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1 In         n  
1.1      l   f v      

S  v    p  v    :                       

S  v    A      : 1                        T 7 2 T  

    : 20   Ap  l 2026    

A            p    n    v :   g l O k    

 

1.2    p     f v     
T   p  p     f      En     n  V    v             b   v       nv   n  n   n     v    p         
     n     p                    l  f    p    n    n     ff  b           xp    n     n          
 n     n  f   pp    n           p  v  p    n   xp    n    n     v      l v   . 

1.3 A kn  l  g   n    
H  l           n  ll    l  l k        nk p    n    n     ff        k                         
 xp    n        ng      v    . 

1.4     l       
T      p      l        f n  ng   b   v    n      p   f         b v   n     n       p    n    v  
p       l  f      xp    n     f  ll p    n    n     ff   nl   n      n   f           b   v   
 n    n   b                  f     v    . F n  ng      l  b   n   p            n p      f 
 b   v    n   n          f     v      n  n     j  g   n   f  l n   l  ff    v n   . 

1.5 Ab    H  l           n  ll  
H  l           n  ll     n  n  p n  n    g n      n                pl f  ng     v       f 
   n  ll'        n    n     pl nn ng  n    l v     f    l    n       l         v    . T    g  
p bl    ng g   n      g            v      n   xp    n                  v    . W   n     
      p   p    v         p    n     n        n-  k ng p         b    l   ll   n  n    n ll   
   v n b      b l  f           n    f   b  k    v   l      p  v ng    n       f     . 

1.6  W       En     n  V   ? 
A    l   l H  l                             “En     n  V   ”    l    n       l         v     
     g          l G v  n  n   n    bl   Inv lv   n   n H  l   A   2007  n      l A           
  g l    n  2013 (p    4). T        v       n  n l       p   l         n   l        G  
p            n  l    g        p             n  p         .  

En     n  V    v           n  pp    n              v      n      n  l    n     n   n      n      
 xp    n     f  n  v    l                 n    k         n     n                        
f     p  v   n . T   v            g n     b      n f   b  k      v    b     n  v    l 
   v         n    p n                n  f     n             . 
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2 V     S        
Co v  sa  o s    h s aff 
H  l           n  ll  p k       f v     ff    b      n l   ng     p            n g   
 
Co v  sa  o s    h   s d   s 
E g    n p    n          k    b           xp    n    f     p       . 
 
Obs  va  o  of fac l    s 
Ob   v    n                 g         v      f      ng  n       n     n  f     f   l       
    n       v  p           n  p    n   xp    n  . 

Ob   v    n   n  f   b  k  n          g n   ll  p     v   xp    n    f        v      l ng     
  v   l               p  v   n      l   n  n   p    n   xp    n    n     v      l v    

 

3 S  v     v  v    
                         l        n   b       pp ng       n         k      f        . T     
    n        p  k ng   j   n   n    v   l p   p   v         p  k  n   b . T   p            p n 
  x           k   n l   ng S        .  

T   p        p          pp  x     l  14 000 p      p   n  p     n     n        n f        
l  g  G  p         l        l    b . 

T                 n              p n  ng               n b           f    b     n     
 n                   . T      p n  ng    v         v           b  ng  v  l bl           f 
n    l    k ng      . 

T      v       p n    b    p      p   n  n  n n-p      p   n          n   n   l       k    
  ng   f n n-      l      l      . An  n-     p        f        v        v  l bl        pl    
 p        f      f   7      n   n     n  f ll   ng   f n    l n   l p       . T          
p           n          ng  p n ng      . 

4 Ob   v    n  

On arrival our identification was checked, and we were introduced to the pharmacist manager 
and the assistant manager who was serving on the counter. We were given full access to all 
areas of the store and pharmacy areas, and staff were given adequate opportunity to talk with 
us in private. 

There were a wide variety of informational notices on display throughout the pharmacy on 
topics including wellbeing, data protection, NHS phone app and pharmacy first services. All 
notices were relevant, in date and displayed neatly. 
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At times during the visit queues of up to six patients developed and wait times were up to 
seven minutes to be served. As queues grew, additional staff members came from the 
dispensary area to help serve patients and assist with location of prescribed medication. Most 
patients were served promptly but one incident was observed where a patient was kept 
waiting for some time as their medication had been misfiled and could not be found. Several 
p    n                    ‘         ng’ p p     k            k    rtages, which may 
contribute to repeat visits and inconvenience for patients 

There were several chairs around the store and patients were observed using these whilst 
waiting to be served or when waiting for medication to be dispensed. Several patients were 
also observed to be using the automated medicines dispensing system without any apparent 
issues. 

Ov   ll      p         nv   n  n   pp        ll-  g n              ff     n      ng 
   p n  v   n  p    n -  n      n        n      ng p        f  n            n  

5      n  f   b  k 
S aff a    ud  

S x   n p    n        n    f v    bl   n        v              v   f        p         n  
f      n                  ff      k n   n    lpf l. On  p    n    l      ‘T      ff           ll 
 b  l   l  l v l        g       f              b    lpf l  n   l       v       I n   ’. An      
  l      ‘I       n   l                         n  n                 lpf l  n   ff    n   n 
g    ng           f             v n   ng         G   n  g v                l   f      I 
n       n             n      p      p   n  I   n’   p  k   g l   n  g   f       n  I   n’  
   nk         l    v    n       f       f               ’. A p    n          p  v    l  b  n 
p   ng f    n  v  -   -   n             n   l      ‘T      v   xpl  n        I   n g      G  
   p      b                n n       I   n g      f     I’     g    f l         k             
 xpl  n                 p    n l          ll    k       ff   n  ’.  

