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Devon Sexual Health (Exeter) - Friends and Family Test - Nov-19 to Mar-20 
 
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 

 
 

% 

Nov-19 7 85.7 0.0 14.3 

Dec-19 4 75.0 25.0 0.0 
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Jan-20 14 100.0 0.0 0.0 

Feb-20 7 85.7 14.3 0.0 

Mar-20 1 100.0 0.0 0.0 

 
 
 
Qualitative feedback - Devon Sexual Health (Exeter)  

 

 

 Month 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 Nov-19 Extremely likely Very helpful. Done everything possible to 
accommodate me. Thank you so much [illegible]. 

    

2 Nov-19 Extremely likely   I like.   

3 Nov-19 Extremely likely The reception staff were extremely friendly and [name 
withheld] went out of her way to help me. Great 
member of staff. 

I received excellent service from all staff. It seems very 
busy to make bookings though! 

  

4 Nov-19 Extremely likely Very friendly and helpful. Coming to sex clinic can be 
very embarrassing but are made to feel very at ease. 
Well done! 

    

5 Nov-19 Extremely likely Every time I have come to this centre, everyone has 
been very pleasant and kind. Thank you all. 

    

6 Nov-19 Extremely likely I was treated so well. The staff were very friendly and 
chatty. It was a pleasure coming in. Blood tests worry 
me but it was all over before I could panic. Thank you 
all. 

Maybe knowing how many people are ahead in the 
queue as the waiting time can be quite long and it 
would help you to not feel forgotten. 

  

7 Nov-19 Neither likely 
nor unlikely 

I wouldn't recommend to friends with babies. The wait 
was long despite arriving on a Saturday at 10:02! 
There isn't enough to occupy a baby in the waiting 
room. It also isn't big enough to keep babies away 
from other people. My writing is terrible as I am 

Bigger waiting room, more staff / nurses to see. Baby 
play area. An hour is too long to keep a baby occupied. 
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bouncing my fidgeting baby on my lap. 

1 Dec-19 Extremely likely Amazing people that really care!!     

2 Dec-19 Extremely likely I visited few weeks ago another GUM clinic but it 
wasn't as helpful and didn't give me enough advice as 
one of your staff. My experience with [name withheld] 
was absolutely brilliant. She was very professional, 
friendly and gave me plenty of advice to make sure I 
choose the correct method of contraception. I don't 
feel any more anxious about my choice of 
contraception. 

    

3 Dec-19 Extremely likely [Name withheld] was really helpful and sweet and 
kept me comfortable with my concerns on my sexual 
health in a professional way. 

No, it's all very good.   

4 Dec-19 Extremely 
unlikely 

(1) Hundreds of thousands of patients / people suffer 
migraine. You have piped, thumping pop music playing 
non-stop. You have non-diffused lights in the ceiling & 
no fresh air. (2) Told 1-1.5hr wait. 2.5hrs later I am still 
waiting. Told next in line - 4 people seen since. (3) Due 
to delay, I am missing urgent commitment for 
someone else. My mobile badly dead - I have charge 
lead - staff refused to charge my phone enough to 
send one text. I later heard them chatting saying it was 
not reasonable that I have free electricity. Idea: 
change your wall sockets to USB included. Cost of 
electric I needed less than 0.001p (I worked that out). 
Quiet, low-light area. Less beaty, lower-volume music. 

    

1 Jan-20 Extremely likely Very helpful advice from Dr [name withheld].     

2 Jan-20 Extremely likely Everybody is fantastic! Calm, helpful and friendly. 
Made the experience as pleasant as it could possibly 
be. 

    

3 Jan-20 Extremely likely [Names withheld] made me feel very safe and 
welcome today. I had a great experience. 

    

4 Jan-20 Extremely likely Very comfortable, everyone helpful.     

5 Jan-20 Extremely likely I have been really impressed by the thorough, kind 
and professional response by your staff. [Names 
withheld] were fantastic. 
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6 Jan-20 Extremely likely Extremely helpful and friendly staff, patient and kind.     

7 Jan-20 Extremely likely [Illegible] Always great service here too. [Name 
withheld] was great today after I was very late for my 
apt, due to an emergency. Thank you! 

    

8 Jan-20 Extremely likely Less painful than a flu jab, having a [illegible] fitted. 
Excellent experience. Very clear explanation. 

Consider hand cream in toilet, helps [illegible]. Consider 
a mirror in the toilets. Consider domestic violence dot 
system on the back of a toilet door or safe [illegible] 
information? 

  

9 Jan-20 Extremely likely [Name withheld] is such a kind soul. She supported me 
through an unexpected pregnancy which ended up 
being an ectopic, she came to the hospital to support 
me. 

    

10 Jan-20 Extremely likely 10/10. Excellent service. I haven't been for years! So 
professional, especially [names withheld]. 

    

11 Jan-20 Extremely likely Open personalities. Effective & caring. First name 
terms. 

    

12 Jan-20 Extremely likely Professional, friendly, efficient and not judgemental.     

13 Jan-20 Extremely likely Services like this are so difficult to access and all of my 
local ones have closed down. [Name withheld] 
managed to do a procedure I would normally wait a 
month for, on the same day and [name withheld] was 
so calming and helpful through the whole process. I 
don't know what I would've done without them. 

Don't close it down!   

14 Jan-20 Extremely likely Everybody was extremely helpful and friendly, 
efficient service. [Name withheld] in particular was 
wonderful, very reassuring and so easy to talk to. 
Thank you! 

    

15 Jan-20 Not entered   Was misled with appointment dates.   

1 Feb-20 Extremely likely Sensitive listening & diagnosis. No.   

2 Feb-20 Extremely likely Excellent care and treatment right from reception 
through to the lovely doctor I saw. Very much 
appreciated Dr [name withheld]'s kind and caring 
approach, her clinical expertise and compassion. 
Thank you. 

    

3 Feb-20 Extremely likely Prevention. No.   
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4 Feb-20 Extremely likely Very helpful information. I am very rest assured due to 
[name withheld]. Thank you. 

    

5 Feb-20 Extremely likely Made me feel very relaxed. Dr gave great information. 
Nurse was very chatty and kind. 

No.   

6 Feb-20 Extremely likely       

7 Feb-20 Extremely 
unlikely 

So slow - people walking around but no one, called in 
3 hours later. 

More doctors on or more staff that actually work.   

8 Feb-20 Not entered When booking appointment to have my daughter's 
contraceptive implant out I had a receptionist that was 
very rude & didn't understand my daughter has 
crippling anxiety & made her talk on the phone for the 
whole conversation instead of asking my daughter's 
permission for me to talk on her behalf. Today, saw 
[name withheld] - she was lovely & my daughter 
understood & liked her. Thanks. 

    

1 Mar-20 Extremely likely Staff very enthusiastic, knowledgeable and helpful. 
Great patient focus. 

Being able to book online.   

 


