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The Trust’s target ‘Friends and Family Test’ score: ‘Would recommend’ = 75%. 
 
 
 
 
 

‘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 score has been calculated in accordance with the Department of Health Publication Guidance issued in October 2014) 
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 Team Extremely 
likely 

Likely Neither 
likely nor 
unlikely 

Unlikely Extremely 
unlikely 

Don't 
know 

Total Would 
recommend 

 
 
 
 
 

% 

Would not 
recommend 

 
 
 
 
 

% 

Neither 
likely nor 

unlikely to 
recommend 

/ Don't 
know 

 
% 
 

1 Axminster/Sidmouth 17 1 0 0 0 0 18 100 0 0 
2 Barnstaple 8 5 0 0 0 0 13 100 0 0 
3 Bideford 3 2 0 0 0 0 5 100 0 0 

4 Crediton/Moretonhampstead/Cheriton 
Bishop 4 0 1 0 0 0 5 80 0 20 

5 Culm Valley 6 0 0 0 0 0 6 100 0 0 
6 Exeter 1 1 1 0 0 0 3 67 0 33 
7 Exmouth/Budleigh Salterton/Woodbury 1 0 0 0 0 0 1 100 0 0 
8 Holsworthy/Torrington 1 0 0 0 0 0 1 100 0 0 
9 Honiton/Ottery St Mary 11 0 0 0 0 0 11 100 0 0 

10 Ilfracombe 8 1 0 0 0 0 9 100 0 0 
11 Lynton 0 0 0 0 0 0 0    

12 Okehampton/Hatherleigh/North 
Tawton/Bow 1 0 0 0 0 0 1 100 0 0 

13 Out of Hours Eastern/Urgent Care 3 1 0 0 0 0 4 100 0 0 
14 Out of Hours Northern/Urgent Care 5 0 1 0 0 0 6 83 0 17 
15 Seaton 13 1 1 0 1 0 17 88 6 6 
16 South Molton/Chulmleigh 3 0 0 0 0 0 4 100 0 0 
17 Tiverton 1 0 0 0 0 0 1 100 0 0 

 Total 86 12 4 0 1 0 105 95 1 4 
 Percentage 81.9 11.4 3.8 0.0 1.0 0.0 100.0    
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Friends and Family Test - Community Nursing Teams - Mar-15 - Qualitative Data  
 

  Team ‘Friends and 
Family Test’ 
response 

Reason for ‘Friends and 
Family Test’ response 

Have you any 
suggestions for ways we 
can improve the service? 

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

1 Axminster/Sidmouth Extremely likely Excellent in every way. No. No tick 
2 Axminster/Sidmouth Extremely likely Because they are helpful 

and sunny. 
  No tick 

3 Axminster/Sidmouth Extremely likely I found the staff very 
caring and efficient. 

No. No tick 

4 Axminster/Sidmouth Extremely likely The staff were very 
caring and trustworthy 
and feel very safe in the 
hands of the staff. I'll 
give them 100 out of 100 
for their trustworthiness. 

No - the service and 
staff are excellent. 

No tick 

5 Axminster/Sidmouth Extremely likely Because it is a very good 
hospital, I myself have 
lots of help and care 
from all operations. 

Please keep things 
moving as we all love 
your help and 
guidance. 

No tick 

6 Axminster/Sidmouth Extremely likely I have to use a catheter 
all the time and if I get a 
blockage I know that 
help is just a phone call 
away. 

I think you are doing a 
good job. 

No tick 

7 Axminster/Sidmouth Extremely likely Very friendly and caring 
staff - anything they did 
was excellent - wouldn't 
fault them at all. 

The hospital I am still 
going to doesn't need 
any improvement let’s 
hope all hospitals treat 
their patients like I was 
treated. 

No tick 

8 Axminster/Sidmouth Extremely likely Excellent service, with 
supporting and caring 
nurses. 

Not applicable. No tick 
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9 Axminster/Sidmouth Extremely likely Excellent service and 
help. 

No. No tick 

10 Axminster/Sidmouth Extremely likely Because they are always 
cheerful and efficient. 

Not that I'm aware of. No tick 

11 Axminster/Sidmouth Extremely likely Very satisfied with the 
service. 

  No tick 

12 Axminster/Sidmouth Extremely likely The district nurses have 
always been kind and 
caring in their response. 
They are extremely 
competent medically. 

