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Healthwatch is the consumer champion for health and social care in England. We give
children, young people and adults a powerful voice to influence and challenge how
services are provided in the city by making sure their views and experiences are heard
by those who run, plan and regulate local health and social care services.

In 2012 the Health and Social Care Act set out that each local authority should establish
a local Healthwatch. In 2013, Plymouth City Council undertook a competitive tender
process and awarded the contract to an established local organisation called Colebrook
(SW) Ltd.

Experienced in public and patient involvement, Colebrook launched Healthwatch
Plymouth in April 2013, ensuring independence through its governance structures and a
memorandum of understanding between those working in and delivering the services,
and the organisation itself.

The following report considers the impact to patients registered at Hyde Park, St
Barnabas and Cumberland GP Surgeries if services are not re-commissioned post March
2017. It includes a socio-demographic profile for each surgery as well as feedback from
patients that have contacted Healthwatch Plymouth directly.

Background

Healthwatch Plymouth were approached by NHS England South (South West) lead for
Communications and Engagement in early June 2016 to discuss a possible engagement
process around future commissioning intentions for 6 existing GP Surgeries (Mount
Gould, Ernesettle, Trelawny, Hyde Park, St Barnabas and Cumberland) in Plymouth as
well as an additional new GP service being considered for the Barne Barton area of the
city.

Healthwatch Plymouth advised on ways to engage with patients meaningfully and in a
timely way. We discussed that patients should be given the opportunity to ask questions
about the commissioning process, as well as have their experiences and concerns
listened to. We advised that the communication plan should include a media release
and individual patient letters for the surgeries involved. We were also happy to help
facilitate any engagement where possible, but were clear that we would not lead the
engagement activity (due to staff capacity), which was to be organised and run by NHS
England.

Following notification from NHS England that there would be delays in posting the
letters to patients, we made NHS England aware that we would be conducting an
independent social media campaign to allow patients of Hyde Park, St Barnabas and
Cumberland surgeries a voice about the future of GP services at these locations. This
report utilises comments provided by patients and patient groups in its conclusions and
recommendations. These comments are available in the attached Appendices.

Engagement

Full detail and comment on the engagement process as well as recommendations can be
found in the attached Appendices. The following is a summary of the issues arising.

Delays in issuing patient letters as well as a media release made public prior to patients
being informed, led to a hectic and disjointed first set of engagement events at Hyde
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Park, St Barnabas and Cumberland surgeries. In some cases patient letters were received
on the day of these first events leaving little chance for patients to make arrangements
to attend. The timing of the first engagement event is also questionable falling towards
the end of August (summer holiday period) and two days before the bank holiday
weekend; times that traditionally we would expect to see a lower level of engagement
from the public. A member of the Healthwatch Engagement Team was in attendance at
the first event and helped with the completion of the engagement form. Experiences
gathered at these events have been retained by NHS England.

As a result of the delayed patient letters, additional engagement events were planned
by NHS England at all surgeries and a Healthwatch representative was in attendance at
all events (with the exception of St Barnabas on 30 August). However, the timing of the
second round of engagement straight after the bank holiday weekend is also concerning
especially as communication of these additional dates to patients was only made
available via a notice in the affected surgery’s waiting room; no additional
communication with patients via letter was made.

Healthwatch Plymouth had encouraged NHS England to facilitate Question and Answer
sessions at surgeries, to provide open and honest information to those concerned. We
suggested a panel discussion with members of the commissioning team, but were
advised on two occasions that NHS England were hoping to avoid such sessions as staff
found them uncomfortable, and they were concerned that they would not be able to
provide enough information at this stage to sufficiently answer questions.

In addition, the sessions advertised as 90 minute sessions on the attached poster, were
not possible on all dates, as some sessions had been planned over the lunchtime period
when surgeries were closed.

Demographics

Each of the three surgeries are located in inner city neighbourhoods (Devonport, Stoke
and Mutley), each with its own unique characteristics. The following is a socio-
demographic summary for each area and further detail can be found in the appendices.

Devonport

Devonport is the most deprived neighbourhood in Plymouth' and is served by only 2 GP
Surgeries within its boundaries, namely The Cumberland Surgery and Devonport Health
Centre (who are collocated) with only 1 other Surgery in a 1 mile radius in Stonehouse.
The Devonport Neighbourhood has the lowest life expectancy in the city with a high rate
of emergency hospital admissions and dementia clients compared to the city-wide
average. Compared to other neighbourhoods, Devonport also has a high rate of people
claiming benefits and/or in receipt of care.? A sustained period of regeneration within
the area is coming to a conclusion with an increase in housing, both private and
council/housing association. The area also has services supporting the homeless, ex-
offenders and those with alcohol and drug addiction run predominately by the third
sector.

Stoke

! Plymouth City Council’s Index of Multiple Deprivation 2015
2 Plymouth City Council’s Plymouth Report 2014 and Area Profile: Devonport Neighbourhood July 2014
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Stoke is ranked as the 15" most deprived neighbourhood in Plymouth? (out of 39) and is
also only served by two GP Surgeries within its boundaries, namely St Barnabas and
Stoke who are situated 0.9 miles apart. Other surgeries within a 1 mile radius of St
Barnabas are located to the south and east of the surgery. Life expectancy within Stoke
is also low when compared to the city-wide average. Rates of emergency hospital
admissions and the number of dementia clients are both high with dementia rates being
higher than Devonport. The rate of persons with a learning disability is also above the
city-wide average as are those claiming benefits and/or in receipt of care.* The area has
several residential care and nursing homes as well as homes that specialise in adults
with learning difficulties or adults who require assisted living. The main City College
campus is also located in this area.

Mutley

Mutley is ranked as the 17t most deprived neighbourhood in Plymouth® and is served by
two GP Surgeries at Hyde Park and Lisson Grove (0.5 miles apart). A further 4 surgeries
are located within a 1 mile radius of Hyde Park, although not all are on public transport
routes. Life expectancy is better than both Devonport and Stoke areas, but is still below
the city-wide average. Rates of emergency hospital admissions and the number of
dementia clients are both high. The number of benefits claimants are below the city-
wide average, but those in receipt of care are above.® The area has a significantly
higher population of 20-29 year olds attributed to the expansion of Plymouth University.
Significant additional purpose built student accommodation is also being provide in
Mutley (due to open Sept 2017).

Future Planning

In its vision for the city onwards to 2031 (Plymouth Plan 2015), Plymouth City Council
has an aspiration to grow the population of the city in excess of 300,000 people (an
increase of approx 40,000 on the 2015 population figure). In order to achieve this,
substantial house building and regeneration will be required and the plan quotes
approximately 7,900 additional houses for Southern Plymouth, which all three
neighbourhoods fall into.”

Patient Impact

Healthwatch Plymouth has received 55 pieces of feedback at the time of this report
about the potential for closure of Hyde Park, St Barnabas and Cumberland Surgery from
patients. We have also received feedback from managers and residents at the following
services:

e George House - homeless hostel

e Devonport Lifehouse - homeless centre

e Shekinah Mission - charity for individuals who are homeless, drug and alcohol in
recovery

3 Plymouth City Council’s Index of Multiple Deprivation 2015
4 Plymouth City Council’s Plymouth Report 2014 and Area Profile: Stoke Neighbourhood July 2014
5 Plymouth City Council’s Index of Multiple Deprivation 2015
6 Plymouth City Council’s Plymouth Report 2014 and Area Profile: Mutley Neighbourhood July 2014
7 Plymouth City Council’s Plymouth Plan 2015 — Part One
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Charlton House Residential Care Home

Chatsworth House Residential Care Home

Norfolk Villa Residential Care Home

Underhill House Residential Care Home

Parkwood House Nursing Home (All patients have now re-registered with another

practice due to services received from St Barnabas post 1 April 16)

e Two Trees Care Home - Adult Learning Disability (All patients have now re-
registered with another practice due to services received from St Barnabas post 1
April 16)

e St Barnabas Court - Assisted living complex (Remain served by St Barnabas, due to
location of surgery)

e Townsend House - housing support for ex-offenders

From the feedback received from patients and managers of the various services, centres
and homes supported by the three surgeries, the view is that they are extremely valued
and are predominately considered as delivering a good service.

Each of the three surgeries supports various vulnerable patient groups and concerns have
been raised about access to services moving forward if surgeries are not re-
commissioned. The groups include:

e Ex-offenders at Townsend House (Hyde Park)

e Homeless at Devonport Lifehouse, George House and Shekinah Mission
(Cumberland Surgery)

e Alcohol & Drug rehabilitation at Hamoaze House and The Harbour Centre
(Cumberland Surgery)

e Adult Learning Disability at Two Trees Care Home (St Barnabas)

e Adult Assisted Living at St Barnabas Court (St Barnabas)

In addition, an outreach programme for the homeless is commissioned by NEW Devon
CCG and whilst running out of Ernesettle Surgery, utilises the services at the
Cumberland Surgery to support this programme.

Further to this, there will be impact to both training placements and research projects
run by the Peninsula Schools of Medicine and Dentistry delivered through partnership
with Cumberland and Hyde Park Surgeries. The impact of this will be especially felt by
the partnership with Cumberland Surgery that is not only delivering training placements,
but is also involved in a longer term research programme in the Devonport
neighbourhood as a direct response to national policy directives.

Patient Choice will also be affected by any closures as each surgery is one of only two in
their prospective neighbourhood. Although there are other practices within a 1 mile
radius of each affected surgery, the alternatives are not all served by public transport.

It is also clear that future population expansion, both imminent student and future
projected population growth do not appear to have been considered fully in the
proposals. The detail provided in NHS England’s own Equality Impact Assessment Form -



Devonport has been called into question by a report of petition responses and
stakeholder perspectives produced by the Friends of Cumberland Centre PPG.8

The impact of the proposed closure of these surgeries appears to be being taken in
isolation and may not have considered the impact of recent closures at Sutherland Road
(Mutley) or Glendower Surgery (Peverell/Mutley). Equally we understand that a further
surgery is soon to close on the border of north Devonport due to the handing back of the
GP contract.

Conclusions

Despite being contacted by NHS England to discuss ways to engage patient groups, we do
not feel that the engagement plan for Cumberland, Hyde Park and St Barnabas was well
considered. Information provided to Healthwatch and patients had inconsistencies and
was potentially misleading. Delays in delivery of patient letters coupled with
engagement events either side of a bank holiday has led to anger from patients about
the process, many patients voicing that it was ‘paying lip service to engagement’ or that
‘a decision to not recommission services has already been made’.

Data used has not been consistent during the process, data provided to Healthwatch at
the beginning of the process shows list size information from 2014, but is quoted as
being from 2016. This has the potential to be considered misleading.

Healthwatch Plymouth has substantial concerns that health inequalities will increase and
reduced access to GP services will be witnessed, especially from extremely vulnerable
groups particularly if the Cumberland Surgery were to close. In turn, there is a risk that
this may ultimately lead to additional pressures on Accident and Emergency services or
other crisis based provision.

Equally with the recent closure of Sutherland Road and Glendower surgeries in 2015,
plus the imminent rise in the student population, Healthwatch Plymouth is concerned
that there is potential for insufficient GP capacity in the Mutley Neighbourhood to
support this patient increase; as well as providing health care access to services that
support vulnerable adults.

We are not confident at this stage that the Equality Impact Assessment carried out has
addressed this sufficiently.

Recommendations

1. Further engagement activity with patients and agencies is conducted to fully
inform the Equality Impact Assessment for each Surgery.

2. Future engagement activity needs to be robust. Consider issues that could
significantly pose challenges in its delivery. Challenges include delay in letters,
notification of additional engagement opportunities and patient expectations of
engagement.

3. Patient letters should contain the most up to date information to avoid being
considered as misleading.

8 Cumberland Surgery Closure — NHS Equality Analysis Critique. A report of petition responses and stakeholder
perspectives produced by the Friends of Cumberland Surgery PPG with independent advice by Dr Sam Regan de Bere
(BSc Hons, PGDip, MSc, PhD) and Rebecca Baines (BSc Hons, MSc).
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4. Letters should be clear as to what the purpose of the engagement is for so that
members of the public have an unambiguous understanding of the event.

5. Equality impact statements must use multiple sources and the most accurate
available data to ensure they cannot be construed as biased or misleading.

K Marcellino
Manager
Healthwatch Plymouth

Appendix 1 - Socio-Demographic Profiles for Devonport, Mutley & Stoke and Practice
Information for Cumberland, Hyde Park and St Barnabas Surgeries

Appendix 2 - Cumberland Surgery Closure - NHS Equality Analysis Critique. A report of
petition responses and stakeholder perspectives produced by the Friends of Cumberland
Surgery PPG

Appendix 3 - Comments from Services associated with Cumberland, Hyde Park and St
Barnabas Surgeries

Appendix 4 - Comments From Patients and Patient Groups

Appendix 5 - Engagement Process
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Director of Public Health at Plymouth City Council
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Appendix 1

Socio-Demographic Profiles for Devonport, Mutley & Stoke and Practice Information
for Cumberland, Hyde Park and St Barnabas Surgeries

SOCIO-DEMOGRAPHIC PROFILE FOR THE NEIGHBOURHOOD OF DEVONPORT & CUMBERLAND
SURGERY

The Cumberland Surgery is located at the South-Eastern end of Devonport neighbourhood and
sits close to the Plymouth City Council (PCC) neighbourhood boundary of Stonehouse and Stoke.
It is also adjacent to two further inner city neighbourhoods. The Devonport neighbourhood is
currently served by two GP Surgeries, namely The Cumberland Surgery and Devonport Health
Centre both located in Damerel Close. Further surgeries within a 1 mile radius are:

e Adelaide Street Surgery (0.9 miles)
Also, one other surgery within a 1 mile radius has relocated in the past 16 months namely:

e Marlborough Street Surgery (0.8 miles) - closed July 2015, practice relocated to
Cumberland Centre campus as Devonport Health Centre

Public Transport Links: The Cumberland Surgery is located adjacent to several bus routes run by
both City Bus and Stagecoach South West that run through the Devonport neighbourhood. Bus
stops are available close to the Surgery on Cumberland Road.

