FFT Monthly Summary: November 2023

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
107 25 8 3 5 0 2 0 0 146 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: 452

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

SMS - Autopoll 105 25 8 3 5 0 146
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload 2 0 0 0 0 0 2
Total 107 25 8 3 5 0 148
Total (%) 72% 17% 5% 2% 3% 0% 100%

Summary Scores

% 89% ¥ 5% = 6%

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: 89%
A
Percentile Rank: 35TH 0% 89% 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 35th percentile means
your practice scored above 35% 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

. [ [ ) o [ )
All Practices 85% 89% 93%
Vanbrugh Group Practice 93% 86% 100% w @ w @
90% I 90% 91% Il 88%

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 %

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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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

Notes: 1. Thematic analysis for current
reporting month.
2. Thematic analysis covers the most

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

¥'| had a very good meeting, with my questions answered and action taken. Thanks Dr Ali

v | tried to compare it to where | was coming from but | couldn't find any comparison. Starting from the reception to the two doctors | have met, they are all
excellent.

¥ Decent service

¥ Efficient. Friendly. Caring gp.

¥ Clean, very efficient, friendly reception staff and friendly understanding doctor

v Because the Dr | saw was very polite and was very thorough at the practice of delivering his advice . Dr Stevenson.

¥| got a fairly quick appointment. | was attended to by Debbie, and she was quite skilful

v' | was seen to quickly.

¥ Because that is what | have observed and being aware of the general situation in the NHS.

¥ Receptionist very helpful

¥ Both the doctor and the receptionist were great

¥ Because it is

¥ Very good service

v Incredible service. Listened. Booked referals. Removed stress build up. All on the day of the day of calling. Better and faster service than received with
Private health cover. Very impressed and lucky to be a VGP customer.

v Nurse was lovely and very informative all the way though

v Only because | went in 20 mins late

¥ Everything done efficiently and with good communication

¥ Kate was fantastic!

¥ Doctor was a nice fella

¥ Always professional and courteous service.

v’ Seeing different doctors is waisting of time for the doctor to read the information about the patient. The patient must explain everything over and over again
to the new doctor...There is a big time gap between appointments. The staff is always helpful.

v’ The receptionists and the doctors are great

¥ Receptionists very helpful and calm, it can't be an easy job! And dr sorted out my blood test straight away, so fantastic service !

¥ The doctor are so professional and so helpful. Thank you

¥ Phlebotomist was great, wait was minimal, pleasant waiting room to wait in and helpful reception staff

v Debbie and Tina receptionists provided me with wheelchair to makisit easy. Dr Holly Singer reviewed medication for annual reviewd answered questions re
long term care. And we came away feelin

¥ It's outstanding

v The doctor took a lot of time to explain my condition and listen to my concerns

v'| was dealt with the gp in a caring professional way but | would have given a higher score if your booking in system worked better as | had to wait quite a
while in a queue to book in for my appointment. Not the receptionist s fought , you need another staff member at busy times to assist.

v Pleasant reception staff member - prompt appointment. Harry was informative and helpful.

¥ Constructive discussion, questions answered further exploratory tests invited overall a positive visit, a brief wait to see doctor, everything went smoothly
and efficiently

v Because my doctor was very helpful

¥ Quick response

v Very friendly, helpful & efficient

¥ Female doctors give incredible service to female patients, they listen and care

¥ | was in an excruciating pain and called the Gp surgery and was given an appointment to see a doctor same day. | saw the doctor and was prescribed some
medications that helped my pain

¥ The receptionist was very helpful and understanding of my needs.The doctor was very thorough and put my mind at ease regarding my health concerns.

v When | phoned the Practice the receptionists tone was empathetic and helpful. | was so pleased to be offered a Saturday appointment and that | didn't have
to wait too long to see a Doctor. | liked having the follow up reminder text message. The doctor was kind. | felt listened to and not rushed. She explained the

information clearly and what to do if the symptoms didn't clear, so | left the Practice feeling positive . The medication at the chemist was waiting for me when /

went to collect it.

v Dr Megan is excellent

v The nurse was super nice and kept informing me what she was doing during the examination as she was doing it which made the whole experience much



less uncomfortable.

¥ Empathic doctor. Felt listened to

¥ Excellent service across the board

v'As | entered Reception was pleasant. Appointment was on time and treatment by GP was unhurried. Felt that | could raise additional concerns without being
told my 10 mins was up.

v Nice. Peaple on. Phone

¥ Appointment was on time and conducted professionally.

¥ Polite, caring, and efficient staff

¥'| was listened to and the doctor looked at me for the entire time. She was empathic and practical. Some doctors | have seen at the practice spent the entire
time typing into their PC which is deeply off-putting. | was given good advice and referred to another doctor and an appointment made. This is *so much

better* than trying to get an appointment via reception.

¥ | felt the doctor showed interest in what | was saying and in my concerns.

