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1 I   od c  o   
1.1 D       of v      

S  v c  p ov d  : T m   V    y       ,                   c       

S  v c  Add    : T   O c   d,           , PL18 9LZ  

D   : M  c  9   2026   

A   o    d   p         v : N g   O      

 

1.2 P  po   of v     
T   p  po   of      E       d V  w v     w    o ob   v        v  o m      d c    p oc      
w          p  c  c ,      d   c  y f om p          d    ff  bo          xp     c   o      d y, 
  d  d    fy oppo           o  mp ov  p       w   b   g. 

1.3 Ac  ow  dg m      
      w  c   o  w    wo  d       o       p          d    ff w o  oo        m   o             
 xp     c   d    g      v    . 

1.4 D  c   m    
T      po            o f  d  g  ob   v d o       p c f c d     bov    d     o      p         v  
po    y   of      xp     c   of     p          d    ff, o  y     cco    of w    w   ob   v d 
  d co    b   d          m  of     v    . F  d  g    o  d b       p    d         p  o  of 
ob   v   o   o      d y of     v       d  o    j dg m    of c    c    ff c  v     . 

1.5 Abo         w  c   o  w     
      w  c   o  w            d p  d    o g       o  comm    d  o  mp  fy  g     vo c   of 
 o  w   '      d            p      g   d d   v  y of          d  oc    c       v c  . T  o g  
p b  c   g g m   , w  g            v  w    d  xp     c   w             v c  . W         
      p   p c  v         p       d    d c   o -m    g p oc      bo    oc   y   d     o    y, 
d  v   by     b    f      comm    y f  db c     v      o  mp ov  g     d  d  of c   . 

1.6  W       E       d V  w? 
A     oc         w  c  w          o    d  o “E       d V  w”          d  oc    c       v c   
   o g      Loc    ov   m      d P b  c I vo v m              Ac  2007   d Loc   A   o       
R g     o   2013 (p    4). T        v c   c     c  d   o p     ,     d        om  ,  P 
p  c  c  , d         g     , op om       ,   d p   m c   .  

E       d V  w v             oppo      y  o        v c       c  o ,         o   d   d      d     
 xp     c   of   d v d     w o        m,   d m      comm  d   o   w                     
fo   mp ov m   . T   v          o g     d b   d o  f  db c    c  v d  bo     d v d    
   v c   o        po     o    m    d    f  d    o         c . 
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2 V     S mm  y  
Co v  sa  o s    h s aff 
      w  c   o  w     po   w        p  c  c  op     o   m   g     d   m mb   of     
 dm         v     m 

 
Co v  sa  o s    h   s d   s 
Tw  v  p        w        d  bo          xp     c  of     p  c  c . 
 
Obs  va  o  of fac l    s 
Ob   v   o   w    m d     o g o       v    , foc     g o      co d   o  of     f c       , 
 dm         v  p oc d       d p        xp     c . Ov     , ob   v   o   o      d y   d 
f  db c  f om p        w      g  y po    v    d  o  d good p  c  c    o g  d        fo  
 mp ov m   . 

 

3 S  v c  ov  v  w 
                            p    of     T m   V    y          o p. I            d        v    g  of 
             d    v     pop     o  of  pp ox m    y 17,000 p       . T   p  c  c        
  co d    g  y  oc   d          g o . Bo      g        v     o -     d  p     y. T   p  c  c  
w       d by      Q     ‘ ood’ w            p c  d    2018. 

4 Ob   v   o   
T      g  y           d   x   o      g  p b  c c   p    w    d d c   d d   b  d p     g b y . 
F    p     g     v    b   fo   p  o  wo  o   . T         c   o        g  y    w      g po   d   d 
   y  o  cc   . O      v   o    d    f c   o  w   c  c  d,   d w  w        d  o   g    v    o   
 og. V    o   d    f c   o  b dg   w         d  o   . 

The reception area was clean, well-lit and organised, with healthcare information clearly and 
neatly displayed. Information was displayed on such topics as safeguarding, research and 
pharmacy services. All notices were in date. There was a large screen television displaying 
healthcare information. Hand sanitiser and facemasks were available. 

Reception staff were observed communicating clearly with patients and managing a busy 
desk area. Patients were observed being called and escorted by clinical staff into consultation 
and treatment rooms. 

