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Bideford Minor Injury Unit - Friends and Family Test - May-19 to Sep-19 
 

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 people’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. 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% 
 

 
 

 

 

 
Responses 

 
 

No. 

 
Would recommend 

 
 

% 

 
Would not recommend 

 
 

% 

 
Neither likely nor unlikely to recommend / 

Don’t know 
 

% 

May-19 11 

 

 
 

 
 

 
 

100.0 
 

0.0 0.0 

Jun-19 27 

 

 
 

 

 
 

 

100.0 
 

0.0 0.0 
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Jul-19 24 

 
 

 

 
 

 
 

95.8 
 

0.0 4.2 

Aug-19 8 

 

 
 

 
 

 

 

100.0 
 

0.0 0.0 

Sep-19 8 

 

 

 
 

 
 

 

100.0 
 

0.0 0.0 

 
 
Qualitative Feedback – May-19                       (Note: The children and young people’s Friends and Family Test card wording is highlighted below)  
 

 Friends and 
Family Test 
response 

Children and 
young people’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 the service 
you have received? 
 
What could we have done 
better? 

 

Patient 
request for 
anonymised 
comments 
not to be 
made public 

1 Extremely Likely   Treated with respect and care 
following self-harm injury. Thank 
you. 

      

2 Extremely Likely   Helpful/patient, did a good job on 
stitches/wound. 

      

3 Extremely Likely   The service I have received on two 
occasions in the last 5 months has 
been: a) highly professional; b) 
friendly & reassuring; c) swift. A 
fantastic service and within just ten 
minutes from home. 

  No. What you are doing is 
excellent. 

  

4 Extremely Likely   Great, quick & easy service.       

5 Extremely Likely   My son had burnt his throat and 
was anxious. [Name withheld] the 
nurse was very kind and reassuring. 
He was thorough and efficient. The 
other two members of staff on 

  None.   
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shift [names withheld] were also 
friendly and warm. Thank you! 

6 Extremely Likely   Very understanding & friendly.       

7 Extremely Likely   Very efficient, very professional 
service, especially given it was late 
in day & I needed several X-rays & 
a plaster cast. 

      

8 Extremely Likely   Very quick, efficient & friendly 
service. Great advice & care given. 

      

9 Yes Parent/Guardian/
Carer 

Excellent, caring service. A fantastic 
team, especially [names withheld]. 
Thank you. 

Kind, fast attention, calm and 
thorough. 

Nothing.   

10 Yes Parent/Guardian/
Carer 

   Do not publish 

11 Yes Patient The nurses were nice and friendly.       

 
 
Qualitative Feedback – Jun-19                       (Note: The children and young people’s Friends and Family Test card wording is highlighted below)  
 

 Friends and 
Family Test 
response 

Children and 
young people’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 the service 
you have received? 
 
What could we have done 
better? 

 

Patient 
request for 
anonymised 
comments 
not to be 
made public 

1 Extremely Likely   Efficient and caring nature, and 
reassuring. 

  No.   

2 Extremely Likely   Very helpful, informative member 
of staff. 

      

3 Extremely Likely   Satisfactory treatment. Excellent 
care. 

      

4 Extremely Likely   Quickly seen. Reassured. Efficient. 
Peace of mind. Thank you. 
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5 Extremely Likely   Quick service. Friendly staff.       

6 Extremely Likely   Nurse very helpful and at short 
notice. 

      

7 Extremely Likely   Excellent care and service. Friendly 
staff. Very short waiting time. 

      

8 Extremely Likely   Everyone has been so kind, very 
quick and extremely efficient. I am 
so grateful for everyone's help 
today. 

      

9 Extremely Likely   Very polite and friendly staff who 
were thorough in the treatment 
given, especially [name withheld]. 

      

10 Extremely Likely   Staff very attentive & pleasant.       

11 Extremely Likely   Very helpful and gave full 
information about what was 
happening. 

      

12 Extremely Likely   I have visited the MIU on Saturday 
and Sunday to have my 
bandages/dressing changed, and 
both times I have received 
excellent care that was both 
professional, polite and friendly. 

