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The number of responses on which your results have been based is 

shown on the front page of your report. The higher the number of 

responses in total and by patient type, the more accurate your 

feedback. Any figures based on a respondent total of less than 30 

should be viewed with some caution.

Your results cover the whole practice. They are not broken down by 

dentist. We believe that this encourages a true team approach to 

any developments identified.

At the heart of this survey are the first ten questions developed to 

assess your patientsô perceptions on those issues, which evidence 

suggests, are most important to practice success.

Your results are shown benchmarked against the National 

Reference Sample (NRS). The NRS averages are calculated from 

the patient responses received from all the practices participating in 

the Denplan Excel Patient Survey in the previous calendar year.

Page 4 of your report presents the Patient Perception Index  (PPI), 

the score for the percentage of óidealô responses received across all 

ten core questions. 

The principal results on page 5 are presented as the percentage of 

óidealô responses achieved for each of the key ten questions. 

The table on page 5 provides you with a breakdown of scores 

received for your practice. The full results of the NRS are also 

shown. The table highlights practice scores that are statistically 

significantly different* from the NRS; effectively indicating the key 

strengths and weaknesses of the practice from your patientsô 

perspective.

We suggest that when any of your scores fall below the NRS that 

you consider how you might improve patient perceptions on the 

issue in question, in order to maintain your success. Highest priority 

should be given to those issues on where your score is significantly 

below the NRS. 

*Results are statistically significant if the result is not caused 

randomly but is likely to be attributable to a specific cause, in this 

case, a real difference in opinion between your patients and the 

NRS. At a 90% level, the results are 90% likely to be accurate.

Getting the most from your patient survey
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Getting the most from your patient survey

On pages 6, 7 and 8 the results for the 10 core questions are 

broken down by patient type, age and gender to help further analyse 

the data.

On page 9 you will also find your results for the overall service 

offering of the practice and the Net Promoter Score set against the 

NRS.  The Net Promoter Score is a standard research question 

asked by many companies and gives the opportunity to benchmark 

results cross a range of companies and industries.

The verbatim comments submitted by your patients are listed. 

These can help you confirm important areas for development. The 

comments have been transcribed exactly as written by the patients. 

Please note that only obvious spelling and punctuation errors have 

been corrected.

Your Denplan consultant is available to help you interpret and action 

your results. We recommend that you share the key findings with 

your patients, thanking them for their feedback and indicating what 

you plan to do to act on the results. A practice newsletter is one way 

of doing this; your Denplan consultant can provide you with a 

template and work with you to produce this.

Please note that verbatim comments should not be quoted in any 

communication as the feedback is anonymous. We cannot identify 

who made the comments and legally written permission is needed to 

use quotes in marketing material and any quote needs to be 

credited. Your Denplan consultant can give you further information 

and ideas on using this feedback and other ways of collecting 

patient testimonials.

The background and rationale for the Denplan Excel patient survey 

is documented in the on line presentation, The óSecretô of Success.

After log in, the presentation is located in the Training section of the 

Denplan website.
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Patient Perception Index*

Larkfield Dental Practice 78%

National Reference Sample** 74%

Denplan patients 79%

PFPI patients 77%

NHS patients 70%

* The percentage of óidealô responses received across all questions

** The percentage of óidealô responses received across the ten core questions from all Denplan Excel patient surveys conducted in 2010

Base: National Reference Sample (7,359); Larkfield Dental Practice (192)
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Ideal Acceptable Unacceptable

62% 36% 2%

65% 34% 1%

59% 39% 2%

61% 37% 2%

18% 74% 7%

27% 70% 4%

98% 2% 0%

90% 9% 0%

98% 2% 0%

94% 6% 0%

98% 2% 0%

93% 7% 0%

96% 4% 0%

88% 12% 0%

98% 2% 0%

89% 11% 0%

60% 40% 0%

48% 50% 2%

96% 4% 0%

87% 13% 0%

Ideal Scores ðAll patients

66%

66%

The practice score is statistically significantly 

higher than the NRS

The practice score is statistically significantly 

lower than the NRS

87%

48%

89%

88%

93%

94%

90%

27%

61%

65%

96%

60%

98%

96%

98%

98%

98%

18%

59%

62%

Trust

Value

Explaining

Understanding

Attitude

Cleanliness

Competence

Appearance

Function

Pain

Larkf ield Dental Practice National Reference Sample

Base: National Reference Sample (7,359); Larkfield Dental Practice (192)
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Ideal Scores ðBy patient type

