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Friends and Family Test - Endoscopy Suite - Apr-22 
 
Thinking about your time on this ward… Overall, how was your experience of our service?  
 
 

 
 

 

Response options: Very good, Good, Neither good nor poor, Poor, Very poor, Don’t know   

 
 
Friends and Family Test score 

 
The Friends and Family Test score is calculated as outlined in the NHS England and NHS Improvement guidance.  

 
’Positive’ percentage is calculated as follows: 
 

Very good + Good 
 

 

 X100  

 

 

Very good + Good + Neither good nor poor + Poor + Very poor + Don’t know 

 
 
 

 

‘Negative’ percentage is calculated as follows: 
 

Poor + Very poor 
 

 

 X100  

 

 

Very good + Good + Neither good nor poor + Poor + Very poor + Don’t know 

 
 
The Trust’s target ‘Positive’ score is 75%  
 

 
Month 

 
Responses 

 
No. 

 
Positive 

 
% 

 
Negative 

 
% 

 
Neither good nor poor / Don’t know 

 
% 
 

Apr-22 128 100 0.0 0.0 
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Qualitative feedback 
 

 Feedback from Friends and Family 
Test response 

Please can you tell us why you gave your 
answer? 
 

Please tell us about anything that 
we could have done better 

Patient request for 
anonymised 
comments not to be 
made public 

1 Patient Very good   Do not publish 

2 Patient Very good   Do not publish 

3 Patient Very good All staff very helpful and friendly, make sure 
you are okay and informed.  

    

4 Patient Very good Friendly staff, good feedback as to what was 
happening etc. 

Nothing really, it was all fine.    

5 Patient Very good Patient care, respect and friendliness.      

6 Patient Very good Staff amazing, helping patients to relax. 
Procedure quick, painless and looked after 
so well. This department seems hidden but 
deserves every praise for the work it does. 
Can't thank everyone enough. 

Department is run very well and 
staff are brilliant.  

  

7 Patient Very good The staff could not be more helpful and 
reassuring. Super-efficient as well! 

Nothing that I can think of.    

8 Patient Very good The excellent attention to detail, putting 
patient at ease, very comforting, empathy, 
understanding and patience. First class 
warmth and explanations in detail absolutely 
brilliant, very helpful. Thank you all for the 
human touch.  

Nothing.    

9 Patient Very good   Everything good.    

10 Patient Very good It was better than expected. The staff were 
all very kind and brilliant, everything was 
explained well and I understood it all.  

Nothing at all.    

11 Patient Very good Lovely staff, felt at ease and altogether a 
calm experience.  
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12 Patient Very good Because I was treated with kindness, respect 
the whole time I was here. Plus, on top of 
that, due to my gang rape I hate to be 
touched by men, and my wishes was even 
catered for. Nurse [name withheld] was 
extremely helpful as I am disabled, and 
nurse [name withheld] was a great pleasure 
to be around.  

You couldn't.   

13 Patient Very good Everyone was very caring and explained 
everything that was happening. 

    

14 Patient Very good Friendly and caring staff, efficient and fast 
service. Thank you! 

Nothing.    

15 Patient Very good Made to feel very welcome. The procedure 
was [illegible] and quick.  

    

16 Patient Very good You need to have another box for 
‘Excellent’! The care I received was 
professional, knowledgeable, friendly and 
caring. 100% is the only mark I could give. 
This applies for everyone - all nurses, doctors 
and staff.  

    

17 Patient Very good Good explanations at each stage.      

18 Patient Very good Very friendly, professional staff. Everything 
very well explained. I felt very reassured and 
taken care of. Thank you.  

    

19 Patient Very good Kind, considerate, respectful staff put me at 
ease.  

Can't think of anything.    

20 Not entered Very good Friendly, efficient, on time.      

21 Patient Very good Due to my PTSD, all staff gave me a lot of 
reassurance and were all very caring.  

    

22 Patient Very good All the staff are so friendly and make you 
feel so relaxed.  

    

23 Patient Very good Because I was happy with the procedure.  Satisfied.    

24 Patient Very good I thought the staff was nice.      
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25 Not entered Very good Everyone was so kind and cheerful and 
helpful, put me at rest, [illegible], explained 
everything thoroughly. Thank you.  