S ock ava lab l  y 

F    p    n     p      p  bl          v  l b l     f       p      b            n. On    l      
‘I’v  b  n             n        ll     n  n  l    b     ’  n   b  n  v  l bl   I’  n              
    p  bl      b      p         g   b      G     g     n  p        n    p  k ng         
     ’. An            ‘T                     n  I k  p g    ng   l         n’    v      f ll 
n  b    f   bl    I n       I   v          b  k  n          ’              ‘T     l       k  
     I   v        p    n   n   b     ’             n  nv n  n       v          b  k’. On  
p    n    p                    p  bl         g    ng          n f       l   v     n     G  
       ng       p      p   n         l      ‘I’v               n   l  pl        n    n  I f  l 
         n  j  n    p    nk ng b     n     G   n      p         I f  l      I’      g  b     n 
 n  I    ll    n’    v                     ’.  
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Wa     m s 

W  l     ff       b     n   n   b       ff ng   p       p    n  f   b  k  n      ng           
  x                p    ng   l     n               b ng p   p     v    

F v  p    n     p                     xp    n    l ng        n     p          n    l      ‘I 
      n l    S         n                                       k  n  g     g      v  ’. 
An            ‘I j      n    n n-p      p   n             b   I’v                p b   n  
 v    n      n        ng  l  k ng f  ’.  

F    p    n        n    f v    bl   n           . On        ‘I       n  n           v    
              p           n  g      n      g                   b  ll  n ’              ‘S  
     b         n   v ng    g                  I’  v    pl      I          ’. An        l      ‘If 
     ’             g n   ll    v             kl   n         ff  ll           lp               . 
I ’       b              n     p                          g        I           n      I n v   
  v              l ng’. 

A p    n                                p n  ng    v          b          ‘S  pl  b  ll  n ’  
       l                 g l  l           ll             n  n      n v    xp    n        l  . 
T           ‘I   n’     g n           f lk   n’               k p  ll             n    n  v n 
        n     p            l      I’    b g f n’.  

 

6 S  ff f   b  k 
 

Ma ag m      am 

T     n g   n         p         ll ng    n      n      n  n   ng g   n         n    
   p n  l        p                    g    b        f            ng      n        p n . 
T                 p n  p l      g    ng    ff ng l v l      l         ll ng        n     
p       . 

T     l     p          b- p    l   l    n   p       n   f     l   l G     g           ng      
         p  bl    g    ng          n        n       l    nn          l        l    n        f 
         n  n           . F       p  bl               b              n pp  p      
p        f       f    l . T     l     l                 f    l  f         HS 111    v         
    g      b   n pp  p     . 

W         l                 b  n  ff               p  v       n      n b     n     
p         n     g     b          pl nn      ff  x   ng             b  n   l            
   ff  b  n   . 
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D sp  s  g   am 

 

S  ff       b      ll ng     l   ng       ff ng l v l       n ng  pp    n       n  
     n      n        n      n g   n . S       ff   p              ff ng g p      n   
b  n f ll   f ll   ng   p                    f l   n        p         n         . S  ff  l   
  p        n   n   b         l       n    n     n    f      n      n f      g    
  n g   n . 

W         l   ‘W      n l  l         ff    b            n p  b    n  b          v n’  b  n 
  pl            l  v           ff    b      n’. A    ff    b               n l    k n  n 
 x             l                  n’  f  l          b  n         l    pp               n ng    
  p               n    f       l . Sp  k ng  b           p n    n     ff    b        ‘T    
  ll                 nk      n          b   n    ng  v      ng  ’. An            b       
   p n      ‘T              l’   n                n        n       ff    v l . 

All    ff  p k   n p     v         b         n-        n g      p      n g    n      
  l    n   p  b     n    ff    b   . On    l      ‘I ’                     k  p         ng 
b  k      ll   lp             n      p                ll  g           k     ’.  

 

7        n     n   
H  l           n  ll   v   ff                 n     n  b      n  b   v    n   n  
f   b  k f    b    p    n    n     ff      p  v   xp    n     n     p        

1) S  ff   p        n   n   b       ff ng l v l   n                n ng. T   p        
    l    fl     n              n     ff ng     ng   n           l    pp      f  
   v      l v     n     ff   v l p  n  
 

2)        l    n         l   l G     g           p      b  b       ff  n  p    n  . T   
p            l    n         nv g     ng p  p     pl n  f     p  v        n      n 
 n     ff  x   ng  p  g      . 
 

3) In pp  p        f    l    n l         l    n        n   n  p    p    n   xp    n  ;     
p            l    n        v     f   f    l          p p     k      p  v      
  f    l  p            l   l G     g       n   HS 111    v    . 
 

4)       n     p        p       n   n     f       n   b  ng  n v  l bl       l  ng  n      n 
v     .   v     f     k   n g   n  p         f        nl  p      b             
  lp          l    n        f          n. 
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5) T   p            l    v     n   n l      n      n p                n    
  n g   n      n       n     n     l       n     n p   n   f      ff. 
 
 
 
 

 

8    v     f   b  k  
 

Healthwatch Cornwall shared the draft report with Chester road pharmacy and invited a 
response by 21st May 2026. Despite follow-up contact, no reply was received before 
publication. We welcome any future feedback and will add a provider statement should 
one be submitted. 

 
 



 

 
 


