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Friends and Family Test - North Devon District Hospital - Inpatient Wards - Mar-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%  

 
 
Surgery Division  

 
Responses 

 
 

 
Positive 

 
 

 
Negative 

 
 

 
Neither good nor poor / Don’t know 

 No. % % % 

Critical Care Unit No data No data No data No data 

Glossop Ward No data No data No data No data 
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King George V Ward 9 100 0.0 0.0 

Lundy Ward 22 100 0.0 0.0 

Roborough Ward No data No data No data No data 

Total 31 100 0.0 0.0 

 
 
Medicine Division 

 
Responses 

 
 

 
Positive 

 
 

 
Negative 

 
 

 
Neither good nor poor / Don’t know 

 No. % % % 

Alexandra Ward 1 0.0 100 0.0 

Capener Ward 1 0.0 0.0 100 

Fortescue Ward No data No data No data No data 

Medical Assessment Unit 11 100 0.0 0.0 

Staples Ward (Stroke Unit) 17 100 0.0 0.0 

Tarka Ward No data No data No data No data 

Victoria Ward No data No data No data No data 

Total 30 93.3 3.3 3.3 

 
 

 
 

 
 

 

Clinical Support and 
Specialist Services 
Division 

 
Responses 

 
 

 
Positive 

 
 

 
Negative 

 
 

 
Neither good nor poor / Don’t know 

 No. % % % 

Caroline Thorpe Ward 22 95.5 0.0 4.5 
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Qualitative feedback 
 

Surgery Division  

 Ward / Unit 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 King George 
V Ward 

Patient Very good Everyone was lovely. Given the best 
care from all staff.  

    

2 King George 
V Ward 

Patient Very good I was treated by caring, kind staff 
who maintained my dignity at all 
times, despite being stretched to the 
limit. They didn't rush me or make 
me feel uncomfortable, and kept 
their sense of humour. Well done.  

Hospital needs more staff and 
beds.  

  

3 King George 
V Ward 

Patient Very good Fantastic nursing staff, lovely food.      

4 King George 
V Ward 

Patient Very good I have to say all nurses were brilliant 
and gave the upmost care. Apart 
from two nurses. One nurse on my 
second night told me I can have pain 
relief when I was at my worst, but 
neglected to come back with any 
correspondence for half an hour to 
45 minutes. Second nurse was 
impatient with other patients and 
not thinking of their best interests. 
She would rather walk away from 
the situation than actually be 
helpful.  

Very few staff members need to 
have more understanding of 
patient comfortability but all the 
nurses that looked after me were 
brilliant apart from two ladies 
which I can't name.  

  

5 King George 
V Ward 

Patient Very good Everyone was most kind, careful and 
kind, from making beds to drinks, 
nurses, doctors, just everyone! 
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6 King George 
V Ward 

Patient Very good I came round from my operation by 
an 'angel' squeezing my hand. The 
care and attention to detail is 
wonderful. The food is good apart 
from the tea. I think eye masks 
would be a good idea to [illegible] 
light. The staff are wonderful and 
very helpful. Hope I didn't ask too 
many questions. Thank you all.  

Use tea bags.    

7 King George 
V Ward 

Not entered Very good Because everyone was pleasant and 
helpful and the problem was swiftly 
attended to with an emergency 
operation.  

    

8 King George 
V Ward 

Not entered Good Nurses always friendly and helpful.      

9 King George 
V Ward 

Not entered Good Nursing care excellent, medication 
slow in being dispensed and not 
given because meds can't be found! 
Always apologised, but that's not the 
point. Food, gravy and custard runny 
and not edible. Food served up cold, 
not acceptable.  

Found appropriate meds. Done a 
lot more to improve food quality 
and general presentation and 
hotter food.  

  

1 Lundy Ward   Very good This response was received via Care 
Opinion. The comments can be 
found at: 
https://www.careopinion.org.uk/923
040 

    

2 Lundy Ward  Patient Very good I have been very happy with the care 
I have received on Lundy Ward. The 
doctors and nurses have been 
brilliant - second to none. Thank you 
so much for everything you have 
done for me. Best wishes.  

    

https://www.careopinion.org.uk/923040
https://www.careopinion.org.uk/923040
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3 Lundy Ward  Patient Very good This is my second time on Lundy and 
all the staff are great.  