The population footprint for Devonport in 2013 was 6344. The overall Index of Multiple
Deprivation 2015 score ranks Devonport as the most deprived neighbourhood in Plymouth out of
39. In 2013, 23.4% of the population were claiming some sort of benefit (above the city-wide
figure of 11%) with 10.9% of the working population claiming jobseekers allowance (city-wide
figure is 3.7%). When comparing age groups with the overall Plymouth population, it generally
mirrors that of the city with no significant differences except for males in the 20-24 age group,
which is lower than the city average. Devonport and the adjacent neighbourhoods have all seen
an increase in GP population registration over the period 2001 to 2013 (Source: Plymouth City
Council’s Plymouth Report 2014 and Index of Multiple Deprivation 2015)

Average life expectancy for the Devonport Neighbourhood area in 2010-12 was 73.6 years (below
the city-wide figure at 80.5 years). The rate of emergency hospital admissions in 2012/13 was
1,232.5 per 10,000 population (above the city-wide figure of 875.2). Also in 2012/13, the rate of
all clients in receipt of care was 460.5 per 10,000 population aged 18+ (above the city-wide
figure of 354.5) and the rate of dementia clients was 58.9 per 10,000 population aged 18+ (again
above the city-wide figure of 43.0). (Source: PCC’s Area Profile: Devonport Neighbourhood July
2014)

Population planning.

In its vision for the city onwards to 2031 (Plymouth Plan 2015), Plymouth City Council has an
aspiration to grow the population of the city in excess of 300,000 people (an increase of approx
40,000 on the 2015 population figure). In order to achieve this, substantial house building and
regeneration will be required and the plan quotes approximately 7,900 additional houses for
Southern Plymouth.

Devonport Neighbourhood has seen a sustained period of regeneration over the past few years
that has resulted in redevelopment of areas of the South Yard of HM Naval Base, the area around
Devonport Guildhall and the ex MOD site at Mount Wise in providing new build housing as well as
regeneration of existing buildings. The area around Millbay Docks is also undergoing a major
redevelopment resulting in additional housing. A key challenge of the plan is ‘to improve health
and wellbeing in the city overall and particularly to reduce health inequalities’ by establishing
Healthy Communities that ‘will be a place where an ageing population can live independently,
reducing the need for residential care or hospitalisation’. The plan also acknowledges a
reduction in public sector spending and increasing pressure on care services to meet the needs
of an ageing population (Source: PCC’s Plymouth Plan 2015 - Part One)
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Appendix 1

PRACTICE INFORMATION

Unlike Hyde Park and St Barnabas, the Cumberland Surgery was not commissioned by NHS
England, but was set up by Plymouth Community Healthcare (now Livewell SW) in 2013. The aim
was to provide high quality clinical care, combined with teaching and research in the area with
the highest need in the city. The surgery was established as a partner practice with Ernesettle,
Mount Gould and Trelawny - all previously run by Livewell and now run by Access Health Care
under an interim contract. The practice currently has approximately 2000 registered patients.

The current location of the GP Surgery within the Cumberland Centre is not ideal due to
ergonomics of the building. However, public money from the Devonport Regeneration Fund to
the sum of £1.4M was allocated to the centre for refurbishment purposes to support a key
objective of the Devonport Regeneration Plan ‘to improve the health of the Devonport

community’. (Source: PCC’s Devonport Area Action Plan - Adopted Version Chapter 7)

The Cumberland Surgery delivers the following services as part of its contract as well as GP
access:

¢ Ante-Natal services with a weekly midwife clinic (these are held at Green Arc Children’s
Centre)

e Practice Nurse

e Phlebotomist

¢ Clinics in support of long term conditions (diabetes, heart disease, High Blood Pressure,
COPD

e Minor Surgical Procedures

¢ Non-complex dressings (access to more complex dressing requirements is through other
Access Health Care run surgeries)

e Asthma Clinic

e Learning Disability Health Check

It also provides GP Services for the following patient groups

e Devonport Lifehouse - homeless centre run by the Salvation Army

e George House - Homeless accommodation run by BCHA

e Shekinah Mission - charity providing opportunities for people in recovery including
homelessness, drugs and alcohol issues, offending behaviours or mental health

e The Harbour Centre - assists recovery for people experiencing harm caused by substance
misuse. The practice has specialist doctors who work with Harbour in instituting and
monitoring Opiate Substitution treatment and providing Alcohol detox services

¢ Hamoaze House -Plymouth based day centre for drug and alcohol rehabilitation
supporting people with multiple complex needs

In addition. Cumberland Surgery provides training places for medical students from the Peninsula
Medical and Dental School and also provides placements for other Plymouth University
healthcare students including Nursing and Clinical Psychology. The practice also arranges
voluntary placements for medical and other healthcare students to Devonport organisations such
as Devonport House. (Source: Cumberland Centre Surgery & NHS Choices)

PATIENT VIEW

The surgery is highly thought of by its patients and services it supports and has an active Friends
of Cumberland Surgery PPG who have run an active online petition against closure that has had
735 signatories (as of 22 Sept 16).

The practice is seen as being very well managed and supportive to patients ‘It's not just the
practice nurse or the doctor it’s the whole thing the atmosphere is lovely when you go down
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there.’ patients also have trust in the medical staff. It is also seen as serving a disadvantaged
community by its support to ‘...patients include(ing) many residents of homeless hostels and
other vulnerable people...’. As with the other surgeries, patients are particularly angry with the
way that the engagement process has occurred ‘...I feel this process has been severely
mismanaged...” and ‘It was apparent from the tenor of the conversation my wife and | had with
the NHS England representative that NHS England have already made up their minds that
Cumberland Surgery will close. They only attend such drop-in sessions to give the impression
that a proper consultation process is taking place.’

There have also been several comments from both staff and individuals from services supported
by the Cumberland Surgery as to how that proactive support is changing their lives. It is best
summed up by the following from a volunteer who works with Shekinah, Devonport Lifehouse
and the Plymouth City soup run:

All of these services are accessed by patients with complex needs, many of them homeless or
vulnerably housed, and many of them registered with the Cumberland Surgery and its group
practice partners.

The majority of these patients, through various day-to-day challenges, historical events and
difficulties coping with life are not always able to give a high priority to their health. Access to
a caring and creative GP service that is well-networked with other services in the community is
invaluable for such patients. And a GP service that ‘goes the extra mile’ for patients for whom
engagement is itself a challenge will, as well as delivering health and wellbeing gains to
individual patients, lead to savings to the public purse.

Recourse to paramedic services and hospitalisation is not uncommon for patients with
complex needs, who can leave conditions to develop to a critical stage rather than seeking
timely attention. Strategies that encourage patients to be more engaged and proactive in their
health will counter this trend. The Cumberland Surgery provides a welcoming, non-judgemental
environment for patients. It has excellent connections with local community services and the
Medical School, through which it creates opportunities for patients to meet practitioners in
training for mutual benefit. Patients become familiar and comfortable talking to professionals
and students hone their skills in communicating with vulnerable patients making them better
doctors for when they practise as GPs or in other specialisations.

Some examples of how the Cumberland Surgery has supported such patients:

‘A’ is a formerly homeless man who has been dependent on alcohol for about 15 years. He
has significant damage to his liver. He is a shy person, with very low self-confidence, problems
with his teeth that impede social interactions and a painful ankle injury affecting mobility. ‘A’
became very withdrawn and depressed, feeding further into a lack of motivation to address his
problems. However, over the last two years or so, he has had good contact with his GP and has
articulated his concerns and wishes to recover. His GP has gently and persuasively drawn ‘A’
into a strategy for recovery involving support from Harbour Drug and Alcohol Services, Hamoaze
House day recovery centre, Social Services, soup run and Salvation Army volunteers, and the
Dental School. These services worked together to support ‘A’ and he is now in rehab, 3 months
alcohol free and addressing his wider medical and dental issues. The GP was central to this
support package and maintained momentum when the patient’s motivation was slipping and
when other services would have let him go.

‘B’ is a formerly homeless man living in a recovery house. He ‘dropped off the radar’ when
moving between accommodations, coinciding with a worrying hospital test result which his GP
considered warranted urgent attention. Initial efforts to trace ‘B’ at his last known address
failed as did calls to other local homelessness services. So the GP contacted the writer who,
through soup run and Shekinah connections was able to trace ‘B’ at his new address, and make
an appointment for him to facilitate urgent follow-up treatment.

Many other examples could be cited involving vulnerable patients who have self-harmed, who
have long-standing mental health conditions, or who have learning disabilities or lasting effects
of historic abuse or trauma including from military service. These cases are not easily treated
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with 10 minute appointments and dispensing of pharmaceutical solutions. They need treating
with respect, listening to, asking what resources they can draw on and what they want to help
them get better, encouragement to stick with treatments, and the message that they are
worthy of help. This ethos practised and promulgated by the Cumberland Surgery makes
creative use of resources available in the community, and seeks sustainable solutions for
patients to point them towards healthy and purposeful lives.

The surgery also provides training support to the Peninsula Schools of Medicine and Dentistry.
The Dean has commented ‘We have developed a clear vision of the Cumberland location within
Devonport as a centre for contemporary primary care in dentistry (through the dental school)
and medicine (through the Cumberland practice) and have made tremendous progress in
delivering this ambition. In particular the integration of service provision, undergraduate
teaching in medicine, nursing and other allied health professions and research is without doubt
the correct model.

Closure of the general practice will destroy the learning experience, markedly setback the
ability of our medical school to deliver new GPs for the future, greatly setback the research
projects which are delivered through the practice and send a most unfortunate signal to the
community.’

The Academic Lead for Medical Humanities at Peninsula Schools also expressed ‘...we are
strengthening patient empowerment through co-production with multi-professional staff and
students. This work, which forms part of a larger ethnographic study of developments in
Devonport, is a direct response to national policy directives. It has already generated an
evidence base for PPGs (and) helped to inform policy at NHSE ...

HEALTHWATCH COMMENT

As with the other practices affected by potential non-recommissioning, the Cumberland Surgery
is held in high regard by its patients and is continuing to thrive and grow. It is one of only two
GP Surgeries located in the most deprived neighbourhood in Plymouth; a neighbourhood that has
many health and wellbeing challenges.

Since its introduction in 2013, staff at the Surgery have recognised their unique location and
have actively worked with other agencies, support services and medical teaching schools in
working with vulnerable groups as well as looking after their regular patient population. Being
collocated with other Livewell services, PHNT community clinics and the Dental Facility provided
by the Peninsula School of Dentistry, has allowed them to provide a more holistic approach to
support and care for those that may not ordinarily access services. Therefore this surgery along
with other services located on the Cumberland Centre campus is ideally placed to become a hub
for community health and wellbeing as envisaged by the Plymouth Plan and the NEW Devon’s
Transforming Community Services.

Additionally, Friends of Cumberland Surgery PPG, with independent advice by Dr Sam Regan de
Bere (BSc Hons, PGDip, MSc, PhD) and Rebecca Baines (BSc Hons, MSc) have conducted an
equality analysis critique on NHS England’s Equality Impact Assessment Form - Devonport that
was sent to the Chair of the Cumberland PPG. The critique questions some of the assumptions
and outcomes from NHS England’s own Equality Impact Assessment Form for Devonport. Patients
of the Cumberland Surgery have been actively engaged in their report, especially those that
have complex needs due to homelessness, alcohol and/or drug addiction. The Executive
Summary of the report of the Friends of Cumberland Surgery PPG is at Appendix 2.

Support to the homeless and those suffering alcohol and/or drug addiction.

The work undertaken by both this surgery and the NEW Devon CCG contracted Outreach
programme with these vulnerable groups has generated real results as evidenced by the
statement above. Healthwatch Plymouth has also engaged with individuals from George House
and Hamoaze House about their experiences, but more importantly the challenges that
individuals would face if the Cumberland Surgery was to close. It was clear from these
discussions that trust had been established between them as patients and the surgery staff with
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the outcome being that they were more likely to see a health professional because of this. It was
also clear that those individuals who had accessed other GP services in the area, did not share
this view and considered that they were not being treated in an engaged or inclusive manner.
Those being seen at the Cumberland Surgery when asked about their concerns about finding
another GP either felt confident in doing so or expressed real concerns about having to build
new relationships and therefore would possibly not re-engage with another GP practice. The
Cumberland Surgery currently provides Opiate Substitution treatments for around 90 patients; a
number that is growing.

The role that the Surgery has in providing placements for trainees should not be underestimated,
especially given the exposure to vulnerable and complex patients at an early stage of their
career is viewed as extremely beneficial. Also current long term research projects in the
Devonport area run in conjunction with the Peninsula Schools of Medicine and Dentistry are
highly likely to be impacted by non-recommissioning of the Cumberland Surgery.

Healthwatch Plymouth has substantial concerns that health inequalities could potentially
increase and reduced access to GP services will be withessed from an extremely vulnerable
group. In turn, there is a risk that this may ultimately lead to additional pressures on
Accident and Emergency services or other crisis based provision.

We are not confident at this stage that the Equality Impact Assessment addresses this
sufficiently, and make formal recommendation that further engagement with patients and
agencies takes place to evidence this.
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Appendix 1
SOCIO-DEMOGRAPHIC PROFILE FOR THE NEIGHBOURHOOD OF MUTLEY & HYDE PARK SURGERY

Hyde Park Surgery is located at the North end of Mutley Plain and sits on the Plymouth City
Council (PCC) neighbourhood boundary of Peverell & Hartley and Mutley. It is also adjacent to
three other inner city neighbourhoods. The Mutley neighbourhood is currently served by two GP
Surgeries, namely Hyde Park and Lisson Grove. Further surgeries within a 1 mile radius are:

e Peverell Park Surgery (1 mile)

e Collings Park Surgery (0.7 miles)
e Mannamead Surgery (0.5 miles)
e Park View Surgery (0.4 miles)

Also, two other surgeries within a 1 mile radius have closed in the past 16 months namely:

e Sutherland Road Surgery (0.7 miles) - closed April/May 2015, GP now part of North Road
West Surgery. Planning permission applied for and provisionally granted to convert old
surgery premises into flats.

e Glendower Surgery (0.5 miles) - closed July 2015 on opening of Devonport Health Centre

Public Transport Links: Hyde Park Surgery is located adjacent to several bus routes run by both
City Bus and Stagecoach South West that either pass through the north end of Mutley Plain
heading towards Mannamead and Crownhill or traveling west/east along Hyde Park Road to/from
Peverell. There is one stop adjacent to the surgery for services travelling east from Peverell.