  No tick 

13 Axminster/Sidmouth Extremely likely For their dedication and 
care. They were superb. 

How do you improve 
perfection? 

No tick 

14 Axminster/Sidmouth Extremely likely Supportive, caring, 
knowledgeable etc. 

More time and money 
available to allow the 
community nurses to 
be less rushed around 
the community. 

No tick 

15 Axminster/Sidmouth Extremely likely Nurses are efficient / 
friendly and show an 
interest in patient. 

  No tick 

16 Axminster/Sidmouth Extremely likely My husband is in the 
final stage of life, and 
with the unstinting 24 
hour support of the 
community nursing 
team, we have been able 
to nurse him at home in 
a peaceful and loving 
environment. 

I would find this 
extremely difficult as 
the services and 
support we have 
received are second to 
none. 

No tick 

17 Axminster/Sidmouth Extremely likely At all times the visits 
were punctual, polite, 
sympathetic and 
efficient giving me 
confidence in their 
professional skills. 

  No tick 
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18 Axminster/Sidmouth Likely     No tick 
19 Barnstaple Extremely likely   Morning or afternoon 

appointment would be 
nice. 

No tick 

20 Barnstaple Extremely likely Because of the good care 
I have received. 

  No tick 

21 Barnstaple Extremely likely Leg clinic and district 
nurses have been most 
helpful and caring that 
anyone could wish for. 

The leg club is certainly 
an asset and in my 
situation I cannot think 
how it can be 
improved. 

No tick 

22 Barnstaple Extremely likely Very satisfied with 
nurses. 

  No tick 

23 Barnstaple Extremely likely The community matron 
has been very kind and 
responsive to my needs. 

  No tick 

24 Barnstaple Extremely likely All the nurses are 
efficient and 
understanding, but what 
is even more valuable is 
that they become friends 
which is lovely for those 
who live on their own. 

  No tick 

25 Barnstaple Extremely likely   I DO NOT wish my 
anonymised comments 
to be made public 

26 Barnstaple Extremely likely     No tick 
27 Barnstaple Likely I firmly believe in self 

care for patients so 
would only recommend 
if this is not possible like 
it is for me currently. 

Yes - please can some 
district nurses 
understand that they 
need to treat what they 
see. At my age I am not 
deaf, demented, 
incapable of checking 
my own bottom or 
need help to call the 

No tick 
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doctor. In addition, I 
would like to point out 
when district nurses 
bring students they 
should be able to see 
what the nurse is doing 
when dressing wounds, 
and that the use of 
antibiotics is 
immunosuppressed 
patients is properly 
explained (always 
assuming that the D.N. 
understands 
herself).The particular 
incident to which I refer 
upset me because I 
always encourage 
learning in students 
and  she learned 
nothing at my home 
whilst stood at the 
other end of the room - 
hugging a box of 
gloves. I did correct the 
misinformation the 
nurse gave the student. 
On checking the yellow 
folder I have identified 
that the nurse is called 
Tracey. Her behaviour 
and poor attitude in 
terms of respect for 
patients and the fact 
that she is a guest in 
her patients home, and 
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failure to listen to listen 
to what the patient 
says makes for a very 
poor experience, and 
causes a dent in my 
confidence over her 
standard of care, 
especially for 
vulnerable patients 
who do not have the 
ability, or someone to 
speak for them. 
Unfortunately I felt the 
need to call Brannam's 
Medical Centre so that 
my doctor’s excellent 
receptionist could 
ensure she does not 
return  to my house. If 
she presented herself 
at my home I would 
refuse treatment from 
her. Additionally there 
needs a reminder that 
unless they have 
permission or there is a 
power of attorney 
discussing a patient 
with their children or 
with paid carers who 
are employed to attend 
to another disabled 
person in the house is 
not  appropriate when 
in another room out of 
sight and hearing of the 
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patient for example my 
lack of sleep at night 
has very little bearing 
on the holes in my foot. 
The greater majority of 
the D.N.s provide a 
good standard of care 
and are respectful of 
where they are. There 
have been a few 
occasions where they 
have helped me to 
wash my bad leg which 
is greatly appreciated 
i.e. a few take the time 
and others are too 
busy! You did ask!!!!  

28 Barnstaple Likely Few friends as we have 
not lived here long. 
Family live far away. 

Reduce the paperwork 
staff required to do. 

