
FFT	Monthly	Summary:	February	2024
The	White	Cliffs	Medical	Centre
Code:	G82729

SECTION	1
CQRS	Reporting

CQRS	Reporting
FFT001 FFT002 FFT003 FFT004 FFT005 FFT006 FFT007 FFT008 FFT009 FFT010 FFT011 FFT012
80 13 1 1 4 0 0 0 0 99 0 0

SECTION	2
Report	Summary

Surveyed	Patients: 266
Responses: 99

Very	good Good
Neither
good	nor
poor

Poor Very	poor Don’t	know Total

SMS	-	Autopoll 80 13 1 1 4 0 99
SMS	-	User	Initiated
Tablet/App
Web/E-mail
Manual	Upload
Total 80 13 1 1 4 0 99
Total	(%) 81% 13% 1% 1% 4% 0% 100%

Summary	Scores

94% 5% 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:

Recommended	(%)	=
very	good	+	good

x	100
very	good	+	good	+	neither	+	poor	+	very	poor	+	don't	know

Not	Recommended	(%)	=
very	poor	+	poor

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/

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.

http://www.england.nhs.uk/ourwork/pe/fft/fft-test-review/


SECTION	3
Practice	Scoring

All	Practices

90% 90%

The	White	Cliffs	Medical	Centre

93% 94%

GenderAge
<	25 25	-	65 65+

All	Practices 85% 89% 93%
The	White	Cliffs	Medical
Centre 33% 98% 98%

Practice	Score:	'Recommended'	Rank

Your	Score: 94%
Percentile	Rank: 75TH

Practice	Score:	'Recommended'	Comparison

Practice	Score:	'Recommended'	Demographic	Analysis

Practice	Score:	Day	of	the	Week	Analysis

MidLower

0% 50% 100%

94%0% 100%
Low	Score High	Score

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	75th	percentile	means

your	practice	scored	above	75%	of	all	practices.
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All	Practices 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.

Notes: 1.	 Scores	for	current	reporting	month.
2.	 Score	calculated	as	per	NHS	requirements.	See	scoring	guidance	section.
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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
Reception	Experience 23
Arrangement	of	Appointment 16
Reference	to	Clinician 34