The population footprint for Mutley in 2013 was 3732. The overall Index of Multiple Deprivation
2015 score ranks Mutley as the 17" most deprived neighbourhood in Plymouth out of 39 (Up from
22"%in 2010). In 2013, 9.8% of the population were claiming some sort of benefit (below the
city-wide figure of 11%) with 4.0% of the working population claiming jobseekers allowance (city-
wide figure is 3.7%). When comparing age groups with the overall Plymouth population, it
generally mirrors that of the city with notable differences in the 20-24, 25-29 and 35-39 age
groups for males and 20-24 for females, where numbers are higher. The higher numbers in the
20-24 age group is attributed to Plymouth University expansion over the last 10 years. With the
exception of Higher Compton & Mannamead, Mutley and the adjacent neighbourhoods have seen
an increase in GP population registration over the period 2001 to 2013 (Source: PCC’s Plymouth
Report 2014 and Index of Multiple Deprivation 2015)

Average life expectancy for the Mutley Neighbourhood area in 2010-12 was 78.7 years (below the
city-wide figure at 80.5 years). The rate of emergency hospital admissions in 2012/13 was
1,016.7 per 10,000 population (above the city-wide figure of 875.2). Also in 2012/13, the rate of
all clients in receipt of care was 406.3 per 10,000 population aged 18+ (above the city-wide
figure of 354.5) and the rate of dementia clients was 111.7 per 10,000 population aged 18+
(again above the city-wide figure of 43.0). (Source: PCC’s Area Profile: Mutley Neighbourhood
July 2014)

Population planning. In its vision for the city onwards to 2031, Plymouth City Council has an
aspiration to grow the population of the city in excess of 300,000 people (an increase of approx
40,000 on the 2015 population figure). In order to achieve this, substantial house building and
regeneration will be required and the plan quotes approximately 7,900 additional houses for
Southern Plymouth.

Mutley Neighbourhood is a mix of predominately Victorian residential housing and small retail
premises. It is also a hub for student social activity. 51.2% of the private sector housing are
deemed to be Non-decent homes (above the city-wide average of 33.3%). Situated to the North
of the University campus, a major new development of student accommodation is underway on
the old Royal Eye Infirmary site located on the boundary of Mutley and Greenbank & University
neighbourhoods. (Source: PCC’s Plymouth Plan 2015 - Part One and PCC’s Area Profile: Mutley
Neighbourhood July 2014)
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PRACTICE INFORMATION

The patient population for Hyde Park Surgery has seen sustained growth over the past three
years with the number of new registrations since 1 April 2016 at 277 (as at 23 August 2016) Hyde
Park Surgery delivers the following services as part of its contract as well as GP access:

¢ Ante-Natal services with a weekly midwife clinic (3 times the average pregnancy rate
because of the demographic)

Daily Practice Nurse clinic

Phlebotomy service

Full range of nurse appointments for those with chronic diseases

Minor Surgical Procedures

Non-complex dressings (access to more complex dressing requirements is through other
Access Health run surgeries)

Learning Disability Health Checks

Monitoring of high risk drugs

Weight Management

Smoking Cessation

ECG

Spirometry

Ear irrigation

Travel advice and immunisation

It also provides GP Services for the following patient groups

e Townsend House - Local Authority Housing Support for ex-offenders
e Support to Residential/Nursing Homes - Chatsworth House & Charlton House
e Students at Plymouth University

In addition it also provides training places for medical students from the Peninsula Medical and
Dental School and has, over many years, been highly credited for its placements. (Source: Hyde
Park Surgery & NHS Choices)

PATIENT VIEW

Hyde Park Surgery is viewed as an extremely well managed practice that is ‘exceptional in its
delivery of healthcare services and caring for patients’ and ‘The 6 Cs: Care, Compassion,
Competence, Communication, Courage and Commitment which should be integral to the care of
patients has always been clearly shown in this practice’. There is a lot of anger amongst
patients who see this as ‘short sighted’ and nothing but ‘a cost cutting exercise’ and actually
question whether, in the long term, any actual savings would be made. They are particularly
angry over the way the engagement process has occurred summed up by this comment ‘/ am
appalled at the inadequate (less than 24hrs) notice initially given to patients by NHS England
South West to attend the “consultation meeting” held at the surgery. | was unable to attend
this meeting at such short notice...’.

Supported services are equally concerned. The Care Manager at Chatsworth Residential Home
commented ‘Chatsworth Residential Home would be gutted to lose Hyde Park surgery because it
is such a well-run surgery - they are efficient, attentive, polite, helpful...’. She went on to say
‘We know that when we contact this surgery they listen and offer a really personal service that
our residents would not get anywhere else and | know this because we have odd residents at
other surgeries, as it is their choice and the service from the other 5 surgeries does not even
come close to Hyde Park.’. Equally the Care Manager at Charlton House Residential Home
commented ‘Hyde Park have been a constant in the running of Charlton House - our longest
serving surgery...’. She further commented ‘What makes Hyde Park so special is the same reason
that it could potentially be closed for in that it is a small practice but critically has all the
elements the larger practices are missing with a family feel and continuity of care with GPs and
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a team that go that extra mile to provide a standard of care that everyone deserves and is
entitled to but sadly all too often these days do not receive.’.

Townsend House ex-offenders housing support, houses ex-offenders many with complex needs.
Residents at the hostel commented on how they feel ‘involved, engaged and valued’ with this
surgery and how the staff have helped engender a feeling of trust with them as patients. One
individual also commented ‘I have finally found a place that my mental health needs are
addressed correctly.” A previous manager of Townsend House commented ‘When | managed
Townsend House | was always reassured that the medical needs of complex patients would be
managed. Not only would they be managed but they would be made to feel a part of the
community and valued. There are several ex residents that | still see today who maybe wouldn't
have got so far if it wasn't for your surgery's care and support’.

HEALTHWATCH COMMENT

It is clear from comments made by patients and services supporting vulnerable patient groups
receiving care; that Hyde Park Surgery is highly valued and that this has been built up over a
long period of time. The surgery has seen sustained growth over a number of years (Source: NHS
Quarterly Data on GP Practise size for Devon Mar 13 - Jun 16) and continues to grow with a
patient size approaching 2900. Indeed since April 2016 nearly 300 new patients have been
registered. In particular, its Ante-Natal services are held in high regard and, because of the
demographics, has on average 3 times the number of clients of other Ante-Natal clinics.

Although the surgery maybe considered to be small in scale based on number of patients
registered, its recent change of interim provider to Access Health Care has brought benefits by
reducing the need for a dedicated Practice Manager and by opening up access to additional
services under a hub and spoke model - a model supported under the Sustainability
Transformation Plan and GP forward view.

Whilst acknowledging the current climate that the NHS finds itself in with regards to funding and
GP numbers (particularly in Plymouth and Devon) plus the case for change that has been put
forward, it appears difficult to understand from a patient and public point of view why a
successful surgery that caters for the needs not only of patients and vulnerable patient groups,
but also supports the Peninsula Medical and Dental School by providing valuable training places
for students, is being considered for non-recommissioning. It would also appear that little
consideration has been given to the planned increase in population that the neighbourhood of
Mutley will see, especially an increase in the student population with the building of
accommodation right on the doorstep that is due for occupation from September 2017.

It is acknowledged that the GP Provider withdrew from this contract leading to the current
interim measure. The reasons for this have not always been fully transparent when discussed in
public forums leading to confusion for the patients of this surgery.

With the recent closure of Sutherland Road and Glendower surgeries in 2015, plus the
imminent rise in the student population, Healthwatch Plymouth is concerned that
potentially there may be insufficient GP capacity in the Mutley Neighbourhood to support
this patient increase; as well as providing health care access to services that support
vulnerable adults.
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SOCIO-DEMOGRAPHIC PROFILE FOR THE NEIGHBOURHOOD OF STOKE & ST BARNABAS
SURGERY

St Barnabas Surgery is located in the Millbridge district of the Stoke neighbourhood and sits on
the Plymouth City Council (PCC) neighbourhood boundary of Stoke and Stonehouse. It is also
adjacent to three other inner city neighbourhoods. The Stoke neighbourhood is currently served
by two GP Surgeries, namely St Barnabas and Stoke (0.9 miles from St Barnabas). Further
surgeries within a 1 mile radius are:

e Armada Surgery (1.0 miles)

e Adelaide Street Surgery (0.9 miles)

¢ North Road West Medical Centre (0.9 miles)
o Park View Surgery (0.9 miles)

Also, one other surgery within a 1 mile radius has closed in the past 16 months namely:

e Sutherland Road Surgery (0.9 miles) - closed April/May 2015, GP now part of North Road
West Surgery. Planning permission applied for and provisionally granted to convert old
surgery premises into flats.

Public Transport Links: There are no bus stops adjacent to the surgery, but City Bus and
Stagecoach South West services travel Stuart Road/Wilton Street, which are two streets north of
St Barnabas Terrace. The nearest stop is on the corner of Wilton Street and Victoria Avenue
approximately 200 meters from the surgery. There are only 2 regular services that run during
Surgery opening hours.

The population footprint for Stoke in 2013 was 9242. The overall Index of Multiple Deprivation
2015 score ranks Stoke as the 15" most deprived neighbourhood in Plymouth out of 39 (Up from
16" in 2010). In 2013, 12.2% of the population were claiming some sort of benefit in 2013
(above the city-wide figure of 11%) with 5.5% of the working population claiming jobseekers
allowance (city-wide figure is 3.7%). When comparing age groups with the overall Plymouth
population, it generally mirrors that of the city with no significant differences. Stoke and the
adjacent neighbourhoods have all seen an increase in GP population registration over the period
2001 to 2013 (Source: PCC’s Plymouth Report 2014 and Index of Multiple Deprivation 2015)

Average life expectancy for the Stoke Neighbourhood area in 2010-12 was 76.2 years (below the
city-wide figure at 80.5 years). The rate of emergency hospital admissions in 2012/13 was 863.5
per 10,000 population (above the city-wide figure of 875.2). Also in 2012/13, the rate of all
clients in receipt of care was 588.3 per 10,000 population aged 18+ (above the city-wide figure
of 354.5) and the rate of dementia clients was 133.0 per 10,000 population aged 18+ (again
above the city-wide figure of 43.0). The rate of clients with a learning disability was 68.1 per
10,000 population (above the city-wide figure of 54.3). (Source: PCC’s Area Profile: Stoke
Neighbourhood July 2014)

Population planning. In its vision for the city out to 2031 (Plymouth Plan 2015), Plymouth City
Council has an aspiration to grow the population of the city in excess of 300,000 people (an
increase of approx 40,000 on the 2015 population figure). In order to achieve this, substantial
house building and regeneration will be required and the plan quotes approximately 7,900
additional houses for Southern Plymouth.

Stoke Neighbourhood is predominately a residential housing area made up of various types of
housing stock. Of these 44.7% of the private sector housing are deemed to be Non-decent homes
(above the city-wide average of 33.3%). The City College Kings Road campus is also located
within the area footprint. There are currently no major building developments within the Stoke
area. (Source: PCC’s Plymouth Plan 2015 - Part One and PCC’s Area Profile: Stoke
Neighbourhood July 2014)
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PRACTICE INFORMATION

The patient population for St Barnabas was 1605 on 30 June 16 and has reduced by nearly 100
patients since 1°* April when Access Health Care took over as interim contract provider. St
Barnabas Surgery delivers the following services as part of its contract as well as GP access:

Phlebotomist

Clinic in support of long term conditions

Minor Surgical Procedures

Non-complex dressings (access to more complex dressing requirements is through other
Access Health Care run surgeries)

e NHS Health checks

It also provides GP Services for the following patient groups

e Support to Residential/Nursing Homes - Norfolk Villa and Underhill House Residential
Homes
e Support to St Barnabas Court (Assisted living complex)

Until recently it also supported (see Healthwatch Comment below for details):

o Parkwood Nursing Home
e Two Trees Care Home (Adult Learning Disability)

(Source: St Barnabas Surgery & NHS Choices)

PATIENT VIEW

Despite being a single GP service, St Barnabas is generally held in high regard by its patients ‘As
a small practice they know you, and you know them. This makes for a trusting and pleasant
healthcare experience.’ Patients have registered with them from larger practices because ‘(My

wife) had problems with a nearby large surgery, to the extent that dealing with them made her
anxious and tearful and she avoided using them.’

Services supported by the Surgery have commented positively on the relationship they had with
the previous GP before his retirement.

HEALTHWATCH COMMENT

Although St Barnabas’ location places it equidistance from 5 other GP Practices, the area is not
overly well supported by public transport with only 2 services that run on a frequent basis. Both
of these services travel to/from Stoke from/to the City Centre. These services do not travel
near either Adelaide Street or Park View Surgeries. The likelihood is that patients at St Barnabas
would choose to re-register at Stoke, Armada or North Road West surgeries if St Barnabas was
not recommissioned.

St Barnabas Court assisted living complex for the elderly, was developed on adjoining redundant
church land taking advantage of the ready proximity to medical care provided by St Barnabas
Surgery (provided to 75% of the residents). Many of the elderly and infirm patients are able to
make the short journey independently or with assistance to St Barnabas, but would find it
physically impossible to journey further necessitating an increased demand for time consuming
home visits.

Due to uncertainty in commissioning post March 2017 and also because of the perceived
inefficiency of the service being delivered under the interim contract, residents of Parkwood
House Nursing Home and Two Trees Care Home advised us that patients previously registered at
St Barnabas have re-registered with other surgeries since 1 April 16. It is likely that a reasonable
proportion of the reduced surgery patient numbers are attributable to this. Equally the
retirement of a valued GP cannot be understated and will most certainly have had an effect.
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Cumberland Surgery Closure - NHS Equality Analysis Critique. A report of petition
responses and stakeholder perspectives produced by the Friends of Cumberland
Centre PPG with independent advice by Dr Sam Regan de Bere (BSc Hons, PGDip,
MSc, PhD) and Rebecca Baines (BSc Hons, MSc)

The Friends of Cumberland Surgery PPG, with independent advice from Dr Sam Regan de Bere
(BSc Hons, PGDip, MSc, PhD) and Rebecca Baines (BSc Hons, MSc), have conducted an equality
analysis critique on NHS England’s Equality Impact Assessment Form - Devonport, sent to the
Chair of the Cumberland PPG.

The critique raises concerns over the information contained in the statement and concludes that
the ‘assessment is not based on rigorous primary research or empirical evidence and shows clear
signs of bias’. Healthwatch Plymouth have concerns that the NHS Equality Impact Assessment
could be construed as having been produced to support a view; rather than providing
information that provides conclusions from numerous facts around the demographics and patient
population for this surgery. We have made recommendations regarding this document elsewhere
in this report.

The following is the Executive Summary from that report.

