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1 I   oduc io   
1.1 D   i   of vi i   

S  vic  p ovid  :                           

S  vic   dd    : Vic o i  Ro d, Roc  , PL26 8JF  

D   : 23 d M  c  2026   

 u  o i  d   p        iv : Nig   O k    

 

1.2 Pu po   of vi i  
T   pu po   of   i  E       d Vi w vi i  w    o ob   v        vi o m      d c    p oc      
wi  i      p  c ic ,      di  c    f om p  i    ,      iv     d    ff  bou     i   xp  i  c   o  
    d  ,   d id   if  oppo  u i i    o imp ov  p  i     xp  i  c    d    vic  d  iv   . 

1.3  ck ow  dg m      
      w  c   o  w    wou d  ik   o     k p  i       d    ff w o  ook      im   o          i  
 xp  i  c   du i g   i  vi i . 

1.4 Di c  im    
T i    po            o fi di g  ob   v d o       p cific d     bov    d i   o      p        iv  
po        of      xp  i  c   of     p  i       d    ff, o        ccou   of w    w   ob   v d 
  d co   ibu  d         im  of     vi i . Fi di g    ou d b  i    p    d         p  o  of 
ob   v  io   o      d   of     vi i    d  o    judg m    of c i ic    ff c iv     . 

1.5  bou        w  c   o  w     
      w  c   o  w    i     i d p  d    o g  i   io  commi   d  o  mp if i g     voic   of 
 o  w   '     id     i      p    i g   d d  iv    of          d  oci   c       vic  . T  oug  
pub ic   g g m   , w  g         i  vi w    d  xp  i  c   wi            vic  . W     u   
      p   p c iv         p       d i  d ci io -m ki g p oc      bo    oc       d    io     , 
d iv   b      b  i f      commu i   f  db ck i  vi     o imp ovi g     d  d  of c   . 

1.6  W    i  E       d Vi w? 
      oc         w  c  w       u  o i  d  o “E       d Vi w”          d  oci   c       vic   
   oug      Loc   Gov   m      d Pub ic I vo v m    i          c  2007   d Loc    u  o i i   
R gu   io   2013 (p    4). T        vic   c   i c ud   o pi    ,    id   i    om  , GP 
p  c ic  , d       u g  i  , op om   i   ,   d p   m ci  .  

E       d Vi w vi i          oppo  u i    o        vic   i   c io ,  i      o   d u d      d     
 xp  i  c   of i dividu    w o u      m,   d m k    comm  d  io   w                     
fo  imp ov m   . T   vi i       o g  i  d b   d o  f  db ck   c iv d  bou  i dividu   
   vic   o  i     po     o    m   id   ifi d i  ou        c . 
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2 Vi i  Summ     
Co v  sa  o s    h s aff 
      w  c   o  w     pok  wi       p  c ic  m   g     d  wo m mb    of  dmi i     iv  
   ff 
 
Co v  sa  o s    h   s d   s 
Six     p  i     w      k d  bou     i   xp  i  c  of     p  c ic . 
 
Obs  va  o  of fac l    s 
Ob   v  io   w    m d     oug ou      vi i , focu  i g o      co di io  of     f ci i i  , 
 dmi i     iv  p oc du      d p  i     xp  i  c . 

F  db ck g      d du i g     vi i   ig  ig   d bo   po i iv   xp  i  c   of c      d 
c      g  , p   icu      i       io   o  cc     o  ppoi  m       d    vic  . T i    po   
 umm  i      o   ob   v  io     d comm       d id   ifi         w     p  i     xp  i  c  
  d    vic  d  iv    mig   b       g     d 

 

3 S  vic  ov  vi w 
T         P  c ic  p ovid   p im    c    m dic      vic   fo   pp oxim      13,500 p  i     
ov     wid  c  c m        . T   p  c ic       wo b   c   u g  i    oc   d    Bug     d S  
D   i , bo   of w ic  op           ic  d op  i g  ou  . T   m i  p  c ic  i   ou  d i       g , 
 i g  -  o  , pu po  -bui   bui di g  oc   d o      ou  ki    of Roc  . T   p  c ic  op       
u d   N S p im    c       vic     d p ovid   GP,  u  i g   d di p          vic    o i   
  gi     d popu   io   

 

4 Ob   v  io   
T    u g    i  w     ig po   d f om     m i   o d. T     i       g    v   c   p  k  o     f o   of 
     u g   , wi     v     di  b  d p  ki g b     dj c     o     f o         c . T     w    
  v      o ic   o      f o   doo   d   i i g op  i g  im  , i fo m  io    g  di g  m  g  c  
 ppoi  m       d d   i    bou      o    i f u  z  v cci   io . 

