FFT Monthly Summary: April 2024

Sandwich Medical Practice
Code: G82063

connecting patients
transforming healthcare

Section 1
CQRS Reporting

CQRS Reporting

FFTO10 FFTO11 FFTO12
100 0 0

FFTOO01 FFT002 FFTO03 FFTO004 FFTO05 FFTO06 FFTOO07 FFTO08 FFTO09
85 8 4 1 2 0 0 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: 251
Responses: 100
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 85 8 4 1 2 0 100
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 85 8 4 1 2 0o 100
Total (%) 85% 8% 4% 1% 2% 0% 100%

Summary Scores

% 93% ¥ 3% = 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
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: 93%
A
Percentile Rank: 65TH 0% 93%L00%
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 65th percentile means
your practice scored above 65% of all practices.

Practice Score: 'Recommended’' Comparison

100%
95%
90%
85%
80% —
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Friends and Family Score

I I I I
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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 84% 89% 92%
Sandwich Medical Practice 100% 91% 96% w @ w @
90% Il 89% 96% Il 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

110%
100%

90%
80% -
70% —
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0% | |

Monday Tuesday Wednesday Thursday Friday

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
35 =
30 -
25 -
20 -
15 -

Responses

10 H

IL- n -

02/04 04/04 08/04 11/04 15/04

B Recommended B Not Recommended [ Passive

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 17 thOI‘Ou 1 hugil ]_nfO]_" Ve [?[
Arrangement of Appointment 16 Sty Q{Q fo gentl e e /0 e Sh,(y@
Reference to Clinician 23 & ez So S
getting b Z;z e,
Q/
away :
amazmaglso J/ flne CI?OSSlble
Notes: 1. Thematic analysis for current suitable ].Ways 561]9. Sl’b
reporting month. dlfferent Ly, Qg Sz
2. Thematic analysis covers the most '?11/1 qulte 01?1/
discussed themes by analysing giving 9 9 easﬂy /S 1mmed1ate1y
sentence fragements and is not an b 0012 11kel open I}‘e 1)10 Zzo 1m1ted
exhaustive analysis of all talking (/@0 / y 1?[ 1110
points. Q Q I‘Outlne / '{7
: , O’Qz followmg Q 1
3. Tag cloud is rendered using the z‘ Gzyy pI‘O pt y
most used present participle verbs, painless 0@/ Ove y 1m ortant
th correct p
oughtfu] 0
gerund verb, adverbs and runn]_ng 11tt1 top [wp’/approprlate
1iz]djectlves yvhe;le tI;medvyor;j o 001;2 @ Com et et /@0’9
requency is reflected in text size. & 13/@[ Sy rece1v1ng re al professmnally reassurmg x), s, Q’
96918 i W 612 unacceptable courteous lo@” Q%@ ¢

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

¥ Quick and efficient

¥ On time appointment, professional interaction

¥ Easy check in.Called to appointment on time.Very friendly and efficient Nurse called Anita Dunn

¥ Very quick, polite helpful staff

¥ Reception staff are very friendly and helpful,never struggle for a appointment

v Punctual Good communication Friendly staff

¥ | got an appointment the following day. | was seen at the time of my scheduled appointment. Appointment was efficient. All the team were friendly.

v Good explanation given by doctor

¥ The service was efficient

¥ E consult sent 10.30am. Appointment with Alex 4.00pm. Prescription collected 4.30pm. First drugs administered 4.35pm. All on the same day

¥ The Doctor was excellent, took time to listen and suggested a treatment plan together with follow up

v Friendly, good communication, prompt NHS app update, efficient

v’ Because the service is good

v Excellent medical practice.. Everyone was very helpfulVery professional.

¥ The nurse Victoria was very kind nd careing

¥ Good and friendly service by staff clearly under pressure. Always smiling

¥'| saw a nurse for ear syringing. She had made an additional appt last week as process a bit unsuccessful with my nuisance ears and is going to organise a
suction session now with a doctor ASAP. Very caring and thoughtful Mrs Rebecca Watts

v Was seen early and appointment felt un-rushed and that the nurse had time to talk to me

¥ Polite and professional treatment. Al

v’ Becky was very professional

¥ Reception staff were friendly and Fran was thorough and lovely as usual.

