FFT Monthly Summary: January 2018

VANBRUGH GROUP PRACTICE
Code: G83021

Section 1
CQRS Reporting

connecting patients
transforming healthcare

CQRS Reporting
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0

0

0
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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: 495
Responses: 148
Extremely Likely Lil:l(zllth:;r Unlikely Extrt_emely Don’t Know Total
Likely Unlikely Unlikely
SMS - Autopoll 99 35 6 3 5 0 148
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 99 35 3 5 0 148
Total (%) 67% 24% 2% 3% 0% 100%

Summary Scores

4 91% 5% = 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:

extremely likely + likely

Recommended (%) =

x 100

extremely likely + likely + neither + unlikely + extremely unlikely + don't know

extremely unlikely + unlikely .
X

Not Recommended (%) = - - : - -
extremely likely + likely + neither + unlikely + extremely unlikely + 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: 65TH 25% 91% 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 65th percentile means your practice

scored above 65% 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 VANBRUGH GROUP PRACTICE

All Practices 80% 87% 92%
VANBRUGH GROUP PRACTICE 71% 93% 93% w * w ?
87% Il 86% 95% W 87%

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.




SEecTION 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 Tag Cloud
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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 Professional manner and good advice

v Cautious use of antibiotics.

v Dr Shepard is always very good

v Excellent help and advice both from receptionist and doctor

v DOCTOR CONFIRMED SYMPTOMS WERE NOT AS SERIOUS AS | HAD THOUGHT SO | STOPPED WORRING!

v Generally very good service and helpful staff. Approachable doctors. Shame you have to wait for ordinary appointments.
v Received excellent medical care today.

v’ Good service and polite and patient staff

»No long wait ! Doctor explained in details about the progress and expected time to receive result!

v Doctor called at home today to discuss symptoms and | hope as too unwell to go outdoors so this is as really appreciated. Especially as they called when they said they would
too (not a day late etc)

v Daughter (aged 2years) was seen same day. Any time shes been ill Il the reception staff have made an appt and doctors always been helpflpful, explained and given useful
advice.ce.

v Friendly reliable and accessible service

v My doctor was helpful and sympathetic. Only it took me an hour and a half this morning to have my call answered

v Very happy with the treatment and care | have received

v Ive always had efficient and caring service from the team.

v Friendly, helpful staff

v Beautiful new building, great surroundings, kind caring professional nurse, was seen on time no waiting time at all

v The receptionist was helpful and the Doctor was to.

v Convenient service

v Kate the nurse | saw was fantastic. It's the second time I've seen her and she has been great both times. Really friendly and easy to talk to. Put me at ease. Would request to
her see her again next time.

v The doctor was very nice to me and done the letter when | was speaking to her on the phone wise help me a lot

v Lovely GP and well organised practice

v Early appointments. Friendly doctor

v | would recommend you but | still do not have the experience to give you as feedback 1

v Friendly and efficient

v Always can get appt for self or family members as required

v Great midwifery services

v Doctor is very friendly and understanding

v The doctor is a right sort

v Caring professionals

v Very helpfull and polite

| think the health service itself is good, but it takes too long for the phones to be answered, and there is always some difficulty or hoops to jump through to get an
appointment. Also the screen in the office that calls patients in, it cannot handle my name because it is too long, so | never know where to go. The system needs improving

(though itis a good idea).

| received good advice and then treatment within the hour.

v Separate breastfeeding room, excellent community midwifery team andand health visitor in same centre which is really handy. Clean, quiet et and never busy in the waiting
room which has lots of space. The recreceptionists are the only ones Ive found in any London gp that arenent rude. There is one Dr | have seen a twice that has zero

compassiosion and has told me she wont help me, all the other drs and nurses hs have been lovely and friendly. Its also located in the same buildinding as lots of other useful

facilities. s.

v Doctors are always very good, but it can be very difficult to get an appointment when needed

v Very kind, supportive and professional practitioner and receptionist

v Great doctors

v Fast and efficient booking and appointment was on time

v Excellent and professional service and dead on time.



v its easy to book appts and order meds online. Got seen on time at at last 2 visits and both Dr Sheppard and Nurse Johnson were attentiveive and professional. I.

v Because some of the procedures are antiquated. Why do | have to physically come to the surgery to pick up a referral letter. Have you heard of email or even post? Think
you need to make life easier for your patients rather than what you have always done.
v All ways great polite quick service. good doctor's

v Online booking service, efficient check in and friendly doctor.

v Dr Cassidy is amazing

v Online/telephone services are much better than used to be. Reception staff also more helpful | find.

v The NHS is stretched to the limit but the staff and doctors are always professional and friendly

v Professional & Reliable.