Patient	Free	Text	Comments:	Detail

Recommended

I	had	a	good	conversation	with	the	doctor	who	gave	me	assurance	and	positive	outcome.
All	staff	were	friendly	polite	and	helpful.
My	G	P	practice	at	White	Cliffs	medical	centre	is	very	good	,	receptionist	are	always	so	helpful,	every	nurse	in	the	practice	is	very	professional	and	so	easy	to
talk	to	,,	The	G	P	s	in	the	practice	are	very	approachable	,	always	understanding,	have	time	for	us	,	despite	their	very	heavy	workload
I	have	never	had	a	bad	experience	at	the	surgery.	The	staff	are	always	helpful	and	pleasant,	and	the	doctors	have	always	been	understanding	and
professional.
Friendly	staff,	good	service.	I'm	not	a	regular	user	of	medical	services	but	everything	was	good	for	me
She	didn't	know	the	equipment	so	it	took	a	long	time
Very	good	consultation	according	to	mum	and	my	brother.	C.
Because	there	is	a	work	in	service	available	Dr's	are	good	nurses	are	efficient	and	all	in	house
Very	experienced	caring	staff
good	service	pleasant	staff	and	efficient.
The	nurse	Emma	was	exelent	and	helpful	to	me	thank	you
The	nurse	was	so	lovely	kind	and	caring
Very	efficient	and	helpful	staff
Advice	and	action	from	doctor	was	clear	and	concise
Was	treated	swiftly	and	with	good	staff
Michelle	was	professional,	friendly	and	put	me	at	my	ease.	She	did	not	treat	me	as	Gaga,	as	many	folk	do	because	of	my	age	and	infirmity.	I	arrived	early	for
my	appointment	but	was	seen	as	there	was	a	space	-	excellent	all	round	service	by	kind	people.	Thank	you.
The	nurse	was	friendly	made	me	feel	comfortable	talking	to	her	and	was	efficient.
It	was	a	very	pleasant	experience
From	start	to	finish	everything	was	done	smoothly	and	professionally
Always	happy	with	the	service	From	when	you	walk	through	the	door,	receptionist	always	polite	and	the	person	I	see	for	the	ultrasound	explained	everything
to	me	clearly	was	happy	with	all	that	was	done	today
Really	friendly	and	supportive.
Visit	was	very	quick	Jane	Goddard	was	very	friendly	and	helpful
Everyone	was	friendly	and	helpful
Easy	to	get	to	(Shepherdswell),	waiting	area	not	crowded,	seen	quickly	by	nurse	Sue	who	was	very	friendly	and	obviously	knows	what	she	is	doing
Appointment	was	on	time.	Nurse	was	friendly	and	talked	me	through	what	bloods	were	being	taken	and	why.
Because	the	staff	and	doctors	bend	over	backwards	to	help
Very	professional
GP	very	thorough,	made	sure	urgent	bloods	were	taken	there	and	then
Never	have	complaints	when	I	am	able	to	book	an	appointment
Staff	vey	polite	and	professional,	always	very	helpful
Because	treatment	is	happening	now	with	no	delays
Nurse	was	very	pleasant	I	was	seen	on	time.I	had	no	problems.
The	receptionist	who	booked	me	in	was	quick	and	polite.	The	nurse	was	helpful,	pleasant,	and	easy	with	the	needle.
Quality	and	understanding	of	all	the	staff	and	doctor	very	understanding...
Appointment	on	time	nice	nurse
Went	for	asthma	check	with	Jane.	Appointment	was	early	and	when	I	asked	about	a	skin	issue	after	my	asthma	test	she	called	the	doc	who	advised	me	they
were	nothing	to	worry	about.	Fantastic	that	the	doctors	took	the	time	to	see	me	without	an	appointment.	Thankyou
Seen	to	promptly	at	appointed	time.	Quick	accurate	assessment	of	the	issue.	Resolution	arranged.
Dr	Idowu	was	very	friendly	and	answered	all	my	questions
Smooth	efficient	service
Seen	very	quick,	staff	very	polite
I	was	seen	very	quickly	and	the	lady	who	saw	me	was	very	efficient	and	very	pleasant	l	was	made	to	feel	comfortable
The	nurse	was	friendly	and	efficient,	explained	everything	they	did,	and	listened	to	what	I	wanted	to	say.
Treated	with	care	and	kindness	every	thing	explained	advised	of	all	the	findings.	Best	surgery	and	staff	in	the	area.	Thank	you.
Friendly	staff,always	willing	to	help	and	listen	to	the	patient,all	staff	are	very	professional
It	was	good

Notes: 1.	 Thematic	analysis	for	current
reporting	month.

2.	 Thematic	analysis	covers	the	most
discussed	themes	by	analysing
sentence	fragements	and	is	not	an
exhaustive	analysis	of	all	talking
points.

3.	 Tag	cloud	is	rendered	using	the
most	used	present	participle	verbs,
gerund	verb,	adverbs	and
adjectives	where	the	word
frequency	is	reflected	in	text	size.

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	/	 	No	consent	to	publish	comment



Efficient	and	friendly	service
Because	they	asked	my	feedback	so	thought	i	would	reply
I	gave	this	answer	as	today's	appointment	with	the	nurse	Sue	was	very	positive.	Not	only	was	she	jolly,	polite	and	experienced	she	made	me	feel	very
comfortable	and	happy	with	the	total	outcome.Overall	my	opinion	is	very	high	and	grateful	towards	the	lovely	girls	on	reception	and	the	dispensary.	They

