FFT Monthly Summary: May 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
71 17 4 2 3 0 0 0 0 97 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: 324

Responses: 97
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 71 17 4 2 3 0 97
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 71 17 4 2 3 0 97
Total (%) 73% 18% 4% 2% 3% 0% 100%

Summary Scores

5 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:

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: 91%
A
Percentile Rank: 45TH 0% 91% 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 45th percentile means
your practice scored above 45% 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
100% 89% 91%
Centre 92% 1 91% 90% 1 91%

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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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 Appointment given the same day and lovely helpful doctor

v Quick and efficient, friendly and very professional.

¥ The nurse was very pleasant and efficient

v Very experienced, very pleasant, lovely nurse, great at her job.

¥ Didn't have to wait long to be seen and everyone at the surgery was very polite and helpful .

v | was seen on time. The nurse carol was efficient & friendly. Thank you

¥ Did not have to wait long in the waiting room and Dr. Explained everything clearly

¥ Miron the Physio was very helpful, made clear what he needed from me and had great bedside manner. Excellent practitioner and overall super nice guy.
Pleasant appointment and | am glad | switched to Sydenham House, should of done this a long time ago!

¥ If you need anything there very fast to solve it

¥ | wasn't waiting long and updating my details was easy And thanks to Dr World Emanuel | have found out my landline number was changed in November
without me being notified.

¥ Faultless service

¥ Dr was very good

¥ Very approachable physio who explained what he was doing, and his views on my problems. He suggested first line of treatment to try and the possibility of
more invasive interventions, only if necessary. Gave me a choice of where | would like to go for my treatment. Polite. Clear communication.

v Because the doctors and nurses are very kind and respected and the are very professional in the job

¥ | received very professional service.

v Was pleased with the Dr | saw took his time didn't rush with me.

¥ The service good

¥ Hayley Budden and reception staff were very helpful

¥ The advice was clear

v | am very satisfied, the doctor made a detailed examination and was patient and professional.

¥ Had a appointment for blood test today arrived early was called in almost straight away nurse explained what was going to happen & how long my test
results would take to come back

v because nurse was very good

¥ Well maintained.. on time.. clear instructions.

v Dr was excellent. Only down side was car park was full. With just 3 patients in drs.

¥ The nurse that | see is always polite friendly and helpful. Lovely person X

v It was good time ing

¥ Good service

v Because he is a fantastic doctor! That | feel really cares.

¥ Amicable member of staff

v The doctor | saw was very helpful and listen to what | said.

¥'| had a phone call approximately 10 mins after | completed my e-consult and an appt within the hour. GP was excellent and very reassuring, can't ask for
more than that

¥ Very useful Very helpful Very nice

¥ Excellent service

v Because the therapist | saw was very thorough, friendly, and professional.

¥| had 2 calls from different staff asking me the same questions on the same day. | have had several occasions where the Doctor had asked me to arrange to
see a nurse for a swab. When | ask for the appointment reception ask me what it is for. Reception say the nurse wanted them to ring me as they understand

what is wanted. These are straightforward tests so | don't understand what the problem is.l| have tried not to bother the Doctor but have had too.It appears the

nurses are not able to make a decision based on the information given by the patient.So the last time this happened to me.l spoke to the GP.I phoned

reception. Gave information re: pre surgery requirement for assessment.Swabs required.Had 2 calls from receptionist 1 8.30am 2 at 10.30.Went to surgery for

swab. Nurse didn't know what swab.Swab was given. Got home wrong swab orange cap. For me to do myself. Phoned reception.Went back to surgery. Black

top should have been given to me. Played in bed at surgery and did my own swab.l wanted to swab to go to WHH at 4.00pm pick up.So | said | haven't got

time to go home do swab and come back to surgery.So | said if | could lay on bed | would do my own.So | did. Not happy with all of this as it wasted so many

people's time.l can never get an appointment with a nurse unless the doctor tasks it.This is a waste of time in some cases that are simple. The nurse has

never rang me to discuss this.

