FFT Monthly Summary: January 2016

THE MISSION PRACTICE
Code: F84016

SecTion 1
CQRS Reporting
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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: 261
Responses: 43
. . N either . Extremely ,
Extremely Likely Likely leel_y nor Unlikely Unlikely Don’t Know Total
Unlikely

SMS - Autopoll 28 9 0 1 2 3 43
SMS - User Initiated
Tablet/App
Web/E-mail
Manual Upload
Total 28 9 0 1 2 3 43
Total (%) 65% 21% 0% 2% 5% 7% 100%

Summary Scores

5 86% ¥ T% = 7%

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:

extremely likely + likely

Recommended (%) =

extremely likely + likely + neither + unlikely + extremely unlikely + don't know

extremely unlikely + unlikely

Not Recommended (%) =

extremely likely + likely + neither + unlikely + extremely unlikely + don't know

x 100

x 100

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/




SecTioN 3
Practice Scoring

Practice Score: 'Recommended’ Rank 0% 50% 100%
Your Score: 86% -
. . 61% 86% 100%
Percentile Rank: 40TH 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 40th percentile means your practice scored
above 40% of all practices.
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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 THE MISSION PRACTICE
o o o o
All Practices 82% 86% 91%
THE MISSION PRACTICE 100% 82% 100% w @ w ?
89% Il 85% 88% Il 85%
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
110% —
100% —
90% -
. 80% —
Z 70%
8 60% —
L_’f 50%
b 40% —
30% —
20% —
10% —
0% — T T
Monday Tuesday Wednesday Thursday Friday
I 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
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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

¢ Friendly and | was explained well

v Great doctors, friendly, welcoming practice.

v | recently recommend a friend to the mission practice who was suffering agreatly at her current doctors. Since being under the mission pratice she has come on leaps and bounds.
She is doing so much better now thanks to all the great doctors and nurses and receptionist. | would never want to leave the mission pratice as u have looked after me and my

family so much over the generations i would always recommend you x

v | have always had a good service from all the doctors I've seen

v Efficiency

v | have been satisfied with the treatment i have always received

¥ They were very efficient

¥ Nurse | had was friendly and helpful and made me feel comfortable

¥ Because they are the best i hope your for real you don't sound like medicle Mission i did not think they would text back lets hope this is real

v | had a positive meeting with my doctor

¥ Well honestly the mission used 2 b tops now it can take up 2 a week or more 4 an appointment u r getting a lot of things right though

v Helpful, kind GPs and nurses.

v | think Dr Spiring is excellent. Some of the staff on reception are excellent and very friendly. But some are a little rude.

v Dr Vaughan dealt with the worries and concerns my son had in a sensitive way. Her approach was just what he needed.

¥"My Doctor is always trying to help at the best possible | believe, appointing me to the right hospital, treatment and care. The only issue is when some appointments which | believe
| should be seen quicker and are takes to long...then part of my health deteriorates...I guess it is an NHS issue. | had very efficient welfare advice, from Fatemma and great

Support from Wilma! The Mission practice is Empathetic and very professional, listening to the patient need careful. Thank you all.

v Thorough examination and friendly

¥ The doctors in the Mission Practice are mostly wonderful, very able and caring

X My GP is very helpful but not sure how evidence based his advice is sometimes.

Not Recommended

¥ Poor patient service for booking apointments and from receiption staff

v Rude over the phone . Not writing down my appointments . Cancellations at the last minute.

¥'| had an appointment booked for 4:15pm with Dr Vaughan. | waited for an hour before asking reception if something was wrong. | was told that doctor Vaughan was not in and that
they had attempted to contact me. | received no contact from The Mission Practice. | asked how they had attempted to contact me and the receptionist gave my landline number. |

asked why they didn't try my mobile and at first the receptionist said they didn't have it. When | explained that they did and that | had a confirmation text on my phone as proof she

changed her tune and said that her colleague had tried but said they'd received a message saying my phone is out of service. | have received several calls today with no issue so

there is no issue with my phone. Why didn't they make several attempts, why not a text? Did they even dial the correct number? This appalling lack of care or concern cost me

money in time | had to take of work and was an utter waste of time. The next available appointment was in a weeks time! Dreadful. And also while | think of it | signed in using the

touch screen, should that not have alerted someone that | was there? Could they not have quietly come over and apologized? Shocking customer service, | look forward to feeling ill

for another 7 days.

Passive



