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Friends and Family Test - Special Care Baby Unit - Mar-22 
 
Thinking about your time on our Special Care Baby Unit… 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 

 
% 
 

Mar-22 5 100 0.0 0.0 
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Qualitative feedback 
 

 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 Very good Staff was amazing and very supportive.  Nothing.   

2 Very good Absolutely amazing team of people! We've been to other 
trusts and can hand on heart say that Barnstaple have 
the best staff!! Clean unit and family orientated - 
amazing!!  

Please continue to be the great staff 
that they are! No complaints! 

 

3 Very good Everyone has been so lovely and caring, made us feel 
very welcome, amazing care to our little one.  

I think it would be nice if parents 
could check baby on iPad from 
home, not just when in hospital.  

 

4 Very good Very good very friendly staff, I was kept updated 
frequently about my daughter’s progress. Felt very 
comfortable.  

I cannot fault my experience at all. 
The staff on SCBU do a very good 
job, my baby has been taken care of 
very well.  

 

5 Very good From start to finish we were kept informed on what was 
going on. Even if we didn't understand, the doctors and 
nurses would keep explaining and answering my 
questions. They could not have done any more, so kind 
and caring and professional.  

I really can't think of anything. 
Everyone has been so wonderful 
with helping our son get better. It's 
just amazing what they do here and 
the care you receive.  

 

 
 
Feedback received in response to supplementary questions 
 
 

The Friends and Family Test is the first question asked in a wider-ranging survey addressing a number of aspects of the service.    
 
 
 

 Question Additional comments Patient request for 
anonymised comments 
not to be made public 

  Have you been involved as much as you’d like to be in the 
decision making about your baby’s care and treatment?  
Response options: Yes, always or nearly always; Yes, to 
some extent; No; Not sure/can’t remember 
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1 Yes, always or nearly always    

2 Yes, always or nearly always Yes, encouraged to do everything with support if needed.   

3 Yes, always or nearly always I believe we have been involved in all decision-making and 
care.  

 

4 Yes, always or nearly always Yes always, the staff were all very helpful and informative.   

5 Yes, always or nearly always They kept us informed as it hard to know what's going on 
really. They would always say what tests were being done 
and when.  

 

 Were you involved as much as you wanted to be in the 
day-to-day care of your baby, such as nappy changing and 
feeding?  
Response options: Yes, definitely; Yes, to some extent; No 

  

1 Yes, definitely    

2 Yes, definitely    

3 Yes, definitely Yes, as much as we could be. If we had more childcare at 
home we could of more.  

 

4 Yes, definitely Yes, I was encouraged to do the most possible for my 
baby.  

 

5 Yes, definitely Yes, when our son was feeling better we were able to hold 
and change him more.  

 

 Were you told about any changes in your baby’s condition 
/ care?  
Response options: Yes, always or nearly always; Yes, 
sometimes; No; Not sure/can’t remember 

  

1 Yes, always or nearly always    

2 Yes, always or nearly always Yes, explained in detail each time, phone calls to update 
us or face-to-face, with questions always answered and 
support offered if needed.  

 

3 Yes, always or nearly always Yes, updated every visit.   

4 Yes, always or nearly always Yes always.   

5 Yes, always or nearly always Yes, we were told good and bad news daily, even if you 
didn't want to know bad news.  
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 Have hospital staff been available to talk with you about 
your worries and fears?  
Response options: Yes, definitely; Yes, to some extent; No 

  

1 Yes, definitely    

2 Yes, definitely Always, I see them all as friends so can talk about 
whatever, whenever.  

 

3 Yes, definitely Yes, always by phone or when we visited.   

4 Yes, definitely Yes, was given a DVD to watch and before we got 
discharged had a discussion about safety and things 
regarding my baby.  

 

5 Yes, definitely There was always time to talk when I was horrible mess 
and crying daily.  

 

 Have you been given enough privacy when discussing your 
baby’s treatment / condition?  
Response options: Yes, definitely; Yes, to some extent; No 

  

1 Yes, definitely    

2 Yes, definitely Yes, offered to go into a quieter room if wanted.   

3 Yes, definitely    

4 Yes, definitely Yes, all was confidential.   

5 Yes, to some extent There was no one else in the room, so was fine.   

 If you have concerns when you leave hospital will you 
know where to get more information?  
Response options: Yes, definitely; Yes, to some extent; No 

  

1 Yes, definitely    

2 Yes, definitely Yes, [name withheld].   

3 Yes, definitely All information has been given and talked about.   

4 Yes, definitely Yes, the staff have been very reassuring of this and I am 
confident in which services I would need to contact.  

 

5 Yes, to some extent I will double-check when I leave.   

 Did you have as much kangaroo care (skin-to-skin) with 
your baby as you wanted?  
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Response options: Yes, definitely; Yes, to some extent; No, 
not as much as I wanted; I did not know about skin-to-skin 
care; Not applicable 

1 Yes, definitely    

2 Yes, definitely 100%.  

3 Yes, definitely    

4 Yes, definitely Yes, there was a curtain in SCBU so this could take place, 
felt comfortable. 

 

5 Yes, to some extent Yes, I could of if I wanted to, but didn't really, just nice 
cuddles.  

 

 Did staff arrange your baby’s care (such as weighing, 
bathing) to fit in with your usual visiting times? 
Response options: Yes, always or nearly always; Yes, 
sometimes; No 

  

1 Yes, always or nearly always    

2 Yes, always or nearly always Yes, when something 'big' happens they always offer to 
wait for us to arrive.  

 

3 Yes, always or nearly always Staff have been amazing with everything.   

4 Yes, always or nearly always Yes, all has been arranged. Thank you to staff at SCBU.   

5 Yes, sometimes Me and my partner always here or one of us so not a 
problem.  

 

 Overall, do you feel you have been treated with respect 
and dignity while you have been in hospital? 
Response options: Yes, always; Yes, sometimes; No 

  

1 Yes, always     

2 Yes, always  Most definitely.  

3 Yes, always     

4 Yes, always  Yes, totally.   

5 Yes, always     

 