Cannot think of anything that 
would have been better.  

  

26 Patient Very good Nice atmosphere, well advised, good 
treatment, 5*. 

    

27 Patient Very good Staff were all friendly and caring and very 
helpful with explanations about the 
procedure.  

Remind patients who have hearing 
aids to wear them as normal, 
because I met two people here who 
were uncertain about wearing 
theirs on the day.  

  

28 Patient Very good Efficient, caring and explain everything.      

29 Patient Very good Excellent patient care and support 
throughout.  

    

30 Patient Very good Staff so friendly, kind and very efficient.  Can't think of anything.    

31 Not entered Very good Very grateful.      

32 Patient Very good Appointment time kept, greeted with 
friendly, efficient staff. Procedure explained 
thoroughly before, during and after. My 
experience today was exceptional. Could not 
be faulted. Great job, guys.  

N/A. Exceeded my expectations.    

33 Patient Very good Everything fully explained and time taken to 
answer questions.  

N/A     

34 Patient Very good Fast, staff eased any anxiety, pain-free.      

35 Patient Very good Because you were good.  None.    

36 Patient Very good The staff were very kind, gave clear 
information, put me at ease.  

    

37 Patient Very good Very friendly, relaxed atmosphere and staff 
very helpful and friendly. Made me feel 
relaxed and well looked after.  

Nothing.    

38 Patient Very good Friendly, caring, informative.      

39 Patient Very good The staff are so helpful and it's nice to be 
among so many cheerful people.  

Nothing I can think of.    
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40 Patient Very good Very good service and being looked after.      

41 Patient Very good Excellent service, everyone was very friendly 
and made the experience a lot easier. Well 
done everyone. Tea and biscuits yummy.  

    

42 Patient Very good Looked after well, super-friendly, explained 
thoroughly.  

    

43 Patient Very good Friendly, helpful reassuring. Nothing, keep up the good work.    

44 Patient Very good Everyone is very kind and informative. The 
ward is clean and warm and peaceful, and 
procedure was quick and painless. I felt very 
safe.  

Maybe provide magazines for 
waiting time.  

  

45 Patient Very good Because you all were. Good job done.      

46 Not entered Very good All the staff were brilliant! Very helpful and 
happy, nothing was too much trouble.  

    

47 Patient Very good All staff very welcoming and very cheerful. 
Made me feel at ease and well looked after.  

N/A   

48 Patient Very good I was very pleased with the way we were 
seen today, everyone was lovely and went 
above and beyond to look after me.  

    

49 Patient Very good Friendly, reassuring, good explanation of 
procedures at all stages, and lots of friendly 
banter at all times. Thank you.  

Nothing could have been done any 
better that it was. I did not feel 
anxious at any time.  

  

50 Patient Very good Staff very efficient and reassuring. Clean and 
pleasant environment.  

    

51 Patient Very good System runs like a well-oiled machine. All 
staff proficient, knowledgeable and 
reassuring. [Name withheld] excellent. 
[Name withheld] excellent. Would come 
again! 

    

52 Patient Very good Made to feel welcome. Very pleasant staff. 
Thank you.  

    

53 Patient Very good Put a nervous patient at ease, friendly, 
professional and informative.  
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54 Patient Very good Caring nurses and excellent procedure and 
information.  

    

55 Patient Very good Well-informed, kind staff. All very 
professional. Well done once again, NHS.  

Nothing.    

56 Patient Very good Everyone was friendly, kind and helpful to 
me.  

    

57 Patient Very good All so lovely. Thank you all.  Nothing.    

58 Patient Very good Straightforward procedure. Helpful, friendly 
staff.  

    

59 Patient Very good Everyone was very caring.  Nothing, it was all good.    

60 Patient Very good Everyone, from beginning to end, was 
helpful, courteous and efficient.  

Nothing!   

