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                                                                                 Clerkenwell Medical Practice 

Finsbury Health Centre 

Pine Street, London 

EC1R 0LP 

Tel: 0207 833 5906 

Fax: 0207 520 0432 

Clerkenwell Medical Practice 2013-14 Local Patient Participation Report  

CMP Patient Reference Group is both a physical and virtual reference group (See Appendix 2) which has been running 
since 2011-12. The practice has been inviting patients, newly registered & established, to join the group & has been 
collecting email addresses from as many patients as possible to facilitate virtual discussion over this period of time.  

In 2013-14 the physical group met 4 times. A variety of topics were discussed including priority areas for inclusion in 
the year's patient survey. Question structure was also discussed & agreed. A draft survey questionnaire was sent out 
to all members of the Patient Reference Group prior to the meeting to allow maximum input on content from those who 
could not attend the meeting. Following agreement from the PRG the survey was run for a period of 1 month. The 
results were then discussed with the practice team & with the PRG and key areas identified to be picked up in the 
action plan Appendix 1. Minutes of the physical PRG meeting where the results were discussed were posted on the 
Patient Reference Group page. 

The questions in the survey were selected in close collaboration with the practice patient reference group. 
Survey Distribution 
The survey ran from 01/02/2014 – 12/03/14. 
782 patients over the age of 16 with email addresses were sent a link to the online survey.  
786 patients with active mobile telephone contact details were randomly selected and were sent a text with a link to the online survey.  
Paper copies were posted to all 37 housebound patients with a stamped addressed envelope.  
A compliment slip with the web link address was put in all letters the secretary posted during the survey period.  
All adult patients attending the surgery during the survey period were offered the paper survey either by reception or by the clinician they were visiting.  
A link to the survey was placed on the homepage of the practice website. 
 
Survey Response 
275 Patients responded to the survey in total. 
34/782 emailed patients filled in the survey via the online link.  
17/786 sms’ed patients filled in the survey via the online link 
21 patients filled out the survey via the link on the website home page 
203 paper surveys were received (including from housebound) and were entered into the online survey manually by a member of staff.  
Survey Results 
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2013-14 Survey 2011-12 Survey 
Q27 The overall score for the practice has improved compared to 2011-12 

  
Q1 Doctors are still rated very highly and have higher scores compared to 2011-12 
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Q4 The approval rating for the electronic hospital appointment booking service Choose & Book has slightly declined but is still very high. 

 

 

Q5 Nurses are still rated very highly and have higher scores compared to 2011-12 
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Q6. The awareness of being able to book over the internet seems to have decreased since 2011-12 (However the phrasing of the question was very 

slightly different) 

  

Q7 Awareness of being able to order repeat prescriptions over the internet is reasonably well known considering it is a relatively new serivce. 
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Q8 All methods of booking appointments have improved but telephone booking has substantially better approval following the installation of the new telephone 

system doubling the number of telephone lines. The Internet booking also has a jump in approval rating. 90% of patients rate Face-to-face booking as Good or 

better. 
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Q9 The reception team is rated between Good & Very Good. However there was a wider spread of opinions & there were a few comments about variability among 

the reception team. 

 

This question was not asked in 2011-12 as patients chose not to select it from 

the list of possible options.  

Q10 Awareness of the ‘doctor call back’ service has increased but not substantially. 
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Q11 The approval rating for the ‘doctor call back’ service has substantially increased. 

 
 

The following question is not directly comparable between 2013-14 & 

2011-12 but 88.4% of those wanting an urgent appointment were offered 

one within 48hours in 2013-14. 
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Q13 The number of patients rating the availability of urgent appointments within 48hours has increased to 83.3% rating Good or Better. 
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Q14 is not directly comparable to 2011-12 as this year we asked about advance access to your preferred doctor rather than any doctor. 70.6% rated 

access to their preferred doctor Good or Better for non-urgent advanced booked appointments. 

  

Q15 Awareness of our one-off Saturday clinic for flu vaccination at the start of the winter has increased substantially. 
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Q16 Wording of this question was changed in 2013-14 on advice from the Patient Reference Group. 90% of patients are happy with practice opening 

hours. In the comments there is some appetite for evening or early morning opening. In 2011-12 86% of patients rated opening hours as good or better 

 
 

 

Q17 This was a new question and provided some of the lower scores for the survey. The comments about the Finsbury Health Centre toilets were not 

very encouraging. However despite this all questions had approval ratings between Good and Very Good. The clinical rooms received the best marks 

in this section. 
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Q20 Respondents this year had been registered with the practice longer compared to last time 

  
 

Q21 There was little change in the breakdown of the frequency of attending of respondents with the majority attending occasionally 
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Q23 As in 2011-12 Proportionately less men responded in 2013-14 with a major bias towards women despite very little difference between the number 

of men & women registered. 

