
 

 

 

   

Moorfields Friends and Family Test results  
Quarter 3: 2016/17 October to December 2016 
 

Between October and December 2016, 25,238 patients completed the Friends and 
Family Test (FFT) following a visit to one of our clinics, A&E or as a day care 
patient.   

How you scored us: 

 
Some of the comments left during this period were: 
 

 “This is the second time I've been at Moorfield's; the first was when my son was 
diagnosed with an eye convergence disorder.  While waiting times are long, the care 
we both received made me confident that we would get better. I never worried that I 
could have received a better informed opinion elsewhere.  Additionally the hospital 
is very clean, much cleaner than other hospitals I have visited, which makes going 
there more pleasant.  Once again, I owe your hospital a thank you for taking care of 
my family.” 

 

 “This is the second time I've had to attend A&E at Moorfields and I'm always 
impressed with the quality of care and speed of service they provide. The doctors 
and nurses have saved my eyesight on both occasions, and I can't thank the staff 
who work here enough.” 
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Accident and Emergency: 3571 (14.8%) responses

Outpatients: MEH City Road: 7626 (10.2%)
responses

Outpatients: MEH North, West, East: 5814 (14.2%)
responses

Outpatient: MEH South: 2369  (8.1 %) responses

MEH Day Care: (All sites):5858 (65.1%)
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 “The clinic was well run!  Everyone was so kind and helpful with lots of smiles even 
though they were very busy! We found the staff made a worrying time for us 
reassuring and as pleasant as they could.” 

 

 “Every member of staff I met including those I met in corridors when asking the way 
to a department I had to attend for extra tests  was friendly, helpful and often put 
themselves out to escort me part of the way.  Staff were also efficient and very 
professional.” 

 

 “It was a pleasant, stress free and in fact an enjoyable morning!  The nurses were 
kind, efficient and clear in their explanations.  The operation was painless and 
effective - I can now see so much more clearly - it’s like magic!” 
 

 “The operation started at about 8.30am.  Afterwards I was given a cup of tea, and 
then the nurse checked my eye, explained all the follow up procedure and eye care 
and gave me the drops.  There was no hanging about and I was discharged and away 
from the hospital by about 10.30.  I can't recommend it highly enough and can't 
think of anything that could have been done better.” 

 

 “Friendly staff. Clean warm and tidy wards” 
 

 “All the staff were excellent. I have filled this out on behalf of my father, who is 97 
and in total agreement with these comments.  Special praise should go to the nurse 
who did his admission the surgeon and the anaesthetist who was a most attentive 
and caring presence both before and during his operation.” 

 
What you said in the Family and Friends Test and what we did over the past six 
months: 

 
You Said: That it can be a little difficult to find your way around. 
We did: We have placed new coloured coded maps around the hospital and 
place easy read signs to clearly indicate where things are. We are working with 
our patients to make wayfinding around the trust even clearer. 
We have colour coded the seating in the waiting areas to make it easier to 
identify the correct clinic.  
 
You Said: That it would be nice if we could email your appointment instead of 
by letter. 
We did: We are progressing with the NHS England Accessible Information 
Standard (AIS) to ensure that we know what format you would like to be 
communicated in, including email, large print, audio and braille. 
 
You Said: That we could improve the refreshments available in the waiting 
areas. 
We did: The information given to patients about what refreshments are 
available at the City Road and Satellite sites is being improved. If there are 
lengthy delays into the evening, patients are being offered tea and coffee 
vouchers while they wait. The provision and range of vending machines at City 
Road is being reviewed. 
  



You Said: That not all staff were as competent as they could be when leading 
or guiding a person with a visual impairment.  
We did: We have created a training package for staff to ensure that they are 
comfortable and competent in working with visitors who are visually impaired. 
This is mandatory for all staff. 
 
You Said: That we could keep you better informed of how the clinic and day 
care service is running and keep you up to date with any delays.  
We did: We are using information screens to keep patients updated of 
estimated waiting times and customer care training is being delivered for front 
line staff to ensure they are aware of the importance of keeping our patients 
informed. In the new year we will be introducing ‘patient pagers’, so that 
patients and carers can leave the waiting areas (so they can go for a tea or 
coffee etc.) and not  worry about missing their appointment.  
 
You Said: That you did not always hear your name called when waiting for an 
appointment. 
We did: The ‘patient pagers’ will also be used alert those patients who are 
hard of hearing that they are being called. As part of the Accessible 
information standard, all new patients are being asked, before they attend, if 
they have any communication needs, so that these can be anticipated. 
 
You Said: That some of the waiting areas are a little too warm 
We did: The air-conditioning in waiting areas is being reviewed to make the 
environment more comfortable. 

 
You Said: Wi-Fi would be good for patients waiting in clinics 
We did: Wi-Fi has been introduced and log on details are included on the patient 
information screens. 

 