61 Patient Very good Efficient, friendly and put me at ease. Didn't 
stop my BP going up though!! 

All good.    

62 Patient Very good Doctors and nurses were very good.      

63 Patient Very good Very friendly team that make you feel at 
ease quickly.  

    

64 Patient Very good Everyone super-friendly and excellently 
professional. 

    

65 Patient Very good I was very nervous but was made to feel 
confident.  

    

66 Patient Very good All staff were very friendly and professional.      

67 Patient Very good Very well looked after.  None.    

68 Patient Very good Well-organised, excellent care delivered with 
a light touch.  

    

69 Patient Very good Everyone was very informative, made me 
feel at ease and kind.  

Nothing.    

70 Not entered Very good Very friendly and helpful. The team made 
me very comfortable and at ease. Explained 
everything clearly.  

Nothing, doing a good job as it is.    

71 Patient Very good Kind and efficient staff, lovely cup of tea and 
biscuits. Efficient process.  

Not that I can think of.    
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72 Patient Very good Excellent friendly staff, put me at ease.      

73 Patient Very good Staff were very pleasant and the whole 
process made as quick and easy as possible 
for what is a procedure that I'm sure causes 
lots of worry! Thank you.  

Nothing.    

74 Patient Very good It is important for the department and 
hospital to know what excellent care I have 
always received.  

    

75 Patient Very good I said so.  None.    

76 Patient Very good Everybody was very pleasant and friendly.  Everything was very pleasant, 
coffee very good.  

  

77 Patient Very good Polite and friendly staff from beginning to 
end of appointment.  

    

78 Patient Very good It was like home, so helpful and very kind.  All perfect.    

79 Patient Very good Doctor brilliant.      

80 Patient Very good Excellent service talked through throughout, 
made to feel very comfortable.  

    

81 Patient Very good Lovely staff.      

82 Patient Very good I was very nervous but was soon put at ease. 
I was kept well informed and all my 
questions were answered in a way I could 
understand. Thank you all.  

Not a thing.    

83 Patient Very good I felt at ease right from the very start which 
made the whole experience easier than 
anticipated.  

    

84 Not entered Very good All the staff, from hospital entrance to this 
department and beyond, have offered me 
empathy, understanding and made me feel 
totally at ease. So, thank you all. Caring 
becomes you all! 

    

85 Patient Very good It all went as planned and very 
straightforward, staff were friendly.  
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86 Patient Very good Because everyone was so good and happy, 
and very caring.  

    

87 Patient Very good Everything was clearly explained. I was put 
at ease. Everyone, from arrival to leaving, 
was so lovely, helpful and friendly and put 
me at ease. Many thanks to you all.  

    

88 Patient Very good Excellent staff. Prompt procedure.      

89 Patient Very good Everyone was friendly and supportive. 
Everything was explained clearly.  

    

90 Patient Very good   Do not publish 

91 Patient Very good Staff very good and efficient. Toilets need a 
good clean! 

    

92 Patient Very good Everybody was wonderful, the best.  Nothing.    

93 Patient Very good Explanatory and very efficient service.      

94 Patient Very good Good, all-round service.  Nothing, all good.    

95 Patient Very good Staff were amazing, it was my first visit here 
and they made my experience very pleasant. 
I felt very at ease.  

    

96 Patient Very good The staff were all wonderful, very kind, 
helpful and very efficient. The colonoscopy 
doctor made me feel automatically at ease, 
he was wonderful. All the nurses, from start 
to finish, were so welcoming.  

Nothing.    

97 Not entered Very good On-time, pleasant staff, clear explanations 
by all, very attentive and understanding.  

    

98 Patient Very good Everything turned out as expected, staff 
were very pleasant.  

    

99 Patient Very good They were efficient and made me feel safe 
and in excellent hands. Where would we be 
without these experienced people.  

