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Introduction  
 
Gorran Haven branch surgery was temporarily closed in November 2019 and has 
not reopened. To keep people safe during the COVID-19 pandemic, patients across 
Cornwall and the Isles of Scilly (including those living in Gorran Haven and the 
surrounding areas) have been able to access routine appointments via telephone 
and online, with face-to-face appointments available when deemed clinically 
necessary. This new way of working has continued, meaning fewer people need to 
travel to their appointments.  
 
In November 2020 NHS Kernow launched a survey to understand people’s 
experiences of the temporary closure of the Gorran Haven branch surgery. The 
survey was posted to all households registered with the Mevagissey Surgery. This is 
approximately 3,000 households and includes those who would have previously 
accessed Gorran Haven branch surgery.  
 
People were also able to complete the survey online or paper copies were available 
to pick up or drop off on request from the Mevagissey Surgery.  
 
The survey closed on 20 December 2020. 180 people took part in the survey. 
 
This report is split into 2 parts. Part 1 provides an overview of the engagement that 
has taken place, a summary of what people told us and the planned next steps. Part 
2 includes the full details and responses of the survey. 
 

Part 1 
 

Mevagissey Surgery population  
 
A breakdown of the Mevagissey surgery population includes 2,591 (51%) patients 
who identify as female and 2,464 (49%) patients who identify as male. 954 of these 
patients live within 1.6 km of the Gorran Haven branch surgery site.  
 
As of May 2021, the age profile of the patients (as of May 2021) is: 
 

Age range Male Female 

0 to 4 84 56 

5 to 9 101 95 

10 to 14 128 120 

15 to 19 118 115 

20 to 24 118 81 
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Age range Male Female 

25 to 29 109 92 

30 to 34 100 107 

35 to 39 103 98 

40 to 44 107 119 

45 to 49 120 169 

50 to 54 179 197 

55 to 59 207 232 

60 to 64 214 234 

65 to 69 200 198 

70 to 74 228 242 

75 to 79 167 197 

80 to 84 111 129 

85 to 89 53 71 

90 to 94 14 36 

95+ 3 3 

Total 2,464 2,591 

 

Why did we carry out the survey? 
 
The purpose of the survey was to better understand the health needs of people who 
are registered with Mevagissey surgery and those who live in Gorran Haven, 
Mevagissey and surrounding areas.  
 
The survey was sent to the households of all patients registered with Mevagissey 
Surgery, including registered patients who live within 1.6 km of the Gorran Haven 
branch surgery site.  
 
The survey sought to understand if the Gorran Haven branch surgery had helped to 
meet those needs before it was temporarily closed, and what impact, if any, the 
temporary closure has had. 
 

Who took part in the survey? 
 
A total of 180 people of the 5,055 registered patients (as of May 2021) took part in 
the survey. Not everyone answered every question. This means the findings of each 
question reflect the experiences of those who answered each specific question only, 
not necessarily the experiences of all survey respondents. 
 
97 (63%) people who completed the survey identified as female, and 56 (37%) 
identified as male. This means responders were predominantly female by a ratio of 
almost 2:1. 
 
When describing their age, of those who responded to this question: 
 

• 1 person (fewer than 1%) was aged 18 to 24 years 

• 10 people (6%) were aged 25 to 49 years 

• 28 people (16%) were aged 50 to 64 years  

• 52 people (29%) were aged 65 to 74 years 
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• 44 people (24%) were aged 75 to 84 years 

• 16 people (9%) said they were older than 85 years  

• 29 people (16%) preferred not to give their age. 
 
Of those who answered this question, 29 people said they had a disability and 122 
said they did not. 14 people said they had a long-standing illness or health condition, 
and 13 people said they had a physical or mobility impairment. 1 person said they 
had a mental health condition and 1 person said they had a sensory impairment. 
 
Of the 153 people who responded to this question, 119 people (78%) described their 
ethnic origin as white British, while 34 people (22%) described their ethnic origin as 
white Cornish. 
 
40 (27%) of the total 147 people who responded to this question said they give help 
or support to family members. 
 

What people told us: A summary of the main themes that emerged 
through the feedback  
 
Feedback relating to COVID-19  
 

• Some people said they had avoided going to Mevagissey Surgery due to fear of 
contracting COVID-19 as it’s a busier practice.  

• Others said they would feel safer accessing services at Gorran Haven branch 
surgery during the COVID-19 pandemic. 

 
Feedback relating to access 
 

• Of those who responded to this question, the majority, at 110 people (81%), said 
they had been able to access alternative GP services to meet their needs since 
the temporary closure of Gorran Haven branch surgery, while 25 people (19%) 
said they had not. 

• People raised concerns about those who are unable to access digital 
consultations and appointments, with some people saying they prefer face to face 
appointments.  

• Some people said there was a lack of privacy for people who used the Gorran 
Haven branch surgery; it was a small, cramped waiting area and clinic space, 
and music was used in an attempt to cover sound from the consultation room. 