¥ | never have any problems with them



v It's a gd doctors Always helpful

v The nurse was amazing and friendly , the reception team were nice

¥ The nurse knows me and treats me as a person not a number. Unlike the Doctors.

v | came to Dr. Nikita Meyangbo feeling very shy and even a bit scared, as | was dealing with a sensitive issue hemorrhoids. | was honestly quite anxious
before the appointment, but from the very beginning she made me feel much more at ease.The examination was carried out very gently and with great tact.

Throughout the consultation, she created a calm and reassuring atmosphere, which helped me feel comfortable and not embarrassed at all something that is

really important for such delicate issues.She is extremely polite, attentive, and highly professional. Everything was clearly explained in an easy-to-understand

way, the appropriate treatment was prescribed, and | was given a referral to a specialist for my condition. | left the appointment feeling relieved and truly

grateful. | am very glad | saw this doctor.

¥ Telephone answer was polite and positive. Visit to surgery was good.

¥ Staff and nurse were so pleasant and helpful a nice experience

¥ Always ready to help, nothing is too much trouble

v | have received great service from your nurse on Wednesday and great service from today via phone call

¥ Appointment was on time and advice given on future vaccinations by helpful nurse.

v Overall the doctor saw me promptly | was impressed ...

¥ Nurse was very thorough

¥ Very prompt appointment and professionally carried out

¥ No waiting and helpful.

v Experience good had to wait 40 minutes nurse didn't realise | was waiting

¥ Very warm welcome, the lady assessing my problem was very helpful and explained in detail my conduction and any concern. Treatment and after care as
well! Just Brilliant

¥ Very good service listening to my illness advising the best result how to deal with the pain and forward me to hospital thank you

¥ | received excellent treatment.

v Very kind and informative

¥ Econsult response quick and x-ray discussed in consultation organised promptly

v Very helpful

¥ Experience of service.

v The doctor was a very Kind and explained things to me

¥ | found everyone very professional and | left feeling something was happening in a positive fashion!

¥ On time and everyone polite and helpful.

¥ The nurse was great and gentle

¥ Yes gave a 1 because Kate hymers from Hollington Surgery is a great nurse, friendly, caring and listens, she very much appreciated.

¥ Was given a face to face appointment more or less straight away

v Lovely staff, slight delay but not excessive.

v All ways helpful and sort appt out with no problems

¥ Very good service with lovely staff.

¥| dealt with Rita who was excellent and did what she said she would do in organising my appointment My appointment this morning was on time and the
nurse was really lovely

¥ Because doctors are kind there. Staff is efficient and overall my experience has been very good so far

¥ My Gp said | will need a face to face appointment and | had a face to face.

¥ No waiting times, friendly and helpful service.

XFor the quick response

X On arrival i didnt know they nurse i was seeing wasn't there i had also been late but apologised and explained why , | was booked in and told to take a seat
then after about 10 minutes the nurse walked through the door. | was beating myself up for being late and my nurse wasn't there having mental health

issues it would of been nice to have been told | wasn't the only 1 caught in traffic!

Not Recommended

¥ can never get tbrough for appointments.....

v Not one call me. I'm still waiting the doctor

¥ | received excellent care. My appointment was on time and the practitioner who saw me was cheerful and very competent.

¥ When I left my other surgery because we moved house, | was really worried that | wasn't going to get the same great treatment that | got from my previous
surgery. However, I'm really pleased with the surgery. I've never had anything bad to say about it, the staff always really helpful the doctors are lovely. The

nurses are lovely. The physio is lovely. They're also helpful and they're working so hard and doing the best they came for us so a lot of people need to stop

moaning!!

Passive

¢ Differing diagnosis from doctor then physio left me feeling less confident about professional judgement
v | see a nurse ask her about the red bruise up my leg and foot And about blood thinners | am on I've only got 3 left and ask do | go back to aspirin she said
/'ve got to talk with doctor