Staff interactions observed during the visit appeared respectful and patient centred. Patients 
were supported at a pace appropriate to their mobility needs, with staff providing assistance 
where required. 
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5 R   d   /p       f  db c  
 

Ava lab l  y of appo   m   s 

F v  p        comm    d         y wo  d   v  p  f    d  o   v    d        ppo   m           
      g o     g  y. O    o d    ‘’T    po            b      b   of     g  m   , I   v  c o    o     
   g  y          g o   o wo  d m c           v  go        , b      y    d       w     o 
 ppo   m    ’. A o        d, ‘I’v    d  o com               m        w    fo       j c  o    d 
        m     x  w   , w  c       co v       b c     I   v  c o     o     o        g  y 
[      g o ]’. T  y  dd d, ‘I  m g   b  b c     I    d d      g     ppo   m   , b   I    d   x 
  f c  o     d  v   w      ’   o     , I       c  ’     m  o g   o       ’.  

Two p          po   d         y w        ppy w         mo    of   m     y   d  o w    fo     
 ppo   m   . O      d, ‘I f    d          c  o  c co        o  fo m   d d d ’         y    g fo    
co p   of w      o          d I    g  p   d w   off   d          ppo   m          w     
     . I w      o  o d I wo  d b    f    d fo  p y  o     py  om  mo      go, b   I’v      d 
 o    g’. A o     p        o d   , ‘I     m       yo    v   o      w       y g v  yo   f   ’   o  
     y   g   , I’v  b    w     g w      o         Doc o  b            w    yo  do g      
 ppo   m       y    m  o b        g o    m ’.  

P        d  c  b d m x d p  f    c   fo   cc     g  ppo   m    , w     om  v     g     
co v     c  of o      boo   g w     o      p  f    d     p o   co   c , p    c     y w     
w      m   w      o    . 

O   p        o d            y d      d         p o       g     v c ,   y  g, ‘I ’  d ff c     o g   
   o g  o      p o     d yo    d  p w     g o           fo   g  ,      w    yo  do g   
   o g             oo m  y q     o  ’. T  y    d         y wo  d b    ppy  o         o      
 y   m, b      w   c       y ‘ oo d ff c   ’.   

Qual  y of ca   

T   p        d  c  b d     c       y   d   c  v d f om     p  c  c     po    v     m . O    o d 
  , ‘I ’    g        v c , I’v  go   v  y co f d  c        m, f om       c p  o      o      P,    y 
         m z  g. I   d       o         p ob  m,   d    y  o   d m  o     d g v  m  my   f  
b c ’. A o        d, ‘Yo  co  d ’  w    fo    b      o  mo   c    g    g  y,    y            m   o 
g    o   ow yo    d I’v    v   f       y      d   y    g. I  v     d   c    f om   m   g   
w          w            w    my m d c   o ,   d    y w     m z  g     w y    y  o   d 
 v  y    g o  ’. T  y  dd d, ‘P op     v     o   o   y  bo       N S, b   I wo ’         wo d 
   d  g         m     , w ’   p o d of         g  y’.  
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Pha macy/d sp  sa y s  v c s 

T     p          po   d        w     cc     g       m d c   o . O      d, ‘I’d m c           v  
p c  d  p my m d c   o  f om     d  p     y, b      y    d    y co  d ’  do       I   v d c o   
  o g   o   c  m        ow , w  c  do   ’     m   g  ’. A o      o d   , ‘T  y    d  o  p  d 
 p     p   c  p  o  p oc   , I’m o    p    c     m d c   o    d          m  o b    pp y 
p ob  m ,  o I   w y     m  o   v   o    g  p   d   y   d g        g    y’. T  y w    o   o      
  , ‘I f          I’m   v  g  o o g       v  y    g my   f 

6 S  ff f  db c  
Ma ag m      am 

T   p  c  c  op     o   m   g   d  c  b d      b   wo  fo c , w     cc     o   g     
m d c    oc m . T  y  o d             g        c      g       p  c  c  c       y f c d w    
   oc    d w         p c   v    b     d     f b  c of     b   d  g. A         g  y    
                 d oc  d,             m   d op  o   fo   xp    o ,     o g     y  o d    of 
p      o    oc     om     v c    o       g o  w       y   v   dd   o     p c   v    b      
             o         c p c  y. 

