FFT Monthly Summary: February 2025

Lydden Surgery
Code: G82227

connecting patients
transforming healthcare

Section 1
CQRS Reporting

CQRS Reporting

FFTOO01 FFT002 FFTO03 FFTO004 FFTO05 FFTO06 FFTOO07 FFTO08 FFTO09 FFTO10 FFTO11 FFTO12
86 9 4 1 0 0 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: 218
Responses: 100
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 86 9 4 1 0 0 100
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 86 9 4 1 0o 0o 100
Total (%) 86% 9% 4% 1% 0% 0% 100%

Summary Scores

5 95% Y 1% = 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: 95%
A
Percentile Rank: 70TH 0% 95%00%
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 70th percentile means
your practice scored above 70% 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 Lydden Surgery

. [ ) [ ) o [ ]
All Practices 85% 91% 93%
Lydden Surgery 67% 94% 98% w @ w @
91% 11 91% 100% 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 %
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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’ Because we're always happy with the care and service we get at the surgery .

v Dr Kingston gave me assurance, time and excellent consultation

¥ Very attentive and pro active

¥ Professional and friendly

¥ The doctor, was very polite and helpful with managing my injury

v Lydden surgery always go above and beyond to assist you. They are happy to listen to your concerns and are prompt to act.

v Waiting area was clean and warm. Appointment was on time. Doctor was helpful and explained what was happening and the possible side effects.

v Very helpful

¥ Doctor rang at hospital request and promptly arranged necessary prescription

¥ The Hypertension Clinic Nurse was so kind, caring, professional and supportive.

¥ She was Very helpful . | felt like she actually wanted to help me which | haven't felt from the NHS in a long time

¥ Very impressed with the GP's response

v Jayne is very professional and friendly

v | received the call nice and early, the doctor dealt with all of my questions satisfactorily. All good !

¥ Reception and medical staff are professional and empathetic

¥ The nurse was lovely

¥ Friendly and professional.

¥ They are pretty efficient, the staff are very good and Dr Kingston is excellent, probably the best Doctor | have seen.

v The nurse that dealt with me was lovely, very friendly and professional. | don't know her name but she was very good.

v All staff efficient friendly and helpful. Excellent timekeeping and empathetic

¥ Dr Fordham was thorough, and gave me plenty of information. She was also very kind.

¥ Because that's how she made me feel. Confidence with a GP is everything!

¥ Seen on time by pleasant nurse who took my blood test. Always received well by cheerful receptionists.

v | phoned late afternoon and actually managed to get an appointment at surgery instead of having to go to buckland hospital was seen on time

v For me it was fine, but a | was talking to an older lady who found it all rather difficult and impersonal.

v The staff are always helpful, recently | had problem and it was soon resolved by the pharmacy staff and doctors

¥ Excellent service from Miss ] Reynolds as always

v Always very lovely dr's and nurses.

¥ Very satisfied with app

v | got what | wanted i. e. to see a doctor and was treated within a few hours. Good job | have an Iphone.

¥ Good service had to wait 20min over time

v Very professional, helpful and caring staff

¥ The staff is very friendly and on time.

¥ Happy with all aspects of the appointment

¥ Very helpful and efficient staff doctors pharmacy and receptionist and all behind the scenes

v | had dealings with the receptionist, pharmacist and nurse. They were all friendly and all were obviously expert in their particular dept. | can honestly say in
all my dealings at Lydden surgery | have always found them friendly, kind and always ready to help us patients. It cannot be easy any where in the NHS and

a big thank you to Lydden surgery.

¥ After an early 999 visit to my house. The surgery organized appointment very promptlyMy examination from DR Kingston was extremely thorough thankyou

v Great service

¥ Efficient service, really kind practitioner

¥ | was made to feel at ease. | got where | needed.

¥ Prompt service. | got to see a doctor the same day

¥ Very helpful and efficient

¥ Nurse was really nice and friendly. | only gave a 2 not a 1 because appointment was slightly late.

v Was seen promptly, the nurse was pleasant

¥ The nurse was friendly, professional and informative

¥ Takes her time, asks questions and no rush

¥ Prompt appointment. Put at ease by doctor.



v Ms Natalie Edwards is very personable and very professional, imping an air of confidence in her r

¥ Friendly service

v Karis is thorough and explains everything

¥ The appointment took place on time, the doctor was extremely helpful providing good advice for managing my medicine long term. The doctor also took
time to check on a more recent iliness in addition to the reason for the pre arranged appointment.

v Because the good and helpful

¥ Dr Kingston addressed all my concerns. Clearly explained a plan of action and | felt that my concerns were taken seriously. | didn't feel rushed at all

¥ Reminders for appointment appreciated, was called into appointment early, GP very thorough, not rushed.

¥ All the staff first class and helpfull doctor and physo excellent

¥ The doctor phoned me as soon as MRI results came through so did t worry. All referrals done. Great personal service

¥ Friendly supportive staff, quick appointment, very accommodating

v The surgery operates efficiently and effectively. The online triage system works really well.

¥ Very very great customer service but sadly unable to resolve the problem through no fault of the doctor though. She was very lovely and tried all she could

¥ Despite the waiting room being almost empty, | had a 40 minute wait for my appointment, although once seen the treatment fine.

¥ Everyone at Lydden Surgery are so kind courteous and very very patient.From the receptionist to the pharmacist to the GP and ALL the persons in-
between.Nothing is too much trouble for them they will always answer your queries when you contact them.They are an amazing TEAM.

v Friendly , informative and efficient

¥ Very good and efficient service.

v Quick response to the e consult.

¥ Doctor returned phone calls and had researched my medical history.

¥ Very pleasant staff both in the office and reception

¥ Dr was very helpful, listened and responded to everything | said and to my concerns. Was generally pleasant and explained how she would action and
contact me next.

¥ They do there jobs as they should

v Received call as expected and good information from Dr Nazir.

¥ Appt on time, very pleasant nurse who was very friendly and made me feel at ease.

¥ Excellent service

v Caris was lovely. Very kind and efficient

¥ Doctor Kingston got time to listen and understand and help.Very lovely person.

¥ The receptionist and nurse were really friendly.

v Because very pleasant and helpful

v Very efficient service and doctor very good.

Not Recommended

v Late

Passive

¥ My appointment was cancelled

v Today | found the Doctor quite dismissive . The surgery is usually very good

¥ The doctor that rang me was very pleasant but | had already been given the medication. I'm not overly worried about my symptoms.
v Appointment 12:35 called at 13:05.



