
 
 

Citizen advisory panel meeting minutes 
 
22 April 2022 
11am to 1pm 
Microsoft Teams 
 

 

Attendees 
 

• Joan Heaton, Citizen Advisory Panel (CAP) lay member (chair) 

• Donna Chapman, locality support manager, NHS Kernow Clinical Commissioning 
Group (NHS Kernow) 

• Kathy Doeser, CAP lay member 

• Stephen Jobling, communications and campaigns manager, Healthwatch 
Cornwall 

• Nikki Kelly, Governing Body lay member for patient and public involvement, NHS 
Kernow 

• Lisa Martin, engagement manager, NHS Kernow 

• Ben Mitchell, engagement officer, NHS Kernow 

• Louise Moore, communications and engagement assistant, NHS Kernow 

• Nigel Morson CAP lay member (vice chair) 

• Jeremy Preedy, CAP lay member 
 

Apologies 
 

• Andrea Darby, west Cornwall project assistant for integrated care area 
development, NHS Kernow 

• Mario Dunn, chief executive officer, Healthwatch Cornwall 

• Clare Greenwood, executive officer, Hearing Loss Cornwall 

• Steve Peddie, interim strategic director for care and wellbeing, Cornwall Council 

• Carole Theobald, non-executive director, quality chair and citizen engagement, 
NHS Kernow 
 
 

Minutes from the meeting 
 

Item 1: Welcome and apologies 
 
Joan Heaton welcomed everyone and apologies were noted. 
 

Item 2: Minutes and action log from the previous meeting 
 
The minutes of the meeting held on 25 March 2022 were reviewed and agreed as a 
correct record.  
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The action grid was updated.  
 
Nigel Morson mentioned that he had been asked to join the dental reform board. In 
response to a request from Jeremy Preedy, Nigel agreed to give a presentation to 
CAP in future on the dental situation in Cornwall and how that may change. 
 
Action 21/2022 
 
Nigel Morson to give a presentation to a future CAP meeting on the current dental 
situation and whether that is likely to change. 
 
Kathy Doeser mentioned an integrated care board (ICB) presentation that had been 
given recently and felt that it would be useful for CAP members to be sent the slides. 
 
Jeremy Preedy was concerned that the plan set out in those slides had been 
developed by the existing organisation without reference to the decision makers that 
were going to be in place in future. It was agreed that more discussion was required 
and that the ICB presentation should be on the next CAP agenda. 
 
Action 22/2022 
 
Lisa Martin to send the ICB slides, referred to by Kathy, to the CAP lay members for 
information. 
 
Action 23/2022 
 
The ICB presentation to be added as an agenda item for the next CAP meeting, to 
allow further discussion. 
 
Matters arising 
 
Nigel Morson advised that groups in Carnon Downs had been in discussion and it 
was likely that a community hub would be set up in Perranwell. 
 

Item 3: GP website review 
 
Stephen Jobling from Healthwatch Cornwall attended to present the GP website 
review report. During the lockdown of March 2021 volunteers had reviewed all 58 GP 
surgery websites.  
 
The aim of the review was to: 
 

• check how easy it is to find key information that is up to date, clear and easy 
to understand 

• recognise what is working well and highlight what could be improved 

• encourage GP surgeries to continue to provide the best information and 
support possible 
 

  

https://www.healthwatchcornwall.co.uk/sites/healthwatchcornwall.co.uk/files/Healthwatch%20Cornwall%20GP%20website%20review_0.pdf
https://www.healthwatchcornwall.co.uk/sites/healthwatchcornwall.co.uk/files/Healthwatch%20Cornwall%20GP%20website%20review_0.pdf
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There were 5 areas of focus: 
 
1. Finding basic, up to date information. Navigating sites, including layout and 

appearance. Accessibility and up to date information. 
2. Patient participation group activity. 
3. Signposting. 
4. Opportunity to provide feedback. 
5. COVID-19 information. 
 
On most websites it was easy to find basic information such as opening hours, 
repeat medication procedure and contact details. 
 
Only 1 in 4 websites offered easy read information and 1 in 4 had a text reader. 
 
75% of websites had links to their social media channels. 
 
Some websites did have outdated information on view. 
 
Only a small number of websites provided a link to Healthwatch Cornwall. 
 
The review was shared widely in March 2022 ahead of Healthwatch Cornwall’s 
involvement in the national accessible information campaign. The review report 
included recommendations for practice managers and a good practice guide. 
 
The LMC had shared the report with practices and Healthwatch Cornwall had 
received requests from individual practices for their practice’s specific reports. NHS 
Kernow intended to include the recommendations in its annual training. Stephen 
would soon be delivering a webinar to practice managers on the findings of the 
review. 
 
