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SecTion 1

CQRS Reporting

CQRS Reporting

FFT001 FFT002 FFT003 FFT004 FFT005 FFT006 FFT007 FFT008 FFT009 FFT010 FFTO11 FFT012
78 12 5 1 0 1 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: 319

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

SMS - Autopoll 78 12 5 1 0 1 97
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 78 12 5 : 5 [} 1 97
Total (%) 80% 12% 5% 1% 0% 1% 100%

Summary Scores

% 93% ¥ 1% = 6%

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 (%) =
very good + good + neither + poor + very poor + don't know

very poor + poor
very good + good + neither + poor + very poor + don't know

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.nh: ourwork/pe, -test-revi



SecTion 3
Practice Scoring

Practice Score: 'Recommended' Rank 0%
Your Score: 93%
Percentile Rank: 60TH 50% 93%100%

Low 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 Pencester Surgery
@ [ @ ®
All Practices 86% 91% 94%
Pencester Surgery 100% 96% 90% w ?
91% i 91% 91% Il 94%

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.
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SECTION 5
Patient Free Text Comments: Summary

Notes: 1. Thematic analysis for current
reporting month.

2. Thematic analysis covers the most
discussed themes by analysing
sentence fragements and is not an
exhaustive analysis of all talking
points.

3. Tag cloud is rendered using the
most used present participle verbs,

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 Receptionist awesome, told me what i needed to know when | should have remembered it in the first place without being unpleasant. Nurses and docs okay
to but having a good receptionist makes all the difference. Blonde, mid forties and female. Was there for me for once but my wife has been in and out of
there loads recently and she is always awesome

v Because they are always ready to help me and do the blood test for the royal marsden hospital and i don't know what | would without them

¥ Friendly receptionist and prompt blood test done dry efficiently

v Arrived for appointment today on time to day was seen promptly, very friendly and helpful Mrs T MaxwellThank you

v Appointment was good but was running late. So 10 mins late starting

v Appointment on time. Very polite nurse

v Friendly and helpful

v | don’t like tick boxes. It should be easy to see a doctor, but it no longer is, not for a long time . Sadly.

v Very nice, polite, efficient and on time. Made to feel very welcome

v Nurse was very friendly and put me at ease. She was also very thorough during my checkup.

v Good service

v We were given very good care snd had everything explained to us as to what was wrong

# Very nice nurse.

¥ Because it was it was very quick and painless

v Nurse was very helpful and | was seen as soon as | came through the doors

v Good night 7

¥ Dr explained everything in detail, didn't feel rushed very helpful

v As usual friendly professional help

¥ Once again Lydia my pharmacist was so thorough and helpful. My consultation lasted just about an hour, and she has now adjusted my medication.
Hopefully this will help with my chronic pain and fatigue. Thanks again Lydia.

v/ Yesterday, | had sent in an econsult re a rash, on my that | have had for more than a week. | was worried that it was contagious. Mrs Harding telephoned me
and an appointment was made for me that afternoon. | then had to take my partner to A/E, so had to call to cancel. Today I was given an appointment for

11.30am with Mrs Harding. She relieved me of my worries. And said shd could offer steroids, but first continue with what applying moisture cream, as it is very

dry. She thought that it was sun sensitivity, which | a pronto but not usually in British winter time. She has referred me to a dermatologist. She was really

personable and efficient, as was the young man at reception.

7 Rapidly seen at the surgery and diagnosed so treatment could quickly start, When struggling an appointment was made to see a GP at Buckland. This
morning | see again and my wound was dressing and advice given.Through the whole stressful process with medical concerns and imminent holiday planned

the medical advice and care show was excellent and | felt in great hands. At the surgery the "bedside" manor was brilliant with a nice level of friendliness and

humour.Particular thanks to Ms Harding.

v | didn't have to wait long after appointment time and nurse was polite and reassuring.