• People who live in Gorran Haven often walked to the Gorran Haven branch 
surgery for convenience.  

• Several people suggested Bell Hill Community Rooms in Gorran Haven could be 
adapted for a surgery clinic. Bell Hill community rooms are approximately 0.4 to 
0.5 miles away from the Gorran Haven branch surgery site and it would take 
approximately 8 minutes to walk (Google Maps PL26 6HS to PL26 6JG).  

• Limited appointments, services and GPs available at Gorran Haven branch 
surgery. 

• Getting to Mevagissey Surgery from Gorran parish requires access to a car or 
public transport, which is more difficult for some people, in particular the elderly 
and/or frail, or when you’re unwell. 
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• Gorran Haven branch surgery does not have sufficient wheelchair access.  
 
Feedback relating to prescriptions  
 

• People raised concerns about those who do not have the funds, or may find it 
difficult, to acquire prescriptions elsewhere.  

• Gorran Haven branch surgery was effective for picking up medication – 108 
(74%) respondents said they had used Gorran Haven branch to collect their 
prescriptions.  

• A Gorran Haven prescription pick-up point once a week was suggested as a 
solution. 

• Reluctance to collect prescriptions for others if it was a long drive from Gorran 
Haven.  

 
Feedback relating to communication 
 

• If the Gorran Haven branch surgery was to close, reassurance that appointments 
had been increased at Mevagissey Surgery to cope with more people needing to 
access the surgery would be needed. 

• Requests were made for more information to be made available about how 
people can contact Mevagissey Surgery and book appointments. 

• Requests were made for more information to be made available about who the 
local clinicians and staff at Mevagissey Surgery are, and their specialisms. 

• Concerns were raised around problems getting through to reception on the 
telephone to book appointments. 

• Requests were made for people to be kept better informed of developments and 
any updates relating to their local GP services in future.  

 
Feedback relating to transport  
 

• People referenced poor public transport from Gorran Haven to Mevagissey. 

• People also raised concerns about those who do not have the funds to pay for 
transport to get to GP practice appointments in Mevagissey.  

• Some people felt public transport should be subsidised to enable people who do 
not live in Mevagissey to get to appointments in the village, and to collect their 
prescriptions. 
o The nearest bus stop to Mevagissey Surgery is Mevagissey Trevarth bus stop 

which is approximately 0.2 miles (4-minute walk) from the surgery. 
o Travel Cornwall operates the 23 service from Gorran Haven to Mevagissey, 

although on some websites this is said to be the number 471 service. 
o This service runs 3 times a day; a one-way bus fare from Gorran Haven to 

Mevagissey on this bus costs £3.60, the cost of a return is £5.40, and it is free 
to travel with an older person’s bus pass. 

o The community-owned Gorran and district community bus is available to 
collect passengers from their chosen location with prior booking via 
telephone. 

o A one-way bus fare from Gorran Haven to Mevagissey on this bus costs 
£2.10 and it is free to travel with an older person’s bus pass. 

 

https://www.travelcornwall.uk.com/wp-content/uploads/2018/01/Timetable-471-19.02.18.pdf
https://gorranbus.org/
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o The cost of a taxi from Gorran Haven to Mevagissey is approximately £8 to 
£11 one way (correct as of 2 June 2021).  

 
The Gorran Haven parish council website provides further useful information around 
bus times and accessibility.  
 
Feedback relating to parking 
  

• People said parking is problematic at Mevagissey, especially during the summer 
months.  
o There are 5 car parks in Mevagissey village centre, with 2 within the 

immediate vicinity of Mevagissey surgery (River Street and Church Street): 
o Willow long stay car park (210 spaces: £1 to £5 maximum) 
o Sunny Corner long stay car park (85 spaces: £1 per hour for the first 4 

hours) 
o River Street short stay car park (50 spaces, 30 minutes to 3 hours: 60p 

to £4) 
o Church Street short stay car park (10 spaces, 1 to 2 hours: £1.30 to 

£2.70) 

• River Street short stay and Church Street car parks are run by Cornwall Council. 

• Some people said parking was easier at Gorran Haven, while others said parking 
at Gorran Haven, in particular during the summer, was also difficult.  
o It costs £5 a day to park in the large field car park in Gorran Haven.  
o Details on St Goran Parish Council website indicate this is the only public car 

park available in Gorran Haven. 
 
Read more information about parking in Gorran Haven. 
 
The full details of responses to the survey can be found in part 2 of this report. 
 

How we have listened to what people told us  
 
Thank you to everyone who took part in the survey and provided us with your 
invaluable feedback. We have listened to what you have told us and responded to 
your feedback. 
  

https://www.gorranhaven.org.uk/community/bus-services/
https://www.gorranhaven.org.uk/car-parking/
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What you told us about access to 
services 

What we did or will commit to 

You told us Gorran Haven branch 
surgery lacked privacy and 
confidentiality; is small, with cramped 
waiting and clinic areas, and that it does 
not have sufficient wheelchair access. 
 
