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Litchdon House - Outpatients - Friends and Family Test - Aug-18 to Dec-18 
 

Adult FFT card question: 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.  
 

 
 

Children and young person’s FFT card question: Would you tell your friends that this is a good service to come to? 
 

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 
 (Yes) 

X100 
Extremely likely + Likely + Neither likely nor unlikely + Unlikely + Extremely unlikely + Don’t know  

(Yes + Maybe + No + Don’t know) 

 
‘Would not recommend’ percentage is calculated as follows: 
 

Extremely unlikely + Unlikely  
(No)  

X100 
Extremely likely + Likely + Neither likely nor unlikely + Unlikely + Extremely unlikely + Don’t know 

(Yes + Maybe + No + Don’t know) 
 
 

 
 

 

 
The Trust’s target ‘Would recommend’ score is 75% 
 
 

 
Month 

 
Responses 

 
No. 

 
Would recommend 

 
% 

 
Would not recommend 

 
% 

 
Neither likely nor unlikely to recommend / Don’t know 

 
% 
 

Aug-18 4 100.0 0.0 0.0 

Sep-18 12 100.0 0.0 0.0 

Oct-18 20 100.0 0.0 0.0 
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Nov-18 3 100.0 0.0 0.0 

Dec-18 No data No data No data No data 

 
 
 
Qualitative Feedback                                                                          (Note: The children and young person’s Friends and Family Test card wording is highlighted below) 
               

  Month Clinic / 
department 
attended 
 

Friends 
and 
Family 
Test 
response 

Children 
and young 
person’s 
FFT card 
completed 
by: 
 
Patient 
 
Parent / 
guardian / 
carer 
 

Please can you tell us 
the main reason for 
the response you have 
given? 
 
Would you mind 
telling us why you 
gave that answer? 
 
 

What do you 
think was good 
about your visit? 

Have you any 
suggestions for 
ways we can 
improve our 
community 
outpatient 
service? 
 
What could we 
have done better? 
 
 

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

1 Aug-18 Dermatology 
(Community) 

Extremely 
Likely 

  Absolutely excellent Dr 
[name withheld] and 
[name withheld] are 
excellent. 

            

2 Aug-18 Dermatology 
(Community) 

Extremely 
Likely 

     Male Over 65 White 
British 

Do not publish 

3 Aug-18 Dermatology 
(Community) 

Yes Not 
entered 

My sons eczema has 
hugely improved after 
[name withheld] talked 
through / demonstrated 
how to use the creams 
to manage the 
condition. 

  More time for 
appointment as 
both have overrun. 

Male       

4 Aug-18 Dermatology 
(Community) 

Yes Not 
entered 

I am extremely likely to 
recommend because 

  No. Everything 
perfect. 

Female       
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they have been 
extremely helpful with 
my daughter and 
referrals. Her skin is 
now amazing. I cannot 
thank you enough. 

1 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  Good treatment that 
has helped. 

  More rest room. 
Car park bigger. 

Female 16-25 White 
British 

  

2 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  I have given my 
response as I am 
extremely happy with 
the service and my 
outcome with my 
medication for my skin! 

    Female 16-25 White 
British 

  

3 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  Friendly, approachable, 
make you feel 
comfortable. 

  N/A. Female 26-35 White 
British 

  

4 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  Always friendly greeting 
from reception. 
Dermatologists & nurses 
are warm, friendly & 
knowledgeable. I feel 
very comfortable being 
treated by this clinic & 
know if I have concerns 
or questions, somebody 
will be available to help. 

  No - you're doing 
great! 

Female 26-35 White 
British 

  

5 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  Very kind, helpful staff - 
all staff. Thank you so 
much for helping me & 
for your kindness, very 
grateful. 

  Map to patients 
would be helpful to 
find the service. 

        

6 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  Excellent service and 
treatment for the 
conditions of patients. 
Friendly, helpful staff. 

  N/A. Male 16-25 Asian / 
Asian 
British 

  

7 Sep-18 Dermatology Extremely   So helpful, very friendly   N/A. Male 26-35 White   
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(Community) Likely staff, always willing to 
listen to any issues or 
concerns you have. 

British 

8 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  Friendly staff, effective 
treatment. 

    Female 16-25 White 
British 

  

9 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  The care and follow-ups 
are amazing. Always 
happy to help and 
listen. The results are 
amazing. 

  The wait to get 
started was awful. I 
was in daily pain 
and really wanted 
to get started. The 
wait was agonising. 
If anyone has 
particularly painful 
skin, the wait was 
far too long. 

Female 26-35 White 
British 

  

10 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  All the ladies have been 
so friendly and 
supportive. They are 
absolutely amazing. 
Thank you so much. 

  No. Female 16-25 Other 
ethnic 
group 

  

11 Sep-18 Dermatology 
(Community) 

Extremely 
Likely 

  Dr [name withheld] has 
been so helpful, given 
me a lot of advice. She 
even allocated earlier 
appointments for me to 
fit in around work. The 
whole Roaccutane 
process has been very 
smooth! 

