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Rapid Response Service - Friends and Family Test - Jan-20 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 

 
% 
 

Jan-20 19 

 

 

 
 

 
 

 

94.7 
 

0.0 5.3 

Feb-20 18 

 
 

 
 

 

 
 

100.0 
 

0.0 0.0 

Mar-20 12 

 

 
 

 
 

 
 

100.0 
 

0.0 0.0 
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Qualitative feedback – Jan-20 
 

 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? 

Patient request for 
anonymised 
comments not to be 
made public 

 
1 Extremely likely Friendly / competent / informative.     

2 Extremely likely Very friendly, very thorough, lovely ladies.     

3 Extremely likely So kind, thoughtful, all of you so nice, you made it so 
easy. 

Yes, keep coming.   

4 Extremely likely You've all been very good! No.   

5 Extremely likely We have been so pleased with all the wonderful caring 
help we have received. 

Not as far as I can see.   

6 Extremely likely Very pleased with the service you have given me. None.   

7 Extremely likely Everybody has been very caring and understanding and 
have helped in every possible way. 

    

8 Extremely likely Many tests to find out what was wrong. No. It's very good.   

9 Extremely likely Having never needed to use any sort of care service 
before, I found the carers very, very helpful when 
dealing with my husband & also offering helpful advice. 
Thank you. 

    

10 Extremely likely The [illegible] that came at time of need. The carers was 
great team. Helped [illegible] and myself out a great 
deal. 

Carry on doing a good job. Great team, care about 
people you care for. 

  

11 Extremely likely   Do not publish 

12 Extremely likely The swiftness which it was brought into action when 
needed & the excellent care from all involved. 

One minor one - the carers who arrived to care for 
patient did not know he had died - anyway to let them 
know. 

  

13 Extremely likely Everyone has been polite and helpful. I can't see how you can, you've been a great help to me.   

14 Extremely likely Because you have all been good to me. Not as I know of.   

15 Extremely likely All been brilliant. The girls are excellent, thank you. None at all.   

16 Extremely likely They are all so friendly and good at their jobs. No.   



Friends and Family Test – Rapid Response Service – Jan-20 to Mar-20                                                                                                                                         Page 3 of 5 

 

17 Likely Very helpful and pleasant and willing. No.   

18 Likely Because you have all been so good. Interaction with patients.   

19 Don’t know       

 
 
Qualitative feedback – Feb-20 
 

 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? 

Patient request for 
anonymised 
comments not to be 
made public 

 
1 Extremely likely The carers were kind and efficient, putting the patient at 

ease. A good service for which we were grateful. Thank 
you. 

    

2 Extremely likely Because of the attention I have had from the support 
workers. 

I don't think so.   

3 Extremely likely Every carer was extremely kind.     

4 Extremely likely You have been very, very good. You can't improve, you are that good.   

5 Extremely likely They helped when I needed it most, did best to try to 
keep to times and having the reassurance that I had 
support and someone to talk to! 

None.   

6 Extremely likely I appreciated the friendly chat and reassurance [name 
withheld] gave me. 

    

7 Extremely likely Excellent service, lovely bunch of girls, no complaints, 
thank you very much. [Name withheld] 

    

8 Extremely likely You are experienced in what you do. No.   

9 Extremely likely All the ladies were very kind, caring and very helpful, 
also very friendly. 

    

10 Extremely likely The ladies were considerate, cheerful, pleased to do 
anything for my husband. All with cheerfulness & a 
smile. 

Not at all.   

11 Extremely likely All your staff have been extremely helpful and we can 
only say it could not have been bettered. 

It is efficient but after the 10 days initial service it would 
be comforting if a further shorter or longer service can 
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be arranged on a fee basis. 

12 Extremely likely I was virtually helpless and there was nothing the girls 
wouldn't do for me. 

Stay here all day! No, the service is exceptional!   

13 Extremely likely This service was absolutely wonderful and helped to 
make the transition from hospital to home seamless. 

Maintain the excellent high standard of service.   

14 Extremely likely All the carers that came to me were so very, very 
helpful. Nothing was too much trouble. I began to feel 
as though they were friends. 

Not really.   

15 Extremely likely The team members are all amazing! So helpful, 
professional and kind. Working in a way that provides 
care and also moves patient forward. 

    

16 Likely Good service, except for the day they forgot to turn up. 
[Name withheld] 

I was concerned that my husband will [illegible] left for a 
week with no care while I was in hospital. 

  

17 Likely Very happy with the care given. No - just more of it.   

18 Likely Doctor [illegible] advice for help with wife! Very good service.   

 
 
Qualitative feedback – Mar-20 
 

 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? 

Patient request for 
anonymised 
comments not to be 
made public 

 
1 Extremely likely   Do not publish 

2 Extremely likely Staff are very caring/helpful and have done a very good 
job looking after me. 10 out of 10. 

A name badge would be helpful. Just the first name, so 
when they come in you know who is looking after you. 

  

3 Extremely likely The girls were very good, very supportive. Had lovely 
chats with them. They took their time, didn't rush. 

    

4 Extremely likely Extremely supportive in what I needed. Some more capable than others.   

5 Extremely likely Friendly, efficient service.     

6 Extremely likely Efficient. A fast service, delivered with kindness, 
understanding and respect. 

No, you do an amazing job, despite the shortages you 
face daily. What is needed is more investment 
(financially). 
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7 Extremely likely The whole team were amazing and treated my husband 
with respect and dignity. They were fantastic with all 
the family. 

No.   

8 Extremely likely All the carers who came made my wife feel at ease and 
nothing was too much trouble which was very 
important for my wife. 

Under certain circumstances, would it be possible to 
keep to approximately the same time each day for the 
visits. I realise how difficult this is to achieve. 

  

9 Extremely likely Accurate timekeeping. Giving all required help. Have the same carer each day (or several days).   

10 Extremely likely       

11 Extremely likely All very kind. The whole team are lovely. All friendly. Longer than 10 days.   

12 Likely The attention and care have been first class. Very 
grateful for the help. 

N/A.   

 