      

13 Extremely Likely   Very friendly and professional 
team. Thanks. 

  None.   

14 Extremely Likely   They are brilliant people & look 
after you very well. 

  It would be nice to know as 
soon as you register if the 
hospital cannot deal with you 
because of your ailment. 

  

15 Extremely Likely   Very friendly and helpful.       

16 Extremely Likely   Lady was nice. Did not have to wait 
long. Found results [illegible] within 
minutes. 

      

17 Extremely Likely   Quick service, nice friendly staff. 
Very helpful. 

      

18 Extremely Likely   I came to visit with my friend so he 
could fix a finger problem at 

  Yes.   
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Bideford Community Hospital. Very 
good service, really good, thank 
you. 

19 Yes Parent/Guardian/
Carer 

Friendly, fast service, good with 
children. 

As previous. Nothing.   

20 Yes Not entered Brilliant, fast service. Staff very 
friendly and helpful. Very quick 
wait. 

  No!   

21 Yes Parent/Guardian/
Carer 

Such a fantastic facility. There's no 
way my autistic son could cope 
with hours in A&E in Barnstaple. 
Having the X-ray here is invaluable. 
Friendly, kind, helpful staff in a 
calm, less hectic/noisy 
environment. This facility is 
marvellous. We would definitely 
recommend. 

Capable, knowledgeable 
nurse, she was awesome. It's 
calm here. My son felt very 
safe and was confident to be 
treated. 

Actually, I can't fault it. We 
have been here before when 
X-ray wasn't running and had 
to go to Barnstaple - 5 hours 
of hell ensued. It's great here - 
please keep it open. 

  

22 Yes Parent/Guardian/
Carer 

Kind, friendly & helpful staff. My daughter was given 
reassurance. 

Nothing.   

23 Yes Parent/Guardian/
Carer 

Quick, friendly treatment. Clear 
explanation of treatment, child-
friendly. 

See over. Nothing.   

24 Yes Not entered Super-efficient, professional, 
friendly staff - nothing is too much 
trouble. Thank you. 

      

25 Yes Parent/Guardian/
Carer 

Staff are amazing as they always 
are here. Very friendly and caring. 

Very efficient. Nothing.   

26 Yes Parent/Guardian/
Carer 

Staff excellent! Seen very quickly.   N/A.   

27 Yes Parent/Guardian/
Carer 

V. efficient and prompt. Friendly service & prompt. N/A.   
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Qualitative Feedback – Jul-19                       (Note: The children and young people’s Friends and Family Test card wording is highlighted below)  
 

 Friends and 
Family Test 
response 

Children and 
young people’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 the service 
you have received? 
 
What could we have done 
better? 

 

Patient 
request for 
anonymised 
comments 
not to be 
made public 

1 Extremely Likely   Prompt, friendly & professional 
service in Minor Injuries Unit. 
Thank you. 

  Car parking using card would 
be useful as internet poor to 
use [illegible]. 

  

2 Extremely Likely   First class service.       

3 Extremely Likely   Spilled cup of tea on leg. Excellent 
treatment, seen quickly. 

      

4 Extremely Likely   Seen promptly. Standard of care 
was excellent. 

      

5 Extremely Likely   Very helpful, professional, kind & 
understanding. 

      

6 Extremely Likely   Very professional. Amazing, patient 
communication skills. [Name 
withheld]. 

      

7 Extremely Likely   The care given by the nurse 
practitioner [name withheld] and 
[name withheld] was expert. We 
could never expect anything better. 
Totally fantastic. 

  None.   

8 Extremely Likely   Could be better if the car park was 
free! Otherwise, excellent. 

  Free car park.   

9 Extremely Likely   The staff are awesome and I've 
been looked after incredibly well. 
Short waiting time. Thank you. 
[Name withheld] 

  Cartoons on the TV rather 
than news in the waiting 
room! 

  

10 Extremely Likely   Efficient & courteous.       
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11 Extremely Likely   Excellent service, very efficient.       

