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Maternity Services - ‘Friends and Family Test’ - Jun-15 to Jul-15 
 
The Friends and Family Test question is asked in maternity services up to four times at specific touch points on the pathway. The question is presented as 
follows:  
 
We would like you to think about your experiences of our 1.antenatal service during your pregnancy 2.labour ward at birth - homebirth service at birth 
3.postnatal ward post birth 4.postnatal community service post birth.  
 
How likely are you to recommend our 1.antenatal service 2. labour ward - homebirth service 3.postnatal ward 4. postnatal community service to friends 
and family if they needed similar care or treatment?  
 
Response options: Extremely likely, Likely, Neither likely nor unlikely, Unlikely, Extremely unlikely, Don’t know.  
 
 

Quantitative Results 
 
 
The Friends and Family Test (FFT) score is calculated as outlined in the NHS England guidance issued in Oct-14. The calculation is as follows: 

 
 

‘Would recommend’ percentage is calculated as follows: 
 

Extremely likely + Likely 
X100 

Extremely likely + Likely + Neither likely nor unlikely +Unlikely + Extremely unlikely + Don’t know 

 
 
‘Would not recommend’ percentage is calculated as follows: 
 

Extremely unlikely + unlikely 
X100 

Extremely likely + Likely + Neither likely nor unlikely +Unlikely + Extremely unlikely + Don’t know 

 
 
 
The Trust’s target score is 75%.  
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Service / Month 

 
Responses 

 
 

No. 

 
Would recommend 

 
 

% 

 
Would not recommend 

 
 

% 

 
Neither likely nor unlikely to recommend / Don’t 

know 
 

% 
 

Antenatal Service     

Jun-15 5 100.0 0.0 0.0 

Jul-15 6 100.0 0.0 0.0 

Labour Ward - NDDH     

Jun-15 10 100.0 0.0 0.0 

Jul-15 5 100.0 0.0 0.0 

Bassett Ward - 
NDDH 

    

Jun-15 16 93.8 0.0 6.2 

Jul-15 27 96.3 0.0 3.7 

Postnatal 
Community Service 

    

Jun-15 5 100.0 0.0 0.0 

Jul-15 5 100.0 0.0 0.0 
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Qualitative Feedback - Antenatal Service  
 

  Month Friends and 
Family Test 
Response 

Please can you tell us the main 
reason for the response you 
have given? 

Have you any suggestions for 
ways we can improve our 
antenatal service? 

Age Ethnicity Please tick this box 
if you DO NOT wish 
your anonymised 
comments to be 
made public. 

 

1 Jun Extremely likely The midwife at the antenatal 
really did a great job. They were 
friendly and down to earth.  

  36-45 Other ethnic 
group 

No tick 

2 Jun Extremely likely Really friendly and informative 
midwives.  

  26-35 White British No tick 

3 Jun Extremely likely Very happy with all the support I 
have had so far.  

  36-45 White British No tick 

4 Jun Extremely likely Found the classes very helpful 
and informative.  

Introduce all new mums and 
dads at the first class. Biscuits 
with the tea and coffee as over 
lunchtime may not get the 
chance to stop for lunch.  

36-45 White British No tick 

5 Jun Extremely likely     16-25 White British No tick 

1 Jul Extremely likely Very nice people.  None.  26-35 White British No tick 

2 Jul Extremely likely Very organised, good advice and 
information given.  

  16-25 White British No tick 

3 Jul Extremely likely Excellent personal service, very 
thorough knowledge and friendly 
midwife.  

N/A.  26-35 White British No tick 

4 Jul Likely All the staff I have met so far are 
always helpful.  

  36-45 Asian / Asian 
British 

No tick 

5 Jul Likely Antenatal service has been very 
efficient and professional and 
friendly.  

Greater variety in midwife 
appointments or earlier 
appointment. My work begins 
at 08.30 1hour from surgery but 
midwife does not start work 

36-45 White British No tick 
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until 09.30.  

6 Jul Likely I had a good experience.    16-25 White British No tick 

 
 
Qualitative Feedback - Labour Ward - NDDH 
 

  Month Friends and 
Family Test 
Response 

Please can you tell us the main 
reason for the response you 
have given? 

