
Connect Health
Delivering the right care, 
right place, right time.
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Today’s challenge, 
tomorrow’s crisis

Connect Health is a leading community 
services healthcare provider 
encompassing MSK (musculoskeletal) 
conditions, chronic pain, mental health, 
IAPT, psychological interventions, 
rehabilitation, orthopaedics, 
rheumatology and occupational 
health services, serving over 350k 
NHS patients pa across 28 NHS CCGs/
Trusts and 100+ occupational health 
physiotherapy services. 

As by far the largest independent MSK 
provider, Connect Health has built an 
enviable level of specialist expertise 
in delivering sustained transformation 
through its sophisticated infrastructure, 
digital tools, highly advanced clinical 
and operational insight and change 
methodology.

The MSK Question

 

17.8m

105 
days

mean average
wait times for hip/knee

replacements in 
2015 in England

Source: State of Musculoskeletal Health 2018, 
Versus Arthritis

area of NHS
spending at 

£4.7bn in 2013-14

1/3
largest

30.8m
working days
lost in 2016

Leading cause of 
sickness absence

1 in 5 people
(20%) consult a  
GP per annum

1.36m
admissions 

 to consultant
care

(2.27m bed days)



After suffering with leg pain for years, a referral to the gym 
transformed Peter’s life.
“It’s hard to put into words the Connect service. The only word that 
will do is excellent. I couldn’t have asked for more.” 
Peter, North Kirklees

Tom avoided serious long term health complications due  
to expert advice from physio.
“If the physio had not empowered me to look out for a change  
in symptoms, I could have been left with permanent bladder/
bowel problems.” 
Tom, South Tyneside

Injuring her knee running for a bus, Christine is now happily 
getting on with her life.
“After being frustrated at the impact my knee was having on my life, 
I’m now exercising regularly and back to where I want to be, thanks 
to the support received from Connect.” 
Christine, Merton 

Monica had a hip replacement 3 months ago and within 6 
weeks, returned her walking sticks.
“I really enjoy coming to the gym. I can really feel the difference.  
The physios keep me straight and give me the confidence to go on.” 
Monica, Merton 

The impact on real lives
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Our story 
The determination to raise the quality and  
efficiency of MSK and pain community  
service provision across whole systems
There are many consequences of 
sub-optimal MSK and orthopaedic 
pathways - unwarranted variation 
in outcomes, clinical risk and cost 
are common. The last decade has 
seen improvements in some local 
health economies in community 
MSK and pain pathways which  
has demonstrably ameliorated  
the situation. 

In 1993 a fundholding GP in South 
Shields, approached Andrew 
Walton, Connect’s founder, to 
seek an innovative solution 
to what remains a common, 
systemic problem; poor use of 
rehabilitation and long waits for 
physiotherapy. Resulting services 

are often highly medicalised and 
interventional using excessive 
diagnostics, treatments without 
clear evidence, but with high cost 
and little outcome data. High 
public expectation for diagnostics 
and passive interventions rather 
than active rehabilitation results 
in poorly sustained benefits and 
patients re-presenting to their GP 
with chronic diseases and pain. 

Connect has consistently been at the 
forefront of innovation. Integration 
for Connect in all its local pathways 
means closer working with primary, 
community, third sector and 
secondary care partners. 

The key to consistent optimum 
outcomes and cost effectiveness 
is through the transformation of 
behaviour in the pathway. Connect 
has developed a methodology for 
mobilisation of new services which 
consistently delivers the expected 
improvements in performance. 

We have invested around £2m 
over the last few years to develop 
an infrastructure with an exclusive 
focus on delivery of high quality, 
responsive integrated community 
MSK services with the aim of 
optimising the experience for 
patients, taxpayers and colleagues.



5 strategic priorities 

Providing the right care, 
right place, right time

Innovative partnerships with NHS 
commissioners and other providers

Financial Savings

Innovative Partnerships

Excellent evidenced patient 
experience and outcomes

Patient Outcomes
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Efficiency

A proven methodology 
is key to successfully 
achieving the desired 
transformation.{

Efficiency

Clinical Expertise
Clinical expertise (up to consultant level)
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Our partnerships  
Where community and acute sectors work together 
to deliver the most effective and seamless care 
NHS RightCare and GIRFT (Getting 
it Right First Time) may enable 
commissioners to review their local 
data to identify outliers, reduce 
unwarranted variation and highlight 
optimal practice. That initiative has 
led to a reinvestment in community 
MSK but the most seamless 
care and best value for money is 
delivered where community and 
acute sectors meet in effective 
partnership. 