Base: Larkfield Dental Practice (192)ðDenplan (161), PFPI (12), NHS (11)

82%

70%

27%

64%

73%

100%

100%

17%

58%

50%

99%

99%

17%

59%

62%

Cleanliness

Competence

Appearance

Function

Pain

Denplan PFPI NHS

80%

82%

82%

73%

73%

100%

42%

100%

100%

100%

97%

61%

99%

98%

100%

Trust

Value

Explaining

Understanding

Attitude

Denplan PFPI NHS
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Ideal Scores ðBy age

Base: Larkfield Dental Practice (192) ð18 or under (4), 19-34 (22), 35-54 (93),  55+ (68)

100%

99%

20%

56%

57%

99%

98%

14%

58%

62%

100%

100%

27%

73%

82%

75%

75%

50%

50%

50%

Cleanliness

Competence

Appearance

Function

Pain

18 or under 19-34 35-54 55+

99%

57%

97%

96%

99%

95%

60%

99%

98%

100%

100%

73%

100%

100%

100%

50%

75%

75%

50%

50%

Trust

Value

Explaining

Understanding

Attitude

18 or under 19-34 35-54 55+
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Ideal Scores ðBy gender

Base: Larkfield Dental Practice (192) ðMale (61), Female (80)

93%

46%

98%

95%

97%

98%

98%

13%

66%

62%

96%

71%

96%

96%

97%

98%

96%

21%

51%

61%

Trust

Value

Explaining

Understanding

Attitude

Cleanliness

Competence

Appearance

Function

Pain

Female Male
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73%

92%

89%

88%

79%

18%

8%

11%

11%

21%

NHS 
patients

PFPI 
patients

Denplan 
patients

Larkf ield 
Dental 

Practice 

National 
Reference 

Sample

Excellent Good

3 0 0 0 0

16

6 6 8

18

81

94 94 92

82

National 
Reference 
Sample

Larkf ield 
Dental 

Practice 

Denplan 
patients

PFPI patients NHS patients

Promoter (9-10) Passive (7-8) Detractor (0-6)

9

Services offered by the dental team

Base: Larkfield Dental Practice (192) ðDenplan (161), PFPI (12), NHS (11)

Likelihood of recommending the practice
(Net Promoter Score)

+78 +94 +94 +92 +82
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Private PatientsWhat one thing could we improve about this practice?

ÅMore flexibility when booking hygienist appointment i.e. not just Tuesday/Friday.

ÅTV on the wall.

ÅAppointment times not slipping during the day.

ÅSaturday opening!

ÅI am very pleased with the dental practice and I can not see any way of improving the practice.

ÅCheck up reminders.

ÅLonger hours.

ÅListening to Radio 2 Steve Wright, makes my teeth ache.

ÅNo improvements recommended, well apart from it being free.

ÅWould prefer mouthwash to swallowing during treatment.

ÅMore availability of later appointments.

ÅTheo's singing (joke). As far as I can tell everything is fine.

ÅFlooring.

ÅSomething to read on the ceiling.

ÅCoffee in the waiting room, maybe?

ÅOpening longer hours.

ÅA mouthwash after any treatment instead of swallowing.

ÅAir conditioning or fans to make it cooler with lots of flowing air.

ÅFix the handle on door.

ÅReduction in monthly payment (Denplan) when not being regularly treated (not necessary) on check -ups.

ÅSaturday surgery.

ÅDentist singing lessons.

ÅLater opening times in evening.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
1/2
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Private PatientsWhat one thing could we improve about this practice?

ÅIt is a shame that the National Health System is not more readily available.

ÅMake the work visible to the patient whilst work is carried out.

ÅHaving the choice of one late night for appointments.

ÅParking.

ÅOnline appointment booking system.

ÅCan't think of anything. Perhaps allocated parking.

ÅOpen late some weekday evenings.

ÅI find the cost high as I joined as an NHS patient but have stayed because of the service.

ÅChase me more if I am over due a check up.

ÅDrinks machine - water, coffee.

ÅWater machine.

ÅFlexibility with appointments as I now live further away.  Being able to say when I am here for a week and being told if can fill a 

consultation would be useful.

ÅSMS reminders of dental appointments (or email).

ÅSing better songs.

ÅCar park - facilities within the actual practice are ideal.

ÅExplanation as to why fees increase each year (compared to friends on Denplan their payment has not changed in several years)

ÅLonger opening hours.