In response to a question from Lisa Martin about non digital GP communications and 
information, Stephen advised that Healthwatch Cornwall was currently doing a piece 
of work highlighting the legal requirement for the health and social care sector to 
make information accessible to people that have communication challenges and was 
liaising with NHS Kernow colleagues as part of this work. 
 
Nigel Morson suggested that links to Care Quality Commission reports should also 
be on websites. In relation to staff listings on websites, it would be helpful to have 
short explanations of job titles, as many new roles are appearing. Nigel also 
wondered whether there was any relationship between the quality of the web content 
and whether the surgery had an active patient participation group (PPG) and 
whether surgeries had designated and trained staff to manage and review web 
content regularly. 
 
Stephen advised that the digital information group that he had presented the results 
to had raised concern about galleries of all staff and their safety, where it might be 
usual for staff to have a first name only on a name badge in the surgery. 
 
Stephen had found that there were a broad range of staff tasked with managing 
websites, from practice managers to personal assistants and reception staff. 
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Kathy Doeser advised that she had reviewed some websites and had found some to 
be welcoming and others difficult to navigate. Kathy had noted that the latest news, 
often in a banner, was not dated. Kathy remarked that many things are going digital 
by default, which excluded people. Kathy hoped that communication with those that 
do not use digital devices or social media would be addressed by Lisa Martin’s 
engagement strategy. 
 
Action 24/2022 
 
Lisa Martin to ensure that digital exclusion is addressed in Laura Patrick’s ICB 
communications strategy. 
 
Nikki Kelly wondered what plans the integrated care areas (ICAs) and integrated 
care system (ICS) had to support the resource required to keep websites up to date. 
Stephen felt that any opportunity to fund or add resource or revenue to support 
practices with websites would be well received. 
 
Joan Heaton advised that in Launceston, a website steering committee had been set 
up by the patient participation group (PPG) to help the practice with web content. 
 

Item 4: Status of patient participation groups 
 
Ben Mitchell advised that 26 practices had responded to his request for information 
on the status of PPGs. 16 PPGs had continued throughout the pandemic, although 
had not met so frequently and some had not resumed face to face meetings. Some 
PPGs faced membership issues. 8 PPGs were restarting now and using what they 
had learnt during the pandemic. A PPG that had been in its infancy before the 
pandemic had not continued. Ben would be liaising with them with ideas to help re-
start the PPG. Ben felt that the planned PPG events would be useful to new PPGs 
and those that were re-forming. 
 
PPG share and learn events 
 
Ben suggested that 1 digital and 1 in-person event could be held. Nigel Morson felt 
that a hybrid meeting would be option and would liaise with Ben direct regarding his 
knowledge of these.  
 
Ben advised that he would be doing a tour of primary care networks and would be 
able to provide ideas and advice to PPGs then. 
 
Nikki Kelly felt that there was a real opportunity for social prescribers to support 
PPGs with meeting attendance and to engage and suggested that this could be 
piloted in 1 practice in each ICA. 
 

Item 5: Integrated care area update 
 
Donna Chapman attended the meeting to provide an ICA update and to talk about 
the shifting the centre of gravity paper. 
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Shifting the centre of gravity paper 
 
Donna asked if CAP members had any thoughts or feedback on the document, 
which had been well received by others, to date. 
 
Jeremy Preedy wished to reiterate that this document was in line with the thinking of 
the Penwith integrated care forum, in the West ICA, where a place-based solution 
and design of services was emphasised. This approach, however, had not he felt 
been reflected in the ICB slides recently presented in the ICB open discussion that 
week. Donna was not aware of the presentation, however, she would feed back 
Jeremy’s comments. 
 
There was discussion around discharge arrangements for patients and Stephen 
Jobling advised that Healthwatch Cornwall had recently completed a piece of 
research with carers of discharged patients. There was no date for when that 
research would be published yet. 
 
Integrated care areas 
 
Donna Chapman advised that a lot of work was ongoing regarding the future 
operating model around areas such as governance and workforce. 3 ICA level 
managing director roles had been appointed to. These accountable officers were 
GPs and the link between the ICAs and the ICB. 
 

Item 6: Integrated care board engagement strategy 
 
Lisa Martin gave a presentation to CAP members about the ICB engagement 
strategy that she is drafting. The presentation had been circulated to CAP members 
before the meeting. 
 
Lisa had been working to detailed guidance to create the engagement strategy, 
which would be peer reviewed and the Consultation Institute had also offered to 
review ICB engagement strategies that were being developed. 
 
