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Welcome to the new monthly Patient Information newsletter. Here you will find updates about what patients 

have been saying about our services through the Friends and Family Test feedback survey as well as find use-

ful information about the services provided at Luton Treatment Centre and other local services. 

What is the Friends and Family Test (FFT)? 

 

The FFT is a quick and simple survey that patients and family member can complete to let us know how they found their 

experience using the services at Luton Treatment Centre. 

 

We want to make sure you are receiving the best possible care and we take your input seriously so that we can continue 

to provide great care and to make any improvements necessary. 

Do I have to answer to all the questions? 

All information you give is voluntary, but the more infor-

mation you give us, the better understanding we have of how 

our services are doing. We are extremely grateful for any 

information you can give us, positive or negative. 

All information is anonymous and cannot be linked back to 

you and any personal information will not be passed on to 

anyone. 

How will the results be used? 

 

We take the information you give us very seriously and will 

regularly pass on your positive and negative feedback to 

managers and discuss what changes we can make to improve 

our services and to make sure we continue to provide great 

care. 

How can I complete a Friends and Family Test feedback survey? 

There are many different ways that you can give feedback through the FFT: 

 Ask at reception at the Luton Treatment Centre for a paper form 

 Our administrator may call you after a recent visit to complete an FFT over the phone 

 You can request for an FFT to be posted to you and return it to us in a Freepost envelope 

 Follow this link https://bit.ly/3odrxQz  to complete an FFT online  

How can I complete a Friends and Family Test feedback survey? 

There are many different ways that you can give feedback through the FFT: 

· Ask at reception at the Luton Treatment Centre for a paper form 

· Our administrator may call you after a recent visit to complete an FFT over the phone 

· You can request for an FFT to be posted to you and return it to us in a Freepost envelope 

https://bit.ly/3odrxQz


An important part of the FFT is how we improve services following the information that you give us. Comments about aspects of the 

services that can be improved are fed back to managers and decisions are made about how we can change things to give patients a 

better experience of using the service. 

Sometimes we get a lot of feedback on an issue that we are not able to make any changes for. When this happens we will still give 

you information as to why this is and the reasoning behind it. 

The ‘You Said, We Did’ shows you how we have listened to feedback given through the FFT and what has been done in response. 

Have a look below to see what has been done recently. 

We Did… 

We have put new signs up on the back door and the post

( see below) where the buzzer is to make it clearer where 

the buzzer is. 

After you have pressed the buzzer it might take a moment 

for reception to let you in, so please be patient. 

You Said… 

 

Parked round the back and I went looking for bell on 

door and couldn't see it  

               Before:                                           After:                              Before:                                             After: 

 

You Said… 

 

Only things sometimes a window of time 

- 8-4pm - nice if time frame was smaller. 

We Did… 

The reason we can’t give an exact appointment time for home 

visits is because traffic can affect when staff visit you and how 

they arrange their appointment routes.  
 

If you had a set appointment time we couldn’t guarantee they 

could see you then because each patient is different and staff 

may be longer with one patient than expected. 

You Said… 

 

Take face masks off so we can see you. 

We Did… 

Even though government restrictions have changed it is our re-

sponsibility to protect our patients and staff. Staff will still wear 

a mask if they visit you at home. 

 

Staff are also still wearing masks in clinic and we ask that pa-

tients still put on a mask when you visit clinic (unless exempt). 



The FFT helps to ensure we are providing the best service to patients that we can. Read the speech bubbles 

to find out what patients have been saying about the services in February. 

 Staff are great they are friendly and helpful and worked so hard during lock down. 

 The staff are efficient, friendly & welcoming 

 It's quick and helpful. Great bunch of nurses!! 

