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Executive summary 
 
This paper has been developed following recent community engagement regarding 
an application by Probus Surgery to close its Grampound branch surgery, which has 
been approved, and feedback received during that process. It describes the 
engagement undertaken by Probus Surgery with its patients and local community, as 
well as planned next steps regarding GP practice engagement more widely. 
 
This paper was presented to NHS Kernow’s primary care operational group on 26 
January 2021.  
 

Recommendations and specific action the PCCCC need to take at 
the meeting 
 
The committee is asked to: 
 
1. Review and provide any feedback they wish regarding GP practice engagement.
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Additional required information  
 
Cross reference to strategic objectives 

☒ Improve health and wellbeing and reduce inequalities 

☒ Provide safe, high quality, timely and compassionate care 

☒ Work efficiently so health and care funding give maximum benefits 

☒ Make Cornwall and the Isles of Scilly a great place to work 

☒ Create the underpinning infrastructure and capabilities critical to delivery 

 
Evidence in support of arguments: Feedback received during engagement. 
 
Engagement and involvement: This paper has been developed following recent 
community engagement regarding an application by Probus Surgery to close its 
Grampound branch surgery, which has been approved, and feedback received 
during that process. It describes the engagement undertaken by Probus Surgery with 
its patients and local community as well as planned next steps regarding GP practice 
engagement more widely. 
 
Communication and/or consultation requirements: The paper draws upon the 
need to ensure everyone is able to engage in GP service development and delivery. 
 
Financial implications: Not applicable. 
 
Review arrangements: Updates on the progress of the planned next steps will be 
provided at future primary care commissioning committee meetings as required.  
 
Risk management: Not applicable. 
 
National policy/ legislation: The NHS has a statutory duty to engage and involve 
the public in the commissioning of services. 
 
Public health implications: Not applicable. 
 
Equality and diversity: The paper draws upon the need to ensure everyone is able 
to engage in GP service development and delivery.  
 
Climate change implications: Not applicable. 
 
Other external assessment: Not applicable. 
 
Relevant conflicts of interest: Not applicable 
 
For use with private and confidential agenda items only: Not applicable 
 
FOI consideration – exemption*: None - item may be published 
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Qualified/absolute*: None - item may be published 
 
If exemption is qualified then public interest test required. Check to see if the public 
interest in the information being released outweighs the exemption being used and 
record your consideration here to justify inclusion on the private and confidential 
agenda. Note the information commissioner states that there is a general public 
interest in transparency. For advice, contact kccg.foi@nhs.net. 
 

Main report 
 

Earlier engagement with patients and the local community 
 
Probus Surgery shared a survey about its GP services with all its patient 
households in September 2019. The total number of surveys completed and 
returned were 1,035 (31%), out of 3,356 (9,100 patients) surveys sent to all 
patient households. 77 responses were from Grampound residents. There were 
reports from some households that they had not received the survey. On further 
investigation the practice found that Royal Mail had delayed delivery of a couple 
of sacks. Anyone who raised a concern to the practice were either able to 
access the survey on the Probus Surgery website, have another survey sent to 
their home, or collect a copy from the surgery as these were available at 
reception.  
 
Further to the Probus Surgery survey, local Cornwall councillor for Probus, 
Tregony and Grampound, Bob Egerton, coordinated and distributed a 
Grampound patient survey between February and March 2020. The survey 
received 80 responses. The practice met with Councillor Egerton following 
completion of the survey to consider the responses. 
  
The practice has a virtual patient participation group (PPG) whereby new patients 
can ‘opt-in’ to get involved in discussions about the practices but there is no active 
critical friend group. There are currently 325 patients signed up to this and the 
practice provides emails as appropriate.  
 

Recent engagement with patients and the local community  
 
NHS Kernow’s primary care operational group reviewed the application by Probus 
Surgery to close its Grampound branch during its 25 August 2020 meeting. Among 
other recommendations, the group agreed that further engagement should be 
undertaken with the local community regarding the application to close Grampound 
branch surgery. Probus Surgery was subsequently asked to complete the following 
engagement actions:  
 

mailto:kccg.foi@nhs.net
https://www.mysurgeryoffice.co.uk/psurvey.aspx?p=348186&v=L82045
http://bobegerton.info/Resources/Grampound-surgery-survey-results.pdf
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• The practice extends the previous clinical patient audit to establish the total 
patient population that have routinely used Grampound surgery in order that 
targeted engagement could be conducted with these patients – this needed to 
cover: 

o the 12 month period before COVID-19 changes were made to the practice 
o the period since the COVID-19 changes were made to the practice   

• A targeted piece of engagement work should then be completed with each of the 
patients identified in the form of a telephone interview to: 

o ensure each of the patients is aware of the application to close the branch 
o identify if any of the patients are specifically clinically vulnerable or are 

protected by the Equality Act 2010 
o ensure their specific needs and/or concerns are understood and that 

suitable alternatives to accessing services in future are mutually agreed 

• A wider communication should also be disseminated to all patient households as 
a follow-up since the last correspondence detailing: 

o an application has been submitted to NHS Kernow to close the branch and 
a decision has not yet been made 

o an update on the engagement process to date and results of the survey 
o reassurance that the practice had reviewed the findings of the survey, 

listened to those concerns and sought to mitigate these in its application to 
NHS Kernow, particularly around transport and accessibility, and specific 
details of this such as alternative bus stop and walking route 

o further reassurance that dispensary services would not be affected if the 
branch was closed  

o an update that the practice is liaising with all patients who routinely use the 
Grampound branch to ensure they are aware of the application to close 
the Grampound branch and to discuss their specific needs and 
requirements   

o reassurance that the practice will keep all patient households up to date as 
to any decision that is made, and, if the application is approved, an 
infographic produced to include the new transport access routes and bus 
timetables to assist patients. 