T     c p io         d     u om   d,    f-book i   c     wi     v     diff         gu g  
op io  ,   o g id    d  k      m    d b    m mb   of      dmi i     iv     ff    m.    d 
   i i      d f c  m  k  w     v i  b  . S   i g w        g d   ou d     w i i g  oom wi   
wid   i       d i c ud d         wi     i  d c  i        w    ig  d    b i g      v d fo  
p  i     wi   mobi i   i  u  . 

O     iv  , ou  id   ific  io  w   c  ck d, w  w      k d  o  ig  i    d w    giv   vi i o   
b dg    o w   . 
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Sig     d  o ic     ou d     w i i g  oom w    g oup d b   opic   uc     Suppo     d 
 dvic ,   i d   /f mi     d p   m c  fi       vic  . T     w      o ic bo  d d dic   d  o     
 c ivi i   of      oc   P  i    P   icip  io  G oup,   i    d d   i   of upcomi g m   i g    d 
mi u    of   p  viou  m   i g d   d F b u    2025.   cop  of     p  c ic    w        d   d 
‘Summ   2025’ w   di p    d, w ic  m   b   fi  f om b i g upd   d  o    u   p  i       v  
 cc     o cu      i fo m  io  

T     c p io  d  k w      ff d    oug ou      vi i . S  ff w    ob   v d commu ic  i g 
c       wi   p  i       d m   gi g   bu     c p io      . 

Staff interactions observed during the visit appeared respectful and patient centred. Patients 
were called by name into the consulting and treatment rooms and supported at a pace that 
appeared appropriate to their mobility needs, with staff providing assistance where required. 

 

5 P  i    f  db ck 
 

Acc ss  o s  v c s 

Fiv  p  i       po   d p ob  m  wi    cc     o    vic   wi  i       u g   , wi           po  i g 
       d b    u  b    o book     ppoi  m     o   v  di g o  ic b ood    k  .   p  i    w o 
  d b     o d b     o pi     o  u                   d d  o   v  b ood    k       d of   
cou    of c  c        m     o d u , ‘I go           f om      o pi     o      o go  o m  GP   d 
  v  b ood    k  ,  o I    g      u g      d       o d m            cou d ’  book    
 ppoi  m            did ’  k ow w         u    w    v i  b  ,        id  o c    b ck     
w  k  f   , w ic  I did, o     o b   o d          ppoi  m       d go  ’. T     xp  i  d           
       d  o    v    o    o pi     om  di    c   w    o   v      b ood    k  . T     dd d ‘I 
w   up         i  w   d     wi   poo      d p   icu      b c u        o  u         d d       
b ood  b fo   I cou d   v  m       m   ’. 

  o     p  i     o d u              qui  d   gu    mo i o i g b ood       bu    d b     o d b  
     u g              cou d ’  book      i   of  ppoi  m       d   d  o do   c  o   
i dividu    . T     xp  i  d   i  w     p ob  m b c u        w    of     o d       w     o 
 ppoi  m      v i  b  . T      id, ‘I ’   o f u     i g,      k ow I    d        ppoi  m    , 
bu       do ’    v      c p ci  ’. T     dd d, ‘I f        dow  b      N S’. 

