Heathgate Medical Practice - Friends and Family Test (FFT) - cumulative results (2017/2018)

The FFT was introduced in Primary Care from December 2014, with the Practice promoting the survey on its website,
via Practice newsletters and in both Practices. The results for the 12 months to 31st March 2018 are published

below.

Question 1

How likely are you to recommend our service to friends and family if they needed similar care or treatment?

Month, Extremely Likely Neither likely Unlikely Extremely Don’t Know
location and likely or unlikely unlikely
total
respondents
Poringland 2 0 0 0 0 1
April (3)
Rockland 0 0 0 0 0 0
April (0)
Poringland 5 1 0 0 0 0
May (6)
Rockland 0 0 0 0 0 0
May (0)
Poringland 1 0 0 0 1 0
June (2)
Rockland 0 0 0 0 0 0
June (0)
Poringland 5 0 0 1 0 0
July (6)
Rockland 0 0 0 0 0 0
July (0)

YTD 13 1 0 1 1 1

76% 6% ) 6% 6% 6%
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Comments for the month of April

e Please thank Dr Palframan for sorting my health problems for me.
e Dr Ames has been supportive with my husband over the past 12 months.

e John has gone. Claire has gone. Can hardly see Dr Tony (appts) so I will be re-viewing whom I wish to see in
the future. I have chatted to Amy. Very helpful. All change.

Comments for the month of May

e Quick, friendly, helpful — thank you!

¢ From the receptionists, pharmacy to the whole team and great doctors and nurses, you have shown great
kindness to me and my partner over the years. Kind and very professional service. Will miss you now we have
moved out of the Practice area.

e Heathgate is a friendly, efficient and helpful surgery for its patients.

e Excellent staff, both clinical and admin. Always great care and attention when needed. We have been well
served at Heathgate for 30 years.

e Dr O’Connell has helped me understand my diagnosis. She has a lovely manner about her.

e Timely, professional, great building and facilities.

Comments for the month of June

¢ One set of comments was particularly specific to a patient and so not published here.
e Very friendly staff and clean area.

Comments for the month of July

e Always accessible and able to help.

¢ Doctor O’Connell has helped me through a difficult few months.

e ] have had an excellent introduction to the surgery, experiencing welcome and helpful receptionists and doctors.
My father is in the Thorpe area and at the age of 81 he can rarely see a doctor easily and would welcome similar
treatment at his surgery. I am very impressed with my new doctors.

e The newsletter is very informative.
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¢ | have just seen your staff handle a hard situation very well. He was very rude to the receptionist and even
ruder to the man who she asked to speak with the patient. He supported the receptionist in asking the man not
to be rude to the staff and then you could help.

e ] don't like having to tell the receptionist what is wrong if I need to see a doctor. Also the wait to get into the
doctors is ridiculous.

The Practice reviews these results monthly and considers them when reviewing services. Where patients have
provided their contact details and there are specific comments that we feel warrant further investigation, we
will look to contact the patient direct.
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