    

100 Relative  Very good [Name withheld], receptionist, very helpful 
and assisted me with paper/pen and wrote 
down the medications. [Name withheld] 
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helpful and pleasant on arrival. Please thank 
[name withheld] for her over and above 
service. Very pleasant, polite staff nurse who 
took mum was helpful. A gentleman who 
worked in the unit opened doors for us 
when we arrived at the side door from car 
park. Pleasant nurse rang me when mum 
having a cup of tea. Thank you to everyone 
who participated in mum’s care.  

101 Patient Very good Excellent from start to finish, everyone so 
nice and helpful, absolutely brilliant.  

Nothing at all, brilliant.    

102 Patient Very good I was very anxious before the procedure but 
all nurses and the consultant were amazing, 
reassuring me at all times, explaining what 
next steps are/will be. Great service.  

    

103 Patient Very good Everyone was so kind and explained 
everything that was being done. Thank you 
so much. 10/10. 

Nothing, everyone works so hard.    

104 Not entered Very good Everyone very friendly, making me feel at 
ease. Big thank you to all at the unit.  

    

105 Patient Very good Everyone was very kind.      

106 Not entered Very good Everyone was very kind and understanding.      

107 Patient Very good       

108 Patient Very good Because it's the truth. Thank you.  N/A   

109 Patient Very good Cannot fault any procedure from start to 
finish with all staff concerned on the unit. 
Thank you. [Name withheld] 

    

110 Patient Very good Everybody helpful, treated me well and 
respectful.  

    

111 Patient Very good Brilliant staff, everything explained. Great 
cup of coffee! 

    

112 Patient Very good All staff kind and patient.      
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113 Patient Very good Very, very efficient, very courteous and 
knowledgeable. Deserve a pay rise, everyone 
involved. xxx 

Nothing, first class!!   

114 Patient Very good Staff were very efficient and friendly and 
reassuring, keeping me fully informed.  

Can't think of anything.    

115 Patient Very good Everyone was extremely efficient and kind.     

116 Patient Very good It went very well, everyone was pleasant and 
helpful. Thank you very much xxx 

Nothing.    

117 Patient Very good Everything was good , staff all very good in 
explaining what was going on etc., could not 
ask for more! 

You could not have done better!   

118 Patient Very good       

119 Not entered Very good Apart from having to wait rather a long time, 
and feeling cold, having had almost no sleep 
because of the bag - everything was 
excellent once we got going. Everything fully 
explained, staff were extremely friendly, 
supportive and reassuring, and professional.  

Not have to wait feeling cold and I 
suppose apprehensive (about 
possible outcomes etc.). 

  

120 Patient Very good Staff were all amazing, nothing too much 
trouble and felt in safe hands as soon as I 
entered the door! Thank you so much to 
doctors, nurses, receptionists and also the 
cleaners for a very clean ward! Well done all! 
Very grateful for the care I received.  

Nothing, good experience under 
the circumstances. Very grateful for 
the care I received.  

  

121 Patient Very good I was made to feel very comfortable during 
my visit. Everything was explained to me 
thoroughly. All the staff were very friendly 
and helpful.  

    

122 Patient Very good Very professional, very caring, best ward I've 
been on - well done! I was made to feel at 
ease.  

    

123 Patient Very good Efficient, caring staff.      
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124 Not entered Very good All staff extremely kind and explained every 
step of the procedure.  

Need to amend paperwork as it 
reads 12 hours for someone to be 
with me but nurse said 24 hours.  

  

125 Patient Very good Everyone extremely polite and helpful. 
Excellent, many thanks.  

N/A   

126   Very good This response was received via Care Opinion. 
The comments can be found at: 
https://www.careopinion.org.uk/932052 

    

127 Patient Good All staff very professional and friendly. 
Endoscopy operator a little brusque in 
manner, but good otherwise.  

Clearly an issue with the suck/blow 
fitting on the endoscope.  

  

128 Patient Good Excellent care and explanation of procedure.      

 

https://www.careopinion.org.uk/932052
https://www.careopinion.org.uk/932052
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