No tick 

29 Barnstaple Likely   I DO NOT wish my 
anonymised comments 
to be made public 

30 Barnstaple Likely I am satisfied with the 
care I get. 

  No tick 

31 Barnstaple Likely   I DO NOT wish my 
anonymised comments 
to be made public 

32 Bideford Extremely likely Nurses helpful, cheerful 
and professional, ring 
before visiting so I can be 
hoisted onto my bed 
ready. 

More continuity of 
nurses, often see 
different one each visit, 
wastes time with note 
reading and history 
repeating. 

No tick 

33 Bideford Extremely likely   Service is perfect. No tick 
34 Bideford Extremely likely We are so grateful for We don't know No tick 



  Friends and Family Test – Community Nursing Teams – Mar-15                                                                                                                                                                                                                             Page 9 of 17 

their care and support 
and nursing skills. 

sometimes when they 
are coming. We could 
be out. 

35 Bideford Likely All very good at their 
jobs. 

  No tick 

36 Bideford Likely Because I was very 
happy with my 
treatment from the 
community or district 
nurse. 

Not at the moment. No tick 

37 Crediton/Moretonhampstead/Cheriton 
Bishop 

Extremely likely     No tick 

38 Crediton/Moretonhampstead/Cheriton 
Bishop 

Extremely likely     No tick 

39 Crediton/Moretonhampstead/Cheriton 
Bishop 

Extremely likely Kind, helpful.   No tick 

40 Crediton/Moretonhampstead/Cheriton 
Bishop 

Extremely likely Don't need to worry 
about treatment you're 
offered. 

Better parking and cost. No tick 

41 Crediton/Moretonhampstead/Cheriton 
Bishop 

Neither likely nor 
unlikely 

  I DO NOT wish my 
anonymised comments 
to be made public 

42 Culm Valley Extremely likely The community nurse 
came cheerfully and 
promptly when I asked 
for a visit she was 
friendly, kind and 
efficient. 

I have limited 
knowledge of your 
service but as far as I 
could tell it seems to be 
working fine. 

No tick 

43 Culm Valley Extremely likely It seems nothing is too 
much trouble. Always 
ready to help if needed. 
Very professional but 
friendly (filled by wife on 
patient’s behalf) 

  No tick 

44 Culm Valley Extremely likely I would only be too 
pleased to recommend 

Not really as the local 
nurses are 

No tick 
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the services of our local 
team of nurses after the 
great help they have 
given to myself and my 
wife. 

conscientious and 
friendly and if we have 
any questions they give 
us the information we 
need. 

45 Culm Valley Extremely likely Good service. No. No tick 
46 Culm Valley Extremely likely Because I have been 

here for 17 months and 
have good service all the 
time. 

No. No tick 

47 Culm Valley Extremely likely Because the care that I 
have received has been 
exemplary. 

Cannot think of 
anything - keep it as it 
is - great service, thank 
you. 

No tick 

48 Exeter Extremely likely The nursing staff have 
always been very 
compassionate, caring 
and professional. 
Nothing seems too much 
trouble. 

At this moment of time, 
no. 

No tick 

49 Exeter Likely Every aspect of care and 
kindness very willingly 
given. 

Not necessary at 
present. 

No tick 

50 Exeter Neither likely nor 
unlikely 

There is no choice of 
community nursing 
services in Exeter. 

  No tick 

51 Exmouth/Budleigh 
Salterton/Woodbury 

Extremely likely Because I am very happy 
with the caring that you 
and your nurses give. 

  No tick 

52 Holsworthy/Torrington Extremely likely   I DO NOT wish my 
anonymised comments 
to be made public 

53 Honiton/Ottery St Mary Extremely likely First class service. Stay as you are. No tick 
54 Honiton/Ottery St Mary Extremely likely Caring, supportive and 

helpful in dealing with 
stoma. 

Operate NHS 24/7 in all 
areas and fully utilise 
its massive resources. 

No tick 
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55 Honiton/Ottery St Mary Extremely likely     No tick 
56 Honiton/Ottery St Mary Extremely likely Extremely happy with 

the professionalism by 
the staff. 

  No tick 

57 Honiton/Ottery St Mary Extremely likely     No tick 
58 Honiton/Ottery St Mary Extremely likely   None. No tick 
59 Honiton/Ottery St Mary Extremely likely The nurses are very 

caring and do consult 
with the doctors if they 
have any queries. 

