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Dear David,

Thank you for your letter and for your ongoing interest in the transition of urgent care
services at Hillingdon Hospitals NHS Foundation Trust. We appreciate the feedback you
have received from residents, and we recognise how important it is that local people feel
reassured about both safety and patient experience during this period of change.

As you noted, early data continues to suggest that the transition has been safely managed,
with no significant increase in waiting times. To ensure we maintain a clear and accurate
picture of impact, we are closely monitoring a set of indicators, including patient
attendances, waiting times, overall patient experience, and workforce implications.

In relation to your question about patient experience specifically, we are collecting data
through several established mechanisms. This includes the Friends and Family Test (FFT)
which we have attached, which provides regular, real-time feedback on patient satisfaction,
as well as a set of key patient experience and performance indicators that track timeliness,
communication, and overall quality of care.

Together, these provide an overview of how patients are experiencing services following
the urgent care nurse practitioner service changes. Furthermore, patient experience is
interrogated locally monthly by the service (UTC/ED) and the Division; it is reviewed
monthly at the Executive Performance meetings.

You will see in the data provided, that in November 2024, 67% rated the Hillingdon UTC
good or very good and 23% rated it poor or very poor. This has improved to 77% good or
very good and 17% poor or very poor in November 2025.

While we are aware of the anecdotal concerns shared by some residents since the end of
September, the formal indicators to date do not show a decline in performance. In fact, they
have been important in demonstrating that services are continuing to perform well. We will
continue to monitor all measures closely and will, of course, remain transparent in sharing
outcomes as more data becomes available.

Do let us know if you would find it helpful to receive further detail on any of the patient
experience metrics.

Yours sincerely

Matthew Swindells

Chair — North West London Acute Provider Collaborative

(Incorporating: Chelsea & Westminster NHS Foundation Trust, The Hillingdon Hospitals
NHS Foundation Trust, Imperial College Healthcare NHS Trust and London North West
University Healthcare Hospitals NHS Trust)