Executive summary:

Negative impacts identified by existing patients/stakeholders:

e Elimination of patient choice

|II

e Termination of “vital” GP service that is highly valued amongst the local, lay and professional communities

e Reduced accessibility

e Enhanced inequality

e Termination of established, therapeutic and trustful relationships

e Loss of high quality service tailored to the local community

e Disruption of existing hub of services available under one roof. Such a “one stop shop” all based at the
Cumberland Centre having been the clear preference of extensive community consultation

e  Extinction of unique community centred/ ‘family-like’ surgery ethos

e Absence of patient trust, confidence and belief in alternative GP surgery

e Enhanced anxiety accessing bigger surgeries, adjusting to new people and possibility of having to retell
painful pasts

¢ Non-engagement/treatment adherence due to ineffective therapeutic relationships and/or accessibility
issues

e Increased pressure on alternative services, A&E and emergency call-outs leading to enhanced long-term costs
and patient dissatisfaction

e Loss of training opportunities for future healthcare practitioners including GPs in a surgery whose ethos is
valued by the local community

e Loss of research and university connections that have been established over time

e Loss to the Devonport community of £1.4 million pounds invested in the Cumberland centre including the
surgery area for the direct benefit of Devonport residents

e  Potential loss of life

Barriers to accessing alternative services identified by existing patients/stakeholders:

e No patient choice

e Low accessibility

e Llack of trust

e Anxiety

e  Previous experience

e  Lost therapeutic relationships
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IH

e An “invaluable resource on a local level” for vulnerable adults and the local community
e “Model of excellence”

e  Easily accessible / High quality service

e “Amuch needed facility”

o “Anpillar of the community”

e The GP premises within the Cumberland Centre are very poor for modern healthcare: The PPG wrote a
letter (Appendix 1) detailing their disappointment at the delay in addressing issues identified with the two GP
consulting rooms and not the entire GP premises as suggested in the above statement. Beyond the consulting
rooms, the surgery is considered by patients to be light, spacious and modern. The PPG and others have
identified a number of alternative rooms available in the Cumberland centre that could be used to address
the issues raised with limited or no cost. If adopted, the surgery’s ethos, established relationships and local
community networks located within a hub of local services could continue to develop with minimal disruption
to existing and future patients. The PPG has also proposed moving into the Devonport Health Centre building
but continuing to practise as the Cumberland Surgery with no merger.

e The surgery serves relatively few patients, which, with a national shortage of GPs, makes it very difficult to
recruit: The Cumberland Surgery is currently responsible for training future GPs. With the surgeries unique
teaching and research ties to the local university, the surgery is in a favourable position to not only recruit
GPs to the local surgery but to also encourage GP training and subsequent recruitment nationally. The
Cumberland’s strong links with the University and its innovative approach offer a variety of portfolio careers,
making it easier to recruit to than many other practices. Furthermore, since it’s opening in April 2013, the
surgery’s patient list has continued to grow. Prior to the letter detailing its closure, the surgery had one of the
fastest growing patients list in Plymouth. This is likely to increase with the proposed regeneration and
subsequent housing developments in the Devonport neighbourhood. Expected population growth will exceed
the capacity of one GP surgery (e.g. http://www.plymouth.gov.uk/housing by neighbourhood3.jpg ) to meet

the population and service needs of the Devonport community. Historically there have always been (at least)
two GP surgeries in Devonport representing an evident need. The campaign to keep the surgery open has
also attracted new patients to the service highlighting its attraction to the local community. The expected
population growth and subsequent need of Devonport residents has not been considered in the equality
analysis.

e Both the above factors would make the surgery unattractive to potential bidders: This statement is not
supported by empirical evidence or past experience and is therefore ill supported. For example, following the
withdrawal of an existing contract by Livewell, Access Health Care took over the 6 Practices at the specific
request of NHSE to provide NHSE with the time to determine the future of these Practices. If standard NHS
terms had been applied to these Practices Access Health Care would not have been in a position to undertake
this work. Furthermore, Access Health Care have said should NHSE decide to extend their contract with any
of the surgeries then subject to contract agreement they would be prepared to support an extension to any
of the practices they currently provide. This should not be misinterpreted by others as saying that Access
Health Care would definitely bid for the Cumberland Practice should it go to procurement. Potential bidders
have not been provided with the opportunity to bid for the Cumberland Surgery. This statement is therefore
ill-informed.

e Everyone who goes to the surgery is registered with the single practice, so would, as now, be able to use
any of the other three surgeries without re-registering: The majority of patients who have attended local
PPG meetings or NHS ‘drop-in’ sessions have voiced their concerns regarding accessibility (Appendix 2). 37-
66.9% of Devonport residents do not have access to a car or van
(http://www.plymouth.gov.uk/plymouthreport.pdf). No direct bus routes are available between Devonport

and Ernesettle or Mount Wise. The practice looks after a high proportion of homeless patients and those with
complex needs. This holds serious implications for patients accessing the alternative surgeries suggested.
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Despite this, discussions regarding transportation difficulties and subsequent costs are not present in the NHS
equality analysis raising cause for concern.

e Anyone who uses the surgery would alternatively be able to re-register with the new, purpose-built
Devonport Health Centre next door: patients identify a number of reasons why this alternative is
unfavourable (Appendix 2, 3 and 4). Patients hold little faith that a new building ensures quality of care. In
any case the building housing the Cumberland Surgery is also considered purpose built for local residents and
patients following the investment of £1.4 million Devonport regeneration money. Patients point out that they
did not ask for the Devonport Health Centre to be built. Patients have made a conscious choice to register at
either the Cumberland Surgery or Devonport Health Centre. If they wished to attend another service they
would have already done so. This choice should be respected and upheld.

e  Other practices in the area are also willing and able to take extra patients, so nobody would be left without
a doctor: comments added to the online petition (appendix 4) by both patients and GPs at other practices in
the area suggest alternative services are already over stretched or near ‘capacity’. Patients and stakeholders
alike question the validity of this statement. Capacity assessed on surgery size alone offers a reductionist and
potentially dangerous assessment.

o There are real benefits in being part of a larger practice, with greater choice of appointments, more
services and a wider range of skilled staff: The benefits attributed to a larger GP practice are ill-supported in
existing literature and by patients themselves. Although not all, many patients value the intimacy and
community centred ethos of a smaller GP practice and make a conscious choice to attend these services.
Some patients interviewed reported a likely increase in anxiety if they were forced to attend a bigger surgery.
Many of the Cumberland Surgery patients suffer from complex mental health needs that may be exacerbated
by increased anxiety. One contradiction in this statement is that the Cumberland Surgery is part of a larger
group practice. Thus, the benefits of a larger practice proposed in this statement were therefore already
available to patients with the added benefit of operating in a small GP environment. Patient choice appears
to have been overlooked in this statement. This is possibly as a result of failure to engage with patients prior
to the publication of the equality analysis.

e Services at the premises were never contracted by the NHS, but were provided on its own initiative by
Plymouth Community Healthcare: Devonport is the most deprived area of Plymouth producing the lowest
life expectancy scores and highest rates of disease and disability in the city (Appendix 5). In an attempt to
address these inequalities, a new GP practice was set up in collaboration with Plymouth Community
Healthcare and Plymouth University. Both partners signed a memorandum to “work together to improve the
health and wellbeing of the population, reduce health inequalities and address ill health through prevention,
promotion and innovation via community services in ways that will transform the health status of individuals
within their community”. This memorandum has been met by the Cumberland Surgery and should be able to
continue to do so irrespective of who originally contracted the GP surgery. For example, the surgery works
very closely with Devonport House Salvation Army hostel, George House hostel, Shekinah mission, Harbour
drug and alcohol centre and Hamoaze House rehabilitation centre. In these and many other ways
Cumberland Surgery has fulfilled its goal of transforming health care for some of the most needy in the city
and challenging health inequalities in Plymouth. What remains as a direct result of the original partnership
between Plymouth University and Plymouth Community Healthcare is a successful, valued, and actively
engaged GP surgery making an evident difference to the lives of the community it was designed to serve.

e The equality impact assessment is not based on rigorous primary research or empirical evidence and shows
clear signs of bias. The equality assessment submitted is a plagiarised lift of the report submitted by the
Plymouth Council back in 2014 (http://www.plymouth.gov.uk/devonport neighbourhood profile.pdf) with

no references provided. No research, data, or evidence beyond this single report has been considered.
Reliance on one publication is not considered good research methodology and undermines the validity,
reliability and accuracy of the assessment provided.

e The equality impact assessment form asks for “List the main sources of data, research and other sources of
evidence (including full references) reviewed to determine impact on each equality group (protected
characteristic).” References are not provided for this at any point nor are any indications of “national
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research, surveys, reports, research interviews, focus groups, pilot activity evaluations or other Equality
Analyses” conducted to determine the impact on any equality group as requested undermining the validity of
conclusions drawn.

“We’ve got a situation here where we’ve got the worst health in the city, a practice that is making a difference and is
growing when you can’t get GPs for love nor money, anywhere else, we’ve got the whole of the council, the director of
public health, the university, all the patients, loads of patient representatives all saying we don’t want this to happen
and if the purchasers still go ahead and do it then they don’t care about any of that, local democracy or the patient
voice” PPG meeting attendee

e Patients e Medical students
e  Practice staff members and GPs e Medical School teachers
e  Other surgeries e Dean of the Medical School
e Patients at other surgeries e University researchers
e The Patients Association e PCC
e Local Councillors and Council officials e The Director of Public Health
e Local MP e Members of local community organisations
e Local services who rely and value the e  Members of local churches
services provided including the Salvation e Over 1000 petition signatures

Army, Shekinah, and Help for Heroes.

1. Alternative consulting room space identified at the Cumberland Surgery and the surgery, be made available
and the surgery, its ethos, patients and staff continue business as normal. The surgery would then go out to
tender.

2. The Cumberland Surgery as it currently exists moves into the alternative space at Devonport Health Centre
and continues to practice independently as Cumberland Surgery with no merger. The surgery then goes out
to tender.
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Comments from Services associated with Cumberland, Hyde Park and St Barnabas Surgeries
CUMBERLAND SURGERY

GEORGE HOUSE HOMELESS CENTRE

The surgery works with the centre staff to find out what works best for our client group in terms of progression. The location of the practice at Cumberland is
ideal for George House and we are also visited by the outreach service. (GP Name redacted) is forward thinking and looking more holistically at care provision for
the client. He has a high level of elastic tolerance, is creative and thinks differently. We have concerns if the Cumberland Surgery was to close as the level of
tolerance required is high and other practices don’t want to take on our client group.

SHEKINAH MISSION

Shekinah Mission have recently run consultations with service users from both their own project and Hamoaze House. Many of those consulted have multiple and
complex needs. The following statements from their report are relevant to the Cumberland Surgery.

There seems to be a widening disparity between GP practices across the City. The Cumberland Centre GP practice seems to have scored quite highly in terms of
accessibility, compassion of staff and various health practitioners being co-located on site giving easier access to care. Another GP based in the same geographical
area is cited as not being worth bothering with due to, perceived, lack of concern.

‘We need more integrated services; have a number of professionals under the one roof.’” And, ‘Deeply underfunded; lack of integration.’ The Cumberland Centre
seems to be working towards this model with some success, however, there are still only health services on site; no social care or third sector input.

HYDE PARK SURGERY

CHATSWORTH HOUSE RESIDENTIAL CARE HOME

Chatsworth residential home would be gutted to lose Hyde Park surgery because it is such a well-run surgery--they are efficient, attentive, polite, and helpful, |
could go on and on.

We know that when we contact this surgery they listen and offer a really personal service that our residents would not get anywhere else and | know this because
we have odd residents at other surgeries as it is their choice and the service from the other 5 surgeries does not even come close to Hyde Park.

All you hear in the news is how over stretched surgeries are and yet you want to disperse 3000 patients to other surgeries that | am sure would not cope. Recently
Glendower surgery closed and so their patients were also dispersed amongst local surgeries and now you want to add on top of that.

(GP Name redacted) is an exceptional doctor and we do realise he has to retire at some point but he has built up a brilliant service from the nurses, to the
receptionist (and you can’t say that about too many Drs receptionists), to | am guessing his cleaners (as his surgery is always spotless). | think any other GPs would
be proud to take over and keep up the excellent reputation of (GP Name redacted).

Most of my residents have Dementia and so familiarity is important to them, | know with larger surgeries it is pot luck which GP you are going to get if they agree
to come out at all.

It feels like surgeries are expected to be much larger these days and really modern, | know Hyde Park is not the most modern of places but it is really calm, they
have an excellent system down there which makes things tick over really smoothly.

If we are concerned about a resident we dip their urine and if positive take a sample to the surgery and it is dealt with that day, any of our other surgeries we have
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to keep chasing and chasing for days which does not help the resident as their confusion and often mobility becomes much worse while we are waiting for some
form of treatment. The same goes for prescription requests—these are dealt with within 24 hrs, again with other surgeries we have to make repeated calls to chase
them up.

We feel at Chatsworth that closing Hyde Park is jeopardising the health of our residents.

CHARLTON HOUSE RESIDENTIAL CARE HOME

We were saddened to read the news when we received a letter in the post - sadly we were unable to share our views and support the surgery at the first
consultation meeting as we received our letter some days after however we made our views very clear to (GP Name redacted) who kindly gave us the date and
time of the next consultation meet 12/9/2016.

So we would like to tell you what Hyde Park surgery means to us at Charlton House and why the service they provide is invaluable and would be greatly missed if
the surgery were to close.

Hyde Park have been a constant in the running of Charlton House - our longest serving surgery which means that we have built relationships and rapports with all
the staff members that work there.

Our residents who are registered at Hyde Park (half of the 44 we have) have continuity of care because of the relationships we have built but also because of the
GPs professional yet informal approach to the care of our residents.

Charlton is registered with nine other surgeries however the services they provide do not feel as tailored to the needs of the residents as those provide by Hyde
Park for example:

- The GPs quite often pop by after clinic if they have concerns over any results they have had back for a resident or just to see how they are if they have
previously been unwell even if during that time they had already been for a house call.

- Prescriptions are always on time, monitored and reviewed regularly by the GPs at Hyde Park. We never have any issues with medications being late or
unavailable. If the surgery is unable to EPS the script to our pharmacy because it is too late they always communicate with us and we go to collect and have it
dispensed at Hyde Park pharmacy down the road.

