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Culm Valley Integrated Centre For Health - Outpatients - ‘Friends and Family Test’ - Jul-15 to Sep-15 
 

We would like you to think about your recent experiences of our service. How likely are you to recommend our 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.  
 
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%.  
 
 

 
 

 
 

 

 
 

 
 

 

 
 

 
 

 
Month 

 
Responses 

 
No. 

 
Would recommend 

 
% 

 
Would not recommend 

 
% 

 
Neither likely nor unlikely to recommend / Don’t know 

 
% 
 

Jul-15 19 100.0 0.0 0.0 

Aug-15 9 100.0 0.0 0.0 

Sep-15 6 100.0 0.0 0.0 
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Qualitative Feedback - Jul-15  
 

 Clinic / 
department 
attended 

 

‘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 
community outpatient 
service? 

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

1 MSK 
Physiotherapy 

Extremely 
likely 

Very satisfied with 
treatment & advice.  

  Female 56-65 White British No tick 

2 MSK 
Physiotherapy 

Extremely 
likely 

I came with two bad 
knees & had very good 
advice which I will follow. 
Thank you.  

No - it is very good.  Female over 
65 

White British No tick 

3 MSK 
Physiotherapy 

Extremely 
likely 

Identifying the cause of 
the pain and applying 
effective treatment was 
of the highest standard.  

  Male 46-55 White British No tick 

4 MSK 
Physiotherapy 

Extremely 
likely 

I was given clear 
information of my 
condition, what to do to 
help it, & consider I had 
an extremely thorough & 
concise session. The 
physiotherapist was 
cheerful, professional & 
informative.  

  Female over 
65 

White British No tick 

5 MSK 
Physiotherapy 

Extremely 
likely 

The physio was brilliant! 
The car park is free!  

No.  Female 46-55 White British No tick 

6 MSK 
Physiotherapy 

Extremely 
likely 

Prompt, friendly and 
professional service.  

No! It’s great.  Female 56-65 White British No tick 

7 MSK 
Physiotherapy 

Extremely 
likely 

Very friendly and 
informative.  

None.  Male 46-55 White British No tick 

8 MSK 
Physiotherapy 

Extremely 
likely 

Very friendly and helpful, 
giving good advice.  

  Female 36-45 White British No tick 
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9 MSK 
Physiotherapy 

Extremely 
likely 

Very helpful and 
thorough and actually 
told me exactly what the 
problem is and what to 
do about it.  

  Female over 
65 

White British No tick 

10 MSK 
Physiotherapy 

Extremely 
likely 

V. is so lovely + very 
professional. I was in 
severe pain. Painkillers 
weren't touching the 
pain. Acupuncture was 
mentioned + carried out 
by V. and today I am 
feeling more like my old 
self.  

No. Just carry on the 
good work. I was seen 
originally quite quickly 
from the Dr's referral 
though I know others 
haven't been! So lucky.  

Female 36-45 White British No tick 

11 MSK 
Physiotherapy 

Extremely 
likely 

I have had very good 
advice given in a caring 
and professional manner. 
Thank you.  

  Female over 
65 

White British No tick 

12 MSK 
Physiotherapy 

Extremely 
likely 

Found this service very 
good, was able to see the 
practitioner very quickly 
and found it very 
worthwhile with good 
advice given.  

  Male 56-65 White British No tick 

13 MSK 
Physiotherapy 

Extremely 
likely 

          No tick 

14 MSK 
Physiotherapy 

Extremely 
likely 

Professional help.  More physiotherapists.  Male 46-55 White British No tick 

15 MSK 
Physiotherapy 

Extremely 
likely 

Suffered with back after 
having my daughter and 
the team have worked 
wonders and I feel like a 
new me.  

  Female 16-25 White British No tick 
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16 MSK 
Physiotherapy 

Extremely 
likely 

Very good service.    Female over 
65 

White British No tick 

17 MSK 
Physiotherapy 

Extremely 
likely 

Very fast service.  No.  Male 56-65 White British No tick 

18 MSK 
Physiotherapy 

Likely Service was useful, made 
some progress.  

