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Devon Sexual Health (Exeter) - Friends and Family Test - Jul-19 to Oct-19 
 
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 ‘Would recommend’ score is 75%  
 
 

 
 

 
Month 

 
Responses 

 
 

No. 

 
Would recommend 

 
 

% 

 
Would not recommend 

 
 

% 

 
Neither likely nor unlikely to recommend / Don’t know 

 
 

% 

Jul-19 17 94.1 0.0 5.9 

Aug-19 8 75.0 0.0 25.0 
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Sep-19 18 94.4 0.0 5.6 

Oct-19 18 100.0 0.0 0.0 

 
 
Qualitative feedback - Devon Sexual Health (Exeter) - Jul-19 
 
 

 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 the service you have received?  

Patient request 
for anonymised 
comments not to 
be made public 

1 Extremely Likely Staff were lovely.     

2 Extremely Likely Local facility, friendly & professional.     

3 Extremely Likely Nice people who work here. No.   

4 Extremely Likely Staff all helpful and friendly. Book online.   

5 Extremely Likely   Do not publish 

6 Extremely Likely [Name withheld] was friendly and made me very 
comfortable when removing contraceptive implant. 

    

7 Extremely Likely [Name withheld] was very good at keeping me calm and 
reassured. 

    

8 Extremely Likely I saw Dr [name withheld] she was wonderful. Calm, 
reassuring, human though, put me entirely at ease. Thank 
you so much. 

    

9 Extremely Likely Lovely, friendly nurse with great advice. Thank you [name 
withheld]. 

    

10 Extremely Likely Friendly, professional staff gave me full information on 
the implant after pregnancy. It was good to have the 
same staff to fit the implant and for booking the 
appointment. Felt relaxed & looked after! 

    

11 Extremely Likely Very, very professional staff and kind. Thank you.     

12 Extremely Likely Compassionate care.     

13 Extremely Likely Great help! Thanks very much! Great people!     

14 Extremely Likely My nurse had a lovely, warm manner. Excellent service. 
Thank you. 

More confidentiality at front desk, another client could 
hear my personal details. 
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15 Extremely Likely My experience with the service was amazing. I felt very 
looked after and was helped in a time of need! I cannot 
fault the service at all and would recommend to anyone I 
felt needed it. I am very grateful for this service. 

No, I cannot fault the service at all.   

16 Likely The staff are efficient, knowledgeable & friendly. 
However, I felt that I had to wait a fairly long time before I 
was seen after the first consultation. 

Quicker service - I know that can be difficult to deliver in 
today's austerity climate! 

  

17 Don't Know No. Lesser waiting times and provide free tea & coffee.   

 
 
Qualitative feedback - Devon Sexual Health (Exeter) - Aug-19 
 
 

 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 the service you have received?  

Patient request 
for anonymised 
comments not to 
be made public 

1 Extremely Likely Friendly, practical, non-judgemental treatment. V. kind & 
approachable - did not make you feel embarrassed. 

The radio in waiting room was annoying (personal taste).   

2 Extremely Likely [Name withheld] was extremely helpful, kind and 
informative. Such a great service, thank you so much. 

    

3 Extremely Likely [Name withheld] was brilliant, very informative and 
understanding, lovely lady. 

    

4 Extremely Likely Very friendly!! Would definitely come back again.     

5 Extremely Likely Very friendly. Easy to book appointment. Great 
information! Thank you xx. 

Online booking?   

6 Extremely Likely Had my smear this morning. Very worried about it all, 
took the 3 reminders to actually come and get it done. 
Lady called [name withheld] absolutely brilliant, put me at 
ease the whole time, relieved. 

    

7 Neither Likely nor 
Unlikely 

      

8 Neither Likely nor 
Unlikely 

      

9 Not entered   iPads attached to the walls for kids to play with.   
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Qualitative feedback - Devon Sexual Health (Exeter) - Sep-19 
 

 

 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 the service you have received?  

Patient request 
for anonymised 
comments not to 
be made public 

1 Extremely Likely They were very kind and friendly, put me at ease and fit 
the coil perfectly. 

    

2 Extremely Likely       

3 Extremely Likely [Name withheld] was very supportive and made me feel 
at ease and told me everything she was doing. Very 
scared of needles but she has now put me at ease. Thank 
you so much [name withheld], very friendly woman. 
Highly recommended. 

