
FFT	Monthly	Summary:	December	2023
Coventry	Road	Practice
Code:	M89021

SECTION	1
CQRS	Reporting

CQRS	Reporting
FFT001 FFT002 FFT003 FFT004 FFT005 FFT006 FFT007 FFT008 FFT009 FFT010 FFT011 FFT012
40 7 1 0 2 0 0 0 0 50 0 0

SECTION	2
Report	Summary

Surveyed	Patients: 104
Responses: 50

Very	good Good
Neither
good	nor
poor

Poor Very	poor Don’t	know Total

SMS	-	Autopoll 40 7 1 0 2 0 50
SMS	-	User	Initiated
Tablet/App
Web/E-mail
Manual	Upload
Total 40 7 1 0 2 0 50
Total	(%) 80% 14% 2% 0% 4% 0% 100%

Summary	Scores

94% 4% 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:

Recommended	(%)	=
very	good	+	good

x	100
very	good	+	good	+	neither	+	poor	+	very	poor	+	don't	know

Not	Recommended	(%)	=
very	poor	+	poor

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/

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.

http://www.england.nhs.uk/ourwork/pe/fft/fft-test-review/


SECTION	3
Practice	Scoring

All	Practices

90% 90%

Coventry	Road	Practice

92% 96%

GenderAge
<	25 25	-	65 65+

All	Practices 84% 89% 92%
Coventry	Road	Practice 100% 93% 93%

Practice	Score:	'Recommended'	Rank

Your	Score: 94%
Percentile	Rank: 75TH

Practice	Score:	'Recommended'	Comparison

Practice	Score:	'Recommended'	Demographic	Analysis

Practice	Score:	Day	of	the	Week	Analysis

MidLower

0% 50% 100%

94%0% 100%
Low	Score High	Score

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	75th	percentile	means

your	practice	scored	above	75%	of	all	practices.
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All	Practices Coventry	Road	Practice
Notes: 1.	 Practice	score	comparison	of	'recommended'	scores	only.

2.	 Score	calculated	as	per	NHS	requirements.	See	scoring	guidance	section.

Notes: 1.	 Scores	for	current	reporting	month.
2.	 Score	calculated	as	per	NHS	requirements.	See	scoring	guidance	section.

Monday Tuesday Wednesday Thursday Friday

FF
T	
Sc
or
e	
%

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%
110%

Recommended 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.
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SECTION	5
Patient	Free	Text	Comments:	Summary

Thematic
Reception	Experience 9
Arrangement	of	Appointment 6
Reference	to	Clinician 15

Patient	Free	Text	Comments:	Detail

Recommended

Always	obliging	will	make	every	effort	to	see	a	patient	on	that	day	excellent
Very	friendly	staff	and	excellent	doctors
Friendly,	non-judgmental,	helpful,	to	the	point
It's	always	a	good	experience	and	treatment,	kind	staff	are	helpful.
Receptionists,	doctors,	and	nurses	at	this	practice	are	best	in	class.	Their	bedside	manner	per	se	is	excellent	and	a	testament	to	the	way	the	practice	is	run.
Today	the	doctor	was	thorough	and	articulated	all	his	reasoning	and	judgment	perfectly.
Very	professional	answering	questions
Got	an	appointment	straight	away.Immediate	help	from	the	doctor.Friendly	staff.
The	doctor	who	seen	me	was	very	good	and	clear	as	to	my	problem	very	good	.
Very	helpful	&	understanding	very	polite
You	azked	me
Always	get	a	first	class	service	and	care	from	the	practice.
My	appointment	was	on	time.No	problems	with	Hormone	injection	and	Blood	test.Very	professional	but	relaxed	experience.
Dealt	with	efficiently
Because	I	always	recommend	them	and	since	I	moved	into	the	area	and	made	them	my	doctor's,	my	neighbour	and	2	kids,	my	brother/sister	in	law	and
their	3	kids	and	now	my	mother	in	law	have	all	moved	over	to	the	practice	on	my	recommendation	and	are	very	glad	they've	done	so
Efficient	appointment	making	and	reminders.	Mercedes	was	brilliant	doing	the	review.	I	had	never	met	her	before.
Miss	faatma	aidarius	go	was	excellent
Yes,	Because	Doctors	and	Staff	behaviour	is	cooperative	and	good	treat	with	patient.
Excellent	with	my	2	year	old.	Thorough	and	got	us	in	quickly
Appointment	on	time	doctor	helpful
Rebeeca	was	so	endearing	and	energetic.	That's	why	I	initiated	an	answer	in	this	survey	!!
Receptionist	did	her	best	to	accommodate	me	when	I	explained	why	I	needed	to	see	a	Doctor	asap.The	Doctor	was	very	helpful	and	friendly	and	answered
all	of	my	questions.
Because	you	asked	for	an	answer	lol
The	doctor	was	very	reassuring	and	proactive
Very	nice	Doctor,	listened	attentive	show	real	interest	and	concern.
Doctor	spent	time	to	discuss	issues	with	no	rush	to	complete
Always	polite	and	helpful,	and	always	try	to	get	you	an	appointment	when	needed.
No	issues,	didnt	wait	long	till	called	through.
Easy	to	get	an	appointment,	staff	were	very	helpful	and	friendly
Dealt	with	quickly	and	effectively
Good	service.	One	little	thing	-	when	you	sign	in	it	didn't	say	if	I	needed	to	go	upstairs	or	stay	downstairs.
Helpful	and	empathic	response	from	reception	staff	and	doctor.	Clear	advice,	genuine	care	and	support	provided,	thank	you
Because	my	experience	was	good
My	issues	were	dealt	with	in	a	prompt	and	friendly	manner

Not	Recommended

Receptionist	are	awful.	Very	poor	customer	service.	Every	time	I	speak	with	them	they	always	have	attitude	or	come	across	very	patronising	and
condescending	especially	ZOE.	They	definitely	need	more	support	and	training	how	to	speak	with	customers.	They	never	made	me	feel	comfortable.	I	spoke

on	the	phone	about	something	private	and	I	requested	a	male	doctor	due	to	sensitivity	of	my	issue	the	receptionist	didn't	care	and	made	me	feel	very
uncomfortable.	And	I	often	get	that	from	staff	especially	receptionist	they	appear	to	be	very	insensible,	inconsiderate	and	rude,	lacking	manners	and
professionalism.	Very	cold	call	type	of	service	over	the	phone	-	can't	wait	to	get	me	off	the	phone	.	Awfull
Got	in	to	see	the	doctor	after	phoning	this	morning,	doctor	was	very	helpful

Passive

Mainly	because	I	had	been	seen	quite	recently,	and	the	pharmacist	could	not	add	anything	to	that	previous	visit.

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,
gerund	verb,	adverbs	and
adjectives	where	the	word
frequency	is	reflected	in	text	size.

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	/	 	No	consent	to	publish	comment