ÅTo be open Saturdays.

ÅThe reception area looks a little tired.

ÅNHS treatment!

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
2/2
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Private PatientsWhat do you like best about your dental practice?

ÅEfficient service.

ÅClean, friendly.

ÅFriendly service. Good appointment system.

ÅIts a 5 minute walk away from home.

ÅAll the staff are so friendly.

ÅExcellent service, kindness as nervous of dental procedures.

ÅThe dentist singing!!

ÅThey are a very friendly team.

ÅFriendly approach.

ÅFriendliness and willingness to explain.

ÅThe whole team are welcoming, make me feel at ease and full understanding.

ÅThe friendly staff and atmosphere.

ÅFriendliness, a pleasure to visit (even though it is a dentist!) Great with my 8 year old daughter.

ÅVery friendly/caring. Easy to make appointment.

ÅFriendliness and ability of the entire team to make you feel comfortable and deal with all dental needs.

ÅThe fastness that we get offered an appointment, the friendliness of the staff, the hygiene of the practice and the trust that I have in 

the dentist.

ÅFriendly and approachable staff.

ÅFriendly and approachable.

ÅAll the staff are excellent and friendly and treat you if you have known to them for years.

ÅPersonal service, always see same dentist.  At ease in surgery.

ÅIf you have any pain they try and fit you in quickly. Very friendly and helpful.

ÅVery effective in regard to advice and treatment. My gums have completely stopped bleeding since coming here.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
1/7
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Private PatientsWhat do you like best about your dental practice?

ÅConvenient and excellent service.

ÅFriendliness of staff.

ÅAttention.

ÅVery friendly and approachable.

ÅLeaving with no need for further treatment.

ÅMy Dentist.

ÅCare received.

ÅFriendly staff - make you feel at ease.

ÅTimekeeping, friendliness.

ÅI think it's a nice dentist to come in too and its better than all the others.

ÅDr. is very friendly, offering a very comfortable atmosphere.

ÅUnderstanding my needs as a terrible patient.

ÅFriendly. Not too long waiting. Reassuring.

ÅThe dentist is very reassuring and let's you know what he's going to do.

ÅLocal, good treatment.

ÅNear to my home.

ÅComfortable, relaxed surroundings.

ÅThey take the time to make me feel reassured and comfortable before treatment begins.

ÅFriendly, good at explaining what needs to be done, again being a new patient I cannot comment other than comment above.

ÅEase of getting an appointment. Convenient location.

ÅFriendly service.

ÅClose to home, free parking, friendly staff.

ÅA very friendly practice.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
2/7
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Private PatientsWhat do you like best about your dental practice?

ÅHappy ,smiley. Makes people feel at ease.

ÅThe staff are always friendly and approachable.

ÅDentist's singing.

ÅThe friendly atmosphere and relaxed too.

ÅPleasant staff - makes you feel at ease.

ÅLocation and friendly staff.

ÅVery helpful.

ÅFriendly staff. Chatty and makes you feel welcome.

ÅFriendly, especially to the younger members.

ÅFriendly, polite and puts to at ease.

ÅIt is friendly and welcoming.

ÅFriendly and relaxed.

ÅGood service.

ÅFriendly, always been able to facilitate short term needs.

ÅFriendly, polite and helpful.

ÅEveryone is so friendly and I am always made to feel at ease and a valued patient.

ÅRelaxed but professional approach.

ÅFriendly team.

ÅThe personality of the staff.

ÅFriendly, helpful, at ease.

ÅThe friendliness of the staff.

ÅThe staff are all very friendly and have been superb when needed in an emergency.

ÅThe clean and friendly atmosphere.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
3/7
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Private PatientsWhat do you like best about your dental practice?

ÅHow friendly the staff is. How they ask about me and check up on my retainer & relationship with the orthodontist. Not just a number 

on a sheet.

ÅThe dentist... reassuring, listens ....

ÅLocal.

ÅFriendly and efficient.

ÅProfessional and friendly.

ÅMr. Diepen puts you at ease and is funny.

ÅEveryone is very welcoming and pleasant. Not having to wait too long for appointments.

ÅAlways friendly!!

ÅFriendly and professional care.

ÅThe way they put you at ease.

ÅRecommended by work colleague, very approachable and helpful all staff.

ÅFriendliness.

ÅFriendly helpful and professional.

ÅFriendly, clean, always polite. Always on time.

