
A CASE STUDY: HERTS VALLEYS COMMUNITY INTEGRATED 
MUSCULOSKELETAL (MSK), RHEUMATOLOGY, PAIN AND 
POSTURAL STABILITY SERVICE 

MSK conditions affect a significant proportion of the UK 
population in one form or another and our focus is to ensure 
equity of access across primary, community and secondary care. 
The Performance Improvement joint initiative in 2019 engendered 
improved patient waiting times. Connect Health has scoped out 
transformational initiatives to further enhance the service. This 
includes greater integrated working across providers.”
Carol Agbeleye, Senior Contracts Manager, Herts Valleys CCG  

IN SUMMARY 
The MSK service has really improved 
over 19/20, cutting waiting times and 
improving patient satisfaction

• £2.5m yr on yr savings across Herts 
Valleys CCG MSK pathways in 18/19 

• Despite community MSK activity 
increasing by 13% in 18/19 (figure 1)

• 41% ave improvement on waiting times 
(Jan-Dec 19 compared with Jan-Jul 20 
across all service lines)

• 80%+ of patients are likely or extremely 
likely to recommend us to their friends 
and family

• 25% improvement in Quality of life EQ5D 
score (figure 3)

• Connect Health was better prepared for 
Covid than other community providers

WITH INCREASING PRESSURE ON 
THE NHS, INNOVATION IS KEY IN 
ORDER TO PRESERVE SERVICES 
FOR FUTURE GENERATIONS

The Integrated Musculoskeletal (MSK) service 
was the first of a number of new style services 
that Herts Valleys CCG established as part of their 
commitment under the ‘Your Care, Your Future 
programme’ to provide patients with healthcare 
in community locations. This new community-
based approach – which moves away from the 
traditional hospital outpatient model - is one that 
patients have called for and is also in line with 
recommended practice nationally. 

Connect Health commenced the Herts Valleys 
Community Integrated Musculoskeletal Service 
in January 2018, based in a number of locations 
across the locality, including a brand new hub site 
located in Hemel Hempstead, with ample parking, 
5 mins from the local hospital. 

Clinical expertise and patient outcomes

1

Herts Valleys Integrated 
Musculoskeletal Service



A Case Study  Clinical expertise and patient outcomes

MSK challenges in Herts Valleys 

Challenges that needed to be met by the new service 
• MSK affects a significant proportion of the 

population and there was a major need to 
ensure equity of access for patients requiring 
MSK care

• There was a need to refine primary care 
engagement especially with the move to 
Primary Care Networks (PCNs)

• If changes were not made to the pathway, 
there would have been a continued rise in cost, 

increased falls and potential decrease in quality 
over time 

• The mix of multiple AQP providers would have 
led to further fragmentation and inconsistent 
service delivery

• It was imperative to implement a single 
standardised, transparent, coordinated, patient 
pathway for MSK and pain services, eliminating 
inefficiencies and inconsistencies

Single point  
of access

Tier 2: Clinical 
Assessment 

and Treatment 
Service (CATS)

Community 
Pain

Tier 1: 
Physiotherapy, 
rehab therapy

Community 
Rheumatology

Postural  
stability PodiatryHand therapy

16.8% 
of the population of 
Dacorum have a  
chronic MSK problem.  

24% 
of the population  
consult GPs annually for 
MSK problems, accounting 
for 14% of consultations.

(Public Health England)(Public Health England)

% OF POPULATION IN HERTS VALLEYS CCG 

BACK PAIN 
16.5%

HIP  
OSTEOARTHRITIS 

10.5%

KNEE  
OSTEOARTHRITIS 

17.1%

RHEUMATOID  
OSTEOARTHRITIS 

0.82%
(Arthritis Research UK)
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What does the integrated service cover? 
It is a fully integrated MSK service that provides a single point of access for NHS patients and 
encompasses:



Cost savings 

• 2018/19 - Pathway saw   
15,000 more activity (figure 2), 

    with a £2.5million saving 
compared to 2017/18

• Community MSK activity increased 13% in the   
same period

• Savings based on activity in trauma and  
orthopeadics, rheumatology, pain management, 
injections, physiotherapy and hand therapy 

Demand outstripped projected levels 
The service saw a significant increase in referrals above 
plan across all service lines

Service outcomes

CFS* Chronic Fatigue Syndrome

Figure 1

Figure 2

41%
ave. improvement  

on waiting times  
Jan-Dec 19 compared 

with Jan-Jul 20  
across all service lines.

Performance

‘‘Steven was extremely helpful 
and made me feel that something 
was finally going to be done after 
years of suffering pain from a 
serious RTA where I fractured 3 
bones at the bottom of my spine, 
a fractured pelvis and hip. I came 
out of the clinic feeling hopeful 
and reassured.” Patient

“Everything was explained 
clearly during and after my 
assessments, to ensure I fully 
understood and agreed with the 
most likely (and best) remedial 
options.” Patient
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Patient outcomes and feedback
Our patients are at the core of 
everything we do. Listening to 
people who use and care about 
our services gives us a better 
understanding of their health  
needs and what matters to them.” 