   p  i         iv   o d u          i  p         qui  d   gu    i j c io    o          o g    di g 
co di io  bu    d b     o d b       u g           i  w   ’   om   i g      cou d    p wi  , 
       id ‘I’v    i d g   i g    m do        [i       u g   ]   d I   i d     di   ic   u    , bu  
 obod  w      o   k     po  ibi i  ’. T     dd d, ‘I’v  b     o d i ’       ffi g i  u  bu       
i  ’  m  p ob  m’. 
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  p  i    w o w   w i i g fo     op    io         Ro     o  w     o pi     o d u , ‘I go    c    
f om      u g         i       f    oo  b fo   I w   du   o   v  p  -op b ood    k    o         
 o pi      d ’    qu    d    m p op    . T      id I   d  o  i g      o pi     o         m   i , 
bu      d p   m    w   c o  d,  o I mi   d   vi g    m do  ’. T    w    o   o      u           
 o pi     po ogi  d fo   o  pu  i g       qu    o      ‘I E’   qu   i g      m,   d w    o   o 
   , ‘I   d          f om      o pi     xp  i i g w    b ood  I    d d bu       u g      id      
wou d ’   ook    i    d           o pi      d  o   qu        b ood     m   v  ’. T     xp  i  d 
       i    d b    up    i g   d     oug  i  did ’  d        i  op    io , i   dd d ‘         d 
up   ’  o      xp  i  c ,       o d u , ‘T i  w   qui    void b  , I k ow        v  p oc      i  
p  c  bu  commo          ou d   v  p  v i  d               d  o do w    ook                o 
    w    w      d d’. 

P  i     d  c ib d mix d p  f    c   fo   cc   i g  ppoi  m    , wi    om  v  ui g     
co v  i  c  of o  i   booki g w i   o      p  f    d     p o   co   c , p   icu      w     
w i   im   w      o    . O    o d u , ‘I do ’   ik      o  i        m     ou c  ’    w    g   i   o 
u d      d w     ou w   ’.   o       id, ‘I   i d        c  o ic      m o c , bu  i  f    v    
imp   o      d i   u iv , I’m   bi  o d f   io  d  o I’d        c      d  p  k  o    um  ’.   
p      w o   gu       cc    d        c  o ic booki g      m  o d u , ‘W   ’   o   o  ik ? You 
go o    d    w     f w qu   io  ,   d i  giv    ou  om  op io   fo   ppoi  m    ,  o  o fu   
  d  o w i i g   ou d, I’m   big f     d b i g o d   I  ik    w   c  o og ’.  

Fiv  p  i      pok  i  po i iv     m   bou   ppoi  m      d    vic   v i  bi i  . O     id, ‘I 
   g   i  mo  i g           c  o ic      m   id i  cou d ’  d    wi   m  i  im    p ob  m, I go  
   oug  i   bou  5 mi u   ,   d      g v  m      ppoi  m    wi  i       ou ’. T    w    o  
 o    , ‘You c  ’  f u      m, I wou d ’  c   g      i g  bou     m’.   o      o d u , ‘M  
 u b  d   d I bo      d d  o         Doc o ,  o w  c m  i  b c u   w  do ’  u       
compu   ,   d       d  o    c p io  cou d ’    v  b    mo      pfu ,     go  u  
 ppoi  m         ig    w  ’. T     dd d, ‘You       o  of b d   i g  b i g   id  bou     m, 
bu   o      , w ’v    d  o  i g bu  g     c   , comp   io    d u d      di g f om   i  
p  c ic  fo  ov   20      ’.  

B a ch su g  y appo   m   s 

Fou  p        o d u            wou d   v           d    i   ppoi  m         b   c   u g   , 
   i  w   muc  c o     o    i   om . O     id, ‘I  iv  v    c o    o      u g    i  Bug     d 
cou d w  k       i  u d     mi u  , bu  c     v   g       ppoi  m         ,  o   v   o g   
 om o    o d iv  m       [M i   u g   , Roc  ]’.   o       id, ‘I’m   v   off   d  o   v  m  
b ood  do         [b   c   u g   ],  v     oug  i ’  muc  c o     o m  p  c , w ic     m    
w     of  im    d  o  v      vi o m     ,    I   v   o g       c   ou    d d iv      ’.  

Pha macy s  v c s 

T     p         po   d p ob  m  wi    oc   p   m ci  . O     id, ‘I k ow i ’   o      Doc o   
f u  , bu      p   m c  w  go  o i   ubbi  ,      of    do ’    v  w    w    v  b    
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p   c ib d   d  om  im         i  ’   v     p   m ci    v i  b  ,  o  ou   v   o     
 om w         ’.  