 Brilliant service. Great staff 

Anti-Coag Service February 2022  

 Excellent DVT nurse and very caring and informative 

 Anita was excellent - very efficient 

 Quick appointment, seen quickly when arrived 

 Very good service 

DVT Service February 2022    

 Very pleasant, quick and efficient very nice 

 Services is excellent 

 The lady was very polite and helpful made my experience better 

 Told me everything I needed to know 

Community Phlebotomy February 2022  

 

 Excellent service 

 I learnt quite a lot by being there 

 The nurse who sees me very polite 

 Staff wonderful, very friendly 

Heart Failure February 2022  



There are many different services provided at Luton Treatment Centre; 

each week we will be learning more about the different services and what 

to expect if you use them. You must be 18 and over and registered with a 

Luton GP to access services at the Treatment Centre. 

 

 

 

 

 

 

Luton Anti-Coagulation Monitoring Service 
 

The Anti-Coagulation (Warfarin) clinic runs twice a week at Luton Treatment Centre, from 8:30am-10am on 

Tuesdays and Thursdays. You need to call up in advance to let us know you will be attending this clinic, but 

then you can attend any time between 8:30-10am. 

 

When you arrive at the Treatment Centre, take a numbered ticket from the red ticket dispenser by the  re-

ception desk and then take a seat. The Healthcare Assistants will then call you in order and take you to the 

clinical area to do your INR blood test. The Healthcare Assistant will prick you finger and then use a  

Coaguchek (pictured below) to get your INR results instantly. 

 

 

 

If your results are within your range then you can leave straight after the test, but you can 

speak to the Anti-Coagulant Nurse if you want  

Your book will be sent to you in the post and arrive the next day, and your book will contain 

the details of your dose and next appointment. 

 

 

If your results are out of range then you will need to see the Anti-Coagulation Nurse before 

you leave. The nurse will then advise you of your Warfarin dose and your next appointment .  
 

 

If it is your first time using the service then you will also need to see the nurse after your test. 

 

If you need to change your appointment or if you want any advice or to speak to the nurse please 

contact the Treatment Centre on the below details: 

0333 405 0040 (open 8.30am to 4.00pm Monday to Friday)  

or you can leave a message on 0333 405 0046 (available 24hrs) 



 

Luton Anti-Coagulation Monitoring Service 

What is Warfarin? 

Warfarin is a type of medication called an oral anticoagulant - an anticoagulant is a medicine that stops blood 

clotting.   

Warfarin is used to decrease the blood's tendency to clot, but not stop it clotting completely. The dose of warfarin 

you take needs to be carefully monitored and can be changed if needed. INR - international normalised ratio - is a 

measure of how long it takes your blood to clot. Your INR will be higher the longer that your blood takes to clot; 

and your INR will determine what dose of Warfarin you have to take. 

 

It's vital that you take warfarin exactly as directed; the right dose once a day at the same time. There are four 

different colours of Warfarin tablets in the UK (see picture below - different brands of warfarin tablets may have 

different markings and other anticoagulants may come in different strengths and colours). Make sure you are fa-

miliar with which colour tablets you need to take, the number of tablets you need to take and mg dose you need 

to take. 

 

 

 

 

 

 

 

 

You can always speak to the Anti-Coagulation Nurse if you want some advice. 

You need to let the nurse know if there are any changes in your lifestyle; such as any changes to medication, 

changes to eating habits, if you’ve been to hospital or if you are going on holiday. You must also let the nurse know 

if you miss any of your Warfarin tablets or if you take a different dose to what you are meant to. You must also 

speak to the nurse if you have any persistent side effects as a result of taking Warfarin. 

0333 405 0040 (open 8.30am to 4.00pm Monday to Friday)  

or you can leave a message on 0333 405 0046 (available 24hrs) 

Luton Treatment Centre, Vestry Close, Luton LU1 1AR 

There is free parking at the Luton Treatment Centre 

Reception Tel: 0333 405 0040 

If you have any thoughts about this newsletter or any suggestions of what you’d like to see in 

the next issue, contact lucy.colley4@nhs.net 