 
You also told us that there could be 
other sites in Gorran Haven that could 
provide GP services if Gorran Haven 
branch surgery was to close 
permanently and suggested several 
alternative sites. 

Gorran Haven branch surgery is not 
suitable for the provision of safe, 
modern day health services and does 
not meet CQC regulations. This means 
it is not viable as a branch GP surgery. 
 
 
We have visited the sites suggested in 
the feedback to understand if safe GP 
services could be provided there. These 
sites included the Old School Room; a 
room in the church; Gorran Cricket 
Club; the playing fields, and the 
Memorial Hall.  
 
Following these visits, it has been 
concluded that they would not be viable 
alternatives as they would not meet 
premises cost directions, nor CQC 
regulations. 

You said there were limited 
appointments, services, and GPs 
available at Gorran Haven branch 
surgery. 

We acknowledge there may be times 
when appointments have been limited, 
but we are unable to increase the size 
of the branch surgery to accommodate 
more people, in line with social 
distancing regulations. There are 
documented challenges with the 
premises which we are unable to 
resolve. We are looking at alternatives 
that allows us to continue providing 
health services for patients.  
 
Practice staff continue to provide a 
range of appointments and services, 
such as online, telephone, directing 
patients to another service (such as a 
pharmacist, or a minor injury unit), or 
another clinician. Home visits are also 
available when needed. 
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What you told us about access to 
services 

What we did or will commit to 

You said local people should be able to 
access a home visit when they need it. 

Home visits and face to face 
appointments have always been 
available when needed. This has not 
changed and will not change in the 
future.  
 
Patients are put in touch with someone 
who can support their needs, including 
social prescribers and the Gorran 
Haven parish nurse.  
  
Where there is a clinical need or 
reason, and a person is unable to get to 
an appointment at Mevagissey Surgery, 
a home visit will be made to this person 
by a relevant clinician so long as they 
live within the surgery’s registered 
patient boundary. 

Some people suggested a nurse-led 
clinic as a solution for local people to 
access support locally. 

We will continue to work with St 
Austell’s social prescriber, and the 
Gorran Haven parish nurse to ensure 
people’s needs continue to be met. The 
parish nurse provides a service 3 times 
a week.  
 
They work with other clinicians and 
people involved with delivering health 
and care services as a single joined up 
team (a multi-disciplinary team) to 
ensure everyone involved in someone’s 
care knows who else is supporting a 
patient, why, and what more can be 
done to care for them.  
 
Attached is a leaflet with further details 
of this service. 
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What you told us about 
communication 

What we did or will commit to 

You told us you wanted assurance of 
sufficient appointments available at 
Mevagissey Surgery if Gorran Haven 
branch surgery was to close 
permanently. 

Anyone who uses the Gorran Haven 
branch surgery will be able to continue 
accessing services from Mevagissey 
Surgery when they need to.  
 
Practice staff continue to provide a 
range of appointments and services, 
such as online, telephone, directing 
patients to another service (such as a 
pharmacist, or a minor injury unit), or 
another clinician. Face to face and 
home visits are always available when 
needed. 

You told us you wanted to know who 
your local clinicians and staff are at 
Mevagissey Surgery and to be kept up 
to date on developments regarding your 
local GP services. 

St Austell Healthcare, which provides 
GP services at Mevagissey surgery, 
publishes details of all its staff on its 
website. 
 
You can keep up to date with the 
surgery’s news by following St Austell 
Healthcare on Facebook and asking the 
surgery’s patient participation group to 
add you to its newsletter. 

You asked for information about how to 
contact Mevagissey Surgery to book 
appointments. 

You can contact Mevagissey surgery to 
book appointments via the following 
methods. 
 
By phone on 01726 75555 or submit an 
eConsult (a secure online form) via the 
practice website.  
 
You can also book an urgent doctor 
telephone call online via the NHS app or 
calling NHS 111 when the surgery is 
closed, and you cannot wait until the 
surgery reopens.  
 
You can also contact the Carlyon Road 
health hub on 01726 75555 from 8am to 
7:30pm when the surgery is closed. 

You told us you had sometimes 
experienced issues with getting through 
to book appointments via the telephone. 

We have shared your feedback with St 
Austell healthcare, which provides your 
GP services at Mevagissey Surgery. 

 

http://www.staustellhealthcare.co.uk/
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What you told us about prescriptions What we did or will commit to 

You told us that Gorran Haven branch 
surgery had been effective for picking 
up medication. 
 
You also suggested that a Gorran 
Haven prescription pick-up point once a 
week could be a solution.  

The practice does not have a 
dispensing contract. NHS England and 
NHS Improvement, which commissions 
pharmacy services, would need to 
consider any request. 

 

What you told us about public 
transport 

What we did or will commit to 

You said public transport to Mevagissey 
from Gorran Haven and the surrounding 
parish was limited, sometimes making it 
difficult to get to GP practice 
appointments. 