Have you any suggestions for 
ways we can improve the 
service on our labour ward? 

Age Ethnicity Please tick this box 
if you DO NOT wish 
your anonymised 
comments to be 
made public. 

 

1 Jun Extremely likely Lovely, friendly experience -
couldn't have gone any better.  

Pay the staff more! They are 
fantastic!  

26-35 White British No tick 

2 Jun Extremely likely Amazing care, best experience, 
thank you.  

No.  26-35 White British No tick 

3 Jun Extremely likely Fantastic care given.    26-35 White British No tick 

4 Jun Extremely likely Friendly staff.  N/A.  16-25 White British No tick 

5 Jun Extremely likely Excellent great help. Specially 
with making me feel at ease.  

N/A.  26-35 White British No tick 

6 Jun Extremely likely Everyone is lovely! - and very 
helpful.  

N/A.  26-35 White British No tick 

7 Jun Extremely likely Excellent midwifery care, felt 
empowered and encouraged by 
staff.  

  26-35 White British No tick 

8 Jun Extremely likely All the staff are friendly and 
helpful.  

Not that we can think of.  26-35 White British No tick 

9 Jun Extremely likely The staff quality of service and 
professionalism have been above 
and beyond outstanding. This 
ward even when busy still 
maintains a high standard of care 
for the ladies and babies lucky 
enough to stay here. Without the 

It would be much better if there 
were less beds in the rooms / 
more private room for ladies to 
have a more peaceful recovery, 
especially if they are staying in 
for more than a day after a C-
section and more electric fans 

26-35 White British No tick 
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staff that work here I might not 
have made it home and thanks to 
their hard work I can.  

as it can be sweltering in here at 
times.  

10 Jun Likely Friendly staff, good quality care.  Food especially suitable for 
gestational diabetes.  

26-35 Other ethnic 
group 

No tick 

1 Jul Extremely likely All the midwives are very friendly.  No.  16-25 White British No tick 

2 Jul Extremely likely Friendly and relaxed experience.    26-35 White British No tick 

3 Jul Extremely likely Staff were excellent - very 
professional, very friendly.  

No.  26-35 White British No tick 

4 Jul Extremely likely Staff was amazing, very helpful 
and supportive, would like to 
thank all the staff that helped me 
bring our beautiful healthy 
daughter into the world.  

None at all.  16-25 White British No tick 

5 Jul Extremely likely We were all very well looked 
after.  

Reminders of baby care, not just 
feeding, for first few days.  

26-35 White British No tick 

 
 
Qualitative Feedback - Bassett Ward - NDDH 
 

  Month Friends and 
Family Test 
Response 

Please can you tell us the main 
reason for the response you 
have given? 

Have you any suggestions for 
ways we can improve the service 
on our postnatal ward? 

Age Ethnicity Please tick this box 
if you DO NOT wish 
your anonymised 
comments to be 
made public. 

 

1 Jun Extremely likely Everyone that I have come into 
contact with during my stay 
have made me feel welcome 
and an individual. I have had 
amazing help - even could sleep 
as midwives took new born for 
an hour! 

  26-35 White British No tick 

2 Jun Extremely likely Very helpful midwives + staff.   26-35 White British No tick 
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Nothing is a problem which is so 
reassuring as a first time mum. 

3 Jun Extremely likely All help wanted was given.  No.  16-25 White British No tick 

4 Jun Extremely likely Very helpful staff.    26-35 White British No tick 

5 Jun Extremely likely Lovely staff, excellent care 
throughout.  

Communal area for new mums 
and babies to eat meals if they 
wish.  

26-35 White British No tick 

6 Jun Extremely likely Great support / advice, all staff 
lovely.  

Maybe limit on volume on TVs 
late at night.  

36-45 White British No tick 

7 Jun Extremely likely Felt very reassured every step 
of the way.  

None.  26-35 White British No tick 

8 Jun Extremely likely Everyone has been very kind 
and offered lots of support and 
understanding.  

  26-35 White British No tick 

9 Jun Extremely likely Cannot fault staff, excellent in 
every way, supportive, caring 
understanding, helpful and 
always a smile. Thank you, 
ladies. 