 

Adm   s  a  v    am 

S  ff d  c  b d     ppo   v  wo    g   v  o m      d po    v     m c      . T  y  o d         
 om  p        p  f    d  o p o          g  y                     o       y   m, w      o     
p  f    d  o      d        g  y    p   o .  T  y  xp     d     boo   g   d     g   y   m ,   d 
w    w   g     ppo   m     b   g m d  fo        m  d y, w    o      b   g p  o      d 
w        w      d mo    o      c     w      fo   w    . 

 

7 R comm  d   o    
      w  c   o  w      v  off   d  om    comm  d   o   b   d o  ob   v   o     d 
f  db c  f om bo   p          d    ff  o  mp ov  p        xp     c . 

 

1) Som  p         xp     d co c      bo          g   of w    fo   o       ppo   m    . 
T   p  c  c  m y w     o   v  w  cc     o  o       ppo   m      o           
 pp op      b    c  b  w    co       y of c      d w     g   m  . 
 

2) Som  p         xp     d   p  f    c  fo   ppo   m                  g o     g  y;     
p  c  c  m y w     o   v  w  v    b    y of    v c              g  y. 
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3) S ppo    g   c     d     of        c  o  c boo   g  y   m wo  d b  of b   f    o bo   

p          d     p  c  c .  o   d     o    o  d b  g v    o   co   g  g     w     
po   b     d    oc   o  of    o  c   o          o   p         xp     c  g d g     
  o    o . 
 

4)  o       g d   og   w     oc   p   m cy    v c  p ov d    m y   d c  d   y     
ob      g p   c  b d m d c   o  fo  p        w o   po   d   pp y       . 
 

5) T      g  y m y w     o  xp o   oppo          fo   xp    o    d/o    d p oym    of 
   ff  o   c       p c  fo  c    c      v c  . 
 
 

 

8 P ov d   f  db c   
 

We would like to extend our sincere thanks to the Healthwatch team for their recent visit and 
for the constructive engagement with our practice. We have taken time to carefully review 
both the patient feedback received and the recommendations provided, and we are 
committed to using this insight to review and improve the services we deliver. 

All medical requests are appropriately triaged by our clinical multidisciplinary team (MDT) to 
ensure that patients are offered an appointment with the most appropriate clinician within a 
safe timeframe. We recognise that this approach may not always meet individual patient 
expectations; however, we continually monitor both demand and capacity and are actively 
working to improve continuity of care and waiting times wherever possible. 

We are currently operating at full capacity within our clinical rooms at the Callington site. This 
capacity will increase once we are able to expand the size of the building. In support of this, we 
are working closely with the ICB and our local MP to progress plans for expansion. We have 
already purchased land adjacent to the practice and are progressing through the necessary 
processes to secure funding for development. 

We are also engaging with our Patient Participation Group (PPG) to support patients in setting 
up and using the NHS App. This peer-led approach aims to build patient confidence in using 
digital communication tools and improve access to services. Encouraging greater use of 
digital tools for ordering repeat prescriptions will help us streamline processes and reduce 
turnaround times. 

We recognise that delays in dispensing medications can be frustrating for patients and are 
working with our dispensing team to improve turnaround times and communication. 

It is important to note that dispensing services are only available to patients who meet 
eligibility criteria, specifically those who live more than one mile from their nearest community 
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pharmacy. As a result, not all patients registered with the practice are able to access 
dispensing services directly. 

We will continue to ensure that eligible patients receive a timely and reliable service, while also 
supporting non-dispensing patients to access prescriptions efficiently through local 
pharmacies. 

In relation to prescribing, we endeavour to support patients through ongoing challenges with 
medication supply by sourcing and prescribing suitable alternatives where necessary. Our 
dispensaries utilise multiple suppliers to maximise our ability to provide a wide range of 
medications. 

We remain committed to continuous improvement and value the feedback provided, which 
plays an important role in shaping our services for the benefit of our patients. 

 

Kelly Graham 
Operations Manager 
Tamar Valley Health 
Callington & Gunnislake Health Centres 



 

 
 


