FFT Monthly Summary: February 2024

Vanbrugh Group Practice connecting patients
Code: G83021 transforming healthcare
SEcTiON 1

CQRS Reporting

CQRS Reporting

FFTOO01 FFT002 FFTO03 FFTO004 FFTO05 FFTO06 FFTOO07 FFTO08 FFTO09 FFTO10 FFTO11 FFTO12
111 27 4 3 2 1 1 0 0 147 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: 511

Responses: 148
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 110 27 4 3 2 1 147
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload 1 0 0 0 0 0 1
Total 111 27 4 3 2 1 148
Total (%) 75% 18% 3% 2% 1% 1% 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/



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
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Notes: 1. Practice score comparison of 'recommended' scores only.
2. Score calculated as per NHS requirements. See scoring guidance section.
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Practice Score: 'Recommended’' Demographic Analysis

Age Gender
< 25 25 - 65 65+ All Practices Vanbrugh Group Practice
: L) o o [ 4
All Practices 85% 89% 93%
Vanbrugh Group Practice 85% 95% 93% w @ w @
90% I 90% 88% 11 96%

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

L1 LI

Wednesday Thursday Friday Saturday

110%
100%
90%
80%
70%
60%
50%
40% —
30% —
20%
10% -
0%

FFT Score %

Monday Tuesday

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
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Responses

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
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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 It's very friendly, efficient and helpful.

¥ | love doctor David Shepard and Tina

¥ Seen promptly. Phlebotomy was very pleasant

¥ | have always had very good service from Surgery,especially when my husband was dying. Also when | had a Cancer scare 2 years ago.

¥ Dr Cassidy is a nice lady who gave me time and helpful advice and service

¥ | was given a cancellation which gave me an earlier appointment.

v Great service from the receptionist today, phlebotomist also very kind and efficient .

v The doctor attended to me very well, he is efficient

¥"Had a good service with receptionist and nurse taking blood.

¥ The doctor | saw was very thorough and left no stone unturned during the appointment. However, there is room for improvement with regard to interfacing
with patients in a patient and polite manner, bearing in mind that you are dealing with sick people. This relates to both doctors and practice staff.On a

separate note, the waiting times for appointments that are not on the same day are still too high.

¥ Practice nurses excellent care

¥ Short wait time

¥ The doctor was very helpful

v Appointment on time doctor was both efficient and helpful

¥ The nurse was excellent, efficent and friendly.

¥ Call back queue feature is great. Same day appointment and knowledgeable and understanding doctor who explained everything and was very helpful

¥ Check in was simple, my appointment was on time and the doctor was very pleasant and helpful.

v | gave this answer because although the doctor was good at doing his job, it could have been a lot better. | feel that the appointment was a bit rushed. Also |
feel doctors should be able to "join the dots" when evaluating a patient's issues. In my case I'm a 54 year old woman who's just reach Menopause and so

this young male doctor should have taken in consideration that if I'm suffering from Osteoarthritis and | have a job that takes a toll on my hips as | stand for

too long, maybe he could have looked at my history and advised me in light of this awareness. He seemed to have fobbed off that detail when | told him | was

in Menopause. It's not the first time | get this kind of attitude from young male doctors on NHS when it comes to my female health.

¥ She is very ,very caring and No pain

¥ Very pleased with the service

v The examination and exercise plan was thorough and | have acted on the advice | was given.

v The Dr was very helpful and treated me with care and understanding.

¥ Today went very well but getting an appointment is very difficult

¥ Friendly GP, seen the same day and concems listened to

v always were polite and helpful and extremely pleasant x

¥ Being polite. You asked, so | replied. Was anxious when | went to see the doctor and found the consultation set my mind at ease. Lots of good explanation
and advice. So far too, the medication prescribed is working well. Thank you.

¥ Excellent service

v Professional and very friendly doctor

¥ Very helpful and professional

¥ Because everyone (receptionists to doctors) is caring, patient and kind. They listened to my problem and reassured me

¥ Everything worked fine.. in and out

¥ Everyone is helpful

¥ Dr Shepherd was very attentive, an excellent listener, doing both for longer than | imagine the appointment time was.l thank him,sincerely, Juliet

v' The excellent manner of the GP. Very polite, clear and thorough. Also the appointment was exactly on time

¥ Harry was very thorough

¥ Very kind and supportive doctor.

¥ Appointment on time, GP very personable

¥ The doctor was very understanding and helped me to understand what was going to happen next with a clear explanation

¥ Great service and understanding from the GP. Took the time to explain what he was suggesting and next steps.

v Helpful and efficient nurse. Receptionist helped find an appointment | could make.

