FFT Monthly Summary: June 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
75 16 1 5 1 1 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: 274

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

SMS - Autopoll 75 16 1 5 1 1 29
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 75 16 1 5 1 1 929
Total (%) 76% 16% 1% 5% 1% 1% 100%

Summary Scores

5 92% ¥ 6% = 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: 92%
A
Percentile Rank: 50TH 0% 92%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 50th percentile means
your practice scored above 50% 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 o o [ )
All Practices 85% 91% 94% w @ w @
The White Cliffs Medical
50% 86% 98%
Centre 92% 11 92% 95% Il 89%
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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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
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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

¥'| was seen on time and scanner was very plesant

¥ | had a blood test which was almost on time and | was out within 20 mins
¥ Because they are good

¥ The staff are always cheerful and helpful.

¥ Once you are in the surgery the staff and treatments are fine but there is always a long wait for an appointment. There should be at least one 'walk in'

surgery a week in Shepherdswell instead of all 5 in Dover. It is not easy to get to Dover if only transport i
¥ Quickly dealt with and a very friendly service.
¥ Appointment was on time, staff professional and calm
v' Sue ,is a lovely lady she always has a lovely smile when she greets you and makes you feel at ease.

s by train for elderly

¥ Yes | was looked after. Cared for. Spoken to how | would like to pass back of spoken, it was professional, courtesy, politeness, down to earth

¥ Very well organised, with text and given listening time.

¥ Very knowledgeable. Explained everything and wrote it down for me as | forget things. Very pleasant calm and reassuring.

¥ Friendly staff and was seen and scanned in the same day. Thanks.
¥ The whole appointment went well and it was very slick.
v Great service.Seen on time, informative and pleasant manner. Great service as usual from the NHS.

¥ The nurse was knowledgeable and very through. She also gave me good explanations and recommendations about the results

¥ Aii on time doctor very good
¥'| was seen promptly and the member of staff was polite

v Staff member Alex is experienced, friendly and proactively helpful with insightful comments and recommendations.

¥ Blood test today, on time no waiting. Friendly kind nurse. Plus | can see a doctor without appointment at
wait on the day but | know | will see someone to discuss my particular need with.

¥ | am always satisfied with the attention and time received

v They were perfect in every way possible

White Cliffs surgery if needed. There maybe a long

v Got to see a doctor on the day i wanted, but, had to wait 2 hours. Also had to contact surgery afterwards to clarify what the doctor had said.

¥ Allways very good service helpfull informative pleasant spot on
¥ A very prompt and professional service

¥ Nurse was excellent

¥ Polite friendly staff, efficient and professional.

v The ENT doctor was very kind and concerned about what | was going through with the pain | was suffering. | did not feel he was in a rush he took his time

and explained the next steps | needed to take if my condition do not improve.
v Good service all round. No problems or delays in fact | was seen a little early.
¥'Jane is always brilliant with me and also always gives my son a sticker for waiting patiently for me!

¥ | like the Folkestone road surgery opening every morning. Such a good service. The doctors are good and polite.

¥ The radiograph took the time to explain what he was doing and answered all my questions.

¥ The nurse practitioner listened carefully to my daughter and sent me relivent information and took her time
¥ Appointment was on time, the blood pressure and blood test were all taken quickly , efficiently and at the same time with conversation and humanity ...

v The staff were very pleasant and helpful as usual. Especially the nurses Sue and Alex are very special.
¥ Receptionist sonographer and chaperone v friendly and sonographer v thorough

¥ The nurse Mrs brain was excellent with the service given to me.

¥ Nurse practitioner was considerate.listened and was very helpful . Very kind and caring

¥ Nurse was exceptional in taking bloods. Very professional.

¥ Emma listened to what | said ,very helpful and my appointment was on time.No issues at all .

v Always helpful, always professional and take excellent care of their patients

¥ Very professional and caring

¥ Efficient, caring and very gentle removal of dressings.

¥’ Such lovely service, couldn't be more happy

¥ Because its good service.nice and clean health center.also reception staff very friendly and polite.

¥ Saw Demitrios, the ENT man this afternoon, he had taken the trouble to dig out some X-Ray pix from 2014 giving clues / insights into the problem and a very

full explanation and some advice.




¥ From reception to exit all concerned professional caring thorough & efficient thank you

¥ Very fast good service

v Always on time take time to talk things though

¥'| am never disappointed with either medical assistance or admin. My family really appreciates the White Cliffs Medical Centre.

¥ Very good service. On time and helpful. Thank you Paul.

¥ May have other commitments ,

¥ It would have been very good but was 40 mins late

¥ The service was very good. Parking was a bit of an issue though

v Everybody is helpful and polite.

¥ Slight wait but Doctor was very good

¥ Just a positive experience. Front house and doctor.

¥'| am always treated with respect (I'm 78 )All the medical team take time to explain what is happening plus why..I always get my medication when | put in my
order so | don't get stressed if it's not on time . All is good for me Thank you

¥ The help & efficiency was excellent

¥ Whenever | attend the surgery | find all of the staff are helpful,polite and if | enquire about anything they always are able to answer my question with a smile
5

v Warm welcome at reception and really understanding and caring Dr who explained and listened

¥ My nurse was very helpful

v Staff were so helpful and polite

v Excellent service

¥ Always helpful.

¥ Great service,lovely staff.

v Very prompt & skilled nurse.

¥ Everyone showed me kindness and empathy and never judged me for being emotional and this meant a lot to me. Thankyou

XIt's a very good surgery with nice friendly helpful staff and doctors especially Dr Tappin | wouldn't want to not be able see her or go to another surgery that
would be awful. I'd hate it

Not Recommended

¥ The clinician | saw wasn't the most welcoming or friendly. Very cold and robotic

v Yes, | took my mum there this morningWho is suffering with dementia we arrived seven minutes late and were refused to be seen, this is the third time I've
had to rebook this appointment to make sure someone can take her, I've also experienced needing to see a doctor and having to get to the doctors an hour

before opening to que outside in the rain just so you can get seen quickly Is not good, the whole process of seeing a doctor in this country nowadays is

ridiculous

v No appointments for months and people can't get to the walk to wait for hours. 20 minute late nurse appointment today.

v As | had a txt advising | had an appt today at 12.40, | arrived at the surgery to be told it is a telephone appt and it's just the way system works.

XThe staff member was unclear when giving instructions and her manner felt abrupt and dismissive. This made me feel uncomfortable and embarrassed
during the examination, and | did not feel | was treated with the sensitivity | would expect during an intimate procedure.

Passive

XThe sonographer didn't ask any of the normal questions and she was done in about 5 minutes. It felt like she didn't do a proper scan, as sonographers
usually can't find one of my ovaries and take a while to find them. She could have just been super efficient though.