We will work with Mevagissey Surgery 
to enable flexibility wherever possible 
when booking appointments, so that 
people who are travelling to the surgery 
on the local bus services are able to get 
to their appointments in time. 
 
To keep people safe during the COVID-
19 pandemic, patients registered with 
Mevagissey Surgery, including those 
living in Gorran Haven and surrounding 
parishes, have been able to access 
routine appointments via telephone and 
online, with face-to-face appointments 
available at Mevagissey Surgery when 
needed. This new way of working has 
continued, meaning fewer people need 
to travel to their appointments. 

You suggested volunteer transport to 
Mevagissey could be a solution 

The NHS does not commission or 
provide community transport services. 
Volunteers are providing some transport 
to support patients who do not or are 
unable to drive or use public transport to 
get to their appointments. We have 
shared information on this request with 
Gorran Haven and Mevagissey parish 
councils. 
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What you told us about parking in 
Gorran Haven and Mevagissey 

What we did or will commit to 

You said parking in Mevagissey was 
problematic, especially during the 
summer months, and this was the same 
in Gorran Haven. 
 
You asked if any parking spaces in 
Mevagissey could be reserved for 
people attending Mevagissey Surgery 
for appointments, and if there was any 
scope for extra disabled parking in 
Mevagissey. 

The NHS does not own or have any 
rights to the car parks in either Gorran 
Haven or Mevagissey. We have 
therefore raised your suggestion with St 
Austell healthcare for consideration and 
further discussion with the parish 
councils in both Gorran Haven and 
Mevagissey and also Cornwall Council 
on your behalf.  
 
The practice has now secured 3 car 
park spaces near the surgery for 
patients to use. 

 

What you told us about your COVID-
19 concerns 

What we did or will commit to 

Some people told us they had avoided 
going to Mevagissey Surgery due to 
fear of contracting COVID-19 as it’s a 
busier practice, while others said they 
would feel safer accessing services at 
Gorran Haven branch surgery during 
the COVID-19 pandemic. 

Mevagissey Surgery patients will 
continue to be offered routine telephone 
and online appointments, and face-to-
face appointments where it is deemed 
clinically necessary, meaning less 
people are needing to attend the 
practice in person.  
 
Seating in the practice’s waiting area 
spaced apart to ensure optimal social 
distancing at all times. Patients are 
being asked to continue to wear masks 
when visiting the practice as well as 
sanitise upon entry and exit. 
 
We want to know if people’s concerns 
have changed now that the COVID-19 
vaccination programme is up and 
running. There is a survey further down 
in this report which includes a question 
on this topic, and we would be very 
grateful for your feedback. 

 

Gorran Haven branch surgery: The next steps 
 
Our work to consider the role of Gorran Haven branch surgery has now concluded. 
This work has told us the branch surgery is no longer able to provide GP services. 
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Gorran Haven branch surgery is not viable for the provision of safe, modern day 
health services for a number of reasons, including: 
 

• the premises does not meet the minimum standards as set out in the NHS 
(General Medical services Premises Costs) Directions 2013 which covers a 
number of requirement areas including: 

o Health and Safety at work Act 
o Equality Act  
o fire precautions 
o LOLER and COSSHH regulations 
o miscellaneous requirements 
o general standards 
o decontamination and infection control 

• the premises does not meet CQC regulation requirements  

• there is a gross lack of privacy that does not meet CQC requirements for 
confidentiality  

• it does not have sufficient wheelchair access 

• it is small and cramped and poses a risk regarding COVID-19 contamination 
 
We understand that branch GP surgeries have often been part of a local community 
for many years however, the NHS has a duty and responsibility to commission 
services that are safe and sustainable for everyone. 
 
We will now recommend that the Gorran Haven branch surgery site is closed 
permanently. 
 
If this recommendation is approved, people living in Gorran Haven and surrounding 
parishes will continue to be able to access, and register to access, GP services 
through Mevagissey Surgery permanently.  
 

Part 2 
 

What people told us 
 
If they had used Gorran Haven branch surgery before it closed 
 
149 (84%) people said they had used the Gorran Haven branch surgery, with 28 
people (16%) saying they had not.  
 
If they also accessed GP services at Mevagissey surgery 
 
Of the 145 people who answered this question, 29 people (20%) said they only used 
the Gorran Haven branch surgery before it closed, while 116 (80%) people said they 
had also accessed other GP services at Mevagissey Surgery.  
 
