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Introduction 
The purpose of this report is to provide an update of The Friends & Family Test (FFT) within The Royal 

Wolverhampton NHS Trust. 

The Friends & Family Test Survey is currently live within  

 A&E 

 Inpatients 

 Maternity 

What is The Friends & Family Test? 

The Friends and Family Test (FFT) is a two question survey which asks patients whether they would 

recommend the NHS service they have received to family and friends who need similar treatment or care.  

The objective of FFT is to gain patient feedback in order to use the information to deliver clinical and non-

clinical service improvements 

The Friends & Family Test Question:  

We would like you to think about your experience in our ward/A&E department where you spent the most time 

during this stay. How likely are you to recommend our ward to friends and family if they needed similar care or 

treatment? 1 Extremely likely, 2 Likely, 3 Neither likely nor unlikely, 4 Unlikely, 5 Extremely unlikely, 6 Don’t 

know. 

The patient is then invited to give a reason for the score they have given: 

Please can you tell us the main reason for the score you have given? 

The Friends & Family Test Ratings: 

The ratings 1 – 6 apply to the following feedback: 

1 – Extremely Likely (Promoter)     4 – Unlikely (Detractor) 

2 – Likely (Passive)     5 – Extremely Unlikely (Detractor)  

3- Neither Likely or Unlikely (Detractor)   6 – Don’t Know  

What is the Friends and Family score? 

The FFT score is based on patients being divided into three categories, Promoters, Passives & Detractors. By 

asking the FFT question we can track Promoters, Passives & Detractors to measure the delivery of service and 

care through our patients eyes.   

Promoters are highly loyal, advocates of the organisation, whereas detractors are less satisfied, and would not 

recommend our Trust.  

A higher score indicates a more satisfied patient base. 
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Trust Feedback Cloud  

The Feedback Cloud is a visual representation of the number of times a keyword appeared throughout the 

comments. The larger the keyword in the Feedback Cloud the more times it occurred in the comments.  

 Positive = Ratings 1 & 2 

 Negative = Ratings 3, 4 & 5 

 

 

 

* To review the Feedback Cloud for the time period 1
st

 – 30
th

 June within your department and ward please go 

to Envoy Messenger 



  

 

 

 

Top Ten Keywords  

Positive   Negative  

STAFF   WAITING 

VERY   DOCTOR 

FRIENDLY   WAIT  

HELPFUL   HOURS 

GOOD   TIME 

SERVICE   COULD 

SEEN   LONG 

CARE   TOLD 

QUICKLY   NO 

TIME   VERY 
 



  

A&E  

FFT Response Rates 

  
Eligible 

Discharges 
FFT 

Surveys 
Response 

Rate 

 
FFT  

Score 

A&E 6381 1041 16% 
 

63 

 

FFT Ratings  

  Extremely Likely Likely 
Neither likely 

or unlikely Unlikely 
Extremely 

unlikely Don't Know 

A&E 693 173 57 34 67 17 

 

  Promoters Passives Detractors 

A&E 693 173 158 

 

Feedback Cloud 

 

 

 



  

Inpatients 

FFT Response Rates 

  
Eligible 

Discharges 
FFT 

Surveys 
Response 

Rate 

 
FFT  

Score 

Inpatients 2123 985 46% 
 

96 

 

FFT Ratings  

  Extremely Likely Likely 
Neither likely 

or unlikely Unlikely 
Extremely 

unlikely Don't Know 

Inpatients 824 131 12 2 2 14 

 

  Promoters Passives Detractors 

Inpatients 824 131 16 

 

Feedback Cloud 

 

 



  

Ward Results – Response Rates 

Ward Elidgible  Responded Response Rates  

A12W 128 55 43% 

A14W 107 27 25% 

A23W 40 18 45% 

A5W 61 41 67% 

A6W 81 31 38% 

A7W 34 19 56% 

A8W 45 7 16% 

A9W 193 71 37% 

B13 ASU 34 9 26% 

C21 - AMU 145 11 8% 

B7W 62 8 13% 

BSSU 134 2 1% 

C15 47 30 64% 

C16 69 17 25% 

C17 70 10 14% 

C18 76 30 39% 

C19 67 27 40% 

C22 32 7 22% 

C24 81 5 6% 

C25 60 20 33% 

B3 - Cardiac OP 27 1 4% 

B14 Cardiology 112 47 42% 

B8 - CTW 112 45 40% 

C35 - DEANSLEY WARD 19 13 68% 

C12 - Discharge Lounge 177 23 13% 

WPARK 1  23 4 17% 

WPARK 2 21 6 29% 

WPARK 3 23 3 13% 

 

 

 



  

Ward Results – Ratings & NPS 

Ward 1 2 3 4 5 6 NPS 

A12W 42 9 2 0 1 1 72 

A14W 19 7 1 0 0 0 67 

A23W 16 1 1 0 0 0 83 

A5W 23 15 0 2 0 1 53 

A6W 26 4 0 0 0 1 87 

A7W 17 2 0 0 0 0 89 

A8W 4 2 0 0 0 1 67 

A9W 58 12 1 0 0 0 80 

B13 ASU 9 0 0 0 0 0 100 

C21 - AMU 8 3 0 0 0 0 73 

A16 - APPLEBY 73 10 0 0 0 0 88 

B7W 7 1 0 0 0 0 88 

C40 - BEYON DAY  CASE  58 4 0 0 0 3 94 

C39 - BEYON SHORT STAY 104 9 0 0 0 0 92 

BSSU 2 0 0 0 0 0 100 

C15 23 7 0 0 0 0 77 

C16 13 4 0 0 0 0 76 

C17 9 1 0 0 0 0 90 

C18 26 4 0 0 0 0 87 

C19 21 4 1 0 0 1 77 

C22 5 2 0 0 0 0 71 

C24 4 1 0 0 0 0 80 

C25 17 3 0 0 0 0 85 

B3 - Cardiac OP 1 0 0 0 0 0 100 

Cardiac Rehab 1 0 0 0 0 0 100 

B14 Cardiology 38 7 1 0 0 1 80 

B8 - CTW 40 3 2 0 0 0 84 

B11 - CHU  38 5 1 0 0 1 84 

CHUDC 19 3 0 0 0 4 86 

DCU 11 2 0 0 0 0 85 

C35 - DEANSLEY WARD 12 1 0 0 0 0 92 

C12 - Discharge Lounge 21 1 0 0 1 0 87 

A24 - Durnall 2 0 0 0 0 0 100 

A33 - MJW 47 2 1 0 0 0 92 

WPARK 1  1 2 1 0 0 0 0 

WPARK 2 6 0 0 0 0 0 100 

WPARK 3 3 0 0 0 0 0 100 

 

 

 



  

Maternity 

FFT Response Rates 

  
Eligible 

Discharges 
FFT 

Surveys 
Response 

Rate 

 
FFT  

Score 

Maternity 600 71 12% 
 

88 

 

FFT Ratings  

TouchPoint 
1 2 3 4 5 6 NPS 

ANTE 3 2 0 0 0 0 100 

                

BIRTH UNIT 1 0 0 0 0 1 100 

MLU 41 1 0 0 0 0 100 

                

POSTNATAL WARD 15 5 0 0 0 1 100 

                

COMMUNITY 1 0 0 0 0 0 100 

 

Feedback Cloud Birth 

 

 

Feedback Cloud Postnatal Ward 

 