If there are issues with ordering medications for example and item is no longer available from the manufacturer the surgery always communicates this with us and
we work as a team to find a suitable alternative that can be prescribed. This relates also to the nurses we have who come to Charlton - everyone communicates the
residents care needs to make sure that there is continuity but also that all members of the team including families and the resident are happy with the service they
are receiving.

- We are a St Lukes accredited home and provide end of life care at Charlton House and liaise with the surgery regularly if we have a resident who has been
diagnosed as EOL. The GPs are always available for advice and a visit even if it’s just to look over the resident or speak to the family. Just in case, medications are
always prescribed promptly and because they know their patients and our team so well when a patient declines they trust and listen to the teams concerns and
take into consideration the information they have been told when making a decision about treatment. We believe by taking all aspects of information given this
provides an holistic view of the patients’ needs and a higher standard of care is provided - something Hyde Park and Charlton House take pride in and something
everyone deserves especially in their last days.

This is just a snippet of the service that Hyde Park provide to Charlton House if we carried on then the list would be endless! What makes Hyde Park so special is
the same reason that it could potentially be closed for in that it is a small practice but critically has all the elements the larger practices are missing with a family
feel and continuity of care with GPs and a team that go that extra mile to provide a standard of care that everyone deserves and is entitled to but sadly all too
often these days do not receive.
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TOWNSEND HOUSE EX OFFENDERS HOUSING SUPPORT

When | managed Townsend House | was always reassured that the medical needs of complex patients would be managed. Not only would they be managed but they
would be made to feel a part of the community and valued. There are several ex residents that | still see today who maybe wouldn't have got so far if it wasn't for
your surgery's care and support.

HYDE PARK SURGERY ANTE NATAL SERVICE

| am the allocated midwife for Hyde Park Surgery and | provide all antenatal care for the pregnant women. | am currently able to give continuity of care to the
local women, which is essential, especially for those with mental health or safeguarding concerns.

The caseload is large for the size of the practice and | have concerns about the women becoming vulnerable and unable to access appropriate care if the surgery
closes. Appointments are already at a premium and if women have to attend another surgery with ever increasing caseloads it could put the safety of the mother
and her new-born baby at risk.

| have spoken to the patients that | have seen and they value the service that they currently receive. Also our Friends and Family Test supports continuity of care
and we see an increase in complaints when this is not possible. The patients deserve a service where there is safe and effective care, with a personal service in
the area that they live and Hyde Park Surgery provides this in abundance.

ST BARNABAS SURGERY

NORFOLK VILLA RESIDENTIAL CARE HOME

We at Norfolk Villa, have used St Barnabas Surgery for some 20 years with (GP Name redacted) and now others. It is convenient but not unique and we shall be
able to cope. It would be preferred that the surgery was to remain open but we understand the general lack of funds available and shortage of staff.

We generally hate change but see some of the problems. Everyone wants the NHS to succeed but few want to pay. Perhaps, if the Government would stop setting
targets and standards we could all do our job to the delight of the public. Too much form filling and red tape. It can be counterproductive.

PARKWOOD HOUSE NURSING HOME
The following is a summary of a telephone conversation with management.

Following (GP Name redacted) retirement, the home and patients experienced a rude GP and therefore after consultation with patients and their families, all
patients that were previously registered at St Barnabas under (GP Name redacted), have since been registered with a new GP at a different location.

ST BARNABAS COURT
The following is a summary of a telephone conversation with management.

Whilst unhappy with the service since (GP Name redacted) left, their patients remain registered as it is close by and should they have to register their clients
elsewhere it is likely they will have to request more home visits due to distance and are conscious that this will only put a strain on NHS resources. Their recent
experiences of the surgery have not been great, where requesting a home visit to a resident with a suspected inflection, they have had to wait 3 days for a home
visit, which in turn has placed pressure on their internal infection control procedures.

TWO TREES CARE HOME

The following is a summary of a telephone conversation with management.
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Since the retirement of (GP Name redacted), there had been a series of issues concerning prescriptions with items missing, having to chase the surgery to send the
prescriptions to the pharmacy and problems getting appointments or home visits and being spoken to rudely by staff. Where there was a home visit on one
occasion, it took a further two weeks to get the necessary prescription for the medicine prescribed due to delays from the surgery to the pharmacy.
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Comments from Patients and Patient Groups

CUMBERLAND SURGERY

26/08/16

Following your request we share our views on the proposed closure of our surgery | would like to share my points as follows:

The surgery is very valued by myself, partner and our young baby. We do not have any issues with obtaining appointments, the receptionist staff are
extremely helpful and all members of the medical staff are second to none. We have built up a good relationship with these staff and | am absolutely
gutted | may have to change surgeries and start again and am worried | will not receive the first class service that | have become accustomed too.

I have not heard any good reviews about the surgery next door and feel by making us transfer to another surgery my care and my families care will be
greatly adversely affected. My questions with regards to the surgery next door is are they planning to increase their staffing levels to cater for all of the
current patients? Do they have adequate resources to deal with the patients many who are vulnerable? As we know Devonport has a rather negative
reputation and the council and doctors here at Cumberland work with vulnerable challenging people to help improve the area as well as ploughing money
in to the community with new homes and schemes in an aim to make it a better area to live. This has been working and feel with the right support people
who are homeless or addicted to drugs are getting the support they need. If we lose this surgery will the support drop? | am worried if it does then this
will have a negative impact on these people which in turn will have a negative impact on people like myself and my family.

With regards to increasing the population, houses are constantly being built, will the surgery next door cope? If not why should we have to travel out of
area to see a doctor? Many people do not drive and especially if poorly you do not wish to travel far to see a doctor or nurse.

| understand the premises are not state of the art however they are fit for purpose, a room with a bed, chair, computer and doctor or nurse is all that is
needed. You attend a doctor or nurse when you are unwell, you need to be listened to and examined, that's it, what more do we need?

| am extremely disappointed that this proposal has been made and if it goes ahead will take away my choice in health care and as stated above have a
negative effect on both mine, my families and our communities health.

| do hope our views are listened too and not ignored. | will do anything | can to save this wonderful surgery.

07/09/16

| was mortified to hear that Cumberland Surgery might be closing, there are many people like me that like small surgeries. | left (GP name redacted)
Surgery because | wasn't happy with it, | certainly will not be going back to there. | can phone the surgery and they know me, | am not just a name they
know what’s wrong with me, | don't have to start from the beginning all the time. It's not just the practice nurse or the doctor it’s the whole thing the
atmosphere is lovely when you go down there. (Name redacted) the practice nurse is brilliant she will explain things to you and put you at ease. (GP
Name redacted) works with the Salvation Army, Shekinah Mission and the homeless has any one spared a thought for them what’s going to happen to
them. There was a man from Salvation Army who was telling me if it wasn't for (GP Name redacted) and the last 4 mths that he has worked with him he
might have been dead by now or in a park in a heap he was nearly in tears. My son also goes to (GP Name redacted) my son has a lot of problems for me
to have to try to get him to go to another surgery is going to be impossible. My son has a phobia with needles (Name redacted) is the only one that can
do it she knows exactly what to do, if | told him someone else was going to do it he wouldn't go. Seeing as Dr Nash has about four and a half thousand
patients and (GP Name redacted) has about two thousand and there is more Doctors in (GP Name redacted) surgery that's got to tell you something and
there is people even now that want to join (GP Name redacted) (Cumberland) surgery. So | am begging you please don't shut the surgery give him the
help he needs to grow.

07/09/16

My name is (Name redacted) | have been a patient at the Cumberland Surgery after leaving (GP Name redacted) if you shut this place down | don't know
what | will do. | have arthritis in both knees and can hardly walk (GP Name redacted) is ideal for me. | am very happy with the service | get at the
surgery | wouldn't want to go elsewhere.
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07/09/16

Just to say please don't close the surgery | need it | 've never felt more comfortable at a Doctors Surgery

08/09/16

The Cumberland Surgery serves some of the most disadvantaged households in Plymouth. Its patients include many residents of homeless hostels and
other vulnerable people who are angry and distressed at the possible closure of a facility that supports them so well.

The NHS aims to give choice to patients, so please give the people of Devonport a choice of GP practice. It is not realistic to say they can remain
registered with a partner surgery a bus ride or more away. Timely attention to health problems is likely to be replaced by use of emergency services. It is
no consolation to hear that the cost of paramedic calls, A&E visits or hospitalisations comes from a different budget. It is all coming from ‘the public
purse’!

The Cumberland Surgery is not, despite indications to the contrary, served by a single GP and it is, moreover, part of a large (approx. 12,000 patient)
multi-location group practice. It is only small by the definition of the current plans which have broken the group practice into ‘lots’ and disregard the
fact that it is a new surgery whose patient list has grown from zero to almost 2000 patients in three years. Fragmentation, like privatisation is a death
knell for the NHS.

This is no ordinary surgery; it was set up as a joint venture between the then ‘Plymouth Community Healthcare’ and Plymouth University to “work
together to improve the health and wellbeing of the population, reduce health inequalities and address ill health through prevention, promotion and
innovation via community services in ways that will transform the health status of individuals within their community”. Numerous medical students have
been trained there, many being ‘infected’ with the passion to follow a career as a GP. With a desperate shortage of GPs, we need to be encouraging this
opportunity, not taking it away. The surgery is also participating in medical research that is important locally, nationally and internationally, with
delegations from as far afield as the Middle East and North America coming to see the ground-breaking teaching and research work happening on our
doorstep.

No one doubts the pressure on NHS funds. But everyone seems hidebound by the model for GP services that removes any leverage that can be exerted to
serve communities in the best way possible. So please, NHS England, draw on the collective wisdom, creativity and resources available to find a solution
that preserves all that is good in the Cumberland Surgery. The people of Devonport will thank you.

13/09/16

Yesterday at a drop-in session at the Cumberland Surgery HNS England wanted to hear our views about the proposed closure of the surgery.

It was apparent from the tenor of the conversation my wife and | had with the NHS England representative that NHS England have already made up their
minds that Cumberland Surgery will close. They only attend such drop-in sessions to give the impression that a proper consultation process is taking
place.

However, through the Practice Patients Group Cumberland Surgery is mounting a strenuous and well thought through case for its continued existence. |
would suggest that Healthwatch Plymouth contact the chairman of the PPG, who can provide copies of all the documents which have been prepared
making the case for the surgery's continued existence. The MP for Plymouth Sutton, Mr Oliver Colville is also involved in the efforts to save the surgery,
he also should be contacted.

From a patients perspective the surgery is better placed than many in Plymouth based as it is in the Cumberland Centre where several medical facilities
are also based. This puts the surgery in a ‘'medical’ setting and is in the nature of a 'polyclinic’ or ‘one-stop shop'. The doctors and nurses provide the
highest quality care, especially so as their 'bedside’ manner is second to none. | say this with experience of other surgeries in PL1. Appointments are
available either same or next day, unlike the 3 week wait at other PL1 surgeries.

The Cumberland Centre building is run by Livewell South West who are obstructive towards the Cumberland Surgery. They are preventing the Cumberland
Surgery using presently un-occupied space in the building, despite the fact that the building was provided by Devonport from their re-generation fund

A4-2




Appendix 4

(E1.4M). Livewell are simply managers, the directors of Livewell need their heads knocking together and told to stop being petty.

The strong link between the Plymouth medical school and the surgery is provide by one of the surgeries GPs, (GP Name redacted), who is a lecturer at
the school. This is a valuable facility.

| would be happy to remain in contact with Healthwatch Plymouth if this would assist in keeping the surgery in existence.

13/09/16 | Please accept this email as one of complaint and extreme disappointment with the process concerning the Cumberland Centre in Devonport, Plymouth -
particularly as | have only just received my letter of notification.

| feel that as a patient of the Cumberland Centre practice | have been 'hoodwinked' into this process which, when one notes that patients will
‘alternatively be able to re-register with the new, purpose-built Devonport Health Centre next door' to the Cumberland practice, implies to me that the
intention to close the GP practice at the Cumberland Centre was always on the cards!

This does not in any way feel like a consultation process. | am fully aware of the guiding principles of consultations, i.e. should provide sufficient
information to ensure that the targeted groups can make informed decisions, which includes the impact of any proposals on the intended group, business,
locality, etc. Furthermore, consultations should consider the target groups, in this case ‘patients’ - not all patients will be able to drop everything they
are doing to attend a meeting on a Thursday during Summer school holidays. There may be patients with mobility, literacy, language, care issues, etc.
that simply could not easily attend. Furthermore, consultations should also be for a proportionate length of time - | cannot see how this meagre exercise
can seriously be regarded as a consultation of a proportionate length of time! This to me, is more a PR exercise!

The Health & Social Care Act 2012 placed duties upon CCGs and NHS England to commission health services for all of those people for whom they have a
responsibility, which includes those who are provided with medical care and resident in the area, and for health inequalities to be tackled. | do not
believe that manipulating people to move out of area to register with a GP, is appropriate.

The letter | received today mentioned 'real’ benefits of being part of a larger practice - but there are also disadvantages. How does this work in terms of
accessing a GP, particularly when there is a national shortage of GPs? Is it right to assume that there is equally a shortage of GPs for Plymouth? Are no
GPs wishing to work in Plymouth, if not, why not? Why are so many existing GPs giving notice to quit?

Whether or not patient choice is relevant here, | want to mention it. Patients like to build an element of trust and faith in their GPs. Some will have built
a good relationship with their GP at Cumberland - this proposal is going to have an impact on those patient’s lives. And what about the men that have
started to open up their GP? We all know how difficult it is for men (generally) to discuss health issues, particularly mental health issues - this proposal
could set these men back years with addressing their mental health issues.

There are many issues | would like to raise about the letter | have received - | will make my case tomorrow.

Nonetheless, | wish to report to you that | feel this process has been severely mismanaged and the wishes of the public deeply misunderstood.