  

https://www.cqc.org.uk/guidance-providers/gps/gp-mythbusters-full-list-issue-number
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How often they used Gorran Haven branch surgery 
 

Frequency and clinic Number of visits 

Every 2 weeks - GP clinic 1 

Every 2 weeks - nurse clinic 4 

Every 4 weeks - GP clinic 29 

Every 4 weeks - nurse clinic 18 

Other 71 

 
Other responses included: 
 

• to collect repeat prescriptions: 21 

• only when necessary: 21 

• less often: 8 

• whenever it was possible to get appointments: 7 

• at various times over the years: 3 

• yearly: 3 

• when there were no appointments available at Mevagissey Surgery: 3 

• once: 2 

• occasional nurse clinic for menopause management: 1 

• specialist blood tests: 1 

• 2 or 3 times a year: 1 
 
What services they accessed at Gorran Haven branch surgery 
 
Most people, at 136 out of a total 147 respondents to this question, said they 
attended the Gorran Haven branch surgery to see a GP, 108 people said they 
collected their prescriptions at the branch and 62 people attended the branch for 
blood tests. 10 people said they attended Gorran Haven branch surgery for other 
reasons including: 
 

• flu vaccine 

• for tests 

• face-to-face requests to reception staff 

• nurse appointments  

• smear tests 

• to collect hearing aid batteries. 
 
How they travelled to the Gorran Haven branch surgery 
 
Of the 147 respondents to this question, more than half, at 113 people, said they 
walked to Gorran Haven branch surgery, while 55 people said they travelled by car 
and 1 person said they rode their bike. No one travelled by bus to get to the branch 
surgery. 
 
What had worked well about the Gorran Haven branch surgery 
 

• Enables independence. 

• Caring clinicians and friendly staff with knowledge of patients and community. 
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• Regular, familiar doctor and continuity of care. 

• Convenient for appointments, prescription collection and dispensary. 

• Reduction in car use is environmentally friendly. 

• Easy access, including free parking (very important in summer); travel to and 
parking in Mevagissey is difficult. 

• No need to pay for parking, public transport or taxis. 

• Appointment availability, easing pressure and patient flow at Mevagissey 
Surgery. 

• Good range of services and access to GPs. 

• A hub providing support for locals and an elderly population; feeling of 
community. 

• Would feel safer at Gorran Haven whilst the COVID-19 virus is still around. 

• Local ownership and engagement. 

• Background music solved privacy issues. 

• Efficient. 
 
What had not worked well about Gorran Haven branch surgery 
 

• GP failed to diagnose my issue correctly. 

• Lack of confidentiality and privacy due to small waiting room directly outside 
doctor’s room. 

• Limited opening hours, facilities, equipment and chaperone availability. 

• Long way to travel from Mevagissey. 

• Services have decreased over time (fewer clinics). 

• Cramped waiting area and claustrophobic environment. 

• Long walk from car park when ill or disabled. 

• Slope leading to surgery makes access difficult for limited mobility and patients 
with breathing problems. 

• Very little parking, none during the summer. 

• Availability of doctors. 

• Appointment availability due to being busy and well used. 

• Lack of privacy when talking to receptionist. 

• Unexpected closures and cancellation of clinics. 

• Better if there was room for a nurse and a doctor. 

• Little opportunity to book an appointment there even if you were prepared to wait 
a few days. On most occasions patients had to travel to Mevagissey to see a 
doctor or for routine nurse treatment. 

• Very small waiting area and always seemed overheated. Would be easy to pick 
up any virus. 

• Waiting outside in the rain. 

• Computer system often failed. 

• Unsuitable for GP trainees. 

• No training in menopause for GPs. 

• Villagers had an unwritten rule to leave the slots free for people who couldn't 
travel to Mevagissey. 

• Giving appointments to Mevagissey residents when the service was much 
needed by Gorran Haven. 
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• If your prescription wasn't there, then getting it sent again took days and if you 
had run out you had to arrange to pick it up at Mevagissey. 

• Lots of elderly do not have personal transport. 

• Could not access building in wheelchair. 

• Further to travel. 
 
If they had been able to access alternative GP services to meet their needs 
since Gorran Haven branch surgery temporarily closed 
 
Of those who responded, the majority at 110 people (81%) said they had been able 
to access alternative GP services to meet their needs, while 25 people (19%) said 
they had not. 
 
If they had taken part in an online health consultation through Mevagissey 
surgery and how they found it  
 
Of those who answered this question, most people, at 124 (87%), said they had not 
taken part in an online consultation through Mevagissey Surgery, with 19 people 
(13%) saying they had. 
 
While some people were satisfied with their online consultation, some said they 
would prefer face-to-face appointments, and that this would be more reassuring for 
them. 
 
Further feedback about their online consultation is included below. 
 
Positive responses  
 

• It was a phone consultation which went well, and I felt that I had been listened to 
and received the advice I needed. 

• It went smoothly and my partner was satisfied with the result; the doctor was very 
helpful and phoned back within the hour, which was great, although my partner 
was told it would be sometime during the day - not so good really.  

 
Negative responses  
 

• Frustrating. Condition couldn't be properly diagnosed due to poor reception or 
signal. 

• Inefficient and time consuming. Took several months to get referral for x-rays. 

• Not as I would have expected from a face-to-face appointment; here seems to be 
a complete reluctance to hold face-to*face appointments. 

 
If they had taken part in a telephone health consultation through Mevagissey 
Surgery and how they found it  
 
The majority of those who responded to this question, at 102 people (71%), said they 
had had a telephone consultation, while 42 people (29%) said they had not. 
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Many people were satisfied with their telephone consultation although several 
reported long waiting times. Some people said they preferred face-to-face 
appointments. 
 