ÅFriendly and convenient appointment times.

ÅQuality of work regarding service. 

ÅAlways happy.

ÅVery friendly, always can get appointments when required. Have recommended people who are very pleased too !

ÅFriendly, informed, efficient.

ÅI am very nervous and they are very good at making me feel at ease.

ÅAvailability of appointments when needed. Friendliness of staff.

ÅFriendly and cheerful, early appointments.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
4/7
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Private PatientsWhat do you like best about your dental practice?

ÅThe friendly relaxed environment

ÅTheo is funny and relaxed which is nice, but unusual in my experience.

ÅVery friendly.

ÅWhen fillings are put in, they don't fall out.

ÅThere are always smiling and they are so good at making you feel relaxed (I was once terrified of dentist's but not now).

ÅThey are always friendly and cheerful.

ÅThe people.

ÅThe friendliness.

ÅThe balance of professionalism and a friendly atmosphere.

ÅFriendly and happy people. Mr. Van Depan's always singing, which relaxes one.

ÅThe level of care is excellent and the friendliness of the team is the best I have had at a dentist.

ÅFriendliness of staff. Theo always explains every procedure thoroughly and puts patients, including children at ease.

ÅQuietly efficient!

ÅGeneral ambiance - everything!

ÅFriendly, kind , thoughtful.

ÅThe relaxed atmosphere.

ÅMade to feel at ease.

ÅAbility to get appointments. Friendly staff. Great dentist.

ÅVery friendly and re-assuring. Complete trust in my dentist.

Å1. Opening hours are very good and suit those that work. 2. Always friendly staff. 3. Convenient location.

ÅThe friendliness and more importantly their ability to calm my nerves.

ÅExtremely friendly - always feel comfortable - great level of trust.

ÅThe enthusiasm.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
5/7
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Private PatientsWhat do you like best about your dental practice?

ÅThe staff are really friendly.

ÅFriendliness and competence.

ÅVery friendly! Also if you have a problem they try to see you as quickly as possible. Very good.

ÅHe so funny.

ÅFriendly, approachable and professional. Always a positive experience.

ÅNice atmosphere and friendly.

ÅGood treatment and care.

ÅCouldn't get better.

ÅHappy people!

ÅFriendliness, has a good family feel about it.

ÅPositive attitude.

Å1. It is near to where I live. 2. Hassle - free dealings with me so far.

ÅThe staff.

ÅFriendly, professional and puts patients at ease and informs what's happening at all times (+his singing is great)

ÅMakes me feel comfortable and not nervous about treatment.

ÅThe confidence I have in my dentist.

ÅFriendly. Help quickly in event of emergency.

ÅFriendly and usually able to see me at convenient times.

ÅFriendly staff.

ÅVery friendly staff.

ÅStaff.

ÅAll personnel are very friendly and my dentist always puts me at ease.

ÅFriendly.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
6/7
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Private PatientsWhat do you like best about your dental practice?

ÅVery easy to talk.

ÅEverything.

ÅThe relaxed attitude.

ÅSeen to promptly.

ÅExcellent staff.

These comments have been transcribed exactly as written by the patients. Please note that only obvious spelling and punctuation errors have been corrected.
7/7
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Private PatientsAppendix 1: the survey questions

Q1.    How would you describe the general level of comfort and freedom from pain in your mouth?

Q2.    Generally, and as far as your teeth and mouth are concerned, how would you describe your ability to eat just about anything you like?

Q3.    Generally, how would you describe the appearance of your teeth (including any false teeth)?

Q4.    How would you rate the competence of your dental team?

Q5.    How would you rate the standard of cleanliness and hygiene at your dental practice?

Q6.    How would you describe the attitude of the dental team towards you?

Q7.    How would you rate the ability of your dental team to understand your needs?

Q8.    How would you rate the ability of your dental team to explain things to you?

Q9.    How would you describe the value for money given by your dental practice?

Q10.  How would you rate the level of trust that you feel in your dental team?

Q11. How would you rate the service offered by the dental team?

Q12. How likely is it that you would recommend your dental practice to a friend of colleague?

Q13. Please tell us one thing which could be improved about your dental practice.

Q14. What do you like best about your dental practice?
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Denplan Project Manager

Jakub Cyrta

Denplan Professional Services 

Direct line: 01962 828175

jakubc@denplan.co.uk

In the first instance, please contact your Denplan Consultant 

or Practice Support Advisor


