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Ilfracombe Minor Injuries Unit - Friends and Family Test - Oct-19 to Mar-20 
 

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 
 

% 

Oct-19 24 

 

 
 

 
 

 
 

100.0 
 

0.0 0.0 

Nov-19 16 

 

 
 

 

 
 

 

100.0 
 

0.0 0.0 
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Dec-19 7 

 
 

 

 
 

 
 

100.0 
 

0.0 0.0 

Jan-20 22 

 

 
 

 
 

 

 

100.0 
 

0.0 0.0 

Feb-20 13 

 

 

 
 

 
 

 

100.0 
 

0.0 0.0 

Mar-20 No data 

 
 

 
 

 
 

 

No data 
 

No data No data 

 
Qualitative Feedback – Oct-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   Very responsive & understanding 
of my problem. Treated quick. 

      

2 Extremely likely   Fantastic service. Thank you.       

3 Extremely likely   Girls are great, work very hard & 
give good service to all. 

  Not to close unit.   

4 Extremely likely   Lovely staff. Friendly & helpful. 
After a bad experience at Bideford, 
it was a pleasure to visit 
Ilfracombe. 

      

5 Extremely likely   Friendly, local service who see you 
quickly and help you. This is a really 
important & excellent service to 
our community! 

  Keep it!!   

6 Extremely likely   Always very efficient and always 
very pleasant staff. 
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7 Extremely likely   Very efficient service, welcoming 
staff. Thank you. 

  No - just keep the unit open!!   

8 Extremely likely   The ladies were wonderful and 
reassuring, prompt & helpful, a 
credit to the NHS. 

      

9 Extremely likely   Having been here before, the 
service is always prompt. Staff are 
friendly & concerned. 

      

10 Extremely likely   Fabulous team.       

11 Extremely likely      Do not publish 

12 Extremely likely   Very professional, efficient staff. 
Very punctual with appointment 
times too. 

  None.   

13 Extremely likely      Do not publish 

14 Extremely likely   Friendly staff. Great advice.       

15 Extremely likely       No, everything was first class.   

16 Extremely likely   Very helpful and friendly service. 
Very quick and reassuring. Great 
we didn't have to go to Barnstaple. 

      

17 Extremely likely   The nurses were wonderful & very 
efficient & patient at getting out a 
stuck end of hearing aid in my ear. 
The place was also very clean - well 
done to the cleaners! Thank you. 

      

18 Extremely likely   Friendly, helpful & efficient staff, 
prompt and effective treatment. 

  Very happy with treatment, 
no improvements needed. 

  

19 Extremely likely   Marvellous treatment and care & 
attention from all staff, especially 
[names withheld]. 

  None at all.   

20 Extremely likely   What a team - the girls are great 
and very friendly, so caring towards 
me. This service should be kept 
alive. These girls work so hard for 
so little. Thanks girls. 

  Keep the Tyrell alive - we 
need this service so much in 
this area of North Devon. 

  

21 Extremely likely   Very quick and professional       
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service, as is usual with this 
fabulous facility. 

22 Extremely likely   Great service.       

23 Extremely likely   Efficient service, friendly & 
understanding staff. 

      

24 Extremely likely   Very helpful, great staff & service.       

 
Qualitative Feedback – Nov-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, helpful and friendly. 
Marvellous service. 

      

2 Extremely likely   Excellent service, fantastic, friendly 
staff. Clean & tidy room & waiting 
area. The staff have excellent 
advice & treatment. Would 100% 
recommend to everyone - an asset 
to the town. 

  None.   

3 Extremely likely   Professional, caring, quick and 
efficient. How much better can you 
get? 10/10 

  Make sure this MIU is always 
here & staffed, it's brilliant. 

  

4 Extremely likely   Always kind & helpful.       

5 Extremely likely   Great service, friendly staff. 
Treated quickly and being able to 
see waiting times live on the 
system helped make an informed 
decision. Thanks. 

      

6 Extremely likely   Amazing, friendly staff after coming   None, fabulous service.   
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for dressing change every weekend 
for 9 weeks. 

7 Extremely likely   Excellent nurse and great 
treatment. 

      

8 Extremely likely   Very good!! Couldn't be better. 
[Name withheld] 

      

9 Extremely likely   Excellent service. Thank you.       

10 Extremely likely   Always friendly and very helpful.   No.   

11 Extremely likely   I was well informed, staff very 
attentive. 

  None. It was excellent.   

12 Extremely likely   Excellent advice over phone and 
excellent through consultation, 
kind, caring. 

      

13 Extremely likely   Lovely staff.       

14 Yes  Fast to be seen which was 
refreshing. Fantastic nurses, made 
my son at ease. Very friendly - I 
think their names are [names 
withheld]? 5-star care. 