  Male 46-55 White British No tick 

19 MSK 
Physiotherapy 

Likely Everything was well 
explained.  

At the moment it meets 
my needs.  

Female over 
65 

White British No tick 

 
 
Qualitative Feedback - Aug-15  
 

 Clinic / 
department 
attended 

 

‘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 
community outpatient 
service? 

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

1 MSK 
Physiotherapy 

Extremely 
likely 

Everyone providing 
service has been 
extremely supportive and 
helpful.  

None I can think of.  Male over 
65 

White British No tick 

2 MSK 
Physiotherapy 

Extremely 
likely 

The treatment was 
excellent, V. was 
extremely friendly and 
explained everything very 
well.  

  Male 46-55 White British No tick 

3 MSK 
Physiotherapy 

Extremely 
likely 

Professional, courteous & 
above all friendly & 
approachable. Talk to you 
like a human being & not 
down to you. All in all 
brilliant service - do not 
change.  

 Female 46-55 White British No tick 

4 MSK Extremely Positive experience of Much shorter waiting Male over White British No tick 
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Physiotherapy likely examination, diagnosis 
and treatment 
recommendations. My 
one reservation relates to 
the lengthy waiting time 
for appointment.  

time for first 
appointment.  

65 

5 MSK 
Physiotherapy 

Extremely 
likely 

The treatment I have 
received has been a big 
help to me and I am a lot 
more mobile and 
comfortable.  

A quicker service from 
doctors to first 
treatment would help 
as it's the time you’re at 
your worst!  

Female 46-55 White British No tick 

6 MSK 
Physiotherapy 

Extremely 
likely 

An extremely good 
service.  

  Male over 
65 

White British No tick 

7 MSK 
Physiotherapy 

Extremely 
likely 

Well supported all 
through my treatment. 
Lovely staff. Always kept 
fully informed.  

None.  Female 46-55 White British No tick 

8 MSK 
Physiotherapy 

Extremely 
likely 

Very good at explaining 
things.  

  Female over 
65 

White British No tick 

9 MSK 
Physiotherapy 

Extremely 
likely 

  Male 36-45 White British I DO NOT wish my 
anonymised 
comments to be made 
public 

 
 
Qualitative Feedback - Sep-15  
 

 Clinic / 
department 
attended 

 

‘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 
community outpatient 
service? 

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

1 MSK 
Physiotherapy 

Extremely 
likely 

So much better.    Male over 
65 

White British No tick 
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2 MSK 
Physiotherapy 

Extremely 
likely 

The response I have given 
is because I felt that I 
couldn't get help with my 
knee but the young lady 
has given me the 
confidence to keep going 
& hopefully I will improve 
a lot. I really intend to get 
a lot better.  

  Female 56-65 White British No tick 

3 MSK 
Physiotherapy 

Extremely 
likely 

Physio listened carefully 
to what I said, diagnosed 
my problem and gave me 
exercises so that I can 
solve my own problem in 
future.  

  Female over 
65 

White British No tick 

4 MSK 
Physiotherapy 

Extremely 
likely 

Good advice, efficient. 
Friendly.  

  Male 56-65 White British No tick 

5 MSK 
Physiotherapy 

Extremely 
likely 

Everything seemed totally 
appropriate to my 
condition & boosted 
confidence as to longer 
term prospects. Am fully 
committed to follow all 
advice given!  

For me this was perfect 
- especially as I was 
fortunate enough to 
benefit from an early 
appointment.  

Male over 
65 

White British No tick 

6 MSK 
Physiotherapy 

Extremely 
likely 

Very helpful advice & 
treatment. Friendly staff. 
Great improvement in 
pain, joints etc.  

Very happy with waiting 
times & service.  

Female over 
65 

White British No tick 

 
 