What had worked well about their telephone consultation 
 

• It worked reasonably well, normally getting a call back the same day, although 
face to face would be preferable. 

• Appropriate and within the 5-day window. 

• Good but waiting in a queue could be frustrating, although this has improved. 

• Doctors very helpful and happy to give advice when necessary. 

• Always helpful; GP usually had more time to explain things than face to face at 
surgery. 

• Reassuring and saves time going to surgery unless examination required. 

• Good apart from a long wait. 

• Good personable experience, pleased with response to organise further tests, but 
disappointing lack of follow-up in terms of results and further investigation. 

 
What had not worked well about their telephone consultation 
 

• No personal approach. 

• Waste of time. 

• Inefficient and time consuming. 

• Not always getting a reply. 

• Unpredictable. 

• Frustrating. 

• Consultation with paramedic who had to consult doctor. 

• Time taken for a clinician to call back and was difficult to gather thoughts and 
relay details of symptoms. 

• I was in a local shop, and it was difficult to speak candidly to an unknown GP. 

• Patchy and unpredictable. 

• Not easy talking to someone you do not know and cannot see. 

• Felt rushed. 

• Would have preferred to show what the problem was. 

• Felt dissatisfied with the outcome. 

• The doctor seemed to have no access to any records, however I have not tried 
since St Austell Healthcare took over, I have lost all confidence. 

• Several telephone calls which resulted in a wrong diagnosis. 

• Inconclusive and needed a visit - the visits did not take place. 

• It was only a text message which I almost missed because I rarely get a signal 
where I live. 

 
Other feedback 
 

• Only to be used for specific one-off problems, not for reviewing multiple problems 
and those which require face to face discussion and exams. 

• Would prefer to see a doctor face to face. 

• Telephone consultation should be last resort. 
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• Quick and efficient consultation, difficulty getting prescription sorted. 

• It would be better if patients were given an approximate call back time rather than 
not knowing when the GP might call. 

• I have had 2 consultations about the same condition with different doctors. I 
would have preferred to speak to same doctor to save explanations.  

• I prompted follow up call as no follow up by surgery. 

• The doctor rang to tell me the result of the biopsy, that it was benign but as not in 
his field of knowledge couldn't explain what would happen and while was very 
kind and helpful as could be, I felt I needed a face to face. 

• Okay when it happened but took several phone calls and a couple of weeks for a 
doctor to phone.  

 
How the closure of the Gorran Haven branch surgery has impacted them and 
how they access GP services 
 
Negative impacts 
 
Some people described a negative impact: 
 

• loss of independence and needing to rely on other people for a lift  

• concerns about difficulty, costs, distance, environmental impact and stress of 
driving, parking or getting public transport to Mevagissey 

• not suitable to drive or get public transport for some due to health conditions, 
being elderly, when unwell, living alone or unable to walk 

• accessing prescriptions is more complex and takes longer, sometimes requiring 2 
trips  

• it is an additional expense for those that have had to arrange home prescription 
delivery 

• GPs consistently refuse home visits 

• reduced option of choice 

• inconvenient 

• difficult to get through to the Mevagissey Surgery on the phone and booking 
appointments  

• long waits to book appointments and also in the Mevagissey surgery waiting 
room 

• no longer feel safe or looked after 

• I have had to co-ordinate primary and secondary care services myself  

• availability of nursing staff 

• unable to transfer from our old area 

• several people commented that they had been unable to access the drive-
through vaccination clinic at the Eden Project (28 miles away) with no transport 
and only 1 date offered and unable to secure a clinic appointment at the 
Mevagissey Surgery 

• the surgery was the heart of the community and was needed by a lot of people 

• have to drive to collect blood pressure tablets 

• no continuity of care and services.  
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Little impact 
 
Others felt the closure had had little impact on them, while further comments 
included: 
 

• ordering and obtaining prescriptions regularly is very useful, also for example 
injections and minor procedures 

• now obtain prescription from a different location 

• accessed services through Mevagissey Surgery 

• feel that the Gorran Haven branch surgery should open as a community hub 

• now have to phone but would prefer to see people face to face 

• always good to have other options available 

• will try online access when necessary to contact GP 
 
How it might affect them, their friends and their families if the Gorran Haven 
branch surgery was not available in the future, and what might help with their 
concerns 
 
Some people said it would have little impact on them and that they would use 
Mevagissey Surgery if the Gorran Haven branch was not available in future. 
 