No.  26-35 White British No tick 

10 Jun Extremely likely The staff on Bassett gave me 
good care and support.  

They do a fantastic job! Maybe 
more staff when busy times but I 
know it's not as easy as that to 
get more. All staff do a good job 
and work very hard.  

26-35 White British No tick 

11 Jun Extremely likely Friendly, helpful, approachable 
staff. Very knowledgeable. 
Nothing is too much trouble and 
staff always have time.  

Make sure all the lamps are 
working. Informed staff twice 
during stay but still not fixed.  

26-35 White British No tick 

12 Jun Likely Only concern has been over 
clarity of communication 
received from staff which has 
been specific to my 
circumstances and experience 

Better management of 
expectations by not over- 
promising time scales - use of 
term ‘discretionary timescale’ 
rather than ‘x’ hours - as this can 

26-35 White British No tick 
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on the ward.  vary.  

13 Jun Likely     26-35 White British No tick 

14 Jun Likely         No tick 

15 Jun Likely Very responsive to my needs. 
All questions answered to help 
my understanding of what was 
going on! All staff have been 
lovely! 

None.  16-25 White British No tick 

16 Jun Neither likely nor 
unlikely 

It was a mixed experience - 
most of the care and support 
provided was very good, 
however there seemed to be a 
lack of communication between 
staff and staff and patient. 
Certain information has been 
given to me and when the shift 
changed so did the information.  

Keep the patients in the loop and 
give realistic time scales - 
personally I prefer being told 
exactly what to expect rather 
than being given a half of the 
story or promised something that 
then doesn't happen, it’s really 
upsetting especially when being 
already hormonal! 

26-35 Other ethnic 
group 

No tick 

1 Jul Extremely likely Great atmosphere, very high 
standard and brilliant staff.  

  16-25 Other ethnic 
group 

No tick 

2 Jul Extremely likely I couldn't fault the care I was 
given.  

  26-35 White British No tick 

3 Jul Extremely likely Very impressed with level of 
professionalism, great team of 
midwives.  

N/A - keep it up.  16-25 White British No tick 

4 Jul Extremely likely Brilliant service - very helpful.  N/A.  36-45 White British No tick 

5 Jul Extremely likely Phenomenal care from 
everyone. Thanks so much. We 
were never feeling unsure due 
to the great midwives.  

No.  26-35 White British No tick 

6 Jul Extremely likely Professional staff - caring, great 
service from all theatre staff, 
ward, doctors.  

More beds + staff. We left a day 
too early in my view, due to ward 
level pressures.  

36-45 Asian / Asian 
British 

No tick 

7 Jul Extremely likely   26-35 White British I DO NOT wish my 
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anonymised 
comments to be 
made public 

8 Jul Extremely likely Everyone was very helpful & 
accommodating.  

None.  26-35 White British No tick 

9 Jul Extremely likely Extremely friendly and 
professional midwives. Really 
listened to needs and supported 
me. Lovely labour suit. I was 
stressed re: being overdue, 
however the support given 
enabled me to have a special 
labour experience despite being 
induced.  

  26-35 White British No tick 

10 Jul Extremely likely Very helpful staff, cannot fault 
at all. Incredible busy time and 
clearly short-staffed - I did not 
have a problem with any 
member of staff & everyone 
who dealt with me was very 
good at what they do, 
particularly A.D. 

Employ more staff so they get a 
slightly easier ride on busy days.  

    No tick 

11 Jul Extremely likely Everyone has been amazing.  Better, healthier food.  26-35 White British No tick 

12 Jul Extremely likely Great support system for first 
time mums.  

  26-35 White British No tick 

13 Jul Extremely likely Every single member of staff on 
Bassett Ward have been 
amazingly supportive and 
helpful. A wonderful team.  