Two p  i       po   d           w    u   pp      o  b i g  b    o u        u g    di p       
   vic , o     id ‘I ’  p  i  c  z , I’v           Doc o    d   v  m  p   c ip io  bu  b c u   of 
w     I  iv , I   v   o go  o     c  mi           d          u      ’.  

Co    u  y of ca   

Two p  i      pok  i  po i iv     m   bou      co  i ui   of c   . O     id, ‘I           m  
 u   ,   d      k ow      bou  m    d m  co di io , w ic    v   m   im    d 
 mb      m      vi g  o  xp  i  m   i  o     c   im ’.   o      o d u , ‘I g                 
  m  GP, w ic  i       u i g                 b    i  m  opi io ,      go   o      oo  of w   ’  
w o g wi   m    d   v  m d  m  b        d fi          I   v  b    fo       , I wo ’         
wo d   id  g i       m. F om       c p io   o     GP   d      u    ,                g   ’. 

O   p  i     xp     d co c               did ’            m  GP   c   im       c m ,      
 o d u , ‘Som  im    ou do ’   v   g    o       p op   Doc o    d  ou g       ppoi  m    
wi     p   m dic o        i     . T   p ob  m i           ov  c u iou  b c u            ’    
doc o    d i  m k    ou wo d   if              b    p   o  fo   ou  o b     i g’. 

6 S  ff f  db ck 
P ac  c  ma ag   

T   p  c ic  m   g    xp  i  d     m i  c      g  f ci g     p  c ic       i g  o    vic  
fu di g   d po    i     i c    i g p  i     umb   . T      po   d      g       b   wo kfo c  
bu    id             d  xp  i  c d  i  o ic   difficu  i   i  GP   c ui m   , po  ib    i k d  o 
   i       iv      mo    oc  io . No wi      di g,       o d u                cu          c ui i g 
fo      ddi io     wo GP’ .  

T   p  c ic  m   g    o d u              d   mo      ‘f mi     d f i  d ’  u v     d w    
   po  iv   o  ugg   io     d comp  i   .     c    imp ov m    m d   o    vic   v i  bi i   
w    bou   o b   o   d ou  i         p  of     u om   d b ood p    u   mo i o i g      m, 
w ic  wi   b  i       d i      w i i g  oom. T   p  c ic  m   g    o d u        op    i  wi   
  duc         d fo  p  i      o book  ppoi  m      o      o   v     i  b ood p    u     k  . 

T   p  c ic  m   g    ck ow  dg d c      g      oci   d wi    ppoi  m     v i  bi i      
b   c   u g  i     d fo  p   bo om    d  xp  i  d          m fo     oc  i g    ou c    o 
b    c  d m  d. W  w       o  o d of f u     io         om  p  i       d   po   d wi    oc   
p   m ci  , w ic  w    ou  of      u g  i   co   o .       w  c   o  w     ck ow  dg       
      c      g     f  c  wid        m p    u    imp c i g p im    c    p ovi io  
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Adm   s  a  v    am 

Bo   m mb    of    ff d  c ib d    uppo  iv     m cu  u     d  pok  po i iv     bou  
   i i g oppo  u i i  . O    o d u , ‘I ’    f      ic p  c   o wo k   d m   g m               
   pfu    d  uppo  iv ’.   o      dd d, ‘I’m          pp      ,     p  i          ov    o      
w o     d I f      g     d    of job    i f c io ’. T     dd d, ‘I f     ik  I’m m ki g   
diff    c ’. 

W i   f  db ck f om  dmi i     iv     ff w      g    po i iv , o      ff m mb    ig  ig   d 
     i        commu ic  io  cou d b  imp ov d. 

 

7 R comm  d  io    
      w  c   o  w      v  off   d  om    comm  d  io   b   d o  ob   v  io     d 
f  db ck f om bo   p  i       d    ff  o imp ov   xp  i  c   i      p  c ic . 