| found that the doctor is very competent and professional asking good proper questions in order to sort the issue and making good advice.
v Kind nurse, everything on time

v'| have been a patient for almost 20 years and always get excellent service from the VGP. Receptionists could do with some customer service / friendliness / empathy training
and appointments can be hard to secure, but GP quality is the most important thing.

v The service | received from receptionist is excellent and friendly and the gp always take time to establish what help and support | need which leaves me very satisfied
thank you

v' A good service from my GP

¥ | have had good services from this GP.

v Friendly and helpful reception personnel.

v | like the drs and the service /availability is good

v | made the appointment easily online, | was seen at a time which suited me and the doctor was helpful and attentive.

v Easy online appointment booking & no delay seeing gp

v The doctors are great

v Doctor was excellent and the reception team really helped me

v'| was well treated and the doctors listened to my concerns properly so far.

v Doctors are great, good location and facilities, but hard to get appointments in a reasonable time

v Good service

v Very efficient checking in service and pleasant atmosphere

v Very good medical team and helpful front desk.

v Exemplary care from doctor mownah she is one of a kind by far the best gp at that practice

v Once | get to see a doctor, the service is invariably great, but my appointment never, ever starts on time, even when I'm the only person in the waiting room.

v The Drs never rush you out the door like my last GP surgery

v Very pleasant and efficient gp

v It wud have been extremely likely but the phone system has changed recently which makes it very difficult to get to speak to anybody for emergency appointments for
example | spent 2 1/2 hrs ringing non stop this morning trying to get my call answered instead of just waiting in a queue which was there before and | think was better

v Good service and professional.

v Doctor was friendly, professional and reassuring

v Staff are great.

v Good doctors but usually have to wait at least 20 min to see a doc. (I appreciate the pressure on the nhs which is why | still rated you highly!)

v Punctual informative professional helpful encouraging and kind .

v'| was sent a message to book for my babies flu vaccine. Prior to that | couldn't call to book, the GP called to remind me to book and also the lady behi@ behind the counter
today was good because | came before 25 minutes to my appointment time and she made me see the doctor before time.@time.

v As the vgp is 100% every time

¥ Seen on time

v They are timely bounded.

v Difficulty with phone

v Always get to be seen when calling up for emergency appts. And Almost all doctors are very kind caring and really listen and understand and are thorough @ough when
diagnose the problem. Never have to wait too long in waiting room to be seen either. @her.

Not Recommended

v doctors are not always helpful

v Repeated late running (nearly an hour last time) of appointments.

v Poor care, poor help and negligence: post pregnancy 2.5 weeks | calcalled as | was feeling a terrible pain in the coccyx, | was called ba back to say its ok no need to see you
just watch YouTube videos!!! T! The next day luckily I had an appontement with a physio at st Thomasmas she immediately saw there was a wound, turns out | had a

penidonianial abscess to operate in 24h!!!! St Thomas took me in charge the nexnext morning. Then | was supposed to get a nurse in charge home to tretreat me every day,

as on top | had a baby of 2.5 weeks. Turns out nobnobody came in 3 days and letters kept on not beeing delivered to the he nurse in charge and i spent a day myself waiting

20 min each time oe one the phone doing the liaison with the nurse in charge and the prapractice to make sure the letteris delivered ( forgetting about the ee excruciating

pain because | had to go to a walk in clinic who literaerally was not equipped to deal with this and ended up not being able le to move for hours crying ) i mean come one |

dont think its bad Id luck there just no care from your side about trying to help, follow ow up, and a lot of negligence over a post partnum pregnancy !!! Im tm this happening

in May 2017 and Im still contemplating complaining tg to the relevant body... st Thomas midwife themselves told me to compomplain. n.

v The doctor didn't send my prescription immediately | had to come back to the practice to collect it the next day and had to carry on in pain without the prescribed medication
until I'd done so

v The doctor was not helpful and made me feel worse than when | went in

v Not being able to get through to the surgery to even make an appointment. That's madness. If | have an emergency | might as well go straight to hospital.

v Can take 15-20 min for receptionists to answer or sometimes cannot ot even get through On the phone. Cant get appointments for weeks eveeven though the waiting area
is almost always empty. Could not get an an appointment to have a blood pressure monitor for over a month becaecause nurse who fits them only works 2 days a week!!!!

Has been a lealeak over front door for over a year may be longer. r.

Passive

v Takes too long to get an appointment and the receptionists do not make you feel welcome when you arrive - a chore to help you

v Could not get my call through all morning to make an appointment

v The practice is wonderful but my f and f live like me the other side of the park

v The receptionist seemed a bit offhand and chided me for speaking to her instead of booking in on the computer screen. Nurse and doctor were lovely.