    

4 Lundy Ward  Patient Very good People did their best to answer my 
questions and to get me on my way 
as speedily as was safe to do so.  

    

5 Lundy Ward  Patient Very good   Do not publish 

6 Lundy Ward  Patient Very good I got treated like a queen, could not 
of got better treatment in a 5-star 
hotel.  

    

7 Lundy Ward  Not entered Very good Nurses/carers very caring and 
helpful. Special thanks to [name 
withheld], she was amazing night 
shift, heart of gold.  

    

8 Lundy Ward  Patient Very good The nurses and staff are amazing. 
Very informative and can't do 
enough to accommodate you, even 
when under pressure.  

    

9 Lundy Ward  Patient Very good The polite informative staff (all) 
made an acceptable stay. Their 
professionalism was appreciated 
too.  

    

10 Lundy Ward  Not entered Very good All the staff were marvellous, both 
the nursing and hospital side, 
particularly [name withheld] who 
went the extra mile.  

    

11 Lundy Ward  Patient Very good Professional.      

12 Lundy Ward  Patient Very good All staff were excellent, [name 
withheld] (HCA) [name withheld], 
theatre staff etc., special mention to 
[name withheld] who managed the 
ward from 7pm as the only person 
dealing with everything. Bleep 500 
needs to recognise her and have a 
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duty of care towards her. Angel’s not 
the word.              

13 Lundy Ward  Patient Very good Very welcoming and lovely staff, 
always on hand.  

    

14 Lundy Ward  Patient Very good The staff were very attentive and 
friendly, and made me feel very 
comfortable during my stay.  

Nothing.   

15 Lundy Ward  Not entered Very good   Do not publish 

16 Lundy Ward  Not entered Very good All the staff.  Difficult without deep technical 
knowledge.  

  

17 Lundy Ward  Patient Very good Caring staff, professional treatment.      

18 Lundy Ward  Patient Very good       

19 Lundy Ward  Patient Very good Good care from everybody.  Clearer information about 
discharge procedures.  

  

20 Lundy Ward  Patient Very good Everybody is good.      

21 Lundy Ward  Not entered Very good       

22 Lundy Ward  Patient Very good Whilst on Lundy ward I was looked 
after by staff nurse [name withheld] 
and HCA [name withheld] and also 
student [name withheld]. These 
three was my main nurses 
throughout my stay, they was caring 
respectful and compassionate.  

I feel that some of your staff needs 
to remember the basic training 
regarding the 3c's and, if they can't 
remember, here is what they 
should be considering: 
communication, collaboration and 
caring. 

  

 
 

      

Medicine Division  

 Ward / Unit 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 Alexandra 
Ward 

Other  Very poor      
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1 Capener 
Ward 

Relative of 
patient 

Neither good 
nor poor 

Patients drink left on window where 
she couldn't reach it. Trying to ring 
the ward to book a visiting slot for 
the next day. I have been trying for 
five hours, even tried through the 
operator, the phone line is always 
engaged. This is not a one-off, it is 
every other day that I ring. 

Be able to book a visiting time in 
the ward before leaving and not 
just for the next day. 

  

1 Medical 
Assessment 
Unit 

Patient Very good Understanding, help of the staff 
from NHS staff, Sodexo, friendliness.  

N/A   

2 Medical 
Assessment 
Unit 

Patient Very good Because your all very kind and do a 
great job that is under a lot of 
pressure. [Name withheld] 

Nothing better.    

3 Medical 
Assessment 
Unit 

Patient Very good Patience, staff have been well 
trained.  

Expand the unit, more room. Add a 
place for kids to play when here.  

  

4 Medical 
Assessment 
Unit 

Patient Very good Nurses are pleasant and helpful.      

5 Medical 
Assessment 
Unit 

Patient Very good Because all staff and volunteers from 
the bottom to the top are excellent, 
nothing is too much trouble for them 
and they are professional and 
attentive beyond the call of duty.  

    

6 Medical 
Assessment 
Unit 

Patient Very good Constant support from staff, 
absolutely first class all of them.  

Nothing.    