1) T   p  c ic    ou d   vi w  cc     o  ou i    ppoi  m       d    vic    o    u      
 pp op i    b    c  b  w    co  i ui   of c      d w i i g  im  .  
 

2)  o  i u d   vi w of    ffi g c p ci   m    uppo      vic   v i  bi i     d p  i    
  f   , wi       imp c     co d d    oug   xi  i g i cid      po  i g p oc     . 
 

3) T   p  c ic  m   wi    o   vi w  cc     o  ppoi  m        b   c   u g  i    o    u   
p  i         off   d op io    o      d  ppoi  m            mo    pp op i     oc  io . 
 

4) Up- o-d    i fo m  io  o   o ic     d   po    di p    d wi  i      p  c ic  m   
 uppo        p    c  fo  p  i       d vi i o  . T   p  c ic    ou d    u       p  i   -
f ci g i fo m  io    d m    i    wi  i       u g          gu        vi w d   d k p  up 
 o d    
 

5) T   p  c ic  m   wi    o   vi w commu ic  io   wi  i         m  o    u          ff     
 b    o    i   u d      d k   m    g     d upd    . 
 

6) Giv       imp c       d     d o  mi   d b ood       c     v  o  p     d      m   , 
    p  c ic    ou d   vi w i    pp o c   o p   o og    qu       d i g (I E      m), 
i c udi g  ow  xc p io       m   g d,  o   duc       i k of mi   d o  d     d      . 

 

7) Considering patient feedback about accessing regular monitoring blood tests and 
injections, the practice may wish to review local arrangements and communication 
with patients about which service is responsible for delivering these, and how 
appointments can be scheduled in advance for long-term treatment plans. 
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8) T    u g    m   wi    o  xp o   oppo  u i i    o wo k wi    oc   p   m ci    o id   if  
 m  gi g i  u   wi    v i  bi i   of m dic  io    d    vic  . 
 

 

8 P ovid   f  db ck  
 

We would like to thank the Enter and View team for their visit and for producing this report. We 

value and welcome the opportunity to reflect on the feedback gathered from both patients and 

staff to support continuing improvement. 

We acknowledge the concerns raised regarding access to appointments, particularly for blood 

tests and ongoing monitoring. We understand the frustration this can cause, especially for patients 

who require regular care, and we take this feedback seriously. 

At the time of the visit, the practice had been operating under reduced capacity within the nursing 

and healthcare assistant team. One HCA was absent and two others were undertaking external 

placements as part of their Nursing Associate training. This had a direct impact on appointment 

availability, particularly for phlebotomy and routine monitoring services. Since the visit all HCAs 

have now returned to the practice, and we have successfully recruited an additional phlebotomist. 

We have also recruited four new nurses, all of whom will join the practice within the next two 

months. We anticipate that this will increase overall appointment capacity and improve 

accessibility for patients across both our main site and branch surgeries. 

We also recognise the ongoing pressure on GP appointments. We are actively trying to address 

this and currently have vacancies advertised for two Salaried GP posts. Recruitment remains a 

challenge across primary care, but if we can successfully fill these two posts, this will further 

strengthen our clinical capacity and improve patient access. We will continue to signpost patients 

to our Paramedics and Advanced Clinical Practitioners (ACPs) where suitable. 

The report highlights concerns around blood test pathways and coordination with secondary care. 

We would like to clarify that we are adhering to the local NHS Trust policy. This means that we are 

only able to undertake these tests when they are already requested and available on the ICE 

pathology system. This approach ensures that results are returned directly to the requesting 

specialist without delay, supporting safer, timely clinical decision-making and follow up care. 

We also note patient feedback regarding community pharmacy services and medication access. 

As recognised in the report, these elements are outside of the direct control of the practice. We 

are currently engaging with the ICB regarding local pharmacy challenges and are supportive of 

working collaboratively with community pharmacy colleagues to identify practical solutions. 

We were pleased that the report also recognised positive aspects of the service, including 
respectful staff interactions, patient-centered care, and examples of good access experiences. We 
will continue to build on these strengths while addressing the areas identified for improvement.  

The Clays Practice 
Victoria Road 
Roche 
St Austell 
 



 

 
 