No, simply great as they are.  36-45 White British No tick 

14 Jul Extremely likely All staff are really helpful.    16-25 White British No tick 

15 Jul Extremely likely The staff were extremely 
helpful. Very friendly and never 
made you feel anything was 

No.  26-35 White British No tick 
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unsafe.  

16 Jul Extremely likely Lovely, friendly, caring, 
professional staff.  

  26-35 White British No tick 

17 Jul Extremely likely Staff were incredibly helpful. 
Couldn't do enough for me & 
my baby.  

None.  16-25 White British No tick 

18 Jul Extremely likely Well looked after by my 
allocated midwives. 

More staff in the evening. Maybe 
a different bell system so there is 
no noise in the night.  

26-35 White British No tick 

19 Jul Extremely likely Helped me a lot when I couldn't 
walk, pushed me up to SCBU, 
any questions I asked I got 
helpful information, thank you.  

  16-25 White British No tick 

20 Jul Extremely likely We have had so much support 
and kindness, we couldn't have 
been better looked after. Thank 
you!  

  36-45 White British No tick 

21 Jul Extremely likely Everyone was so friendly and 
helpful. Nothing was too much 
trouble and put my mind at 
rest.  

No suggestions as everything was 
fantastic.  

26-35 White British No tick 

22 Jul Extremely likely All staff were extremely great at 
giving amazing support and 
guidance throughout our stay. 
Aftercare was brilliant.  

N/A.  16-25 White British No tick 

23 Jul Extremely likely Helpful staff, good visiting 
times.  

No.  26-35 White British No tick 

24 Jul Likely Great care when we had it, feel 
very sorry for the staff who are 
going like crazy all the time.  

  26-35 White British No tick 

25 Jul Likely Overall, very good. 98% staff 
helpful friendly and very caring 
both toward baby AND mother.  

Listen more to patients, offer 
suggestions.  

36-45 White British No tick 
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26 Jul Likely Good standard of care, 
knowledgeable staff, clean 
environment.  

Possibly more 1st time - mum 
care guidelines given early on.  

26-35 White British No tick 

27 Jul Don't know Pharmacist.  Yes, I think the pharmacist system 
is very slow.  

26-35 White British No tick 

 
 
Qualitative Feedback - Postnatal Community Service 
 

  Month Friends and 
Family Test 
Response 

Please can you tell us the main 
reason for the response you 
have given? 

Have you any suggestions for 
ways we can improve our 
postnatal community service? 

Age Ethnicity Please tick this box 
if you DO NOT wish 
your anonymised 
comments to be 
made public. 

 

1 Jun Extremely likely Perfection, relaxed, stress free, 
really good care.  

N/A. Thanks.  26-35 White British No tick 

2 Jun Extremely likely Excellent postnatal support. 
Accommodating to needs + 
appt. times. Gave adequate and 
extra time where difficulties 
encountered.  

Phone call with approx. time of 
visit in the morning.  

26-35 White British No tick 

3 Jun Extremely likely Very helpful and easily 
accessible.  

No.  26-35 White British No tick 

4 Jun Extremely likely Brilliant experience this time.    26-35   No tick 

5 Jun Extremely likely Fantastic care.    26-35   No tick 

1 Jul Extremely likely I have received excellent care 
with all 3 of my labours here + 
the aftercare I have been given. 
I have felt relaxed, very safe and 
would definitely recommend to 
friends + family.  

More birthing pools please!  36-45 White British No tick 

2 Jul Extremely likely   26-35 White British I DO NOT wish my 
anonymised 
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comments to be 
made public 

3 Jul Extremely likely Helped me a lot when I couldn't 
walk, pushed me up to SCBU, 
any questions I asked I got 
helpful information, thank you. 

  16-25 White British No tick 

4 Jul Extremely likely We had fantastic care from the 
community midwives who were 
very supportive & flexible. They 
also liaised with my GP & MH 
worker throughout.  

No!  26-35 White British No tick 

5 Jul Likely Lovely members of staff. 
Comfortable atmosphere. Good 
food. Excellent hygiene.  

Quicker discharge times. I waited 
from 5pm till 10pm to be 
discharged meaning I had to take 
my new born out into the cold.  

16-25 White British No tick 

 