¥ Doctor was very easy to talk to, reception staff excellent

¥ Had very good service, all staff were pleasant and did their job well

v Because | was very happy with the service,

¥ Nurse Rebecca Watts was so kind.

v' | was able to make an appointment easily. | didn't have to wait- the appointment was at the scheduled time. The nurse was very kind, gentle and
professional.

v Excellent consultation but was running 20 minutes late

v Efficiently run but too long (about 6 weeks) waiting for routine appointment.

¥ Efficiency in a pleasant, calm environment.

¥ Excellent service and prompt treatment

¥ Quick, efficient, appointment on time and professionally completed

¥ Always so helpful

v From the reception to the doctor it was spot on . Yesterday was a different story , receptionist was rude

v The diabetes nurse listened to me and answered my questions and tried to make enquiries into areas | needed assistance with.

¥ It was quick and the nurse was very professional and pleasant.

¥ Appointment was on time and | was happy with the outcome

¥ The doctor | saw was amazing. Despite being busy. Gave me time to explain and progress my issues.

v Very helpful and understanding

v Receptionists were excellent.

v Very informative and caring

¥ Reception staff polite and courteous. Medical practitioner efficient response and quick referral to correct agencies to deal with my circumstances. Giving
confidence that | am receiving fullest care possible.

¥ Seen promptly

¥'| didn't queue up outside waited for the surgery to open,there was quite a queue,which | was behind a lady asked if anyone had an appointment | stepped
forward put my details in the computer | was shown where to sit,my name came up and | went straight in.

¥ Alex Knight was professional and competent, listened to what | had to say, and moved forward with a regime of treatment that would be suitable for my
/ssues.

¥'| was seen immediately. The receptionists were sweet and the practitioner was efficient.



v | had a diabetes blood test which was painless and quick. All the staff are pleasant. Top marks.

¥ Well deaerved

v Very efficient, friendly service

¥| gave it because when | got to the surgery | did not get a chance to sit down as | was called in right away

¥ The nurse was on time she was really helpful and answered my questions and also managed to get a doctor to look at one of my feet.

¥ On time and first class service

v My husband was able to get a same day GP appointment for me which was a huge relief after being in hospital over the weekend. Dr Alex was really
knowledgeable and reassuring. I left very happy with all the information he provided and the care I received

¥ Staff were great. Appointment on time.

v Alex is both professional and efficient

v Most of the staff are kind and professional which is so important The surgery is very cleanSome access to care is a little limited but | understand how busy it
is(although in my opinion there should be self care from more patients)Thank you

v Very good response in booking appointments eg., waiting times.

¥'| asked several questions and she went to the trouble of finding answers and phoned me back very impressed

¥ Because you asked.

¥ Victoria was very good and helpful.

v Waiting time was short, nurse was lovely, approachable and gave lots of good advice

¥ Very polite and efficient experience Thanks

v Because you asked about the service. The woman on reception was also very helpful

¥ Waiting time was short and Anita the nurse was very professional and polite.

v Quick efficient service and seen on time.

¥ Seen promptly. In and out for a blood test very quickly

¥ The nurse was engaging and very helpful and on time

¥ Very polite And informative

v Friendly receptionists and medical staff, efficient and thorough service. Clean and well kept facilities. Always a calm experience.

¥ Superb performance

¥ Very polite people and great medical advice

¥ Personal service, very competent nurse.

¥ Very helpful with two problems and made appropriate referrals.

Not Recommended

¥ Good service, short waiting time

¥ The routine blood test was very painful, | have never experienced pain like that from having a blood test. My arm is very sore.

v Appt cancelled. This can happen but lack of communication re this and lie about contact us is unacceptable and rude. There seems to be one rule for
patients re punctuality & communication & behaviour and a complete opposite one for and from staff.

Passive

¥ Nurse was nice. Hit and miss on getting an appointment. Doctor likely gave me an ear infection from not changing the tip on the ear thermometer.

v Service was fine and problem diagnosed but appointment was 30 mins late. | have worked at hospitals and know appointments run over, which is fine, but a
heads up on late running would be appreciated on arrival. As it happens i had nothing else planned today, but, i might have and it would have put a spanner

in the works

¥’ Because as soon as nurse Paul saw me he said | brother my foot. His a great nurse am super happy | saw him. So yes am very happy.



