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Overview of the Survey

The Caring Where It Matters survey gathered 1,802 responses 
between November 2025 and March 2026 through online and 
face-to-face engagement. Respondents were predominantly local 
residents (98%), aged over 50 (84%), with a high proportion 
identifying as carers (45%), particularly women.

The survey explored experiences and priorities relating to 
neighbourhood health, urgent care, prevention, access to services, 
and views on shaping future services.

The survey was delivered online with additional completion face 
to face by the ICB engagement teams.

Full results are on ‘dashboard’ to show results by location and 
demographic.

 A large qualitative dataset provided additional depth on lived 
experience.

https://app.powerbi.com/groups/me/reports/acfa86a7-eb52-4f63-bfb4-b584b85d3647/9f081e2f7ea1c281109a?experience=power-bi


What we heard: Headline insights from our survey findings 
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Neighbourhood health as key priority 

Findings show strong desire for local, accessible, and coordinated 

care focused on primary care access (GP, Pharmacy and dental) 

and preventive/proactive care for long term condition support and 

self care.

Access challenges

Long travel distances, poor transport, and appointment shortages 

delay care, impacting those with long-term conditions and carers 

most.

Fragmented Care across services 

Fragmented care causes patients and carers to coordinate 

services themselves due to poor information flow across providers 

– leading to duplication in patient comms (text/letter/App) and 

wastage (time and missed appts)

Proactive, preventataive and person-centred care

Strong support exists for preventative care models focusing on 

early needs identification and consistent support for carers, those 

with dementia and neurodiversity needs.



Turning feedback into action – you said: we will do 
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You said We will do

It’s too hard to get help 

locally and early.

• Expand integrated neighbourhood teams to coordinate proactive care for people with 

long-term conditions and carers.

• Improve Primary care access through neighbourhood-based models.

I have to travel too far for 

tests and appointments.

• Commission community services including diagnostic hubs with direct GP referral and 

patient access

• Commission access for extended hours

• Increase specialist outreach clinics and follow-ups in community settings.

Services don’t talk to 

each other

• Strengthen shared care pathways across NHS, social care and voluntary sectors through 

neighbourhood coordination.

• Reduce duplication and lost referrals by improving information flow within neighbourhood 

teams 

• Utilise digital tools and shared access to patient information – promote this!

Support comes too late 

for carers and people with 

long term health 

conditions 

• Invest in early identification and proactive support for carers – aligned to newly 

approved Carers strategy 

• Expand community-based long term conditions support (Dementia, mental health diabetes, 

heart and lung conditions), including post-diagnostic guidance and peer networks.

I want to help shape local 

services.

• Establish neighbourhood health engagement groups, focused on local priorities and older 

populations.

• Feedback progress publicly through a ‘You said, we did’ campaign that promotes progress 

and impact of neighbourhood health delivery.



Survey findings mapped to commissioning intentions & actions to take 
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Commissioning intention What residents told us
What we are doing through our commission 

intentions

Integrated neighbourhood care as 

the core delivery unit

People want joined-up services locally and are 

frustrated by repeating their story and poor 

coordination between services

Establishing integrated neighbourhood teams with 

clearer coordination across primary, community, 

social care and voluntary sector partners

Proactive care

Support often comes too late; strong appetite 

for prevention, early help and better support for 

carers

Strengthening proactive identification of carers, 

frailty and long-term conditions and expanding 

preventative and early intervention offers at 

neighbourhood level

Shifting care from hospital to 

community

Clear preference for local clinics, community 

hospitals and follow-up closer to home

Increasing the use of community settings for 

clinics and follow-ups and supporting timely 

step-up and step-down care closer to home

Community-based diagnostics with 

direct GP access

Willing to travel for one-stop diagnostic hubs, 

particularly with extended opening hours

Developing community diagnostic access with 

direct GP referral to reduce travel and speed up 

diagnosis

Co-commissioning primary 

prevention and reducing inequalities 

with councils

Rural isolation, transport difficulties and caring 

responsibilities make it harder for some people 

to access care

Working with councils to target prevention and 

access solutions in areas of greatest need and 

reduce inequalities



Caring where it matters survey 
In more detail 
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Who took part in the survey

The most popular post code districts were PL31, PL30 and PL26 responsible for 30% of all responses.
98% of all respondents were Local residents (Cornwall), of which 5% were NHS Staff and 3% Other healthcare. Of all responses, only 25 had 
a non-white ethnicity. 

Of the 1802 responses, 67% were Female, with the majority of all responders over 50 (84%). 

Carers: 45% of respondents look 
after or give help or support to 
others, 49% for women and 37% 
for men.
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Online and face to face survey 
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What would make it easier to look 
after your health?

Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q3), Value (is 1)

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=9da455780638a9a05ac0&pbi_source=copyvisualimage
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Top 5 ways people want to improve their own health 
and wellbeing  in the future?
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How do you find out about health now and would use in 
the future?

WhatsApp was the most polarising source with 658 saying they would use 
in the future and 749 saying they would not use it in the future. 

31% of people used either the NHS website or app to check wait times and opening hours before 
travelling. 39% did not know this was possible.

