FFT Monthly Summary: August 2022

Darwen Healthcare Centre connecting patients
Code: P81051 transforming healthcare
SEcTiON 1

CQRS Reporting

CQRS Reporting

FFTOO01 FFT002 FFTO03 FFTO004 FFTO05 FFTO06 FFTOO07 FFTO08 FFTO09 FFTO10 FFTO11 FFTO12
41 5 1 1 2 0 0 0 0 50 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: 127

Responses: 50
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 41 5 1 1 2 0 50
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 41 5 1 1 2 0 50
Total (%) 82% 10% 2% 2% 4% 0% 100%

Summary Scores

5 92% ¥ 6% = 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: 92%
A
Percentile Rank: 60TH 0% 92%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 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 Darwen Healthcare Centre
: L) o o [ 4
All Practices 84% 89% 92%
Darwen Healthcare Centre 80% 89% 100% w @ w @
89% 1 90% 95% Il 89%

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
Reception Experience
Arrangement of Appointment 9 /
Reference to Clinician 11 equally timely
15 // ‘Of/y 1nformat1ve O / general
112 Capy R0y e <9 Q
501‘9 ”fo ’Q/ fe 2 '/ J/‘ cg,
Notes: 1. Thematic analysis for current “‘7}\@02 S[ ’P /e,][
reporting month. @/ tho?r%ltful
2. Thematic analysis covers the most also /00 ./ ly
discussed themes by analysing 9o, chatty é contactm
sentence fragements and is not an 9600 fr]-end-]- ‘(Op Oslmoothl 9
exhaustive analysis of all talking SQZ} DI/‘ O /1 8‘11(9 y
points Sfé hence Q / a. Sy
o . to, 2 ] o/, always
3. Tag cloud is rendered using the 26 @ @ OZQ( Capn
most used present participle verbs, Q/ ﬂ O 431] @ﬁ[/
gerund verb, adverbs and little 9 Qp??'?g
adjectives where the word efficiently Z[ d1st?é)s]ged g,
frequency is reflected in text size. initial (%

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 Prompt telephone consultation and follow up plan

v Contacting via telephone was easy, receptionist pleasant, appointment booked quickly. Medical practitioner seen was friendly and professional and we
were@ were seen quickly. @kly.

v Very efficient and professional service

¥ Lady who took blood test and ecg was so lovely and then | had an appointment with nurse Maria. What a gorgeous lady she is. Chatted about my health,
expl@ explained everything clearly, and then took the time to listen to me about how unwell my dad is. Really helped, thank you Maria xx @a xx

¥ Doctor was very helpful

¥ Thoughtful consultation, good explanations of problem and treatment.

¥ Poor English but: caring. Queried facial mark...examined, question ed...l arrived home to message, hospital appt made already for 14 days hence...good
ol@od old fashioned medicine!!'@ne!!!

¥ Access to practitioners is easy and little waiting time. Interest on my health is always professional and follow up appointments are organised. Xx

¥ Nurse had prepared for my appointment, explained everything without me having to ask, was attentive and thorough.

v Very professional and courteous

¥ The wait time was 20 mins over my actual time but the doctor we saw Mr fiaz was very nice with my son and made him feel very at ease was very chatty
and @ and informative @tive

v For treatment and for explanation about my visit today

¥ Outstanding service.

¥ The last gp we saw was very lovely with my wife who has dementia. He spent a lot of time making sure she wasn't distressed during the visit

¥ Dr NInen was very thorough and explained everything very clearly to me. Thank you

¥ For the promptness and agility in the service. Very friendly attendant. Thanks!!!

v No waiting around and got in when it was my appointment time

¥ Because the appointment was within ten minutes of my time and the nurse did her job and was very pleasant.

¥ My GP was excellent

¥ Because | did

¥ Easy check in pleasant staff reviewed in a timely and professional manner

v | needed a doctor found that | could only get the pharmacy and then got a doctor that day I didn't need the pharmacy step

v Made me realise | have to be more careful about my diet and general fitness, also arranging gym participation.

v | gave full top marks because that's how it was

¥ Brilliant service today

¥ Very kind, helpful and understanding

¥ No Hassel. Job done 15 mins

v Appointment on time Pleasant and efficient

¥'| booked that morning and the receptionist was both kind and professional. Dr Majid was equally engaged thorough and explained his diagnosis and clear
a@ear as to what | needed to do over the following 4 weeks. @eks.

v The asthma nurse was extremely thorough and gave clear is instructions on how my daughter should use her inhaler.

¥'| was able to get a last minute appointment and my problem was dealt with promptly, efficiently and kindly. A very satisfactory experience.

¥ Good for my mum

¥ From booking in at Reception and having treatment . They Were very professional and helpful .

X It's in poten t it was very good

XAll aspects of the appointment from initial contact to attending worked smoothly-no cause for criticism at all

Not Recommended

¥ Waiting for a letter you said would take 72 hours... been over a week
v Long wait

Passive

¥ Because | felt like nobody seems to know what they are doing.