 
Probus Surgery completed all actions required prior to a decision being made 
regarding its application to close its Grampound branch, other than to extend the 
patient audit to the period since the coronavirus pandemic, as there have been no 
GP clinics at Grampound branch surgery during this time. Following approval of its 
application, Probus Surgery published details of the outcome on its website 
homepage. In light of its application being approved, an infographic will be produced 
to include details of transport and access routes for patients.  
 
Virtual public meeting  
 
On 28 September 2020 NHS Kernow made a further recommendation to Probus 
Surgery to conduct a virtual public meeting as soon as possible, in light of the recent 

https://www.probussurgery.co.uk/
https://www.probussurgery.co.uk/
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views expressed by Grampound residents to share their feedback on the application 
to close the Grampound branch. 
 
A virtual public meeting was held by Probus Surgery, facilitated by NHS Kernow’s 
engagement team, on Monday 19 October at 6pm via Microsoft Teams Live. The 
virtual public meeting was advertised for 2 weeks ahead of the event. 
 
NHS Kernow supported the practice to hold the meeting in several ways including: 
 

• assisting to advertise the event through social media 

• sharing the event with Cornwall Council colleagues for further sharing with the 
local community, including parish councillors and community link officers 

• facilitating the Microsoft Teams Live event 

• compilation of an analytics report after the meeting to include the number of 
attendees 

• compiling the questions asked during the meeting to enable a question and 
answer document to be published afterwards 

• minute taking during the event 
 
The public meeting enabled local people to speak directly with practice staff and ask 
any questions or raise any concerns they had. Of those who attended the virtual 
public meeting, approximately 14 people were not NHS Kernow, nor practice 
colleagues. 
 
The public were invited to submit questions ahead of the event, to be answered 
during the meeting. Questions were also able to be submitted in writing live during 
the event through the question and answer box. 31 questions were submitted by 
members of the public prior to the virtual public meeting event. 9 further questions 
were submitted via the live chat box during the event. All questions were answered 
during the meeting as noted in the minutes. 
 
On 1 December 2020 Probus Surgery confirmed that it had not received any 
enquiries from members of the public since the virtual public meeting took place. 
 
Online and social media 
 
NHS Kernow shared details of the virtual public meeting via its social media 
channels, and also on NHS Kernow’s website, to assist the practice with publicising 
the event. Probus Surgery also shared the information via its Facebook page. 

https://www.kernowccg.nhs.uk/application-to-close-grampound-branch-surgery/
https://www.facebook.com/probussurgerycornwall/
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Looking back  
 
Following careful consideration of the application by Probus Surgery to close its 
Grampound branch, review of its future model of care and also community feedback 
received through engagement conducted by the practice, NHS Kernow’s primary 
care commissioning committee approved its application to close the Grampound 
branch on 10 December 2020. 
 
One of the main concerns raised by local people was around access to the main 
Probus Surgery site if Grampound branch was to close. To address these concerns 
the practice identified a flat walking route at the top end of Probus to the practice site 
and available transport services. The practice also plans to use a range of new 
clinical roles to provide a home visiting service. 
 
The recent engagement undertaken by the practice was helpful to understand the 
number of patients that had accessed Grampound branch surgery in the 12 months 

https://www.kernowccg.nhs.uk/application-to-close-grampound-branch-surgery/
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before the coronavirus pandemic, and their specific needs. This work enabled the 
practice to establish that 27 patients had accessed the Grampound branch only 
during this time period, namely these patients had not accessed any other Probus 
Surgery site or branch locations. Each of the 27 patients were contacted individually 
by the practice, to understand their specific needs and requirements and what 
impact, if any, a closure of the Grampound branch would have on each individual. 2 
patients were not contactable on 2 attempts.  
 
In summary, this patient engagement found that all patients had access to either 
private or public transport, although it was noted that this was inconvenient for some. 
7 patients said they were not happy to travel to other clinics, however the practice 
confirmed that these patients would be eligible for home visits and also had access 
to online and telephone consultations. No vulnerable patients were identified by the 
practice.  
 
The virtual public meeting enabled the practice to engage further with the local 
community, allowing members of the public to ask any questions or raise any 
concerns regarding the application to close the Grampound branch directly with the 
practice. All questions asked were responded to during the event. 
 
Further feedback received from the local community was that a doctor’s surgery is 
an essential service and that this was being removed. 
 

Looking ahead – next steps  
 
Public engagement has had to be adapted in light of ongoing coronavirus restrictions 
and social distancing measures, meaning face to face public meetings are unable to 
go ahead, and have been replaced by virtual meetings. It is important to note that for 
some people digital meetings may present a barrier to being able to participate in 
engagement. NHS Kernow has also listened to the community’s feedback that 
patients and the community should be engaged with early on, before plans are 
submitted and in partnership with the community and patient participation groups 
(PPG).  
 
NHS Kernow will work with key partners across Cornwall and the Isles of Scilly, 
including Kernow Local Medical Committee (LMC), the health and care partnership 
citizen advisory panel (CAP), GP practices and patient participation groups, to build 
on these engagement learnings and the feedback received from the community, to 
ensure everyone is able to continue to contribute to the commissioning and delivery 
of GP services that meet the needs of local people. 
 
Key actions and objectives to strengthen engagement between GP practices and 
their communities will be taken forward in partnership and delivered. This will include 
the development of a guide to engagement and a patient participation conference. 
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