Corey Harding, Service Manager, Herts Valleys 

Quality of life improved by 25% 
• Patients have shown an improvement in EQ5D 

quality of life, with an annual improvement score 
rising from +0.15 in April 18 to +0.19 in Jan 20 
(figure 3) (comparing favourably to the average of 
previous studies of +0.16)

• As well as the community physiotherapy service, 
this includes the community pain, postural stability 
and rheumatology service where you would expect 
less of a shift because of the nature of the patients’ 
conditions i.e. long term health issues

Figure 3

patient referrals a month 
on average, however 
in January 2020 we 

received 5446

We receive Our patient  
care coordination  

centre handles 

 calls per day working in  
the service

We have over

multi-
professional 

clinicians

The physio’s tenacity for her job shows she is truly 
interested in your rehabilitation. Active physio and not 
just passive advice is what gets results.” Patient
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Patient feedback 

Over 80% of patients are 
likely or extremely likely to 
recommend us to their friends 
and family*

• This has increased from 70% when 
Connect Health first commenced the 
service (*based on 1640 respondents, 
between Jan-Mar 2020)

Average EQ5D 
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The impact of Covid-19 on service delivery

Connect Health was 
better prepared”

“Connect Health was better prepared 
for Covid than most of our community 
providers because they were already 
carrying out virtual and telephone 
appointments through PhysioLine and 
PhyisoNow, so the transition from face to 
face patient appointments was seamless. 

There is still work to do in terms of 
improving communication between 
primary, community and secondary care 
but the MSK service has really improved 
over the last year, cutting waiting times 
and improving patient satisfaction. 

In addition, Connect has to be 
commended for their support to NHS 
frontline services in Herts Valleys 
during the Covid-19 pandemic, whether 
providing colleagues in rehab teams 
on a ward to enable people to be 
discharged home quicker or in physio 
roles in various locations such as neuro 
or inpatients.”

Asif Faizy,  
Clinical Lead,  
Herts Valleys CCG 

Across the Connect Health Herts Valleys CCG team, we redeployed 6 clinicians into 
the NHS front line during the spring/summer of 2020, whether that’s working in a 
Rehab Team on a ward to enable people to be discharged home quicker or in physio 
roles in various other locations such as Neuro or Inpatients.

“In 10 years, when 
we look back, I can 
proudly say I’ve tried 
to play my part”

“Connect Health has been the 
perfect foundation for my career 
and personal ambitions. I joined in 
January 2018 and I have been taking 
on more responsibility by supporting 
a junior clinician on the Accelerated 
Development Programme. As Covid-19 
commenced, my service manager 
asked if anyone has the flexibility or 
capacity to deliver care to the wider 
NHS community. I was redeployed 
at the Peace Hospice in Watford to 
deliver care on an intensive palliative 
care unit (IPU). I felt a real sense of 
team cohesion with everyone working 
together to do their best for the 
patients.”

Alex Beechey, Senior 
MSK physiotherapist 
in Herts Valleys 
tells us how life has 
changed clinically 
and personally, 
during Covid-19.
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   Working in the   
   community 
• Provide rehabilitation and 

seminars in four community 
Everyone Active gyms across 
localities 

• Delivered Wellbeing talks to 
Health Walks Hertfordshire

• Planned user groups in   
4 localities 

• Patient and GP engagement 
sessions

• Regular feed into Primary 
Care via GP comms and visit 
practices for service updates  
/ teaching sessions

• Engagement with the third 
sector including Healthwatch 
mystery shopper feedback to 
enable service improvement 

   Partnership working 
• Development of post-

operative elective pathways  
in collaboration with West 
Herts Hospital Trust (WHHT)

• Co-delivery of community 
Rheumatology pathway and 
development of community 
Rheumatology Stable Review 
pathway with WHHT

• FCP integration/streamlining 
pathways

• Collaboration with WHHT 
to streamline Acute Sciatica 
pathway

• Streamlining community 
pathways with CLCH with a 
primary focus on improving 
frailty

   Community patient   
   access 
• We operate out of over 20 

clinical venues across West 
Hertfordshire

• A hub site location in each 
locality: Wolsey House 
(Dacorum), St Albans 
City Hospital (St Albans & 
Harpenden), The Avenue 
(Watford & Three Rivers), 
Potters Bar Community 
Hospital (Hertsmere)

WORKING IN PARTNERSHIP 
Herts Valleys CCG (HVCCG) has a strategic 
intent to deliver clinically sustainable and 
affordable services that meet the changing 
needs of the population, address inequalities, 
improve the quality of services and deliver better 
patient outcomes and experience. 

The future service aims to be a modern, patient-
centred and joined-up health and social care 
system:

• Further collaboration with Improving Access 
to Psychological Therapies (IAPT) in West 
Hertfordshire (i.e. joint teaching sessions 
Connect Health and IAPT)

• Establishing relationships with current FCP 
providers in West Hertfordshire 

• Collaboration with ICS, community and 
secondary care partners eg clinician rotations, 
frailty pathway, community rheumatology 
stable review pathway

• Ongoing MSK pathway transformation e.g. 
PhysioNow digital triage tool, self referral, 
GP advice line, virtual pain management 
programmes

https://www.connecthealth.co.uk/services/herts-valleys/ 
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