¥ Cos on time, very helpful and polite

Z Arrived at 13.50.1 was seen at 14.00 as per appointment time.| asked the procedure for taking blood's and where the results go to receive.

¥ was called into the room as soon as | checked in and finished my appointment within 5 minutes

v | really appreciated how quickly | was contacted after submitting my e consult and being offered an appointment just a couple of hours later. The nurses |
saw were both really thorough and kind which | really appreciated

7 Receptionist was very polite and lady that did my blood was very confident and | was in and out in no time

v Polite, professional and on time

v Excellent appointment very good

v Friendly staff appointment was on time and | felt like nothing was too much bother

v Diabettic nurse was great and imformative

v The person who took my blood today was very nice and gentle, he gained my trust.

¥ On time good ans and referal to right place

v It felt like | was treated as a person, and one of their own

v Because it was very good

¥ In on time booked in easily no problems

/' Very quick response after completing the Econsult form

7 Nurse explained and forwarded me to doctor

7 Appointment was on time and Julie Willis was as always very pleasant and efficient




v The nurse was very polite friendly and good

v Helpful and pleasent receptionist and Julie, asthma nurse is brillant.

v Saw nurse Julie, very kind caring nurse. Took time to listen & advise.

¥ You asked but didn't have an appointment in the end as unwell, | did inform the practice

v Didn't have to wait long waiting room clean and bright loys of information on the walls and lady whotook our blood was very cheerful

¥ The nurse | saw was friendly, helpful and she made me feel very comfortable and relaxed when she did the examination. She explained everything she was
doing.

v Although Tara couldn't do my COPD/asthma review she was able to do my blood pressure so | was able to cancel my appointment on Wednesday and make
a new appointment with the correct nurse practitioner.

v Of course.Treated on time all queries answered sympathetic session follow-up booked excellent use of the practice nurse facility.Reception staff efficient and
sympathetic in dealing with separate query and annual assessment blood test booked.Doctor's time saved satisfied patient.Hope that will do ?

¥ There's was no one on reception but nurse came out and got me, she was very polite

¥ Reception very helpful booking in and nurse very patient getting blood out of me!!

v The receptionist was very helpful. The nurse was very kind and supportive.

¥When | done an e consultation this moming | was able to get a same day appointment with the nurse the | asked for, as she knew my history from last week
having a serious case of cellulitis, | went in for a check this afternoon and she re took my bloods to check | was all OK, which | didn't expect to have done,

she was extreamly thorough and | am very grateful

v | have been with pencester surgery for many years and | have always had no problems with any of the doctors or nurses i am always listened to and advised
on what to do and what to take when ever | am not well

v The service was prompt and we were given an appointment straight away. The nurse was helpful and kind, she put my daughter at ease and gave her good
advice and support,

v Todays experience

¥ The appointment reminders are great, staff are always helpful and kind.

v Friendly and efficient staff:

¥ Good service punctual and informative

v | arrived. They said my name. Service was excellent. Watching the receptionust who was on. She was so very helpful to everyone. Getting things, advice etc.
| was very impressed. It was the receptionist who was on at 8am today

v On time, pleasant, polite, competent,

¥ You are kind caring and helpfell

v Everything explained clearly and to the point.

v Because it was very good.

v Everyone is very helpful

v My ulcer dressings and treatment were done to a high standard by the nurse today

v'Very helpful and a quick appointment

v Julie Willis was very friendly and welcoming. The appointment was on time and very heipful.

/My appointment was in time and Julie was as nice and helpful as always, very informative and professional, keep up the good work

v Always on time and happy faces.

XAll went well staff were good

X1 have got an anonymous survey from surgery and a

Not Recommended

v The staff

Passive

/1 made an appointment for a blood test that | need once a year, at the blood test | was told you wanted a urine specimen as it was on the system, and |
could have a shingles vaccination. If | hadn't remembered to book a blood test | doubt | would have been informed.