Don't have enough 
background knowledge 
for such a suggestion. 

No tick 

60 Honiton/Ottery St Mary Extremely likely I only need blood test 
while I can't get out. The 
nurses have always been 
caring. 

No. No tick 

61 Honiton/Ottery St Mary Extremely likely   I DO NOT wish my 
anonymised comments 
to be made public 

62 Honiton/Ottery St Mary Extremely likely Staff attend when they 
say. Always cheerful and 
supportive. Always a 
listening ear. 

No. No tick 

63 Honiton/Ottery St Mary Extremely likely I am very well looked 
after. 

It's just fine. No tick 

64 Ilfracombe Extremely likely Because of the care and 
attention given to me by 
all nurses who came to 
me. 

Have the same nurse as 
much as possible 
because they then 
know the wound and 
saw it is progressing. 

No tick 

65 Ilfracombe Extremely likely Always receive friendly 
and sympathetic 
treatment from team. 
Also advice. 

Didn't know we could 
be seen AM or PM -
knowing which time to 
expect visit would be 
very useful. 

No tick 

66 Ilfracombe Extremely likely A first class service is 
given at all times. Over 
the last few months I 

None. No tick 
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have grown to trust and 
rely on the whole 
nursing team for their 
advice and help and 
cannot recommend 
them highly enough for 
their professionalism, 
warmth and support. 

67 Ilfracombe Extremely likely I am extremely satisfied 
with the service. 

The service works for 
me and my wife who is 
my main carer. 

No tick 

68 Ilfracombe Extremely likely Apart from a caring, 
friendly and reliable 
service from a charming 
and efficient team, the 
carers were accessible 
and responsive to any 
queries. 

No. No tick 

69 Ilfracombe Extremely likely Because the service is 
good. 

Only by arriving at the 
same time each day - 
this is possible only if 
you are first on the day 
list. 

No tick 

70 Ilfracombe Extremely likely Everyone very kind and 
efficient. 

  No tick 

71 Ilfracombe Extremely likely I have been so pleased 
with the service over the 
years. 

I feel we get good 
service - only complaint 
is trying to get through 
to telephone, spend all 
day trying. 

No tick 

72 Ilfracombe Likely     No tick 
73 Okehampton/Hatherleigh/North 

Tawton/Bow 
Extremely likely Because we were so well 

cared for. 
More nurses as they 
sometimes seem 
overloaded with work. 

No tick 

74 Out of Hours Eastern/Urgent Care Extremely likely Everyone has been very 
helpful. 

Don't think this is your 
problem but getting 

No tick 
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help on phone at 111 
leaves much to be 
desired. 

75 Out of Hours Eastern/Urgent Care Extremely likely Professional, kind and 
compassionate, 
knowledgeable and 
totally client-centred. 

All excellent thank you. No tick 

76 Out of Hours Eastern/Urgent Care Extremely likely (Visit due to a 111 call 
for emergency). The 
senior sister and 
assistant nurse C and J 
were very professional 
and competent of 
cheerful disposition - 
much appreciated. 

As this visit was an 
emergency call some of 
the questions don't 
apply this took place on 
Wednesday 23rd about 
7:30pm. (Letter) I 
enclose Patient 
Experience Survey duly 
completed. This 
pertains to the 
treatment I had from 
two of your District 
Nurses, the senior was 
CS. They were 
excellent. Before 
leaving at 10pm they 
said that the dressings 
would have to be 
changed yesterday, 
Thursday 26th. They 
said that this would be 
notified to the 
controller. I waited all 
day, the dressing was 
saturated with dried 
blood and I was 
suffering pain. No one 
came and there was no 
communication. In 

No tick 
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desperation this 
morning I rang our local 
surgery and a nurse 
changed the dressing. 
This was a severe leg 
injury and I consider 
that the system of 
follow up, nurse Sutton 
left several documents 
for the nurse who 
would attend me 
yesterday, which are 
still here. Having had 
such good treatment 
form the two nurses on 
Monday 23rd. this final 
attention was 
disappointing. 

77 Out of Hours Eastern/Urgent Care Likely JB was extremely kind 
and helpful. 

Better initial response 
on 111 - 1 minute on 
hold then 
disconnected, redialled 
and 7 minutes on hold 
before answer. 