Other people described their concerns if Gorran Haven branch surgery was not 
available in future, including:  
 

• would be a problem for those who do not drive  

• going to Mevagissey to collect prescriptions and see doctors could become more 
difficult as people get older  

• busy in Mevagissey during the summer 

• limited bus service 

• I'm not confident with the internet, hoping to get help with that  

• travel further to appointments 

• parking charges 

• Gorran Haven and the surrounding areas parish might feel more isolated 

• inconvenient to get to Mevagissey 

• less willing to pick up other people’s medicines for them 

• increased use of road vehicles  

• access to parking 

• access to GPs 

• I think we need to keep the surgery open as most of Gorran Haven is elderly  

• difficult for those with no transport 

• cost of taxi to appointments 

• roads and parking busy in Mevagissey 

• public transport times are not always convenient 

• relying on other people for lifts 

• concern for patients who lack computer skills, those that lack mobility and those 
without the funds to acquire prescriptions elsewhere or to pay for transport to 
Mevagissey 

• difficult to access primary health care in this area without private transport  
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• it would mean a lot more visits to Mevagissey with the elderly relatives and I 
would continue getting prescriptions online, so not helping the local economy 

• lifts for elderly parents, meaning young children also have to come  

• difficulty getting through to Mevagissey Surgery staff by telephone  

• have avoided going to Mevagissey during COVID-19, with so many people I 
found it scary 

 
Suggestions and solutions to minimise the impact 
 
Some people offered suggestions and solutions to minimise the impact: 
 

• Gorran Haven branch surgery, if only 1 day a week, would benefit local people 
(quote verbatim from someone who completed the survey, and no other 
information was provided)  

• a weekly collection point for prescriptions so people can walk 

• many people suggested transport should be paid for to enable people to get to 
Mevagissey to access GP services and collect prescriptions such as hiring the 
community Gorran bus on a regular basis to take people to the surgery 

• other suggestions were for the NHS to organise and subsidise a taxi service 
and/or replace the Gorran community bus with a wheelchair-accessible vehicle.  

• a proper, routine, home visiting team 

• if it [Gorran Haven branch surgery] closed people would need reassurance that 
Mevagissey Surgery had the capacity to cope with more patients visiting that 
surgery and more appointments than currently were available  

• some people said retaining Gorran Haven branch surgery was the best and most 
cost-effective decision 

• arrangements for prescriptions to be available from the local post offices, Gorran 
Stores and Cake Breads shops. 

• access to a GP would need to be better elsewhere if Gorran Haven branch 
surgery not available, including access to face to face appointments; not 
everyone is comfortable with online and telephone appointments  

• physical consultations can spot other symptoms not identified by patient 
 
How to improve GP services and access to GP services for local people 
 
People shared their ideas about how to improve GP services and access to GP 
services for local people  
 
Gorran Haven branch surgery 
 

• Provide a clinic in Gorran Haven 1 or 2 days per week. 

• Still supply a doctor and nursing service that you have done before - which the 
whole village have been very grateful for. 

• Keep using Gorran Haven branch surgery for at least some services, especially 
for elderly. 

• Do small clinics there [at Gorran Haven branch surgery], perhaps nurse 
practitioner-led clinics for BT, advice, practical purposes. 

• Perhaps use Gorran Haven branch surgery as a base for a district nurse or 
healthcare assistant. 
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• It is very important that previously held surgeries continue in Gorran Haven; the 
facilities in the present rooms are quite adequate as any situations that are very 
serious, or life threatening would not be dealt with at Mevagissey anyway. 

• Making the Gorran Haven branch surgery open 5 days a week to provide more 
access for the aging community - perhaps having a doctor available in the 
mornings and the nurse in the afternoon, with maybe specialist treatments once a 
week. 

• Reopen the Gorran Haven branch surgery - expand the opening hours. 

• Have some clinics at Gorran Haven - blood tests, injections, physiotherapy, 
mental health services. 

 
Communication and patient experience 
 

• GP phone back and triage within the same day. 

• Keep patients better informed and publish a decent practice leaflet. 

• Please will you tell us who our doctor is. For example, send out details of doctors, 
nurses and paramedics and what their specialities are. 

• Doctors and nurses to read my notes or medical history before I get to the 
appointment, so I don't have to explain myself repeatedly. 

• Be transparent with any difficulty with services and more communicative rather 
than individuals having to chase and find out. 

• Publish details of who is who in terms of nurses and doctors and what their 
specialisms are. It's important to me to have some continuity if possible or at least 
know myself and my family are seeing the subject matter expert. 

• Tell patients what day and time the doctor or nurse will telephone back. 

• I would like to reduce impact on surgeries by using online services wherever 
possible however, the number of online services seemingly available is 
confusing, for example NHS app, eConsult, Accurx, perhaps clearer advice on 
which apps to use. 

• Stopping ear syringing came as a surprise to me when I phoned to arrange it. 

• Review Mevagissey Surgery management. 
 
Follow-up care and continuity of care  
 

• Follow-up with results from tests would provide reassurance and better complete 
care. 

• Have a named GP or GP to follow up or check in with those who are chronically 
ill. 

• It would be desirable to have continuity of care with the same GP when possible. 

• Named GP health checks offered at key lifetime stages. 

• Getting to know and trust in a GP would be good as I get older. I am not aware of 
being allocated a doctor. 

