FFT Monthly Summary: February 2026

Pencester Surgery connecting patients
Code: G82015 transforming healthcare
Section 1

CQRS Reporting

CQRS Reporting

FFT001 FFT002 FFT003 FFT004 FFT005 FFT006 FFT007 FFT008 FFT009 FFTO10 FFTO11 FFT012
79 11 1 2 3 0 0 0 0 96 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.

SEecTiON 2
Report Summary

Surveyed Patients: 312

Responses: 96
Neither
Very good Good good nor Poor Very poor Don’t know Total
poor

SMS - Autopoll 79 11 1 2 3 0 926
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 79 11 1 2 3 1] 96
Total (%) 82% 11% 1% 2% 3% 0% 100%

Summary Scores

% 94% % 5% = 1%

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 %
very good + good + neither + poor + very poor + don’t know
very poor + poor 3
very good + good + neither + poor + very poor + don't know

Recommended (%) =

Not Recommended (%) =

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-revie



SecTion 3
Practice Scoring

Practice Score: 'Recommended' Rank 0% 50%

Your Score: 94%

Percentile Rank: 70TH 0% 949%00%
~ Score High Scort

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 Pencester Surgery

All Practices 87% 91% 94%
Pencester Surgery 83% 93% 96%

o o
wQZ% 91% w95% 93%

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 %

Monday Tuesday Wednesday Thursday Friday

¥ 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
16 -
14

Responses

02/02  04/02  06/02 10/02  12/02 16/02  18/02  20/02 25/02  27/02
M Recommended B Not Recommended [l Passive
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 9 straightforward
going 1
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3. Tag cloud is rendered using the Uy, /)711 g J st /01;
most used present participle verbs, 4

gerund verb, adverbs and a, 0
adjectives where the word W ]_]. /Q weicom lng able ‘7/)/ ‘?13»
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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 Nurse was excellent

v in and out in less than 5 min

¥ Quick reply for my E consult and listened to what | said

v Efficient, friendly.

v Very welcoming staff, not too long to wait. Nurse was very nice, the injection was done quickly and efficiently.

v Appointment on time and nurse was chatty and inviting

v The reason is when | ask a question | usually get a good response thankyou

v The help with getting things sorted re medication

v Receptionist was polite and efficient. Went in on time.

7 | don't like having bloods taken, and the nurse was so nice and caring

v Appointment on time, questions answered, just waiting on results

v Excellent service, great customer communication

¥ Really nice friendly people that made me feel welcome. The nurse was really nice and made me feel at ease.

v Very patient and helpful. Friendly Julie Willis would highly recommend

¥'| always get great service at surgery

7 This is my first visit to the surgery. Had heard negative results of this practice, but | was very impressed.

Y| had a quick and efficient appointment with Mrs Jones and helpful service. 7

v | received an efficient response to my initial contact & met with a professional, amenable practioner.

v Very quick and effective response after my e consultation

¥ Good service. On time. Nurse had time to talk about problem.

v The appointment was fast. | was attended to immediately | entered the surgery

v Appointment was on time. Nurse was very informative and efficient

¥ Quickly got an appointment and seen by a health professional

v | got appointment on day | phoned mean alot when you feel unwell

v Because Julie was profesinal and put my mind at ease,

v Very efficient and friendly

v Donna is a very good and helpful person

v Very polite and thoughtful

v Julie was both friendly and knowledgeabe, Good manner. To coin a phrase, seemed to go 'above and beyond*

v Because | am very satisfied with the patient care 7

v Julie was amazing and so helpful

v She looked at my problem and explained what it is and she prescribed medication for me , asked which pharmacy | would like to collect my prescription from
as | normally go to Tesco . She was very pleasant .

7 Very satisfied with service.Appointment on time, in fact a little early. Nurse did necessary checks and answered my concerns from previous appointment.
follow up appointment made.

v Cos the woman | saw 2day in the reception was polite, kind & helpful but then she always is very nice lady & Julie willis who | saw for my appointment also
was kind, helpful & polite also a very nice lady

v Very Efficient

v | found everything run very smoothly, from checking in, and a very pleasant Nurse , Tara making me feel very relaxed.

v Quick service nurse was easy to talk to and very professional

v Very kind and pleasant dr

v Very happy with service extremely satistfied

v Nurse was very pleasant and informative. | was seen quickly.

7/ My appointment was on time and the person | saw listened to all my concerns before advising me on the best course of action

v Pencester Surgery is in my eyes excellent, never a problem, always helpful

v Treated with respect and professionalism

v Because most of the staff treat me well n with respect n most of the staff are polite

/| always find that the surgery are extremely helpful. The new online triage system works well for me, reception team are always kind and efficient & the
nurses and GPs are excellent. Can't fault anything.



v | gave this answer because | was grateful for a call from the doctor who arrange a blood tests & physio appointments & today | was seen by a lovely nurse
who was very nice nothing was to much bother was on time answered my questions so thank you ?

VIt was very good

v The lady was quick on time lovely and explained everything and willing to listen

¥ My reason for attendance was dealt with satisfactorily and a further problem was identified diagnosed and treated.

v econsult was straightforward to use, fast reply with follow up actions and appointments booked easily, as | was having a specific blood test | was given the
option to have an additional full blood works test aswell, all staff | dealt with were pleasant and professional

V| have been seeing Donna, diabetic nurse for 2 years now and she is amazing. Speaking to a GP is not always easy but they always call when they say they
will

v Appointment on time & nurse able to take my blood

v Everytime | had dealings with reception or doctor had nothing but respect everytime

v There was no problem. It all went well hence the mark

v Dr Keeling and the Nurses I've seen have been wonderful. A special mention to the ladies on reception, always warm and welcoming.

v | appreciate the proactive care and practical guidance in helping me manage my asthma condition . Julie Willis my asthma nurse deserves particular praise
in helping me decide the best course regarding my treatment and medjcation .

¥ The nurse nes jones very nice tells u as it is nicely puts u at ease need more if her. Thank u

v Very thoughtful very professional and gives answers to all of my questions very well done

v Ease of communication Nurse was absolutely wonderful. She was honest but kind and realistic. | felt listened to and seen.

v Efficient nurse checked things and history

v Grait service and always prepared to help you out

v Always efficient, polite and helpful

XThe practice has responded very well to my health issues, and the concerns the hospital has raised. | am very pleased it looks like its all going to be sorted.

Not Recommended

v | have tried to ring the surgery to ensure a private way of asking but havent been able to get the calls answered

7 | booked my appointment for child pre school immunisation- took day off from work - appointment was 11.30 was called in 11.38 to be told there was not
enough time. Poor

v Because u asked for one

v They gave me an appointment that wasn't even for me so | had a wasted trip there with my anxiety

Passive

v Yes. | was kept waiting twenty minutes. Only when | complained at reception did | get seen to.