The engagement strategy needed to be submitted on the 27 May. Lisa advised that 
she had spoken to both Carle Theobald and Carolyn Andrews who had both 
indicated that they saw a role for CAP in the future with broader membership and a 
clear role and remit. 
 
Nigel Morson remarked that CAP had once been chaired by a non-executive 
director, however, it was felt that more distance from the organisation and a lay chair 
was preferable. Nigel suggested that there needed to be a clear engagement 
structure right from PPGs up to clinical senate level. Lisa Martin agreed and said she 
hoped this was reflected in the draft strategy that couldn’t be shared at this point as 
Carolyn Andrews had not yet reviewed it. 
 
Nigel felt that there was an opportunity to develop the use of the CAP/PPG bulletin. 
Lisa Martin agreed and suggested that the bulletin could be a resource for anyone 
interested in engagement. 
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Action 25/2022 
 
Lisa Martin to talk to Laura Patrick about developing the CAP/PPG bulletin as Laura 
was developing the ICB communications strategy. 
 
Kathy Doeser felt that it was important for system leaders to talk to users of services 
that have lived experience when engaging. There needed to be confidence and 
support in a constructive process. Lisa Martin agreed and said this was definitely 
covered in the strategy. 
 
Jeremy Preedy felt that keeping in touch with the people that the organisation is 
serving was very important. As 30 practices had not responded to the survey, it 
suggested that this wasn’t happening. Therefore, there could be a future role for 
CAP in supporting places. 
 
Nikki Kelly said that organisations tended to engage with the same people and 
groups. Nikki wondered about those people that don’t turn up to meetings, how and 
where are they engaging. Nikki told the group about the Young People Cornwall van 
that was visiting remote villages. Ideas for engaging those with families that did not 
have time to attend meetings, included talking to people at food festivals. 
 
The summer roadshows were going to cover different communities, such as fishing, 
deprived communities and the Isles of Scilly. Locations for the roadshows included 
would include leisure centres and libraries. Ben Mitchell was happy for any CAP 
member that wished to attend to do so, as well as some social prescribers. 
 
Nigel Morson gave an example of the community events that some PPGs had 
hosted a few years ago which had worked well at a local level. This could be used as 
an example at the PPG share and learns. 
 
Action 26/2022 
 
Nigel’s suggestion of community event good practice being shared, to be considered 
for inclusion in the share and learn programme. 
 
Joan explained that their PPG had a very good relationship with the practice 
manager which worked well. 
 
Lisa asked CAP members to email her direct with their comments on the 
engagement strategy. Lisa said that the draft strategy should be available after 27 
April and suggested (and it was agreed) that an extraordinary CAP meeting be 
arranged in order to discuss the strategy before submission to NHS England. 
 
Action 27/2022 
 
An extraordinary CAP meeting to be arranged to discuss the ICB engagement 
strategy. 
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Item 7: Feedback and reports from CAP members 
 
Joan Heaton had been passed an invitation to complete a survey regarding how 
University Hospitals Plymouth NHS Trust (UHP) communicates and engages with 
stakeholders. Joan would complete the survey as an individual and then let CAP 
members know the questions so that they could consider whether a CAP response 
should be sent. 
 
Action 28/2022 
 
Joan Heaton to complete the UHP survey and note the questions. CAP members to 
then consider whether to send a CAP response too. 
 
Lisa Martin shared the link to a voluntary, community and social enterprise survey 
linked to the ICB engagement strategy in the chat, for CAP members’ information. 
CAP members were not to fill out the questions but insert random text so their 
submissions could be removed from the survey responses. 
 
Kathy advised that the Cornwall Council adult social care draft commissioning 
strategy was available online and suggested that CAP members would wish to read 
this before a representative from adult social care attended a CAP meeting. 
 
Action 29/2002 
 
Kathy to send the link to the adult social care draft commissioning strategy to Louise 
for circulation to CAP members. 
 
Joan Heaton advised that Andy Brelsford from Volunteer Cornwall had been invited 
by Launceston Town Council, the Launceston Medical Centre PPG and the 
Launceston and Bude community network panel to give his presentation on 
community hubs. 
 
Joan also advised that the north and east ICA meeting was next week, with social 
prescribing and voluntary groups on the agenda. 
 

Item 8: Any other business 
 
True north event 
 
There was confusion over the invitation to the ICS true north event that Joan Heaton 
had been sent by Ben Mitchell. Ben would find out more information and send that to 
CAP members next week. 
 
Action 30/2022 
 
Ben to find out more information about the true north event and circulate that to CAP 
members. 
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