¥ The doctor who | had never met before was courteous, listen carefully to what | was saying. Asked questions and explained what might be a cause to what |
explained to her. Helpful.

v Friendly team, clean and Harry is great.

¥ Doctor was very entertaining in order to be able to do examination in my baby.

v Great reception, on time appointment

¥ Dr Preyankhee Kumaralingam was extremely helpful , listened to all my concerns and asked for all the necessary tests . Excellent doctor !

¥ Was very pleased with the service thanks

¥ Recent my visit GP excellent service Doctor and Recipient

v Very good Because I'm very pleased with service given by the Doctor..

¥ The Dr who saw me was really welcoming and informative. She listened to me and gave excellent advice. There was a delay in me seeing her which she
apologised for. I'm sure it wasn't her fault that | was late being seen and she was perfect in all other respects.

v | booked the appointment online this morning. | was seen quickly and the doctor listened to me and was empathetic and | will reassured that she will help.

¥ First time | have come to the surgery, reception staff were very friendly, | was early for my appointment and seen straight away and the Dr listened to my
concerns, asked appropriate questions and organised tests and follow ups.

v Helpful, friendly, efficient

¥ Dr Leonard gave me time and listened to me. Very happy with her manner and knowledge. She also asked me to book a follow up appointment. She seemed
to genuinely care.

v | phoned at 8am, and spoke to friendly receptioist and was given a face to face appointment for 8.30 am. | saw a friendly, efficient, thorough GP who
explained everything having asked me questions and had looked at my notes. She was very empathic. | was prescribed antibiotics and she explained to me

how to take them and and what to do if there were any further problems and invited me to make contact with them if there were problems. The was sent

immediately to the local chemist which | collected and was home by 9.15. Amazing and brilliant care by all! | am so glad | belong to this surgery.

¥ Appointment on time helpfully and caring doctor

¥ Dr was really lovely and listened to what | was saying. | found her very helpful.

v Because | got called in at the exact time, she was very kind and listened to my problems

¥ Dr Stevenson was excellent

¥ Prompt, clear, well organised

v Because my experience was excellent. Friendly staff and an excellent doctor.

¥ Efficient and helpful service. Dr kind and thorough

¥ | was in and out quickly. The one person | interacted with was friendly. The waiting room was clean.

¥ My doctor today cares about me and want me get well fast

v Aborted 12f appointment was rescued when doctor unexpectedly rang after hours. Good customer service.

¥ Sure

v Friendly personnel, clean practice, on time appointments

¥ Thorough, took time to understand full extent of the problem, kind and empathetic, patient and understanding, took long term holistic approach to
prescribing,

v Excellent customer service

¥ Appointment was on time and great service from the doctor

¥ | got the best treatment

¥ Dr Nour was really nice and friendly. She listened and was very helpful

v Once | signed in | got seen on time. Got to say never have a problem with the service | get from any of the staff. Probably the best surgery I've been to

v Efficient, always very supports compensate and professional.

v My appointment was at 8am but | did not see anyone until 8.30. Two patients arrived after me were seen before me. Didn't make sense.

XNURSE FAUSTINA WAS ABSOLUTELY AMAZING DURING MY SMEAR CONSULTATION. THE SURGERY HAS ALWAYS BEEN VERY HELPFUL

X SEEN DR ROBINSON TODAY EXTREMELY HAPPY WITH CONSULTATION VERY ATTENTIVE AND PROFESSIONAL PERSON. MEMBERS OF THE RECEPTION TEAM
VERY HELPFUL - ESPECIALLY A LADY CALLED TO TINA VERY HELPFUL LADY - THE BEST NHS WORKER | EVER MET

Not Recommended

¥ Last minute cancellations for appointments extremely long waiting time for anything

¥ People in the practice are not at all knowledgeable. Untrained.

¥ Blood test appointment cancelled 15 minutes prior to the appointment via text message without an explanation or a signature. Majority of previous
experiences have also been negative for different reasons.

¥ Because my GP practice is not helping me with a hospital referral | need, although they could

¥ You cancel my blood test!

v’ Because the dr | saw knew nothing about hrt prescribing which is what | was there for. | felt rushed and when | suggested the hrt | wanted | felt he was not
listening. After the appointment | wrote a note asking the receptionist to let him know which hrt | wanted as | did not feel he was taking me seriously. He did

admit not knowing much about it which | find unacceptable given that he will be seeing female patients. | am now not confident that when | get a message

later today that | will have the right prescription which I really need right now.

Passive

¥ The nurse was unprepared for the appointment and hadn't even looked at the test results that were the explicit reason for me to have the appointment.
When she did finally look, she kept looking at results for the wrong date, which painted a very different picture than the current results.
¥ I'm a new patient and nobody explained how the system works whilst waiting for appointment. | stood in front of reception for 10 minutes with a lady
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