  
 

Q24 There was a shift upwards in the age of the respondents. Most were aged between 41-50 years in 2013-14 compared to 31-40 in 2011-12 
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Q25 The largest group of respondents identified themselves as White British. Followed by White European and then Other 

 
 

 

Q26 The largest group of respondents identified themselves as Full-time employed but his was less than 50% of respondents. There was a big drop in 

the number who identified as unemployed compared to 2011-12 
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Who Responded to the Survey 
61.5% Women 38.5% Men responded. Possibly reflecting the gender mix of registered patients who require appointments as most surveys will 
filled in at the surgery despite attempts at wider dissemination. 
57.5% of those who responded were White British with the remaining 42.5% from a diverse array of ethnic minorities, the next largest group 
being White European.  
48% of responders identified as being in full-time employment with the next largest category being retired at 14.2%. The category ‘employed’ had 
dropped by 8.7% since the 2011-12 survey to 3.1%. The category ‘other’ decreased from 6.3% to 3.1% with a concomitant switch of 3.5% to the 
new category ‘unable to work due to disability/sickness’ had been added following comment last time. 
There was a bell shaped curve for age profile with 41-50 representing the biggest group (24.3%) up 8.3% since 2011-12. The second highest 
was 31-40 which was fairly steady at 23.1% compared to 21% last time.  
51.4% of responders had been registered with the practice more than 6 years (up 14.8% since 2011-12) the 3-6 year group had also slightly 
increased but the 0-1year & 1-3 year cohort both had substantially reduced. 
The majority of respondents identify as attending occasionally (47.4%) followed by regularly attenders. This profile was largely unchanged since 
2011-12. However there continues to be disparate concepts of regular/occasional/rare in terms of numbers of appointments per year.  
 
Draft Survey Conclusions 
These survey results are very heartening. The Practice overall was rated as 85.5/100 between Very Good and Excellent (Q27) and 5.8 up on 
2011-12. 96.4% patients rated the practice Good, Very Good or Excellent   (2.6% up on 2011-12). In general all ratings have improved since 
2011-12 with the exception of awareness of online booking (Q6) & satisfaction with the Choose & Book secondary care hospital booking (Q4 
down very slightly 0.9 to 81.6). There were 2 new categories in this year’s survey Q9 Experience of Reception Team & Q17 Experience of the 
Building.  
 
What we do well 
a) Clinical care from both Doctors (Q1) & Nurses (Q5) was rated between Very good & Excellent, with all approval ratings above 80% and 
improved on 2011-12 already good scores. 
b) 90% of respondents are happy with the practice opening times. The comments express some appetite for earlier or later opening. 
c) Experience booking an appointment. There has been big increase in the telephone booking experience following installation of the new phone 
system & the doubling of the number of lines into the practice. Internet booking also has improved still on its previous high score, although there 
are some comments concerning occasional technical problems. 
  
What we do less well 
a) Experience of the building (Q17) has some of our lower scores (between 60-70/100) nearer to ‘Good’ than ‘Very Good’ with the toilets scoring 
particularly low at 60.6. Although this is still ‘good’ some of the comments concerning the patient toilets indicate that they are at times not very 
pleasant. There are comments around the level of lighting in the reception area & a feeling that the fabric of the building is feeling shabby. The 
clinical rooms are rated at 73 which is nearer ‘Very Good’ than ‘Good’. There are several comments indicating how much patients love FHC.  
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b) Experience of reception team (Q9). All the scores for the reception team are between 74-75/100. That is nearer ‘Very Good’ than ‘Good’. 
However some of the comments indicate that some patients feel there is variability in the quality of the service they receive from the team.  
 
What now? 
 
The Survey was discussed with the practice team at a practice clinical meeting on Tuesday 11th March 2014 and with the Patient Reference 
Group on Wednesday 12th March 2014. At that Patient Group meeting an Action Plan (Appendix 1) was discussed and has since been drawn up 
and approved. 
 
This report & the Action Plan (Appendix 1) will be posted on the practice website. The practice will enact the action plan and report on progress 
to the Patient Reference Group. 
 
Weblink to this report including action plan on our website: 
http://www.clerkenwellmedicalpractice.org.uk/?61 
 
Weblink to the minutes of our Physical Patient Reference Group where these results were discussed & action plan agreed: 
http://www.clerkenwellmedicalpractice.org.uk/?62 
(please note the PRG webpage is updated with the minutes of the most recent meeting.) 