are	all	very	obliging,	happy	and	always	ready	to	help.	Equally	the	doctors	have	treated	me	with	respect,	always	understanding	and	manage	to	sort	out	my
issues.
Because	both	the	nurse	and	doctor	were	extremely	considerate	and	thorough	with	my	elderly	father
Yes	the	nurse	I	saw	was	excellent.	She	put	me	at	ease	as	soon	as	she	spoke
Nurse	was	amazing!	Great	service
I	felt	nice	they	were	friendly	towards	Me
Very	helpful	and	informative
Appointment	for	blood	test	was	quickly	arranged	and	at	the	Shepherdwell	surgery	appointment	was	on	time
Excellent	staff	and	prompt	service
Doctor	was	very	thorough
On	time,	efficient	and	very	friendly.
All	staff	were	friendly	and	efficient.
Nice	and	understanding,	clear	in	terms	of	what	was	going	on,	and	helping	out	with	my	problem.	Nice	overall	clean	practice	and	calming.	Overall	very	good
experience.
Good	service
Receptionist	was	pleasant.	Wait	time	was	minimal	and	practitioner	was	helpful	and	put	me	at	ease.
On	time
Quick	friendly
Staff	and	doctor	very	helpful	and	friendly
As	very	nice	lady	and	all	very	helpful
Emma	was	as	caring	as	always.	Full	explanation	given	and	advice.	Very	helpful.	Not	rushing	me	in	anyway.	Gave	next	appointment	before	I	left.Very
professional	and	kind.
Appointment	ran	on	time.	Friendly	reception	and	sonography	staff.	Pleasant	environment.	Appointments	scheduled	really	quickly.
Well	apart	from	the	fiasco	of	getting	an	appointment	you	need	to	sort	this	asap	I'm	talking	Shepherdswell	surgery	there's	no	buses	now	that	service	the
village	so	offering	walk	in	at	Folkestone	road	is	Not	I	repeat	Not	an	option	so	please	take	that	on	board	ASAP	Once	I	saw	the	doctor	(Dr	Tappin	!	)She's	on	it

and	very	good	Just	sort	out	the	Elephant	in	the	room	Shepherdswell	has	a	lot	of	older	ill	patients	so	you	need	to	offer	more	appointments	I	live	2	mins	walk
from	the	surgery	or	it's	a	20	mile	round	trip	You	asked	why	I	gave	that	score	so	now	can	you	address	the	above	thankyouLook	forward	to	hear	what	you	do
A	bit	of	a	wait	despite	being	on	time	for	my	appointment	,	but	once	with	the	gp	a	quick	service	and	good	outcome	and	I	was	able	to	collect	medication	from
the	pharmacy	straight	away.
Jane	has	always	has	great	service	and	has	always	looked	after	my	children	and	me
Friendly,quick	and	efficient
Doctor	was	kind	and	considerate	and	actioned	my	symptoms	with	immediate	effect.	Timely	and	urgent	ultra	sound	and	scan	booked	within	the	hour	at	the
surgery	and	bloods	taken	at	the	surgery	for	urgent	results.Treated	with	respect	and	urgency	by	doctor	and	the	sonographer
I	was	able	to	book	an	appointment	and	was	seen	on	time,	by	a	GP,	who	listened	and	arranged	tests	for	me.
Friendly	and	nice
I	feel	the	GP	has	experience	and	takes	appropriate	action	to	investigate	the	problem	to	get	correct	diagnosis.	Genuine	great	GPS	at	this	practice.
Very	helpful	and	listened.
Very	helpful	and	professional	service	from	Hailie	Mitchell

Not	Recommended

The	doctor	didn't	seem	interested,	didn't	even	exam	my	issue.	Felt	that	I	wasn't	being	listened	too	and	just	sent	away	with	pain	killers.	Waited	approx	2
weeks	for	the	appointment	and	felt	it	was	a	waste	of	time
Private	service	was	scheduled	for	today	but	practice	not	able	to	access	vaccine	despite	booking	over	a	month	ago.	Told	to	go	to	another	practice	a	30	min
drive	away	tomorrow.
The	staff	are	excellent	but	the	system	is	terrible.	I	live	30	second	walk	from	the	drs	and	yet	I	have	to	travel	to	Dover	to	get	an	appointment	for	my	3	year
old.	By	the	time	we	arrived	she	was	really	poorly	and	distressed.
Impossible	to	get	a	GP	appointment	without	standing	outside	whilst	sick	in	the	cold	and	rain	and	then	jamming	into	a	packed	waiting	room	with	other	sick
and	vulnerable	people.

Passive

Unfortunately	I	took	time	off	for	the	appointment	and	the	nurse	was	unable	to	come	in	to	work