7 Medical 
Assessment 
Unit 

Patient Very good Staff fantastic all round, nursing, 
food, cleaners, everyone.  
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8 Medical 
Assessment 
Unit 

Patient Very good   Do not publish 

9 Medical 
Assessment 
Unit 

Patient Very good Very helpful and thorough.      

10 Medical 
Assessment 
Unit 

Patient Very good       

11 Medical 
Assessment 
Unit 

Patient Good Because it was the truth.      

1 Staples Ward 
(Stroke Unit) 

Carer Very good Because everyone is lovely and very 
professional.  

    

2 Staples Ward 
(Stroke Unit) 

Relative  Very good The staff here are fantastic. My 
father has stayed in NDDH on 
countless occasions. The service has 
always been excellent but this has 
been even better, thanks to all.  

Nothing.    

3 Staples Ward 
(Stroke Unit) 

Relative  Very good My father is being looked after well. 
He has picked up a lot since his time 
in here.  

    

4 Staples Ward 
(Stroke Unit) 

Patient Very good       

5 Staples Ward 
(Stroke Unit) 

Patient Very good I got the attention which I needed. 
Staff all first class.  

    

6 Staples Ward 
(Stroke Unit) 

Patient Very good       

7 Staples Ward 
(Stroke Unit) 

Spouse/Partner Very good All staff, doctors, nurses, Sodexo, 
admin, cleaners, physiotherapists, all 
amazing, couldn't do enough for us, 
made a very difficult time bearable.  

Bring back home-cooked food 
instead of frozen.  

  



Friends and Family Test - North Devon District Hospital - Inpatient Wards - Mar-22                                                                                                                                                                           Page 9 of 12 

 

8 Staples Ward 
(Stroke Unit) 

Patient & 
Spouse/Partner 

Very good Patient response: very well looked 
after with care, respect and plenty of 
laughs. Spouse response: reassured 
that my husband was in good hands 
at all times whilst in your care. Thank 
you from all of us.  

Pay rise for all!! You earn every 
penny and more.  

  

9 Staples Ward 
(Stroke Unit) 

Patient Very good Because I wouldn't be telling the 
truth if I said any other! 

    

10 Staples Ward 
(Stroke Unit) 

Patient Very good All staff kind and caring, nothing too 
much trouble. Thank you so much! 

Nothing.    

11 Staples Ward 
(Stroke Unit) 

Patient Very good I came from ICU very scared about 
what I'd been through, but I had a 
really nice time, nurses and HCA 
were excellent.  

To be fair, I don't think it could 
have been better staff, apart from 
needing more staff as they work 
really hard.  

  

12 Staples Ward 
(Stroke Unit) 

Not entered Very good All staff, from senior to junior, 
sympathetic and kind. [Name 
withheld] 

Nothing, all good for me.    

13 Staples Ward 
(Stroke Unit) 

Patient Very good   Nothing, you were all excellent!   

14 Staples Ward 
(Stroke Unit) 

Relative of 
patient 

Very good I, together with my brother, dad and 
her partner recently supported my 
mum through end-of-life care on 
Staples Ward. I cannot put into 
words how attentive and caring the 
staff were in supporting my mum, 
me and family. Above and beyond 
does not begin to detail what 
happened during this time. I hope, I 
request, this feedback is directed to 
the necessary people to recognise 
this and applaud the staff here 
during this time. 

I cannot speak for the other family 
in support but for me, during the 
distress I was feeling as I supported 
my mum, I must have not fully 
listened or taken in that Palliative 
Care Nurse did not attend over the 
weekend. I am confident this was 
communicated to me on Friday but 
I was unclear on Saturday or 
Sunday simply due to the fog of 
memory. My advice would be that 
this may need an additional 
method to remind the visitor this 
palliative visit would not occur 
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again till Monday. Perhaps utilising 
the room white board or leaflet or 
notice board? 

15 Staples Ward 
(Stroke Unit) 

Relative  Good Great progress made with my mum 
but she should have had her hearing 
aid sorted out while she has been 
here three weeks since she lost it on 
the ward.  

Made sure mum could watch the 
TV as she couldn't operate it, and 
sorted her hearing aid problem 
out.  

  

16 Staples Ward 
(Stroke Unit) 

Not entered Good It was noisy.     