22/09/16 | | suffer from bronchitis and asthma so if | had to wait at bus stops in the rain, wind or even hot sun it would be difficult. Right now | can walk to the
Cumberland Centre and | have a good relationship with (GP Name redacted) and would be devastated to have to lose this. | am a pensioner and although
in general good health | am not getting any younger and health problems generally increase with old age, so envisage my need to access my GP more
frequently. | also find it easier to make an appointment in person rather than by telephone. Blood tests etc can be done here. | find it ludicrous that any
suggestion to close GP services will benefit patients. This area is building new houses and rapidly expanding the local population, therefore more and
more demand will happen. Young children, pregnant women, retirees will need medical services! The press recently announced Stonehouse Barracks is
to be redeveloped - probably flats! The Royal William Yard is only half occupied, many derelict blocks, yet to be converted. My own environment is still
growing, 6 storey blocks of flats under construction. Where will these occupants register for a GP when other surgeries are already overstretched? Houses
once housing one family are being converted to multiple occupation eg Durnford Street. Millbay area is being developed. Government policy is to build
build build. Need | go on? Every month hundreds of so called patients fail to attend their appointments. Fine all patients who waste GP time and
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services, no exceptions. Those on benefits, pensioners. Three fail to attend appointments and you are struck off. If | am to lose my GP surgery and
associated services then drastic solutions are required. Chase payments for overseas visitors. If we are to keep our surgeries we should be ruthless in
doing so. We need more surgeries, (not necessarily more services) some cosmetic procedures and non-medical privileges can be abolished. | might seem
hard but | grew up in a household with a disabled father and sick grandmother. | worked in the NHS. | appreciate what | receive, but never take it for
granted or demand more than | need. Nobody should introduce GP appointment fees.

HYDE PARK SURGERY

23/08/16

Re : Surgery Closures

If by 'there are surgeries nearby' the NHS means Lisson Grove can | suggest they look at how long it takes to get an appointment sometimes and what the
workloads already are. Even with new staff it is going to overload this busy surgery if Hyde Park closes. | would also be concerned about the distance
elderly people would have to travel..... only half a mile or so more but, if you're not well and it's blowing a Plymouth hooley in the winter, that extra
distance could be significant. | was brought up to believe that access to a Doctor should be local...not one every NHS defined distance.

25/08/16

Further to the meeting held at Hyde Park Surgery this morning to discuss the proposed closure of the practice | would like to voice my concerns over the
manner in which the consultation has been organised:

It became apparent that all of the patients at the meeting, about 50, had only received the letters informing them of the meeting yesterday. That is far
too short notice and excludes university patients as it is the summer vacation for them. Many families are also away on holiday, this being school holidays
and bank holiday week.

(GP Name redacted) told us that there were 2,900 patients registered at the practice, not the 2,500 that the letter quoted and that nearly 300 extra
patients had been registered since Access Healthcare took the practice on less than 5 months ago. The letter indicates that Access Healthcare would be
unlikely to bid for the contract to run the surgery next year, but when pressed at the meeting, NHS England representatives refused to confirm this. As
the surgery has expanded its patient numbers in the last 5 months, surely it is even more viable now than it was when Access Healthcare took it on?

(GP Name redacted) told us that the problem of recruitment is a national problem, not peculiar to this practice, a fact that is borne out by reports in the
media.

(GP Name redacted) told us that he had enquired about the "other practices in the area willing and able to take extra patients” as quoted in the letter,
and had been told by those 2 practices that they were full, had no plans to expand and furthermore knew nothing of the proposals to close Hyde Park
Surgery. Many patients are elderly and cannot drive. Lack of parking is an issue for all surgeries in the area. People need a surgery they can walk to.

The letter states “there are real benefits in being part of a larger practice”. There probably are, but people | know who are patients in larger practices
complain that they see a different doctor every time they visit who does not know them personally and does not have time to read through all their
medical history before attempting to treat them. Older patients and mothers in particular need reassurance that the doctor treating them knows them
well. A doctor who knows his patients well can identify problems with their health earlier and treat them far more cheaply and effectively.

(GP Name redacted) cited the many services that the practice delivers outside the main GP appointments. Ante-natal, services to ex-offenders,
University students, care homes for the elderly. The Mutley/Mannamead area is very densely populated and also has a large infant and primary school
very nearby. Given that doctor recruitment is a problem, who will take over these services if the surgery closes?

Making access to a GP more difficult by closing surgeries will inevitably put more pressure on hospitals that already struggle to cope, incurring far greater
costs both financially and to peoples' health and well-being. Local GPs help keep people out of hospital and treat them at far less cost.
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30/08/16

| am writing to register my opposition to the proposed closure of Hyde Park Surgery, Plymouth as proposed by NHS England. | gather this proposal is a bid
to save money.

Although NHSE claims to want to make the best use of taxpayers' money, they need to appreciate that health should come first. We have been told by
NHSE that small practices struggle to offer extended services and opening times.

This is simply not the case. At Hyde Park there is a wide choice of appointments, services and skilled staff and there is a full complement of doctors too.
The GP and Nurse clinics are fully staffed, unlike Mount Gould and Ernesettle (both not due to close) which struggle to cover all clinics.

Hyde Park provides excellent personal care that is not possible with larger ‘value for money’ practices. Indeed, | left Lisson Grove as | was fed up of
never seeing the same doctor twice in a row, and felt that a small, ‘family’ style practice would be much more helpful. | found that I actually know my
GP and nurses in Hyde Park because it is a small practice, and this has been so important, particularly in relation to my teenage son who has had mental
health concerns. We also rely on the surgery knowing us well, for the management of our asthma.

We were told that it is becoming difficult to recruit GPs. This is a national problem, and NHSE should already know this. If people hadn’t become so
disillusioned with working for the NHS, there might not be such a shortage of people to fill these posts. Too much damage has been done to the health
service lately - unacceptable treatment of junior doctors and the axing of bursaries for NHS students in 2017.

If unwell | don’t want to have to go to a surgery that | would need to drive to, or get the bus to. A long walk is also not appropriate if a person is unwell.
Elderly and less mobile people will struggle in particular if they are moved. If this plan goes ahead, my octogenarian father in law will be on his third GP
in 4 years (Glendower Road closed recently). | have had no reassurance that local surgeries will have space for new patients if Hyde Park closes, and am
concerned that a large influx of new patients from Hyde Park will put further pressure on other practices and it will become difficult to get an
appointment.

| gather that Hyde Park’s list size is approaching 2900 patients - other surgeries which will remain open have less than this e.g. Mount Gould, Trelawney.
Hyde Park Surgery is a going concern and there appears to be no good reason to consider closing it.

This business led approach can only harm patients. Hyde Park Surgery needs to remain open for the health of local babies, children, teenagers, adults
and elderly people, and in order to not put further pressure on other surgeries.

31/08/16

It was very satisfying to see so many attending the meeting at the surgery last week and in view of the lateness in being notified of this meeting very
gratifying to know the strength of feeling amongst the patients of (GP Name redacted) and their views re the closure

As you will recall the information in the information sheet sent by NHS England was full of wrong information which was rectified by Dr Warren and my
reason for contacting is to state that hopefully you took on board all the wrong details that a are being circulated by NHS England and ensuring that the
correct details are being sent to the relevant people. If NHS England are so wrong about such important detail then how many other mistakes are being
made and circulated to ensure that these closures go ahead,

| am sure you were aware that patients are more for the personal care given in a smaller practice and do not wish to be lumped into multi practices
where you are a number as against a person.

The statement made, which NHS England deny making, although on a letter from Mr Colville to me quotes them as saying that it is safer for patients not
to be. In single practices so that their colleagues can keep an eye on prescription allocation has now appeared in the local press. This remark was made
by someone but as usual is being bounced from one person to another, but in any case is most insulting and in my view tantamount to slander

However there is a second meeting at Hyde park this coming Friday so no doubt one of your representatives will be in attendance to report back to the
relevant body how strong the feeling is against closure of Hyde park surgery.
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04/09/16

We none of us are going to go away quietly just because Jeremy hunt thinks he can slowly get rid of the NHS. All he is doing is taking Tory supporters into
other camps.

Hopefully you gave got the message that we do not want to be limped into a multi practice where the same doctor is not seen twice and patients are
nothing but a name in the book. Hyde park practice is a very personal, friendly practice and treatment and care is second to none. Having been in the
practice, including my children and now my grandchildren for many many years | think to close this would be an absolute travesty.

The letter that NHS England circulated one day before a meeting was full of many many wrong statements which thankfully (GP Name redacted) was able
to correct and | just hope that the right info is now in the hands of those who think they are able to play with the health of the nation, i.e. Jeremy hunt
and the prime minister who seems to be allowing him for rein to do as he wishes.

I know | have written all this previously but want to endure that you all realise we are not going to sit down and let you all have your own way

04/09/16

| wish to voice my concern at the possible closure of my doctor’s surgery at Hyde Park.

My family have been patients at this surgery for a number of years it has always been exceptional in its delivery of healthcare services and caring for
patients.

The reasons that my surgery is vulnerable and not viable given do not add up as it is fully staffed, has good practice numbers and is a going concern.
It is my opinion this is just excuses for cost cutting where saving money is the priority not patient CARE.

It is important we keep this surgery open and its future protected.

04/09/16

As | have only been a patient at this surgery for a matter of months | may be deemed less qualified to make a comment on its proposed closure. But |
hope that after reading my story you will feel that actually my experience makes my opinion particularly relevant.

For over 40 years | was a patient of what eventually became Collings Park Medical Centre in Eggbuckland, Plymouth. The practice nearest to my home in
Hartley, Plymouth. When | first registered there it was a ‘one man’ operation run by a single GP (the legendary (GP Name redacted)) who held surgeries
in his home at the top of Cranmere Road. He eventually took on a couple of partners, (GP Name redacted) and (GP Name redacted) and when he
retired the practice moved to its current premises. Over the year it grew and different doctors came and went. There did appear to be a swift turnover
of staff at one point and there is no doubt that some GPs were much more approachable than others but we always felt confident we could get an
appointment if we needed one and the care we received was the best the NHS could offer. Much as Hyde Park surgery is now. All my family have been
patients there and my daughter and her children are still registered as patients (although they now share my dissatisfaction and were looking to move to
Hyde Park until this recent ‘consultation’ process was instigated).

It is difficult to pinpoint exactly when we noticed a distinct change in the standard of care provided by Collings Park and an increased difficulty in getting
an appointment. It was probably a gradual deterioration and as, in general, we are fortunate enough to enjoy fairly good health visiting a doctor was not
something we had to do often and we were not necessarily aware of what was happening - such as a take-over by a larger health group. In recent years,
however, that deterioration has become far more rapid and noticeable My husband reckoned the only way of being sure of getting an appointment was
to go and stand outside the door and wait for the surgery to open. Not always an option if you are not feeling well (usually the reason you want to see a
doctor) and certainly not ideal if you are a mother with young, poorly children. If you did strike it lucky and get to see a GP the standard of care was, to
put it mildly, inconsistent. There was virtually no continuity with a merry-go-round of GPs. Occasionally you would be lucky and see a GP who treated you
with respect and care. Frequently you would leave the consultation feeling you had wasted the doctor’s time.

At the end of last year | suffered from a constant, debilitating cough for almost six months. Bearing in mind that a Government funded advertising
campaign urges you to seek medical help if your cough goes on for longer than 3 weeks | sought a GP appointment. Easier said than done and a stressful
exercise in itself. | had to make three visits to my doctor to get any kind of investigation and only then because | pleaded for an X-Ray. One doctor, (GP
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Name redacted), was so dismissive he made me feel like a hypochondriac and reduced me to tears. My daughter wrote an official letter of complaint
because she was so upset by the way | was treated. | was fortunate. The cough turned out to be a nasty and prolonged virus and | have now made a full
recovery but it could have been a very different story and had | been able to see a GP earlier who was prepared to make a proper examination | am sure
this could have been established much sooner and put my mind at first much earlier.

Things finally came to a head for me a couple of months ago when | was feeling particularly poorly and decided | needed to see my GP. | began dialling
the number at 8 am (I didn’t feel well enough to do otherwise, i.e. turn up in person in the hope of getting an appointment) and after almost 20 minutes
of a constant engaged tone got through to a receptionist who told me there were no appointments at Collings Park that day. | was offered an
appointment at the sister surgery in St Budeaux at 4.15 pm but in the split second it took me to hesitate over whether | would be able to get to the other
side of the city at that time the appointment disappeared from the system and | was told the only alternative was to try again the following day.

It was at that point | decided enough was enough and | would find a new GP practice. | approached my other local surgery at Mannamead but was told
their list is now closed to new patients. A great many friends and close acquaintances recommended | try Hyde Park Surgery. They gave it glowing
references and reviews saying that | would be assured of good quality and compassionate care. It would seem there are several very happy and satisfied
patients there so | decided to register.

Within a couple of weeks | had cause to see a GP and all their predictions proved to be true. | got an appointment relatively swiftly, saw a wonderful
lady doctor who treated me with respect and for the first time in years was made to feel | mattered as a patient. As well as dealing with the issue | came
in with she took immediate action to resolve the cause of a longstanding health problem. She also reviewed the medication | have been taking for years
and years for migraine, and made a few tweaks and changes which have resulted in instant improvement. | left feeling extremely pleased that | had made
the decision to change doctors. | told my daughter and she decided that she and her children would move to the practice also.

And now this. | am devastated that there is a prospect that this obviously excellent surgery is to close. It appears to be extremely professionally run and
providing exactly the service it should. And of course it poses the question that if it does close what happens then? Where do | and all the other patients
go? There will be even more pressure on other GP practices already struggling to cope. We will all be forced to register at larger practices where
battling for an appointment is a stressful lottery and you ae lucky if you see the same doctor twice in a row and then only for a few pressurised minutes.
Those unable to get a GP appointment are far more likely to then resort to A and E - already crippled by the sheer weight of numbers of people who
report there in desperation. No prizes for guessing why. Is this really a wise use of resources? | think not.

| was told at the consultation meeting that this is not a cost-cutting exercise; just an effort to make things operate more efficiently. | completely fail to
see how forcing smaller surgeries to close is more efficient ...or for that matter more cost effective. Patients who enjoy the care of a good local GP are
more likely to be healthy, issues are more likely to be picked up more quickly and dealt with at an early stage and ultimately that will save the NHS
money.

Closing Hyde Park Surgery seems extremely short sighted but | couldn’t help feeling that it was a foregone conclusion. That the ‘consultation’ process was
just going through the motions. A waste of resources in itself. When | arrived | spoke to a lady who told me she was employed by NHS England. She told
me that over the years the structure of the local body administering our NHS has changed several times (presumably each time at great cost. New
administrations, new logos, and new letterheads etc etc...... ) If resources poured into constantly rejigging the administration was actually directed to
the sharp end where they are actually needed we probably would have a far more efficient and healthy health service and a healthier population. When |
was talking to her she obviously wasn’t really listening properly. The whole time she was looking over my shoulder to see who else was coming into the
room. When | told her of my excellent experience with the lady GP at Hyde Park she told me that doctor was now at Peverell surgery - the implication
being that | should move there.

