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Exeter Community Hospital - 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 12 100.0 0.0 0.0 

Aug-15 3 100.0 0.0 0.0 

Sep-15 11 100.0 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 Care of the 
Elderly 

Extremely likely Been before and happy 
with service.  

  Female over 65 White British No tick 

2 Care of the 
Elderly 

Extremely likely Always helpful and 
cheerful - only issue is 
car parking.  

  Female over 65 White British No tick 

3 Care of the 
Elderly 

Extremely likely Very friendly & helpful. 
Couldn't do enough for 
you.  

    over 65 White British No tick 

4 Care of the 
Elderly 

Extremely likely Very kind staff.  Parking please.  Female over 65 White British No tick 

5 Care of the 
Elderly 

Likely   A designated patient 
parking area. 

Female over 65 White British No tick 

6 Not entered Extremely likely Always clean, friendly 
and efficient.  

Extra disabled car park 
spaces.  

Male over 65 White British No tick 

7 Physiotherapy Extremely likely Exercise treatment 
seemed to have eased 
my knee problem.  

  Male 56-65 White British No tick 

8 Physiotherapy Extremely likely Friendly & helpful - with 
humour!  

Parking was a problem 
on my second visit. It 
took me 10mins to 
find somewhere!  

Female 56-65 White British No tick 

9 Physiotherapy Extremely likely Referral from GP. Back 
pain (sciatica).  

It’s good.  Male 56-65 White British No tick 

10 Physiotherapy Extremely likely The physiotherapist.          No tick 

11 Physiotherapy Likely The physio was great 
and explained 

I waited 8 weeks for 
an appointment when 

  46-55 White British No tick 
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everything well.  in pain, that's a long 
time. I was told they 
would ring if someone 
cancels.  

12 Physiotherapy Likely Patient, professional, 
helpful staff.  

Brand new, air-
conditioned facilities 
with larger patient 
waiting area & 
increase staff numbers 
to cope with demand 
Mr Cameron.  

Male 46-55 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 Very pleased with the 
physiotherapy I have 
received, everything has 
been explained to me in 
detail regarding my 
treatment.  

  Female 46-55 White British No tick 

2 MSK 
Physiotherapy 

Likely     Male over 65 White British No tick 

3 MSK 
Physiotherapy 

Likely Because that's what I 
think.  

No.  Female over 65 White British No tick 
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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 Care of the 
Elderly 

Extremely likely Seen on time. 
Welcoming and caring 
people. Personal and 
attentive.  

Parking is clearly a 
problem. Maybe a 
booking service for 
those bringing 
patients who struggle 
to walk distances.  

  over 65 White British No tick 

2 Care of the 
Elderly 

Extremely likely   Better parking, 
services very good, 
nurses very good.  

Male over 65 White British No tick 

3 Care of the 
Elderly 

Extremely likely Friendly & explain 
things fully to you. 
Everyone so nice.  

More spaces for 
disabled parking.  

Female over 65 White British No tick 

4 Care of the 
Elderly 

Extremely likely   Female over 65 White British I DO NOT wish my 
anonymised 
comments to be 
made public 

5 Care of the 
Elderly 

Extremely likely Treated as an individual 
with respect & humour.  

  Female over 65 White British No tick 

6 Physiotherapy Extremely likely Relaxed & very 
informative & 
supporting & caring 
physiotherapist.  

  Female 46-55 White British No tick 

7 Physiotherapy Extremely likely Clear explanations, 
practical advice on 
medication, exercises, 
timescales. Caring 

  Female 56-65 White British No tick 
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manner. Prompt 
appointments.  

8 Physiotherapy Extremely likely Staff are very friendly + 
helpful.  

Radio / TV in waiting 
area, free wifi.  

Female 16-25 White British No tick 

9 Physiotherapy Extremely likely Very efficient & 
effective service. Very 
friendly. Good overall 
response.  

No.    46-55 White British No tick 

10 Physiotherapy Extremely likely Professional, 
knowledgeable, helpful 
& understanding staff. 
The physiotherapist 
gives me confidence in 
my healing process. And 
I trust him implicitly!  

If only you could make 
the waiting time 
before the first 
appointment shorter 
that'd be brilliant.  

Female 56-65 White British No tick 

11 Physiotherapy Extremely likely I have been helped so 
much with pain relief 
and had a lot of 
kindness shown to me.  

No.    over 65 White British No tick 

 