      

15 Yes  Because they were very helpful and 
reassuring throughout. Made my 
son feel relaxed and not scared. 

      

16 Yes  Kind, caring staff. Made my 15-yr 
old comfortable throughout. 

  None, great service.   

 
Qualitative Feedback – Dec-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 
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1 Extremely likely   What great girls - caring, pleasant 
& hard working. We need this 
service to [illegible]. Keep up the 
great work girls. 

  As is.   

2 Extremely likely   Fantastic, prompt service by [name 
withheld]. 

      

3 Extremely likely   Kind, nice and understanding.       

4 Extremely likely   Fast & professional service.   No, service was excellent.   

5 Extremely likely   Without any wait, I was attended 
to in a very caring manner. Just 
what I needed when feeling 
unwell! 

      

6 Extremely likely   Really friendly and made me feel 
really comfortable! 

      

7 Extremely likely   Amazing service and very easy to 
use. 

      

 
Qualitative Feedback – Jan-20                       (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   Thank you for everything, 
wonderful & kind. [Name withheld] 

      

2 Extremely likely   I was seen quickly & had a good 
response from staff. Very friendly. 

  None.   

3 Extremely likely           

4 Extremely likely   Nice, friendly staff. Quick 
treatment. Thumbs up! 

      

5 Extremely likely   I needed hearing aid batteries for       
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my husband on the weekend. Staff 
were very helpful as no reception. 
Lovely hospital. My husband will be 
happy that he can hear. 

6 Extremely likely   Fantastic facility.       

7 Extremely likely   Excellent treatment.   No.   

8 Extremely likely   Local, handy and friendly. Open on 
weekends. 

      

9 Extremely likely   Fantastic - the best. [Names 
withheld] 

  None.   

10 Extremely likely   I came for hearing aid batteries for 
me and my mum. The MIU staff 
were very friendly as it's not a day 
for usually giving hearing aid 
batteries. 

      

11 Extremely likely   We were seen quickly and the 
nurses were very friendly & 
efficient. 

  None.   

12 Extremely likely   We've been looked after really 
well, very quickly and extremely 
professionally. 

  Perfect - can't think of 
anything. 

  

13 Extremely likely   Fantastic service, lovely nurses.   None.   

14 Extremely likely   Great info and support. Thank you.   None.   

15 Extremely likely   Very good treatment, staff very 
helpful. 

  None.   

16 Extremely likely   Great for when GP services are 
shut. The staff know their stuff and 
always very helpful and do their 
utmost to sort the problem. 

      

17 Extremely likely   Excellent staff, seen promptly, very 
polite. 

      

18 Extremely likely   Such friendly staff who are chatty 
but professional & remember you. 
Very quietly competent too. 
Brilliant NHS & great service - 
5mins wait only. x 

  No - great. Just don't ever 
close MIU or Tyrell. 
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19 Likely   Nursing staff very kind and helpful. 
Was disappointed with x-ray 
service as I was cancelled at the 
last minute of arriving for my x-ray. 

  X-ray service needs to be 
consistent. 

  

20 Likely   Amazing nursing care. Very 
disappointing when being asked to 
return for x-ray in the afternoon, 
the x-ray department was closed. 

  Not close x-ray last minute. It 
is not acceptable to be passed 
from pillar to post. 

  

21 Yes  1st class service - I turned up 5mins 
before closing and my little girl was 
treated without hesitation and 
with great care. Thank you so 
much. 

  None.   

22 Yes  Fast to be seen. Brilliant staff. Very 
efficient. A*** 

      

 
Qualitative Feedback – Feb-20                       (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   Friendly, effective and reassuring.       

2 Extremely likely   Wonderful attention from all staff.       

3 Extremely likely   Seen very quickly. Excellent service.       

4 Extremely likely   To inspect a wound after surgery.   No, all very good.   

5 Extremely likely   Great service & empathy. Very 
knowledgeable & efficient. 

  Get a receptionist to help free 
the nurses to do their job. 

  

6 Extremely likely   Quick, friendly, effective 
treatment. Couldn't ask for more! 

      

7 Extremely likely   This is an excellent response with       
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great staff. Delighted with service 
received. 

8 Extremely likely   Not a long wait. Lovely, pleasant 
and very helpful staff who 
explained everything. 

  Not really. We have no 
complaint. 

  

9 Extremely likely   I have had such good care here and 
in Barnstaple. 

      

10 Extremely likely   Amazing!!!   No.   

11 Extremely likely   Very prompt and professional 
service. So needed by the people of 
the town and surrounding areas. 
[Names withheld] were super! 

  Keep doing what you are 
doing. 

  

12 Yes  Amazing service - lovely staff. Seen 
straightaway. T. you x. 

      

13 Yes Patient [Illegible].       

 