I know nothing about the other practices under threat of closure as part of this consultation but the whole exercise makes me extremely pessimistic
about the future of health care in Plymouth.
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05/09/16 | | have been a patient at the above surgery under (GP Name redacted) for more than 10 years. | left a big surgery, Lisson Grove because of all the things
that has been encouraged to make us change from Hyde Park to a large surgery i.e.: more doctors, more appointments, and a wider range of skilled staff.
| didn't find this so at all and | hear that that hasn't changed over the years. My brother is with Friary Surgery and he hasn't seen a doctor for years. He has
phone in's. Not always the same day. Then if they decide you need to see a doctor you have to find an appointment which is another few days or as in my
case more likely a week away. | used to think, you needed to know that you were going to be ill in advance!!
Maybe that's what others thought and booked theirs, which is why, when you went for your appointment you watch a screen saying how many people had
missed or didn't turn up for them!!
The doctors’ names on the board looked impressive but most were part time and half were at another surgery so in actual fact there wasn't a higher
choice at all.
My surgery has a lovely doctor who cares and listens. Another issue, when you are told “l only have 10mins” and " | can't be a mind reader” we have had
other nice doctors who cover. The nurses are available and the reception staff great as well.
Why would anyone want to go to a larger surgery which isn't as convenient to reach when we already have one and with enough patients to keep it
going!?? Better equipped than others who are not up for closure.
| totally disagree with this decision to the proposed closure of Hyde Park Surgery

05/09/16 | | am very concerned about the proposed closure of Hyde Park Surgery and | understand that you are part of an organisation which can give people like me

a stronger voice in influencing healthcare decisions. I’d like to object to the proposed closure because:
- One of the doctors has cared for my family of five for over 27 years which has given us great continuity of care medically which would be lost.

- We have always been able to get appointments whenever we have needed (routine and emergency) as well as ad hoc advice. The GP is even willing to
ring me whenever | need him to, when | haven’t been able to make myself free to call during the routine call-in times. | doubt if any other practices
would do that. My mother was critically ill with another practice (reputedly a good one) in the city, but they were never that accessible even for
someone desperately ill.

- Four of us have long term conditions (seven between us) and we have always been able to access all of the specialist services we have needed through
Hyde Park Surgery. (GP Name redacted) has even turned his hand to small surgery for me, which was a great success and stopped me having a long wait
to be seen in hospital.

- In all the time | have been with this surgery, all of the reception staff have consistently been helpful and courteous.

Given that this has been achieved through so many different staff over the years, it must be a reflection of the ethos of the practice and their ability to
select and train staff well.

This is in sharp contrast to the feedback on NHS Choices for other practices in the vicinity, which regularly cite receptionists as rude, unhelpful and
inefficient.

- There is a relatively large amount of free, easy to access car parking near Hyde Park Surgery, which is not the case with many other surgeries in the
area.

- NHS Choices feedback gives Hyde Park Surgery an average 5 star rating, which no-one else in the area can offer.

| think this undermines the argument that small surgeries cannot give good quality of service and | resent being deprived of 5 star quality and forced to
accept something lesser.
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- | had extensive experience, over four years, of Chard Road surgery with my terminally ill mother, which is a large surgery, of the sort, so we are told
that is more efficient than Hyde Park because it offers a wider range of services. | regularly had to wait for hours for my mother to be seen (only to be
told all the GPs were out on visits), we rarely saw the same doctor, couldn’t get through on the phone, we were treated like we were on a conveyor belt
and rarely treated personally. None of this has ever happened to me or my family at Hyde Park Surgery, in over 27 years.

- Much of the feedback on other local surgeries on NHS Choices gives the impression of practices struggling to cope with demand. You regularly see
complaints about not getting through on the phone for days on end and not being able to get appointments, neither of which, incidentally, has happened
to me at Hyde Park.

Can the system really cope with one less surgery in the area, especially when, as | assume to be the case, Hyde Park Surgery has a lot of vulnerable
patients?

- The engagement process was, in my view, poorly managed. The invitation letter arrived with me on a Wednesday for a drop-in meeting on the next day
(Thursday 25th August).

This was extremely short notice and hardly likely to secure maximum engagement when it was during the holiday season (with many away) and during the
working day (so those at work could not attend). | understand that as a consequence of complaints there has been another meeting arranged (12th
September 2pm), but that this, too, is during the working day.

| believe this is a gold plated, patient centred, highly effective surgery and it would be a tragedy to see it forcibly closed.

06/09/16 | | am writing to offer my support to the growing concern of the possible closure of Hyde Park Surgery
| am registered with the surgery and have been for many years. As a patient | cannot speak too highly of the care, consideration and compassion | have
received from not only (GP Name redacted) but his team. | do not use the word 'team’ lightly as this is what makes this practice so remarkable.
The importance of the Francis Report which highlighted | quote 'many examples of appalling care is not the experience of healthcare to the vast majority
of patients and their families.’ | am shocked to hear that the safety of single handed GP practices (of which Hyde Park is not) is a risk to patients. Surely
clinical governance and risk assessments ensure that measures are put in place to ensure high quality care is delivered.
The 6 Cs: Care, Compassion, Competence, Communication, Courage and Commitment which should be integral to the care of patients has always been
clearly shown in this practice. This in turn has undoubtedly helped numerous people stay independent, maximising well-being and improve their health
and mental wellbeing.
As a patient, | don't feel you can underestimate the value that is placed on individuals, families and carers from being registered at this practice. | am
sure evidence would show a reduction in appointments, missed appointments and hospital admissions.

07/09/16 | | am writing to register my opposition to the proposed plans to close Cumberland, St. Barnabas and Hyde Park surgeries but as | am a patient at Hyde Park

I will concentrate on this surgery only. | believe that Hyde Park is a viable surgery offering excellent service and a level of care | have not experienced
before, the GP and Nurse clinics are fully staffed and operate efficiently and effectively. There is a full complement of doctors. The surgery is convenient
for patients affected by the recent closure of Glendower Road especially the elderly, patients with young children or people with problems mobilising.
There is a car park opposite the surgery and an excellent chemist nearby. | understand there are approaching 3000 patents registered at the surgery
which leaves me with real concerns that any attempt to “decant” the existing patients into other local practices will inevitably compromise the service to
patients and lead to longer waiting times. | also know of smaller practices that are not threatened with closure. There is a large student population in the
locality which is likely to grow who could be served by Hyde Park.
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| am appalled at the inadequate (less than 24hrs) notice initially given to patients by NHS England South West to attend the “consultation meeting” held
at the surgery. | was unable to attend this meeting at such short notice and will be unlikely to attend on the 12th September so will have decided to
write. | have also written to NHS England and Oliver Colville to ask them to fully examine all available options in order to save the surgery from closure.

12/09/16

Dear Healthwatch Plymouth

Please find attached correspondence that relate to the planned closer of Hyde Park Surgery. | have attempted to draw to Ms Cory’s attention the need to
keep this surgery and why. In her reply she has failed to answer the questions | put to her and | will of course be writing back to her shortly.

It appears however that despite the support of the local community and the MP it’s still highly likely that the surgery will face closer. So the pressure
needs to remain on Ms Cory to explain exactly which surgeries the patients from Hyde Park and possibly the other two surgeries ear marked for closer are
supposed to go to. | don’t believe that she has contacted any of the other surgeries to arrange a strategy for taking on the patients from the surgeries she
wishes to close. She has failed to explain how the massive transient population of students will find a surgery as there will be a significant increase in
their numbers next year. There is a large Student accommodation block being built right next to the old eye infirmary in Mutley which will be completed
by August 2017. That’s of course small compared to the massive 23 floor skyscraper at the top of town and the other sky scraper now being built behind
the old cinema. In fact there are plans being considered to extend the university itself, this will bring in more students and staff and of course more
student accommodation blocks.

You will note the points | have raised in my letter to her and the fact she hasn’t answered them, | would expect her to avoid such questions because her
agenda seems clear but it will be to the determent of Plymouth. Hyde Park is an excellent surgery; it needs to be protected because Plymouth is
expanding. It may not be expanding as quickly as some cities but development brings in more people and the current builds are significant. The other
remaining surgeries will be under significant strain, | know that Stoke Surgery which was my previous surgery was swamped. Appointments always seemed
to be late and my health concerns weren’t probably investigated until | became a patient of Hyde Park.

Despite Ms Cory’s statement to the contrary larger surgeries don’t necessarily mean a better service. Hyde Park is one of the best surgeries I’ve had the
pleasure to be a patient at. No wonder it got a five star rating on the NHS’s own website. If it closes a lot of people are going to lose a great practice
which has dedicated itself to provide the best service possible, the most cost effective practice money can buy and it’s capable of taking significantly
more patients and there will be many more in the next few years.

15/09/16

Hyde Park is the best surgery about. It is a convenient location for me as my wife and | have no transport. We can do our shopping on Mutley Plain whilst
visiting the practice for our appointment. They provide exceptional service, they are friendly and helpful. We are listened to and given time to talk. We
get thorough examinations and are very caring. We get continuity and are able to see the GP that we want more often than not and they know my
history without explanation.

If we had to go elsewhere we would struggle as my wife can’t walk and therefore we would have to spend out on having a taxi. We are both in our 80s.

We used to be at Park View & Glendower and they were both rubbish! We were never examined, just talked to.

16/09/16

| have been a member of this surgery with (GP Name redacted) for over 20 years. | was previously with a surgery from birth. Going to the Doctors is not
a pleasant experience for anyone as this usually would indicate that you have a medical issue. Sometimes it is difficult to be open and honest if it is a
matter that you may find difficult to talk about. At Hyde Park, you are made to feel welcome, encouraged to talk about issues/health problems no
matter how difficult as you are in a very laid back atmosphere. You are not made to feel like just a number but a person who is cared for. The thought
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for some people, including myself, having to build new relationships with strangers is a very unnerving thought. This Surgery is Central and very easy to
access. My Husband, Daughter and Grandson are all patients at this Surgery as were my Mother, Father and Grandmother previously. Please do not take
our practice away. You will hurt so many people in doing so and do people not suffer enough with all the other cuts which we have had to accept over
the past 10 years without having to suffer another deep loss.

19/09/16

COPY OF LETTER TO JULIA CORY ALSO SENT TO HEALTHWATCH PLYMOUTH
It does appear from your letter received regarding the above Surgery that this is purely an NHS England cost cutting procedure.

Within the terms of your letter you appear to have prematurely decided that this Surgery is not viable and that we are purely a patient head count to
play around with.

You state that this is a small practice compared to others in Plymouth, (2,900 does not seem small), and there are smaller practices in Plymouth not
marked for closure. WHY is this?

Why would it be difficult to find any provider to bid for Hyde Park and that you are unable to force anybody to step in if they don’t think the contract
would make a make a viable business?

Are other practices are willing to take patients? How can this be good patient practise to put extra pressure on other GP’s, leading to longer waiting
times to see a GP.

Practices are paid per patient - it appears we have a price on our heads and that it does not take into account what level of care we receive. No doubt
other local surgeries - as their websites claim are good, but do we just have to accept good and not excellent.

You state the real benefits in being part of a larger practice gives greater choice of appointments, more services, and a wider range of skilled staff. The
patient care received at Hyde Park Surgery is exemplary, how is it even possible to contemplate its closure. Putting unnecessary pressure and
overcrowding at other GP surgeries in the area. This would no doubt lead to longer waiting times to see a GP, plus not knowing who your doctor would
be.

| have been a patient with (GP Name redacted) for 20 plus years, never ever had a problem with an appointment, the services and the range of skilled
staff available at this practice are excellent.

On a personal level, as a pensioner other local practices are so far away that | would have to taxi there and back. Due to my balance problems | am not
independently mobile. | have not been able to venture outside on my own for nearly four years. My husband has to be with me or a neighbour
accompanies me if he is at work.

Hyde Park Surgery is my local GP surgery; the level of care | receive with (GP Name redacted) is amazing. Not knowing how far away | would have to go
to find a GP practice to accept me is an unthinkable prospect.
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You state that no decisions have been taken and whether there might be other realistic options, your letter implies that this closure is a foregone
conclusion and a cost cutting procedure.

NHS England cutting GP surgeries should not be where the axe should strike.

19/09/16

| am writing to supply reasons why every effort should be made, including entering into the procurement process, to ensure Hyde Park Surgery should stay
open.

Hyde Park Surgery is a wonderful, friendly, helpful surgery. | have never been denied an appointment within a timely manner. | have friends who are
registered with other local surgeries who have to keep some medicines back (such as antibiotics) as they know the next time they are ill they won't be
seen quickly enough to get the medicine they need in time. Hyde Park enables us to be responsible patients and use the surgery in an efficient manner
because we know it will respond effectively to us. We trust the surgery.

Some patients at Lisson Grove don't get seen at all and prescriptions are given with minimal information. This could be very dangerous.

| work at Plymouth University and we all know of the twenty something story student accommodation block going up in the centre of town. More and
more purpose built student accommodation is being built enabling the housing crisis in Plymouth to be alleviated and for families to turn previously
student filled areas to residential areas. | understand that the students are largely catered for by Beaumont Villa and Peverell Park but the families that
take their place will need local care.

We are told that there are many larger surgeries in the area that can accommodate us, but | chose to register myself and my family with Hyde Park
because of its smaller more intimate nature. My doctor knows me and my history. In many other local surgeries people don't see the same doctor twice!
Bigger is not better. How often have things been amalgamated and the users say "oh, | feel my care is so much more personal"?

Finally, | attended one of the drop-in consultations where the process was explained and we were told that we would have to try to give reasons as to
why Hyde Park should be allowed to go forward into the procurement process even though there was no reason given as to why it shouldn't. We were told
that it wouldn't cost anymore, so why are we being asked to beg for something that should be done as a matter of course?

Thank you for your time in reading this response. | truly hope that you make the right decision.

21/09/16

A Lady in her 80s phoned today to leave feedback.

She frequents the practice regularly for blood tests and uses a taxi to get there. It’s not the nearest practice to her, that would be Mannamead but she
has friends registered there and she says she is aware that they are chuck-a-block and have to wait weeks for an appointment.

The staff at Hyde Park are very caring and helpful and they always look after their patients. Only this morning she was there and they had 6 people
waiting, 2 GPs running surgeries and a phlebotomist and they were doing their upmost to provide an efficient and caring service. It would be devastating
if Hyde Park was closed.
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23/09/16

Lady phoned in to leave feedback after hearing about the potential closure whilst in hospital.

