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 In 2013/14 an extensive review of MSK services was undertaken 
across Central; West; Hammersmith & Fulham; Hounslow and Ealing 
CCGs (CWHHE) which included review of current provision against 
national best practice models of care. The project group included 
CWHHE CCG commissioners and lead clinicians, GPs, acute and 
community service operational managers and clinicians, public health 
representation and patient/service user representatives. 

 The following were identified as key components of service delivery 
• Timely single point of triage (administrative and clinical),  
• Timely assessment (direct and non-direct) at a choice of locations,  
• Option for self referral 
• Direct access to diagnostics including X-ray, MSK ultrasound, MSK 

MRI, routine screening blood tests & pathology, nerve conduction 
studies, CT and DEXA scanning.  

• Disease management and treatments including MSK physiotherapy; 
joint injection therapy and pain management,  

• Service user support, self-management advice and education,  
• Referrer support, training and advice in the management of MSK 

conditions in primary care 
• Onward referral to secondary care (orthopaedics / rheumatology / pain) 

in accordance with patient choice 
 
 

 



 New MSK service specification developed and procured 
to include all key components identified. 

 Contract awarded to Connect Health 
 Self Referral by calling 0203 795 3426 to speak with 

Patient Care Advisor (30% of referrals in 18/19)  
 Or GP referral (69% of referrals) 
 Or consultant referral (1% of referrals) 
 Choice of clinics : 
•    Bridge House Centre for Health 
•    Hammersmith Fitness and Squash Centre 
•    Hammersmith Surgery 
•    Lillie Road Fitness Centre  
•    Milson Road Health Centre  
•    Parkview Centre for Health and Wellbeing 
 
 
 



 Initial appointment is usually a telephone assessment 
by a physiotherapist (PhysioLine) within 24 hours of 
referral (target is 48 hours) . 

 The call usually last about 20 minutes asking 
questions about the condition and general health in 
order to make a provisional diagnosis, provide instant 
self management advice and plan care accordingly. 

 Face to face assessment and treatment will then be 
arranged at a clinic of the patients choice usually 
within 5 working days of referral.  

 Patients with hearing or communication difficulties 
or requiring an interpreter are assessed in a face to 
face appointment  



 Total number of people seen (assessed) 13,269 

 70.1% were seen within 1 week (5 working days) 
of referral 

 15.4% seen within 1-2 weeks of referral 

 7.1% seen within 2-3 weeks of referral 

 4.1% seen within 3-4 weeks of referral 

 3.2% waited 4 weeks or longer to be seen 

 0.9% waited more than 6 weeks to be seen (124 
people) usually due to patient choice  

 Performance target is 90% of people assessed 
within 4 weeks of referral so performance is very 
good at 96.8%  

   



 Q1 performance did decline with longer wait times due to a 
number of clinical staff vacancies.  

 Average wait for face to face assessment increased to 10 
working days from referral with 88% people assessed 
within 4 weeks of referral (below the 90% target) 

 2.6% of referrals waited over 6 weeks  

 The service is now fully recruited with performance back 
on track in August & September:  

 average wait for face to face assessment 6 working days 

 94% waiting less than 4 weeks (August) and 96% 
(September) 

 1.7% of referrals waited over 6 weeks 



 Patients are invited to complete national FFT on discharge: 

 How likely are you to recommend our service to friends and 

family if they needed similar care or treatment? ranking 

answer from "extremely likely" to "extremely unlikely”  

 In Q1 91.7% of respondents would recommend the 

physiotherapy service to friends and family and only 

2.4% were unlikely or extremely unlikely to recommend 
the service (33% response rate).  

“It’s great having the patient self-referral option for MSK 
and the option to print a leaflet in SystmOne for MSK so 
they can walk away with it and the phone number”.                   
                                                  HFCCG GP 

    
      



 

 Physiotherapy which is part of an acute and elective hospital care 

pathway is provided by the hospital physiotherapy team rather than 

community physiotherapy team 

 

 This is included within the main Imperial contract as a block 

payment 

 

 The MSK physiotherapy service is provided at Charing Cross and 

St. Mary’s Hospitals 

 

 Imperial provides physiotherapy to patients referred with MSK 

conditions by hospital consultants following an outpatient review for 

patients registered with a GP under a North West London Clinical 

Commissioning Group 

 



 MSK physiotherapy is also provided for patients following an ICHT inpatient stay 

for the same (MSK) problem (within 6 months). These patients can be registered 

with any CCG 

 

 There is no direct access via GP referral  

 

 Total number of people seen (assessed) 4,943 of which 21.3% were H&F 

residents 

 

 High number of referrals are for patients with complex presentation requiring on-

going physiotherapy intervention 

 

 Weekly specialist clinics for complex upper limb, lower limb and spinal referrals 

with 60 minute face to face assessment appointments 

 

 Following initial assessment the appropriate treatment is determined which can 

include 1:1 follow up appointments, exercise classes or hydrotherapy. 

 

 

 

 

 

 

 

 



 32.8% were seen within 10 working days from referral 

 

 25.2% were seen within 2-4 weeks from referral 

 

 42% were seen 4+ weeks from referral 

 

 Average wait for routine referrals is 6 weeks (range from 
2 – 12 weeks)  

 

 Friends & Family Test: more than 95% of patients would 
recommend the physiotherapy service to family or 
friends who needed similar treatment month on month  

 

 



 18.6% of patients were seen within 10 working days of 

referral 

  

 23.8% of patients were seen 2-4 weeks from referral 

 

 57.6% of patients were seen 4+ weeks from referral 

 

 Average wait for routine referrals is 9 weeks (range from 

2 – 12 weeks)  

 

 



 Performance declined in 2019/2020 with longer 

wait times due to a number of clinical staff 

vacancies  

 We are in the final stages of recruitment for 

several clinical posts and aim to be fully staffed by 

January 2020 

 13.7% of New Patients failed to attend their initial 

physiotherapy appointment in 2018/19.  We are 

currently analysing the reasons behind this figure 

to improve capacity and access to services 

 

 

 



 From April 2020 each Primary Care Network (PCN) can 
receive 70% funding to employ a first contact 
physiotherapist (FCP) to support delivery of the new 
Network Contract. 

 FCPs are advanced physiotherapy practitioners working 
within primary care who will see patients with suspected or 
diagnosed MSK conditions as the first point of contact, 
instead of a GP.  

 FCPs will assess, diagnose, refer on for diagnostics and  
provide initial treatment advice. They will not usually provide 
on-going physiotherapy face to face treatment.  

 Initial scoping work is underway between PCNs and MSK 
providers to progress the implementation of FCPs in H&F 

 


