FFT Monthly Summary: April 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
73 15 2 2 3 0 0 0 0 95 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: 319

Responses: 95
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 73 15 2 2 3 0 95
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 73 15 2 2 3 0 95
Total (%) 77% 16% 2% 2% 3% 0% 100%

Summary Scores

% 93% ¥ 5% = 2%

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: 93%
A
Percentile Rank: 60TH 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 60th percentile means
your practice scored above 60% 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 [ ]
All Practices 87% 90% 93%
Sydenham House Medical 89% 92% 97% w @ w @
Centre ’ ’ ’ 91% 1 91% 87% 11 98%

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 %
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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

¥ That is what | deem it to be.

v Helpful but everything seems to take a long time.

¥ Alison Durand-Wood was lovely and made me feel very at ease

¥ The practitioner we saw today was friendly and helpful with providing information

¥ Very genial and comunicatable staff. Unfortunately this was slightly marred by the waiting time.

¥ Seen on time and biopsy done very quickly and painlessly.

v Everyone the Doctors Nurses ang Heathcare Assistant are fabulous looking after our every need.

v The Dr is fab, knows her stuff, doesn't keep us waiting, straight to the point, quick and effortless appointment. | wish all services ran as smoothly.

¥ Lovely staff

¥ Good service

¥ Very good staff and sarah a very good pratritioner

v Because | am very scared and worried about my symptoms and | feel you have been very quick

v Sydenham House Medical Centre has quick service, and the doctors and nurses treat patients very well.

v Always polite and helpful when [ finally get through on the phone

¥ Was greeted by a friendly receptionist ,didn't have time to sit as was called in by a lovely nurse who gave me my injections ,explained that i will have the
second part of the Shingles jab in 6 months time .Certainly can't complain about the service i received today .

¥ Kate was excellent. Reassuring, calm and all round lovely lady.

¥ Service was excellent staff were pleasant and helpful

¥ The nurse today was amazing with my son

¥'| was seen quickly, | have been put forward for further urgent investigation and the online service to book the appointment was fantastic, so good to be able
to do it at anytime as opposed to doing it by 8.05 in the morning.

¥ Of course, thank you very much for the respect you have shown us.

¥ |'ve just had a blood test at Musgrove and | have always had faith in the staff. They make you feel at ease.

v As the doctor was good

¥ The doctor who saw me was excellent, kind, caring, and wanted to look at all angles to my issue, very happy with the care | got given

¥ Tanya and Kate have given exceptionally good care and support.

¥ Nurse Julia was great

v The nurse was pleasant and knowledge able, she double checked my details and why | was there.

v Because you have always been good to me

v | gave my answer because | found the reception staff polite and the nurse polite,caring and informative about my appointment.

¥ The online appointment booking is very efficient. It saves time for patients. | was seen quickly at another surgery and promptly referred to another service.
The weight weighing machine is good for health monitoring. Good patient care

¥ Always helpful and go above and beyond. Kate is always great ?

¥ Seen on time, doctor and nurse extremely helpfull.

¥ On time nice nurse polite and done a good job

¥ Professional Support, pleasant surroundings.

v Very good service and friendly staff

v Efficient

¥ The behaviour of the reception staff, nurses, and doctor. They were welcoming, respectful, and attentive, which made a big difference to my overall
experience.

¥ Quick phone call after econsult and was able to see a doctor quickly. A thorough check of all my daughter's symptoms was given. Clear advice.

¥ | was seen on time and out in five minutes quite satisfied with treatment

¥ Doctor was very nice. Was seen in a very short time, and the appointment wasn't hugely delayed. Top marks!

v Good response to my Econsult, received a doctors phone call the same morning. Advice was good and was seen by physio the same week. Very good
service .

¥ The nurse Sarah is fantastic. Saw me the same day as my econsult and was very kind and helpful

v' | got msg form you about survey thats way.

v Because,Hayley is very good.

¥ The service | received was very efficient and professional.

¥ Arrived early and was seen by Dr Shah before appointment time .He was very attentive and informative.He asked many questions and explained why he



was asking.lt was decided to stop the pregabalin recently prescribed by the surgery because of the side effects | am having .He also set up a food review and
is writing back to a consultant to discuss what other medication could be prescribed.All in all a very good consultation
¥ Went in on time very professional kind nurse

¥ Very profesho

v’ One of the reasons | was at the surgery was because my repeat prescription was messed up when | went to pick it up the tablets | have been taking for a

number of years was not there so frustratingly | am chasing tablets but the receptionist was very helpful and took time to hopefully resolve the issue which /
appreciated.

v Tanya always looks after me when | see her

¥ Been with the Surgery for years . It's always been good to me and my family

¥ Been with you for years started with your surgery since i was a young boy retired now thats how good you are thankyou very much
v It was pleasant and | was seen on time. | could also park ok.

¥ Ontime, clean, and friendly

v Prompt appointment time and as always very friendly and helpful staff

¥ Dr Shah has been continuously helpful and available. | feel very lucky to have such a service.

v Fasy check in.Informed of slight delay on screen.Nurse was friendly, professional, and efficient. The only issue is surgery parking, but tesco is next door so |
parked there

¥ Very efficient and good news!

¥ The Doctor was exalent

¥ Because the experience was great and it's easy to answer

v Dr Shar is approachable and a caring GP- He was very thorough today when | saw him in surgery

¥ Quick response to e consult and a sensitive, listening doctor.

X When | have an appointment i am usually seen on time. Very rarely have to wait. Nurses and receptionists very helpful
XSeen about on time and was offered exploratory treatment

Not Recommended

¥ Should have been 1. Very good service and updates.

¥ So over the past few years the level of service provided has fallen drastically and most of the time | can't even speak to a dr. | am more than happy for you
to contact me directly to discuss said issues again.

¥ Never get to see a doctor or the same doctor,econsult most of the time you are told to go to the pharmacy .| feel we should all be able to book an
appointment and see a doctor.

¥ The doctor | saw was not interested in my problem he even asked me what pills | wanted when | said | could not take Co-codamol it's a joke | am not a
doctor | have been to the WHH and for a scan in Dover and now have to wait ages for a MRl scan and | am in a lot of pain struggling to walk.

¥|, could, yeah...but most likely nobody cares about my feedback, just as they don't call me back with my X-ray results, even after I've booked the E-consult
for that only, after not being called back by the doctor about the results in the 1st place after 12 days time.

Passive

¥ | gave this answer because my overall experience with the GP practice was very good. The staff were kind and helpful, it was easy to get an appointment,
and the doctor listened carefully to my concerns. | was happy with