She has been registered with the practice, along with her sons for over 30 years and was horrified to learn it may close. She does not want to register
with any other surgery and certainly not the ones suggested as she knows getting an appointment at those surgeries is almost impossible. Her GP at Hyde
Park knows her and her family well, she is always able to see the same GP and appointments are easily available on the same day. Continuity of care is
really important to her and Hyde Park Surgery provides this.

23/09/16

| am writing to offer my support to the growing concern of the possible closure of Hyde Park Surgery

| worked as a practice nurse for (GP Name redacted) and his team for several years and had the opportunity to experience first-hand the benefits of
offering holistic and consistent care to patients. Not only was | able to maintain an effective patient/nurse relationship | witnessed the obvious relief
from patients that they were able to access care from the same Dr/Nurse at a time when a lot of them were chronically unwell and needing
medical/nursing care on a regular basis.

Patients felt valued, listened to and unrushed which is no easy task when allotted appointment times were being kept.

This is certainly in contrast to a number of other larger practices that | worked in where this consistency and nurturing environment was not offered
which led to very unsettled patients and staff, leading to an increased number of appointments needing to be allocated to patients. Patients find it very
frustrating having to repeat their medical history and what is going on for them at every visit to their Dr because they see a different one every time.
This leads to lack of compliance and a breakdown in trust.

The importance of the Francis Report which highlighted | quote 'many examples of appalling care is not the experience of healthcare to the vast majority
of patients and their families.’ | firmly uphold my opinion that Hyde Park offers high quality, effective, evidence based and holistic care to their patients
and it will be a very sad day if surgeries like this one are closed.

I would like to highlight the 6 Cs: Care, Compassion, Competence, Communication, Courage and Commitment which should be integral to the care of
patients. When decisions are being made about closing GP practices and amalgamating them into larger ones or re-housing patients into current ones |
urge you to take these into account.

The value of small practices should not be underestimated and | for one would like to offer my support in the fight to keep Hyde Park Surgery open.

23/09/16

Following on previous correspondence and meetings at Hyde park surgery, this is just to reiterate my strong feelings about the devious ways of NHS
England and all the wrong information that they have circulated. Statistics can be manipulated in a wonderful way.

| wish to state that | am very much against the closure of such a wonderful practice and the great treatment given by (GP Name redacted), the other
available doctors, the staff. This is always very evident in a small family practice where each patient is treated as an individual with respect, courtesy
and care. Knowing a lot of friends and neighbours who are listed in the so called multi practices it would appear that a week or more can be the waiting
period to have an appointment and each time a different Dr can be seen so it is obvious that a patient can be seen by various doctors who are not au fait
with the patient.
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At Hyde Park, it is always possible to see a doctor, if necessary, on the same day and see a doctor who is known to you and who knows you well, All range
of treatment and services are available, from minor ops, flu jabs, inoculations, health care, ante natal care screening and childcare, pre conceptual
advice, family planning ear syringing, eggs, cervical smears phlebotomist, travel vacs removal of sutures, dressings. Chronic disease management, health
checks, learning disability checks, midwifery clinic, smoking cessation clinic. Etc. This is just a small list of what is available at Hyde Park. | did ask the
rep from NHS England what else the multi practices could offer, but as yet | have not had an answer. Any other, x Ray's, ultrasound etc is available at
one practice to my knowledge, but from my point of view | would prefer to go to the hospital where the radiographers and technicians are highly
trained, and not just practice nurses

| know at the end of this month you will be collating all information to write up your recommendations about the closures, but | would like you to know
that | for one would wish that (GP Name redacted) and Hyde Park surgery continues as is and that we can continue to have the excellent care that we
have always had.

Julia Cory head of primary care, who | believe is on holiday states that small practices are finding it difficult to recruit GPs and offer the extended

services and opening times that are possible when working on a larger scale. GP care is the cornerstone of the NHS so we wish to make it as good as
possible. Lot of rubbish. We have all this already at Hyde Park, but if GPs are so hard to find, then how are the other practices going to cope when
suddenly they have a large amount of extra people signing up. Methinks A and E will be getting busier and busier and then they will have problems.

24/09/16

We were appalled to learn of the possible closure of Hyde Park Surgery, my husband 86 and myself 77 have had excellent care. No problem with
appointments with a wide range of services available. There are 2900 patients far more than Mount Gould surgeries which are not under threat of closure
both nurse and GP clinics are fully staffed. In contrast to Mount Gould and Ernesettle clinics which struggle to cover these clinics the staff at Hyde Park
are confident that they can make the surgery a going concern and the patients are confident this is so. There is no guarantee that if the worst happens
we will be accepted by a nearby surgery. At our age we do not want to travel miles to see a doctor when we are ill.

26/09/16

| have been a patient at Hyde Park Surgery since it opened 25 years or more ago and whilst | moved away for a few years during that time, this was owing
to being relocated in the Plympton area. When 2 years later | moved back to the city | registered at my local large practice. Sadly | found the service to
be impersonal and care-less, so much so | contacted Hyde Park and despite being slightly out of area | begged them to take me back as a patient. | was
very pleased when they said yes. | am always recommending Hyde Park Surgery to people when | hear how unhappy they are with their larger and
impersonal practices.

| can always get an appointment within the week, it's very rare | would have to wait over a week for an appointment and whilst | may have to call again
to get through, | do not have to spend hours on the phone waiting for my call to be answered. They have also responded to patient need and provide an
evening surgery. All the staff are welcoming and friendly and no matter which GP | see | know that they genuinely care about me and my wider
circumstances; including my past experiences, as well as the present.

| am currently being supported by one of the GPs concerning the possibility of my son having mild Asperger’s. The support from my GP, from a simple
phone back service call to bringing my son in for his appointment has been amazingly sensitive and caring, offering real genuine care, emotionally in that
moment and practical in terms of what is available within Plymouth and what my next steps might be. This represents to me a surgery that provides real
genuine, sincere care. | was also extremely impressed when | brought my son in for his appointment and the GP spent the whole consultation engaging
with him rather than through me and even though | was present | didn't feel ignored as the parent. That is what being a professional is to me, the skill to
focus on the child who is the patient, making him feel valued but not ignoring the parents role either.

A4-14




Appendix 4

One of the other GPs recently in the past 6 months went above and beyond to help with another health concern my son was experiencing and as a result |
am left knowing that they care about us. | have never once felt the receptionist staff have asked more than | want to share and in fact | wonder if they
might be invited to roll out their skills to GP surgeries across Plymouth, as | am well aware that this is an issue at other practices!!

Please do not close this surgery, as if you do you are taking away 'my choice’ to be part of a smaller practice that genuinely and professionally care about
me and my family.

ST BARNABAS SURGERY

24/08/16 | We have been at the surgery for over 30 years and do not want it to close. This is the only surgery we have known and will have to go somewhere else.
We are concerned about the distance we will have to travel having lived so close to St Barnabas Surgery.

25/08/16 | As a small practice they know you, and you know them. This makes for a trusting and pleasant healthcare experience. Over the years they have helped
me in many ways, not just with personal health, arranging hospital procedures and so on, but also with bespoke examinations for work, travel advice and
inoculations, smoking services, health checks and so on. | have always found them helpful, available (within reasonable constraints), professional and
effective.

25/08/16

My wife had problems with a nearby large surgery, to the extent that dealing with them made her anxious and tearful and she avoided using them. She

was given the impression that she couldn't move to St Barnabas. When she found that she could she moved herself and my daughter immediately, and has
had no problems since.
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Engagement Process

Background

Healthwatch Plymouth were approached by NHS England South (South West) lead for
Communications and Engagement in early June 2016 to discuss a possible engagement process around
future commissioning intentions for 6 existing GP Surgeries (Mount Gould, Ernesettle, Trelawny,
Hyde Park, St Barnabas and Cumberland) in Plymouth as well as an additional new GP service being
considered for the Barne Barton area of the city. A recent 12 month interim contract had been
awarded to Access Health Care to run Mount Gould, Ernesettle, Trelawny, Hyde Park, St Barnabas
and Cumberland surgeries. The interim contract award was due to GP retirement at one practice
and notice from current providers of the other practices to withdraw from their contracts from 1
April 2016. The commissioning intentions were to seek a new provider for Mount Gould, Ernesettle
and Trelawny and not to recommission services at Hyde Park, St Barnabas and Cumberland surgeries.
These intentions were made public by NHS England in letters to patients of the affected practices.
In addition a new GP service was being considered for the Barne Barton area of Plymouth.

Healthwatch Plymouth advised on ways to engage with patients meaningfully and in a timely way.
We discussed that patients should be given the opportunity to ask questions about the commissioning
process, as well as have their experiences and concerns listened to. We advised that the
communication plan should include a media release and individual patient letters for the surgeries
involved. We were also happy to help facilitate any engagement where possible, but were clear that
we would not lead the engagement activity (due to staff capacity), which was to be organised and
run by NHS England.

An initial engagement plan was formulated by NHS England that saw visits to Hyde Park, St Barnabas
and Cumberland Surgeries on the 25 August 2016 followed by visits to Ernesettle, Mount Gould and
Trelawny surgeries on 8 September 2016. The plan also included a media release and individual
patient letters for Hyde Park, St Barnabas and Cumberland surgeries. Healthwatch Plymouth had
visibility of the plan and finalised documents on 17 August 2016, after patient letters had been
finalised and forwarded to the company contracted to print and dispatch them.

On Friday 19 August 2016, we were advised by telephone that there had been an internal delay the
in posting out of patient letters, but that this was expected to be complete on Monday 22 August
2016. We were also advised that the media release had been sent to Radio Plymouth and the
Plymouth Evening Herald. Both organisations had been requested to hold back on the media release
until Tuesday 23 August 2016 to allow for delivery of letters to individual patients to be completed.

On Tuesday 23 2016 August Healthwatch sought confirmation that the patient letters had been
posted and also asked whether additional engagement events were planned given the delay in
posting. Reassurance was given that additional engagement opportunities would be available and we
received an updated plan late on Friday 26 August 2016. Due to the Bank Holiday, we were unable to
respond to this plan until the morning of the first of the round 2 events. This meant that
Healthwatch were not in a position to support the event at St Barnabas on 30 August 2016.

We also suggested that in view of the delay in notifying patients of the first event, that the event
should be rearranged for a later date to allow patients more time to plan attendance.

HEATHWATCH COMMENT:

Delays in issuing patient letters as well as a media release made public prior to patients being
informed, led to a hectic and disjointed first set of engagement events at Hyde Park, St Barnabas
and Cumberland surgeries. In some cases patient letters were received on the day of these first
events leaving little chance for patients to make arrangements to attend. The timing of the first
engagement event is also questionable falling towards the end of August (summer holiday period)
and two days before the bank holiday weekend; times that traditionally we would expect to see a
lower level of engagement from the public.

It was also clear from the patient letters that some information was not as up to date as it should
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have been and could be considered misleading. Accurate statistical information (with a date) should
also have been used to avoid further confusion.

Additionally, patients who attended for the first engagement session on the 25 August 2016 were
under the impression that it was a meeting to discuss the future of the surgery; not a one to one
session to complete a questionnaire; it became clear from the first drop-in at Hyde Park that staff
attending did not have the capacity to provide a one to one service for this and patients were left to
complete the form on their own. The confusion at the start of the engagement could have been
avoided by:

e Being clear in the patient letters about the type of engagement being run
e Re-iterate how the engagement was being run by addressing those patients in attendance at
the start of the event

Although NHS England responded to the delay in posting of patient letters, by arranging additional
engagement opportunities at all surgeries, the timing of the second round of engagement straight
after the bank holiday weekend is also concerning especially as communication of these additional
dates to patients was only made available via a notice in the affected surgery’s waiting room. These
additional dates should have been better considered allowing for patients to be informed about them
via letter in a more reasonable timeframe. It was felt necessary to invite patients individually to the
first session; we would have anticipated that the same process would have been followed. Tight
deadlines could have been considered earlier and a delay to the process implemented to allow for
additional communication and engagement (as indeed it was in mid-September).

When arranging multiple events on the same day, timings should have taken into account Surgery
lunch hours. Sessions commencing at 1200 were effectively restricted to 60 minutes vice the planned
90 minutes due to lunch hours commencing at 1300. This was even more acutely important given the
short notice to patients about initial and subsequent opportunities to engage.

The engagement process would have benefitted from having an opportunity for a Q&A session at
each surgery allowing a wider range of patient concerns to be captured and addressed that the form
used at other events didn’t allow for.

Healthwatch Plymouth issued a media statement around ‘our advice to NHS England on how best to
engage with patients’ and ‘our disappointment that patients were not invited individually to the
additional sessions’. Members of the public have contacted us to express their disappointment that
engagement did not feel meaningful, many feeling a decision had already been made. The issue of a
press release at this stage was to confirm our position, and to encourage patients to continue to
share their views with Healthwatch Plymouth.

Healthwatch Plymouth is also concerned regarding the accuracy of data used during this process.
Information provided around patient list size to the Task and Finish Group, data included in letters to
patients and subsequent requests for information to NHS England by Healthwatch Plymouth, show
that data provided varies in age from 30/06/2014 to 30/06/2016. This causes us concern that
decisions can potentially be made using dated information. We appreciate that there can be a time
delay in receiving up to date information, however our records indicate that there is an
inconsistency with patient list size information.

Healthwatch Plymouth assisted with recording of the views shared at many of the engagement
sessions. We did not retain this information and provided it immediately to NHS England. Although
our recommendations address the planning and scope of wider engagement, we feel it important to
note that during the sessions, NHS England staff were open with those spoken to about the
uncertainty of the procurement process at this stage, and encouraged patients to share their views
directly with them or through Healthwatch Plymouth. NHS England offered patients the opportunity
to supply contact information to be kept up to date with key developments.
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Appendix 5

Recommendations:

1.

2.

Further engagement activity with patients and agencies is conducted to fully inform the
Equality Impact Assessment for each Surgery.

Future engagement activity needs to be robust. Consider issues that could significantly pose
challenges in its delivery. Challenges include delay in letters, notification of additional
engagement opportunities and patient expectations of engagement.

Patient letters should contain the most up to date information to avoid being considered as
misleading.

Letters should be clear as to what the purpose of the engagement is for so that members of
the public have an unambiguous understanding of the event.

Data used is consistent during the process, data provided to Healthwatch at the beginning of
the process shows list size information from 2014, but is quoted as being from 2016. This has
the potential to be considered misleading.
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