For all age groups and genders, GP Surgery was the most common place respondents would go for 
help if they knew someone was struggling at home. 
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30% of people find it hard to get a health check
Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q6), Value (is 1)

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=9da455780638a9a05ac0&pbi_source=copyvisualimage
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Travel to receive care

Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q10)

Responders would travel further for one-stop testing centres open late compared to the other out-of-hours 
services, with 672 responding that they would travel 10-20 miles. For all other services, less than 500 would travel 
more than 10 miles.  85% of respondents either drive themselves of get a lift from a family or friend to get to minor 
or urgent care services, dropping to 80% if the respondent has a health condition. The most important factor when 
respondents needed minor or urgent care was having services open during evenings and weekends (36%)

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=838a1ae5c8b875aaaa28&pbi_source=copyvisualimage
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What’s most important - access minor/urgent care

Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q9), Value (is 1)

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=838a1ae5c8b875aaaa28&pbi_source=copyvisualimage
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Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q8), Value (is 1)

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=838a1ae5c8b875aaaa28&pbi_source=copyvisualimage
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Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q7), Value (is 1)

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=838a1ae5c8b875aaaa28&pbi_source=copyvisualimage
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Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q13), Value (is 1)

Being able to get an urgent GP appointment and appointments closer to home were the most important 
factors for all respondents, independent of gender or pre-existing health condition.

A higher percentage of Men feel local health services meet their needs compared to Women (34% vs 22%). A 
higher percentage of those with no Health Conditions feel local health services meet their needs compared to 
those with Health Conditions (33% vs 19%)

Neighbourhood health  

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=37595eba2ff378cbf891&pbi_source=copyvisualimage
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Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16
Filtered by Question ID (is Q18), Value (is 1), Included (1) (Hospital clinics or follow-up appointments closer to 
home (Answer)), Question ID (is Q13), Value (is 1)

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=37595eba2ff378cbf891&pbi_source=copyvisualimage
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Open in Power BI
Survey - Winter 2025
Data as of 18/03/26, 17:16

Getting involved in the future

The health topics that interest respondents most are what is happening in their local area and health 
services for people aged 60+ both at 24% of responses. 

Women were more interested in shaping health services with 71% of those responding positively to joining a 
local neighbourhood group (Yes or Maybe) being female. 

https://app.powerbi.com/MobileRedirect.html?action=OpenReport&reportObjectId=acfa86a7-eb52-4f63-bfb4-b584b85d3647&ctid=37c354b2-85b0-47f5-b222-07b48d774ee3&reportPage=9f6ef29f4befe44d8346&pbi_source=copyvisualimage


The dataset contains a very large volume of patient and carer comments 
(thousands of rows), offering deep insights into public experiences of 
healthcare and support services in Cornwall & Isles of Scilly. Major themes are 
highly consistent and reveal systemic pressures affecting access, integration, 
communication, staffing and local service provision.

 Headline themes

• GP and NHS dental access

• Joined-up care and shared records

• Need for more local and community-based services

• Stronger social care capacity and integration

• Improved mental health support (incl. CAMHS & neurodiversity)

• Enhanced support for carers, older people & dementia care

• Transport and accessibility improvements

• Workforce investment & reducing administrative burden
20

Overview of free text survey data 



1. Access to Healthcare Services

• Key points:

• Significant difficulty accessing GP appointments (especially 
face-to-face).

• Online triage (e.g. Klinik) seen as a barrier.

• Long waits for GP callbacks, routine appointments, referrals and 
therapies.

• NHS dental access described as “almost non-existent.”

• MIU hours limited or sites frequently closed.

Impact: delays, A&E substitution, people presenting in crisis.

2. Workforce Shortages & Capacity

• Key points:

• Insufficient GPs, nurses, dentists, MH practitioners, care 
workers.

• Staff perceived as overstretched and burnt out.

• Poor continuity of care; too few frontline staff.

Impact: shorter consultations, people feeling dismissed, low 
confidence in services, morale concerns.

3. Communication & system fragmentation

Key points:

• Poor information-sharing between GPs, hospitals, social care, 
pharmacies.

• Incompatible IT systems.

• Patients repeatedly recounting their story.

• Regular reports of lost referrals and unclear follow-up.
Impact: unsafe episodes, patient burden, organisational 
confusion.

• 4. Travel, Distance & Rural Isolation

• Key points:

• Long travel times for tests, clinics and surgery (30–80+ miles).

• Poor or absent public transport.

• Parking difficulties and costs.

• Impact: missed appointments, people avoiding care, increased 
strain on carers/families.

5. Insufficient Local Provision

• Key points:

• Strong desire for care closer to home.

• Specific requests: local diagnostics, expanded community 
hospitals, specialist outreach, cottage hospital use, more 
urgent/minor injury capacity.
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Overview of free text survey data 



6. Social Care Quality & Discharge Support

Key points:

• Social care described as overstretched or unavailable.

• Delays in care packages cause discharge delays.

• Poor NHS–social care coordination.

• Carers feel unsupported and uninformed.

• Concerns around safeguarding and dementia complexity 
management.

7. Dementia Support Needs

Key points:

• Need for earlier diagnosis and clearer information.

• Call for continuity and regular follow-up.

• Practical advice for carers, legal planning, home safety.

• More memory cafés, peer support, dementia nurses.

• Need for greater public awareness to reduce stigma.

8. Mental Health Services

Key points:

• Major issues for CYP, neurodiverse people and those with 
complex needs.

• Extremely long waits; people “bounced between services.”

• Lack of crisis provision.

• Poor integration with education, GPs, social care.

9. Administration & Gatekeeping Barriers

Key points:

• Difficulties with receptionist triage and rigid pathways.

• Online forms inaccessible for some users.

• Inconsistencies, record errors, and admin mistakes.
Impact: frustration, loss of trust, disengagement from services.

10. Desire for Holistic, Person-Centred & Preventative Care

Key points:

• Preference for human-led, compassionate care.

• Want services to focus on prevention and early intervention.

• Interest in carers’ support, wellbeing checks and staying well at 
home.
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Overview of free text survey data continued… 
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