 
Appendices (below) 
Appendix 1 = Clerkenwell Medical Practice Action Plan 2013-14 (Agreed by Patient Reference Group on 12/03/2014) 
Appendix 2 = Profile of Patient Reference Group. 
Appendix 3 = Appointment Booking & Current Opening Hours. 

http://www.clerkenwellmedicalpractice.org.uk/?61
http://www.clerkenwellmedicalpractice.org.uk/?62
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                                Appendix  1                    Clerkenwell Medical Practice 

Finsbury Health Centre 

Pine Street, London 

EC1R 0LP 

Tel: 0207 833 5906 

Fax: 0207 520 0432 

Clerkenwell Medical Practice Action Plan 2013-14 (Agreed by Patient Reference Group on 12/03/2014) 

1) Reception  

a) Reception Team to use comments on the survey to facilitate learning. 

b) We will access additional training where needed. 

c) Due to the physical structure of the front desk we will trial not asking the reason when booking appointment (triaging to the right team member) at 

the front desk. This will then be reviewed to see if patients are booking themselves with the right team member. But we will continue to triage phone 

requests for appointments 

d) We will look at the way reception asks patients about the reason for their visit.  
 

2) Online Booking. This received high approval but awareness seems to have declined slightly & there seem to be occasional technical difficulties.  

a) We will highlight this option to new patients at registration & existing patients. 

b) We will raise with EMIS the issues some patients have flagged.  

i) That it is sometimes unstable & cancels a patient’s password. 

ii) It is not possible to book a second appointment once you already have an appointment. We will ask if it is possible to change settings so it is 

possible to book a nurse appointment if you have a doctor’s appointment & vice versa & also if it is possible to book an urgent appointment if 

you have an advance booking already. 

iii) We will change the settings so patients can book double appointments online for a trial period and will monitor if this compromises 

availability. 

3) Clarify available appointment types (to help patients self-triage) 

a) We will provide clearer explanation regarding the different types of appointment/ways to contact your GP including; urgent same-day 

appointments; 48hour advance appointments; routine appointments; call back telephone appointments. These will be clearly defined on the new 

website when up & running. 
 

4) The Building 

a) We will raise with our landlords (NHS Property Services Ltd) the issues highlighted  about the state of the building. Particularly  

i) The patient toilets score poorly and many comments state that they smell. 

ii) The lighting in reception is very dim. 

iii) People feel the building & windows are shabby. 
 

5) Future services in Islington – pass on the comments from Q19 to Islington Clinical Commissioning Group and highlight to them that their profile 

still needs raising as some patients still do not know who they are. 
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Appendix 2 (updated March 2014) 
The practice has around 1600 email addresses of patients through which we can disseminate information & surveys. In addition to this 
we have 18 patients who have subscribed to our virtual patient reference group and receive the agendas, papers & minutes of all the 
Patient Reference Group meetings with invitation to attend or contribute virtually to the meeting. The physical PRG is currently made 
up of approximately 6 patients who attend the practice regularly for meetings. The practice endeavours to recruit as diverse a group as 
possible to reflect the demographic of the practice, however we are also aware that certain groups are harder to reach or prefer to 
provide input & feedback in other ways which is why the practice runs a virtual group & email list as well as a physical group. Our 
doctors let their patients know about the group as sometimes this more personal approach is more successful at gaining engagement. 
 

The practice also advertises the South Islington & Pan Islington Patient Groups, which are facilitated by Islington 
Clinical Commissioning Group, to the members of our Patient Reference Group and encourage attendance. To date the practice has 
been represented by a patient at every meeting over the last 3 years with the exception of one.  
 

NHS England states that we must publish the profile of our Patient Reference Group.The current profile of our patient groups are as 
follows. 
   

Patient Reference Group Profile (March 2014) 

  Email Virtual Physical 

Gender       

Male 48% 33.3% 50% 

Female 52% 66.6% 50% 

Age       

16-20 16%     

21-25 30% 11%   

26-30 15%     

31-40 18% 11%   

41-40 11% 17%   

51-60 7% 22% 16.7% 

61-70 3% 17% 33.3% 

71-80 1% 17% 50% 

Ethnicity       

Asian or British Asian 8% 11%   

British or mixed British 31% 66.7% 100% 

Irish 2% 5%   

Other white European 21% 11%   
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Black or Black British 4%     

"Other" ethnic category 4% 5%   

Chinese 12%     

Other Asian 4%     

Greek 3%     

Turkish 1%     

Other categories or not 
stated 

10%     

     

 

Appendix 3 Appointment Booking & Opening Hours 
 

Extensive information about the services the practice offers can be found on the other pages of this website. For the purposes of this 
report: 
 

Appointments can be booked online (please obtain a password from reception), by phone on 020 7833 5906 or in person at reception 
 

Our opening times are as follows: 
 

Monday 8.30-6.30 

Tuesday 8.30-6.30 

Wednesday 8.30-5.00* 

Thursday 8.30-6.30 

Friday 8.30-6.30 

*Phones are turned off for the afternoon at 1pm and all emergencies are handled by our 'Out-of-Hours' Provider Harmoni 
 

 


