FFT Monthly Summary: August 2023

Sandwich Medical Practice connecting patients
Code: G82063 transforming healthcare
SEcTiON 1

CQRS Reporting

CQRS Reporting

FFTOO01 FFT002 FFTO03 FFTO004 FFTO05 FFTO06 FFTOO07 FFTO08 FFTO09 FFTO10 FFTO11 FFTO12
76 16 4 0 4 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: 245

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

SMS - Autopoll 76 16 4 0 4 0 100
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 76 16 4 0 4 0 100
Total (%) 76% 16% 4% 0% 4% 0% 100%

Summary Scores

5 92% Y 4% = 4%

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/



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: 55TH 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 55th percentile means
your practice scored above 55% 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 Sandwich Medical Practice

. [ ) [ ) o [ ]
All Practices 85% 89% 92%
Sandwich Medical Practice 88% 91% 93% w @ w @
90% Il 90% 92% Il 92%

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.
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SECTION 5
Patient Free Text Comments: Summary

Thematic Tag Cloud
Reception Experience 18 6 o 1mportant1y &y
Arrangement of Appointment 10 * y ° intimate ¢ getting %oq
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Reference to Clinician 25 Za checkin p &y T,
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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'Very kindly a informative staff

¥ Appointment was on time, nurse Fran was cheerful, polite & helpful. Reception staff were friendly.

¥ 1 for nurse Gail and asthma check had to come back for blood test and check in machine not working and no sign warning just put in dob and it said no apt
or something so thought must have wrong day checked at desk and it was right time etc

¥ Efficient, on time, pleasant.

¥ The nurse listened to my wider concerns

v Everyone very helpful and pleasant.

¥ The doctor | saw was very supportive, very thorough and despite being extremely busy was very patient, listening to my queries and concerns. | came away
feeling more positive and not alone. Thank you

¥ Seen on time no problems

v'Nice surgery. Easy, self service checkin. Wait under 10mins. Very professional but friendly nurse. Lovely, Liverpudlian receptionist smiled and said goodbye
on my way out.

v Originally scored 1 but re-scored to 2 because you very different attitude depending on who answers the phone | had a tortuous wait on the call handling
system can't book an appointment on line . However, once in my appointment the service was very good

v'Very professional

¥ Blood taken all good

¥ Friendly service and caring

¥ No waiting to see GP. Given ample time to explain my health issue as I see it.

¥ Just an all round good experience, wasnt waiting around for ages.

v Very useful doctor phone call which meant | didn't have to take my baby to the surgery

v From the call from the doctor, the instant appointment, and the friendly nurse, an efficient service.

v The lady's on the front desk always happy and polite. The Dr i saw was very through with my problems and is helping me to get to the best place for
treatment

¥ Everyone is so helpful and pleasant

¥ Kind welcoming, listened ,pleased with consultation.

¥ Kind courteous practitioner

¥ Good understanding and support.

¥ Quick and good service

v' | was seen on time , nice lady with a sense of humour, refreshin

¥ Lindsey, she is excellent.

¥ Prompt friendly professional appointment

¥ Quick and efficient diagnosis and follow on appointments made

v Treatment was excellent from start to finish. | was treated with respect, she didn't make assumptions but allowed me to express my feelings. She was
extremely friendly.

¥ On time Pleasant staff

v Friendly reception: really quick bloods taken and almost on time

v My visit to the practice was very good | was made to feel welcome and things were explained to me very well , the staff were very friendly and helpful.

v Great service today

¥ Everything ran to time and my treatment was done without fuss. Very friendly nurse.

¥ Because the service | received was very good

¥ Friendly, approachable GP. Felt listened to.

v Went in on time no fuss it was good

v Polite, confident, friendly, punctual

v Efficient and pleasant.

¥ Quick appointmemt

v Very pleased with the surgery and staff as a whole

¥ Seen on time and was taken without a problem

¥ Courteous, professional and responsive..

¥ On time, very professional and effective consultation.

v I've already said why!



¥ Staff very helpful and friendly

¥ Professional, polite, efficient.

v Quick to be seen. efficient friendly doctor

v Was seen quickly and the nurse was very gentle when she took some blood from me.

¥ Fast appointment and on time.

¥ Seen very quickly and on time. Very pleasant staff from reception to the nurse.

¥ Staff always pleasant and helpful.

¥ | waited less than minute from check in, called in a minute early, the nurse who took my blood was ultra efficient and polite and | was out the building in 2
minutes! How could it be less than 1.7

¥ On time and efficient

v' |[Easy check in and appointment on time

¥ Quick and GP staff were helpful

¥ I've been having a dressing done now for 2 months and the service I've had has been very good and the nurses I've seen have been very helpful.

¥ Seen at the right time nurse knew what she was doing. Did it very quick in and out in QuickTime

v | called this morning and was offered a cancellation appointment for a smear test. The young lady who answered the phone was extremely professional and
helpful. The nurse was very kind and explained the new methods of testing and put me at ease. | have only visited the practice on a few occasion since

joining and although it's a large practice feels intimate and caring. Thank you all.

¥ Reception are friendly. Nurse Ford is excellent and my appt was on time - excellent practice

v The self check in is easy and the waiting room is comfortable but more importantly the doctor was excellent and very empathetic and professional biting my
consultant. The reception staff are also very efficient, helpful and welcoming

¥ Staff very friendly and put me at my ease

v Nice lady . Got in on time

¥ Friendly, efficient on time service

¥ Call monitor difficult to see from the chairs and not a very warm welcome.

¥ Fran was quick and efficient making me feel at ease. She's also very friendly Thank You

¥ Seen on time very good

v Because | had just left Fran Smallwell!

v’ Dr Bonnet was very professional and kind. She answered all my questions.

¥ Service was very good and quick, receptionist very polite

¥ Efficient

¥ Efficiency and very pleasant reception area plus friendly atmosphere

v It was punctual, nurse was great took the blood was nice and focused on me, gave advise on the NHS app etc

Not Recommended

¥ The nurse was fine that | saw, In General | am unhappy with the service. Huge surgery which is empty when | attended the other day cannot get an
appointment for 4-5 weeks why ? This is the 3rd time other surgery's have closed to make one large one and the service is getting worse and worse.My

elderly neighbours having to attend frequently are continually saying how poor the service is and how rude, unhelpful staff can be On one occasion my

neighbour was shouted at like a dog being told to sit down

¥ 5 sent in error

Passive

¥ It took a long time to get the appt, | was very much listened to in the appt but the point about menopause symptoms wasn't addressed. | have to have more
tests and there isn't currently an outcome to my health due to more ongoing tests

¥ | have had good service and treatment most of the time but trying to get a doctor's appointment is often difficult, especially when one needs to talk about
an immediate problem. It is not satisfactory to have to be on hold on the phone for a very long time when one is unwell often to be cut off too soon. Staff

have been as helpful as possible.



