staff and have always been polite.

X1 have to go back xx

Not Recommended

¥ Impersonal, abrupt, cold and severely lacking in reassurance and bedside manner
v Disinterested, uncaring, keep mucking me about with my medications, a year wait to have a small growth on my head. No communication!!
v 3 | gave.

Passive

¥'| have had a poor experience with my smear testing. 3 years ago the smear was done incorrectly (the bottle being out of date and labelled incorrectly), | had
to have another an it happened again, you have to wait 3 months u til you can have your next smear so | had to wait 9 months in total. | had my most

recent smear in October 25 and the same thing happened again, the bottle was out of date so I've had to wait another 3 months and have a second smear

today. | have had to have 5 smear tests when | should have had two and this is down to poor practice

¥ Service was quick but the ultrasound result was not clarified properly.

¥ No problem seeing zdoctor or nurde