 
Access to appointments and services including at home visits  
 

• It seems impossible to get a GP to come to your home. I understand time and 
costs are an issue, but when you are not well enough to attend the surgery then 
telephone consultation is a long way second best, but better than nothing. 
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• A big plus with Mevagissey Surgery now being part of St Austell Healthcare 
group is the access to more treatments in the St Austell branch, so more of this 
would be a great benefit. 

• I'm not interested in online, and lots of people don't like to describe certain things 
over the phone and don't know how to describe some things, so it must be a bit of 
guess work on the part of the doctors. 

• Having more doctors making home visits or using a mobile traveling surgery. 

• If the branch surgery is not to be reopened, then I consider that a full range of 
services should be available at Mevagissey Surgery. 

• It would be good to know there were GPs working at weekends and on-call in the 
night. 

• Improve waiting times for appointments. 

• More immediate system for blood samples, reducing the need to return for 
another appointment. 

• The elderly needs more support for medications for example, we cannot get 
about easily, local is best. 

• If finding doctors is a problem the surgery should work more with nurse 
practitioners. 

• More GP and nurse appointments. 

• Ensure enough staff available. 

• More clinics for mental health awareness. 

• A regular domiciliary service from GPs and nurses are needed. 

• Employ more 'good' GPs. 
 
Prescription services 
 

• Incorporate pharmacies in your surgeries. 

• More efficiency with prescriptions, end to end, so it becomes a trusted and 
dependable service. 

• Have an online prescription ordering service or better still, an app, with tracking 
ability much like a parcel delivery service. 

• It would be good to resume prescription services, giving 2 months’ supply at a 
time. 

• It would be very beneficial to be able to pick up medication from Gorran Haven, 
and not have to queue up at Boots in Mevagissey. 

• Have a box to collect repeat prescriptions if you cannot use the existing surgery. 
Why not ask to use the community hall on Bell Hill by the football pitch, which is 
halfway between Gorran Haven and Gorran, and easy parking. 

• We have already lost the dispensary and this needs to be reinstated. 

• Prescription service to return to Gorran Haven to reduce traffic into Mevagissey. 

• The surgery could be used as a drop off safe box for prescriptions for those 
patients who do not have access to EPS. 

• A daily drop-off for prescriptions to a central collection point in the village would 
be very welcome and reduce traffic to and from Mevagissey. 

 
Video and telephone appointments, IT and reception facilities  
 

• More staff training without a doubt in the surgery especially reception. 

• More reception staff to answer phones. 
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• Needs someone to answer the phone (not answerphone, a real person). 

• Make the telephone system local to Mevagissey and environs and easily 
accessible. 

• It’s a shame we've lost the local GP telephone number for booking appointments; 
it’s taken ages to get through. 

• Expect a professional attitude from all staff. 

• Greater use of video consultations. 

• St Austell Healthcare needs to improve its telephone access, perhaps with more 
lines or receptionists. 

• It has been so good to be able to phone Mevagissey Surgery direct and not be 
directed to Camborne. 

• Telephone consultations work well. 

• Encourage online access. 

• Could you not open the Mevagissey Surgery switchboard again as this used to 
work very well? 

• Improve service time of phone call. I very rarely use the facility, but last phone 
call had a 36+ hours response wait.  

• Perhaps if doctors phone calls were pooled things would be improved. 

• Make telephone and online consultations and access to services or appointments 
as easy to use as possible. 

• Introduce some Skype consultations with GP for those without internet access  

• I have found the online consultation process quite long winded when I could have 
written a sentence to explain why I needed to speak to a particular nurse. 

 
Parking and transport 
 

• Extra disabled car parking spaces in Mevagissey. 

• Volunteer transport to Mevagissey. 

• Car parking in the summer in Mevagissey is difficult as many visitors use the 
River Street car park, which has 50 spaces. It would be helpful if some spaces 
were reserved for patients as many are elderly and/or disabled but are not 
eligible for a blue badge. 

• Making transport or buddies available to help people who may need it. 

• Improve public transport. 
 
Alternative surgery site 
 

• The current building is not adequate to meet people’s needs. There are a variety 
of halls within the village area, which maybe could be adapted to accommodate a 
surgery, for example, the hall at the playing fields in Bell Hill has excellent parking 
and could be adapted. 

• Urgent need for a temporary building next to the community rooms, Bell Hill, 
Gorran Haven; apply for the Government levelling-up fund, or similar. 

• The population of St Gorran parish continues to expand (there are 65 new 
dwellings already in planning, excluding the Carvinwick Farm development) so a 
permanent new surgery could draw on the community infrastructure levy (CIL?). 

• Another branch surgery, to which residents of Gorran Haven could walk. 

• Provide a new surgery in Gorran Haven. 
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• Please retain Mevagissey Surgery and maintain a branch surgery in Gorran or 
Gorran Haven even if only for a few hours each week. 

• Could Gorran Church be used as it already has a parish nurse office? The rent 
would also benefit the church plus there is a car park nearby. 
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