No tick 

78 Out of Hours Northern/Urgent Care Extremely likely Amazing care. Angels in 
blue. I was in quite a 
state as soon as they 
arrived in minutes I was 
so calm. Truly wonderful 
ladies. 

Yes - make sure you 
main the standards you 
have now. 

No tick 

79 Out of Hours Northern/Urgent Care Extremely likely They were very prompt, 
efficient, very 
knowledgeable, very 
good treatment, very 
pleasant. M and 
colleague also S and 

  No tick 
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colleague all very good 
indeed. 

80 Out of Hours Northern/Urgent Care Extremely likely Because we found them 
to be kind and dedicated 
and being in the 
situation we needed 
their help. 

  No tick 

81 Out of Hours Northern/Urgent Care Extremely likely All the girls are so 
friendly and caring really 
enjoyed seeing them for 
my evening eye drops. 
Very professional. 

No need as perfectly 
happy with service. 

No tick 

82 Out of Hours Northern/Urgent Care Extremely likely My care over recent 
years has been 
exemplary. Kind, 
courteous and friendly as 
well as efficient. 

Keep it exactly as it is. No tick 

83 Out of Hours Northern/Urgent Care Neither likely nor 
unlikely 

Not the surgery I use. 
The nurse was helping 
on out of hours team. 

No. On thinking about 
it again. Cutting out 
some of the paper work 
for the nurses. 

No tick 

84 Seaton Extremely likely Excellent service 
provided. 

  No tick 

85 Seaton Extremely likely     No tick 
86 Seaton Extremely likely The caring manner which 

the nursing team 
approached and cared 
for the patient. 

It works well as it is. No tick 

87 Seaton Extremely likely So easy to get along 
with. Good care from all 
nurses. Treated well. 

  No tick 

88 Seaton Extremely likely Because Seaton nurses 
have been caring for my 
ulcers for 6yrs + 

  No tick 

89 Seaton Extremely likely Delighted with service 
provided. 

None. No tick 
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90 Seaton Extremely likely     No tick 
91 Seaton Extremely likely They have always been 

available when I have 
had concerns. 

I can't think of anything 
and they have always 
responded -however, 
when the occasion has 
been for out hours, the 
response time could be 
better. 

No tick 

92 Seaton Extremely likely Good treatment and 
service. 

No. No tick 

93 Seaton Extremely likely Total satisfaction.   No tick 
94 Seaton Extremely likely Everything was explained 

very clearly what they 
were able to do for me. 

  No tick 

95 Seaton Extremely likely The nurses who come 
are always caring to my 
husband, and make sure 
he is comfortable. 

No. No tick 

96 Seaton Extremely likely I have always been 
treated exceptionally 
well by the nurses - 
especially in 
physiotherapy and wax 
removed from my ears, 
as well as the ward 
nurse. 

The only small 
suggestion is that 
usually you have a reply 
from answer phone to 
say no one available 
but leave message and 
phone no. / will ring 
back. This has worked 
very well but a delay 
could be a problem. 

No tick 

97 Seaton Likely Because there has been 
a mix-up between the 
doctor's surgery and the 
Community services. 

More liaison  with 
doctor’s surgery. 

No tick 

98 Seaton Neither likely nor 
unlikely 

Lack of communication 
between surgery and 
nurses. 

Keep to the day I'm 
told they will visit. 

No tick 

99 Seaton Extremely Insufficient wound Listen to patient - No tick 
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unlikely dressing - for once 
weekly change. 

answer their questions 
and have ready all 
dressings, creams etc. 
for the patient. 

100 Seaton       No tick 
101 South Molton/Chulmleigh Extremely likely Excellent staff and care 

provided. 
  No tick 

102 South Molton/Chulmleigh Extremely likely The nurses arrive with a 
ready smile and are 
always cheerful. They 
explain what they are 
going to do, give advice 
and answer our 
questions. 

I am extremely happy 
with their visits and 
cannot think of 
anything to improve 
the service I get when 
needed. Thank you. 

No tick 

103 South Molton/Chulmleigh Extremely likely Everybody very helpful. 
Fitting me in at earliest 
opportunity. Good 
communication hospital 
nurses with DN. 

  No tick 

104 South Molton/Chulmleigh     Not really it seems fine 
to me. 

No tick 

105 Tiverton Extremely likely Because they have been 
very helpful. 

  No tick 

 
 