17 Staples Ward 
(Stroke Unit) 

Patient Good Staff were very kind and helpful 
when I stayed for only one night, 
being ready to go home. I hated 
having to move from Roborough for 
just one night.  

    

  
 

     

Clinical Support and Specialist Services Division  

 Ward / Unit 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 Caroline 
Thorpe Ward  

Patient & 
Parent/Guardian 

Very good We always have lovely staff on the 
ward and are looked after brilliantly. 
We are so grateful to you all.  

    

2 Caroline 
Thorpe Ward  

Parent/Guardian Very good Friendly staff, regular attention and 
offers of drinks! 

A shame the playroom wasn't 
open, but I understand. It was a bit 
cold! 

  

3 Caroline 
Thorpe Ward  

Patient Very good Over the past few days and when I 
was in for my surgery I was looked 
after so well and comforted when I 
was anxious.  

Nothing. All perfect!   
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4 Caroline 
Thorpe Ward  

Patient Very good All staff very lovely and efficient at 
their jobs.  

    

5 Caroline 
Thorpe Ward  

Parent/Guardian Very good Caring and thorough.      

6 Caroline 
Thorpe Ward  

Parent/Guardian Very good Everyone was very friendly, helpful 
and kind. Lots of toys to play with, 
great.  

    

7 Caroline 
Thorpe Ward  

Parent/Guardian Very good Brilliant, all nurses have been great.      

8 Caroline 
Thorpe Ward  

Parent/Guardian Very good Everyone friendly and helpful.  Nothing.     

9 Caroline 
Thorpe Ward  

Parent/Guardian Very good Lovely caring staff, they looked after 
my son very well. Very clean. Very 
pleased with everything.  

Nothing.    

10 Caroline 
Thorpe Ward  

Parent/Guardian Very good All staff have been amazing, can't 
fault anything.  

Nothing.    

11 Caroline 
Thorpe Ward  

Parent/Guardian Very good [Name withheld] made [name 
withheld] feel very comfortable 
being in hospital after being worried.  

    

12 Caroline 
Thorpe Ward  

Parent/Guardian Very good Everyone was so friendly and very 
informative, very happy.  

    

13 Caroline 
Thorpe Ward  

Parent/Guardian Very good From our first visit all the staff are 
fantastic, explaining every step of 
the way. Thank you. 

    

14 Caroline 
Thorpe Ward  

Patient Very good Lovely staff, bought me tea and toast 
at 10pm. All polite and attentive and 
caring throughout my time and 
always checked up on me, food is 
amazing! 

Nothing, because you guys are 
amazing! 

  

15 Caroline 
Thorpe Ward  

Parent/Guardian Very good Very patient and kind, explained 
everything well. Great resources for 
the kids to use. Very pragmatic 

Nothing.    
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approach for what is realistic for kids 
- she loved her teddy.  

16 Caroline 
Thorpe Ward  

Parent/Guardian Very good Quick referral from Stratton Medical 
Centre to the Caroline Thorpe Ward. 
Brilliantly wonderful staff from the 
moment we arrived to the moment 
we left! Thank you! 

    

17 Caroline 
Thorpe Ward  

Parent/Guardian Very good       

18 Caroline 
Thorpe Ward  

Parent/Guardian Very good All the staff were very welcoming 
and friendly. We received great 
service. Our nurse, [name withheld], 
was brilliant. My child felt calm and 
reassured. Thank you! 

    

19 Caroline 
Thorpe Ward  

Parent/Guardian Very good Extremely welcomed and person-
centred approach to our child. Staff 
were patient, caring and extremely 
caring and responsive. Amazing staff 
and service, fantastic team. 
Outstanding care to all.  

Nothing, everyone was 
accommodating, friendly and 
professional.  

  

20 Caroline 
Thorpe Ward  

Parent/Guardian Very good   Do not publish 

21 Caroline 
Thorpe Ward  

Parent/Guardian Good Nurses and play/teacher staff were 
all amazing. Was difficult staying so 
long and parents don't get meals 
even staying for three weeks.  

Nothing.    

22 Caroline 
Thorpe Ward  

Parent/Guardian Neither good 
nor poor 

Some good, some poor. Felt that 
[illegible]. Care was good.  

Felt that time was wasted on 
diagnosing.  

  

 


