FFT Monthly Summary: March 2026

Sydenham House Medical Centre connecting patients
Code: G82050 transforming healthcare
SEcTioN 1

CQRS Reporting

CQRS Reporting

FFTOO01 FFT002 FFTO03 FFTO004 FFTO05 FFTO06 FFTOO07 FFTO08 FFTO09 FFTO10 FFTO11 FFTO12
76 16 5 1 0 2 0 0 0 100 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: 287

Responses: 100
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 76 16 5 1 0 2 100
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 76 16 5 1 0 2 100
Total (%) 76% 16% 5% 1% 0% 2% 100%

Summary Scores

5 92% Y 1% = 7%

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

Recommended (%) = x 100
very good + good + neither + poor + very poor + don't know

very poor + poor

Not Recommended (%) = 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/



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

SEcTION 3
Practice Scoring

Practice Score: 'Recommended’' Rank 0% 50% 100%
Your Score: 92%
A
Percentile Rank: 55TH 50% 92%100%
Low 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 55th percentile means
your practice scored above 55% 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 Sydenham House Medical Centre
. o o [ ) [
All Practices 86% 91% 94% w @ w @
Sydenham House Medical
67% 94% 91%
Centre 91% 1 91% 92% 1 92%

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.




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.




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 The nurse was easy to talk to and checked on the time for 2nd injection

v All staff are polite and give patients reassurance and their full attention

¥'| have always been able to get a telephone appointment when I've asked. All the staff | have got to know over the years are very kind and helpful

¥ Staff at reception where able to listen to what | needed and support and advise where appropriate. Gave clear advice. Professionals That | engaged with
where also polite helpful friendly.

¥ Never had to wait long

¥ Prompt friendly service

¥ My experience with the GP was great. She was very kind and helpful

v Very good

¥ Timely reply and put in place follow up's for investigation activity

¥ What do you mean?

¥ Wasn't there very long

¥ She was very helpful

¥ Excellent service very professional and on time

v Excellent service, caring staff, helpful reception/ admin team and its always clean and tidy

¥ The appointment was on time, the nurse was really friendly and explained everything she was doing, i felt comfortable

¥ Because the nurse | see is very good and professional and always makes me feel good

¥ Very good service and understanding Doctor

v Good patient practice

¥ The increasing and infuriating tendency for doctors to jump on the first phrase that prompts a referral or a prescription so that they can get you back out the
door, particularly when it's almost impossible to get an audience face to face . Happily for me, Dr Shah was limited for time but still made sure he fully dealt

with more than one issue , inviting input from me rather than box ticking.

v | was satisfied by the way she executed the whole process step by step and the advice she offered

v Polite friendly efficient

¥ Dr Shah was very approachable and empathetic. He gave us patient-centred care and acted quickly and efficiently. Everything was explained clearly, which
made us feel comfortable and confident in the treatment.

¥ The doctor telephoned me to discuss my concerns and went on to book a face to face appointment for two hours later, went on to explain the further tests
needed and other than the systemic computer glitch the tests are progressing, Therefore | was very happy with the service | received, thank you.

v Nurse Tanya O'NEILL has looked after me now for many months treating my leg ulcer. A wonderful dedicated person. Full marks to Tanya.

¥ Physiotherapist appointment. Delay being seen. Good service provided. Thorough and informative.

¥ He was very kind felt comfortable to talk just very friendly and kind

¥ Call back from GP the day of the E-consult. Booked the blood test with ease. The day of the blood test | was seen on time and the nurse was very friendly. All
in all a very good experience.

v Got through to reception team very quickly. They were very kind and understanding and helped with all my enquiries. Dr very good and took the time to
contact me after the appointment

¥ Call back was quick . Go was thorough. Booked an appointment for today and was very thorough again and overall very happy :)

¥ Every body is very helpful at the practice also | have been seen on time .

v The doctor | speak to ,she understand everything | said, she was so helpful in explaining what and how | should proceed with my health issues I'm happy
with her very happy

v Very professional and friendly and gave excellent advice

¥ The Receptionist was very friendly and the person was very friendly and listened to what | said. It was a very good visit and hopefully after the blood results
we will know what is wrong for me. Thank you very much for doing this for me.

v Appointment was on time and the nurse was polite, nice and respectful while the procedure.

¥ It was great timing did not need to wait even 2 minutes

¥ Because you are all appreciated

¥ Had a blood test And it did not hurt

¥ Friendly and helpful receptionist and nurse, very short wait time

v Appointment was on time, and executed quickly and efficiently.

v Wait time was lessAnd the person who checked me gave clear idea and wat to do with my condition

¥ The Nurse was lovely and knew exactly what she was doing




v | felt heard and had my worries seen to same day

¥ Staff are always professional and caring

v' | have received some excellent care recently from Dr Shar and also Tanya | could not have had any better treatment any where.

¥ Was seen on time GP friendly helpful and listened to me

¥ Staff have been helpful

¥ Very quick to respond, very thorough, excellent care. | feel reassured

v Have been helpful, whether admin or doctors . Appreciate

¥ The booking process through econsult is fairly intuitive and painless once you are used to it. My actual appointment was on time, indeed actually early, and
both efficient and speedy. The Nurse | saw was very polite and fully explained the nature of the process to be performed.l would have given higher marks

but gor the fact that | had been expecting a diagnosis at the appointment but found that | will only receive that after results have been assessed externally.

¥ Dr A Shah was amazing. First doctor who knows exactly what to do at the GP

¥ Prompt advice and treatment

v Because when | pop on or e thing there are help full

¥ On time and very friendly

¥ | went for my blood test on time was saved the inconvenience of having to go elsewhere on Monday great service and very efficient nurse

¥ The excellent treatment and kindness always given by the nurse is so reassuring many many thanks.

v Prompt, on time.

v The reception lady at Musgrove (Gill) is very welcoming, cheerful, helpful and professional. | have seen two nurses over the last couple of weeks (Linda &
Julia) who were both very knowledgeable, supportive, professional and friendly. Excellent staff and service in [what we all know must be, at times] a very

challenging and difficult work environment.

v Very nice doctor

¥ Very helpful doctor feel like I'mFinally being heard

¥ Service was good

¥ Prompt service did what | requested they called me back to give my results

¥ Service ok .but not on time . Had 3 messages from.the surgery. With different times .from. the time | was given . But still 15 mins late

¥ Given good advice very quickly

v’ Efficient, courteous, professional service. Good two way communication including listening. Good, helpful professional advice given.

¥ Most appropriate.

¥ I'm always liked after especially by the doctor | saw this morning thank you and please thank him

¥ Good service all round

¥ Experience was very good . Staff were good and net timescale too

¥ Very good efficient service Everyone very kind & helpful Thankyou

Not Recommended

XRidiculous waiting time to get through to reception in mornings for appointments, then when you do get through you cannot guarantee an appointment. The
fact that | cannot see my own doctor, just who is available at the time. If doctor says come back in four days you cannot make the appointment then you
HAVE to ring back in 4 days.

Passive

¥ For once they did what they are supposed to do.
¥ |.T. systems down so there was some confusion and delays. However, the reason for my attendance did take place and staff did keep me informed.