¥ The doc listened to my concerns and provided good guidance and advice, thanks

¥ Nurse was great as usual but why make 8am appointments if we're not gonna be allowed in until 8am? | had a 20 min wait when | arrived 10 mins before my
actual appointment.



¥ Very efficient and helpful

v | was able to get a physio appointment today

v Extremely helpful on the Reception desk. My doctor listened to my concerns and acted accordingly. Very professional and proactive

v The physiotherapist | saw was a good helpful a good listener, unlike some doctors who will be as if they're not interested in what ever you're telling them
and wanting you out of room within seconds as if you're smelling. He carefully checked me to see what help he could give me and he immediately emailed

me some exercises | will be doing everyday which will hopefully help stop the aches and sleepless nights.

¥ Everyone was very professional and friendly

¥ There has been good improvement to your service, time spent with patient is good, reminder app is good, however waiting time could be worked. Thanks

277

¥ On time. Efficient.

¥ Appt on time. Patient focussed appt. And agreed way forward together. Good referral for weight management. As | was in the room thought he might have
taken my BP.

v |'ve consistently received good care from the practice. The doctors have listened to my problems and referred me for extra support. They are also working
with my to find a solution to a long term health issue, which | really appreciate

¥'| had two good appointments. Booked very close to each other that was convenient to me.First app. with Mrs Faustina Kyei dompim who gave me a friendly
Shingles vaccination and lots of information. Then an app. with Dr. Annika Tingay that was comforting because | had connecting issues and she was very

thorough.Also a helpful chat at reception about blood pressure machines.Many thanks

v Staff in reception was helpful and friendly. Nurse who gave vaccine to my child was very warm, understanding, efficient and clear. Facilities were clean.Only
downside was slow/broken self registering/log in system by entrance

¥ Limit wait and consultation met my expectation.

v’ She was very nice and efficient and really put me at ease

¥ Problem ongoing for sometime been getting treat.ent for 6 months +

¥ | was listened to and the doctor was not rushing the appointment. Thank you

¥ Everything worked really efficiently. Blood tests, US scan referral and appointment with a GP all carried out within a few weeks

¥ Dr. Stephenson is brilliant. Really clear, kind and helpful. Easy check in and v satisfied

¥ The support | have had from the doctors, the mental health practitioner and live well team are outstanding. I'm very grateful to all of them.

v Happy with care received, felt | was taken seriously and not dismissed, got answers. For that reason, one of the best doctors | have seen.

¥ Polite staff. Information readily available. Lots of services under one roof. Front line staff are super helpful.

¥ Very supportive GP, friendly, helpful practice.

¥V.g..b..v..p.

¥ Short wait.. quick appointment

¥ Gp was really great today

v It was straightforward to make the appointment in the first place because your switchboard is so well managed in the mornings. | was on time. GP was on
time. Consultation was friendly and informative. | left with a good understanding of the situation and knowing what the next step was to be. Thankyou!

v Dr.Cassidy needs no recommendations from me,such is the esteem she is held under.

v Always professional, efficient and personable

¥ Very professional and friendly service

¥ Kate was very caring and helpful took her time

¥ Got all info that | needed, the nurse was very helpful.

v Appt made via Trang on our call a couple of weeks ago. Easy checwith dr that led to action being taken and guidance given. We wod together on long
standing issue

¥ This was a planned appointment so wait time was not an issue. | felt listened to and feel that the care | received was correct and the doctor understood my
issues and was empathetic and knowledgeable. | felt reassured

v Receptionist was polite and | saw the doctor on time

v’ Because we are always treated with respect,|'ve been a patient of the Practice since the N.H.S started,Dr Livingston and Dr Ealand.

¥ Dr. Shepherd took time and was very thorough. Our conversation was most helpful.

¥ Call back(no need to wait in the queue)Very helpful, appointment within a week, reminder via message, thank you

¥ Excellent GP advice, and incredibly, a referral to a physio appointment available just 2 days later.

¥ Seen quickly and on time

¥ Excellent Doctor

¥ Nurse was excellent

v The GPs have all been excellent at trying to get my BP under control. The reception accommodating and understanding. The phlebotomy team are excellent
too. Thank you

¥ The nurse was very helpful and friendly and we didn't have a long wait

X1 LOVE DR MARY CLARE PARKER AND DR DAVID SHEPPARD

Not Recommended

¥ Sorry meant a 1

¥ The staff at the reception was nice and helpful but the nurse and the GP were inconsiderate of our needs

¥'| was promised a phone call today at 1400hrs and | am still waiting for it | have tried to call but no answer so my answer to your question is not good or even
badJohn Taylor a patient since 1964 !!!!

Passive

¥'| was supposed to have a blood test done this morning and it got cancelled at the very last minute.
¥ | had problems with communication and understanding.