None. Very friendly and dear member of staff [name 
withheld]. 

  

4 Extremely Likely Smear. Great service, [name withheld] was brilliant. Very friendly 
and professional. 

  

5 Extremely Likely Saw Dr [name withheld] for routine screen. She detached 
a separate issue of domestic abuse and was the most 
supportive, empathetic and lovely listener who also made 
sure I was getting the support I need. Thank you so very 
much. [Name withheld] 

Keep doing what you do.   

6 Extremely Likely Seen by [name withheld]. Her knowledge, compassion 
and patience made me feel comfortable & makes me feel 
happy & confident in the care I've received & in coming 
back, thank you. 

No, walk-in was timely, thank you.   

7 Extremely Likely [Name withheld] was extremely helpful and 
compassionate. Listened and asked relevant questions. 

    

8 Extremely Likely Really impressed, top-line service from entering the 
building. [Name withheld] 

    

9 Extremely Likely Lovely staff, very helpful and understanding.     

10 Extremely Likely So helpful and efficient, from booking right through to 
appointment. Informative and take time needed to 
reassure and help you. Really grateful. 

N/A - excellent.   

11 Extremely Likely Really impressed with the drop-in service. All staff kind, 
friendly, helpful & professional. Thank you. 

    

12 Extremely Likely Very good! None!   

13 Extremely Likely Friendly and approachable staff.     
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14 Extremely Likely Amazing service, no faults at all.     

15 Extremely Likely Very good, thorough service, non-judgemental, caring and 
desire to help. Didn't feel embarrassed at all when asked 
personal questions and having swabs taken. 

No.   

16 Extremely Likely Brilliant doctor. Shorten appointment waiting times.   

17 Likely       

18 Don't Know I don't know. iPads attached to the wall for kids to play with.   

 
 
Qualitative feedback - Devon Sexual Health (Exeter) - Oct-19 
 

 

 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 the service you have received?  

Patient request 
for anonymised 
comments not to 
be made public 

1 Extremely Likely Discreet, swift, sensitive & professional service from the 
receptionist, through to the medics / nurse on duty. 
Thank you for your time & patience, it's much 
appreciated. [Name withheld] 

    

2 Extremely Likely Great staff - put me at ease & knew her stuff! None - it was great!   

3 Extremely Likely Nurses are always really approachable.     

4 Extremely Likely Really helpful & comforting nurses & very good service. 
Just a long waiting time. 

    

5 Extremely Likely Very friendly, professional service. None.   

6 Extremely Likely Very kind & helpful.     

7 Extremely Likely [Names withheld] were really helpful and efficient. Both 
gave me good advice and explained all potential actions 
with great empathy. 

    

8 Extremely Likely Very professional, qualified, helpful and also 
compassionate service and help provided throughout the 
whole screening, treatment, counselling process. 

    

9 Extremely Likely Amazing help! Very understanding healthcare!! Thanks so 
much Exeter GUM! [Name withheld] 

    

10 Extremely Likely   Make the appointment booking system more user-
friendly. 
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11 Extremely Likely All answers given effectively. Waiting times.   

12 Extremely Likely Extremely helpful staff. Happy to help, everyone seems to 
have high knowledge in all areas. A lovely centre! Seen by 
[name withheld]. 

    

13 Extremely Likely I was served by [names withheld]. They were both 
extremely friendly, calming & welcoming. They both made 
a real effort to inform me fully about my problems. Very, 
very satisfied with their services. 

    

14 Extremely Likely Very helpful & friendly, gave me lots of information.     

15 Extremely Likely Such a great, friendly service, feel very informed, thank 
you so much! 

    

16 Extremely Likely Amazing service. No!   

17 Extremely Likely [Name withheld] was so lovely and reassuring and made 
the process much easier (and quicker!). 

    

18 Extremely Likely Really informative & supportive. [Name withheld] is so 
compassionate & understanding. Very helpful - such a 
pleasant experience. Regards xx 

    

 