12 Extremely Likely   Very satisfactory & professional.       

13 Extremely Likely   Friendly, helpful and good waiting 
time. 

      

14 Extremely Likely   Seen within half an hour both 
times. Made to feel very welcome 
and staff were all lovely. Thank you 
everyone. 

      

15 Extremely Likely   Eye irritation service.       

16 Extremely Likely   Excellent, timely treatment.       

17 Extremely Likely      Do not publish 

18 Extremely Likely   Fast, friendly and honest! Good 
sound advice by [name withheld]. 
Put me at ease with a good 
"bedside manner". Could do with 
more caring like [name withheld]'s! 

      

19 Extremely Likely   [Name withheld] gave me an 
excellent service and took the time 
to explain the treatment, thank 
you. 

      

20 Extremely Likely   [Name withheld] was so fantastic. 
He gave excellent advice and made 
us feel safe to go home. Excellent 
service - even at 8pm! [Name 
withheld] was lovely too x. Thank 
you. 

      

21 Likely   Because they are nice people and 
they are friendly. 

      

22 Yes Not entered Prompt and extremely thorough & 
professional. Excellent service. 

      

23 Yes Not entered They don't hurt you.   No.   

24 Neither Likely nor 
Unlikely 
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Qualitative Feedback – Aug-19                       (Note: The children and young people’s Friends and Family Test card wording is highlighted below)  
 

 Friends and 
Family Test 
response 

Children and 
young people’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 the service 
you have received? 
 
What could we have done 
better? 

 

Patient 
request for 
anonymised 
comments 
not to be 
made public 

1 Extremely Likely   Fast and very helpful service. Lot 
further to travel for alternative 
service. 

  Not at present.   

2 Extremely Likely   Friendly, professional, quick 
service. 

      

3 Extremely Likely   The staff are fantastic - thank you! 
However, the car parking needs 
extending. There were no spaces 
for me to park in so my son, who 
was in pain, had to wait while I 
parked my car in town before he 
could be seen. Please could this be 
looked at as it adds extra stress to 
an already stressful situation. 
Thank you. 

  More car park spaces.   

4 Extremely Likely   Because I always get brilliant 
service and lovely people. 

      

5 Extremely Likely   Nurses [name withheld] were very 
helpful and very pleasant. I am very 
impressed with the service you 
offer. 

  Excellent service, please don't 
close it. 

  

6 Extremely Likely   Amazing care, so helpful and 
friendly! Thanks. 

  No! You're incredible.   

7 Likely   Wonderful staff but highly 
overworked. This unit (MIU) needs 
more staff. Waiting times quite 

  Put more staff on please.   



Friends and Family Test - Bideford Minor Injury Unit - May-19 to Sep-19                                                                                                                               Page 9 of 10 
 

long even very early in the 
morning. 

8 Yes Not entered Suspected arm fracture.   X-ray service would have been 
beneficial. 

  

 
 
Qualitative Feedback – Sep-19                       (Note: The children and young people’s Friends and Family Test card wording is highlighted below)  
 

 Friends and 
Family Test 
response 

Children and 
young people’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 the service 
you have received? 
 
What could we have done 
better? 

 

Patient 
request for 
anonymised 
comments 
not to be 
made public 

1 Extremely Likely   Everyone here is absolutely 
amazing, so friendly, helpful and so 
professional. 

  No.   

2 Extremely Likely   Nice people, understanding, very 
helpful! 

  N/A.   

3 Extremely Likely   Burn to arm.   None - excellent service.   

4 Extremely Likely   Was seen by nurse straightaway. 
Treatment given immediately. Kind 
and authoritative treatment and 
advice. All in less than 1.75 hours, 
including X-rays. x 

      

5 Extremely Likely   The service I received was 
exceptional. I cannot thank your 
staff enough. 

      

6 Extremely Likely   Because it is deserved.   No. You cannot improve on 
perfection. 

  

7 Extremely Likely   Excellent service & treatment. 
[Name withheld], the nurse, was 
superb - 10/10. 
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8 Extremely Likely   The care given by [name withheld] 
& [name withheld], are a treasure 
to the NHS. 

  Barnstaple N.D.D.H. nowhere 
near as good as Bideford. 

  

 