  Parking isn't good, 
even early 
mornings!! 

Female 16-25 White 
British 

  

12 Sep-18 Dermatology 
(Community) 

Likely   Only reason not 
'extremely likely' is due 
to admin error. 
Fantastic doctor & 
nursing team. 

  Query GDPR in opt-
in/out at bottom of 
form. 

Male 16-25 White 
British 

  

1 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Unless you are in a large 
wheelchair. Care given 
excellent but not 

  Larger premises. Female Over 65 White 
British 
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wheelchair-friendly. 

2 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Very helpful, made you 
feel at ease and gave 
very good advice. Fully 
recommend. 

    Female 26-35 White 
British 

  

3 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Very friendly staff who 
were also 
knowledgeable and 
filled me with 
confidence. 

  N/A. Male 26-35 White 
British 

  

4 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Polite and helpful staff.     Male 46-55 White 
British 

  

5 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Good support and 
reassurance. Answered 
all questions. 

    Female 16-25 White 
British 

  

6 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Very helpful, friendly, 
never have to wait too 
long. 

    Female 56-65 White 
British 

  

7 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Extremely helpful, 
useful information most 
of which I never heard 
of. 

    Female 16-25 White 
British 

  

8 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  I have had reliable 
service from the nursing 
and reception staff. I 
cannot speak to highly 
of the friendly and 
professional way I am 
treated. The chairs in 
the waiting room would 
benefit from being 
somewhat higher with 
arm rests. 

      Over 65 White 
British 

  

9 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Very knowledgeable, 
kind & caring. Explained 
in a lot of detail so I 
know treatment that's 

    Female 26-35 White 
British 
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required. 

10 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

        Female 26-35 White 
British 

  

11 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  First class, friendly 
service. 

  No. Male Over 65 White 
British 

  

12 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  [Name withheld] has 
been brilliant with 
[name withheld]. He's 
not the easiest to 
communicate with and 
she's very patient. Plus, 
I've learnt a lot too. 

  No. Male 16-25 White 
British 

  

13 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  So much positive 
support. Listened to me 
as a person, not just a 
patient! Thank you. 

    Female Over 65 White 
British 

  

14 Oct-18 Dermatology 
(Community) 

Extremely 
Likely 

  Always found the 
service very good. 

  No. Female Over 65 White 
British 

  

15 Oct-18 Dermatology 
(Community) 

Yes Not 
entered 

      Female   White 
British 

  

16 Oct-18 Dermatology 
(Community) 

Yes Not 
entered 

The information and 
advice [name withheld] 
has given us has really 
helped to get [name 
withheld]'s eczema well 
controlled. Her kindness 
& reassurance has also 
been helpful. As a 
parent, it can be a worry 
that you are doing the 
right thing. This support 
is great. Thank you! 

    Male   White 
British 

  

17 Oct-18 Dermatology 
(Community) 

Yes Not 
entered 

Baby eczema. Doctor is 
lovely. Explained 
everything very clear. 

  Everything is 
perfect, don't think 
you need any 
improvements. 

Female   Other 
ethnic 
group 

  



Friends and Family Test - Litchdon House - Outpatients - Aug-18 to Dec-18                                                                                                                                                            Page 7 of 8 
 

18 Oct-18 Dermatology 
(Community) 

Yes Not 
entered 

   Male   White 
British 

Do not publish 

19 Oct-18 Dermatology 
(Community) 

Yes Parent/Gua
rdian/Carer 

Amazing with my son's 
eczema. Very helpful. 

    Male       

20 Oct-18 Dermatology 
(Community) 

Yes Parent/Gua
rdian/Carer 

Fantastic service. Very 
caring. Has really helped 
us to understand 
eczema and helped us 
clear our girl's eczema 
up. 

  Fantastic as it is. Female       

1 Nov-18 Dermatology 
(Community) 

Extremely 
Likely 

  Really helpful and 
friendly. Thank you. 

    Female 36-45 White 
British 

  

2 Nov-18 Dermatology 
(Community) 

Extremely 
Likely 

  Thank you so much to 
nurse [name withheld]. 
She was very kind & 
helpful for my family, 
myself & my daughter. 
We really needed extra 
time & help because my 
daughter's eczema has 
been extremely bad 
over the past year & we 
needed a lot of help & 
advice. She gave us lots 
of important 
information, booklets, 
website advice of 
information to read etc. 
[Name withheld] never 
rushed us & that was so 
lovely. 

  I know the NHS is 
under lots of strain 
but us getting all 
the information 
really helped us to 
help our daughter 
& helped her to 
feel better. Thank 
you! Your service 
was amazing! Our 
nurse [name 
withheld] really 
helped us. As 
patients, we do 
need time so that 
we have all the 
information &, 
hopefully, don't 
need to have so 
many 
appointments as 
we are then 
equipped with the 
information we 
need. 

Female 36-45 White 
British 
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3 Nov-18 Dermatology 
(Community) 

Extremely 
Likely 

  Very nice staff & took a 
lot of trouble. 

            

 