With a bespoke data warehouse, 
we are able to minimise the 
problem of being passed 
around the system: from GP to 
consultant, from outpatients 
to diagnostics and back, from 
A&E to consultant to physio. We 
work together with secondary 

and primary care to share data, 
improve patient pathways and 
plan current and future demand. 

Our innovative model of care 
uses performance data to achieve 
30% service efficiency across 
our newly mobilised contracts, 
reducing NHS patients’ average 
waiting times from 10-12 weeks to 
just 48 hours for first contact with 
a physiotherapist. 

Once in service, our processes 
save another 20%-30% improving 
productivity by reducing DNAs 
(did not attend) and streamlining 
appointment times to just 48 
hours for first contact with a 
physiotherapist.

Innovation is at the core of everything we do – Connect Health’s 
systematic mobilisation process results in rapid improvement to 
services, which achieve KPIs in the first 3 months. {

MSK in the Workplace
Companies are seeking to minimise MSK 
sickness absence, reduce cost and improve 
productivity. Connect is one of the largest 
occupational health physiotherapy providers 
serving over 130 businesses. Our model 
delivers reductions in absence of 40-70% 
and is focused on: 

•  Specialist treatment and rehabilitation that 
empowers the employee to understand, 
manage and prevent the problem

•  Innovative solutions, including digital, 
telehealth, self assessment, bespoke 
exercise videos

Read more about our occupational health 
services here: www.connecthealth.co.uk/
occupational-health/



22% reduction in elective T&O referrals
(trauma and orthopaedics) to secondary care

* % of referrals sent to secondary care 16/17 (Connect service) 

** % of referrals sent to secondary care 15/16 (prior to Connect service)

Estimated saving of £735k pa

60%

50%

40%

30%

20%

10%
Connect*

pre-Connect**   

 Oct - Mar 16/17 

Oct - Mar 15/16

from

30-40% 
to 70%

Increase 
in surgical 

conversion rate

from

84 days 
to 13 days

Waiting times
down

96%

Friends and 
family rate

Connect Health working in partnership with Nottingham 
West CCG and Nottingham North & East CCG
In the first year of Connect’s service in Nottingham, significant 
improvements have been made:

See the full Nottingham case study on our website. 
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Our quality 
Driving clinical and patient outcomes

It takes 7 years to translate national guidelines into clinical practice 
and we’re closing the gap. Connect has developed a unique set of 
clinical guidelines covering the top 10 most common conditions in 
order to deliver and measure the most clinically effective care.

See our website for more details. 

{

Connect’s clinical outcome 
measures are used to 
determine the health benefit 
of an intervention. The EQ5D 
outcomes measure is one of the 
most commonly used generic 
questionnaires to measure 
health-related quality of life. It 
is a self-reported account of the 
patient’s current health across five 
dimensions – mobility, self-care, 
usual activities, pain/discomfort 
and anxiety/depression.

Our data warehouse feeds back 
a variety of data sets to clinicians 
including collection rates, 
diagnosis made, treatments and 
patient rated health outcomes. 
This allows clinicians to benchmark 
against their peers informally 
and in formal clinical supervision 
sessions with their team leaders.

The dashboard enables us 
to identify practice that isn’t 
providing value or good outcomes 
for patients, informing personal 
development in a positive way.

When Connect shines a light  
on performance both in terms  
of inputs and outputs, clinicians 
respond positively and adapt 
their practice to more consistently 
improve outcomes. 

It is commonplace for clinicians  
to find that up to 30% of what  
they have been doing is of low 
or no clinical value which  
leads to a significant  
shift in performance.



Performance management dashboard
Simple tool gives a live snap shot of activity
 
 

Filter by Contract

Select All
Blyth
Camden
Darlington
Gateshead
Hammersmith and Fulham
Herts Valleys
Merton
Milton Keynes
Morpeth
Newcastle North & East
Newcastle West
Newcastle West Pilot
North Kirklees
North Tyneside
Nottingham
Out of Area
South Tyneside
South West Essex
Wakefield

Select NHS Fiscal Year and Quarter

Q3 2018 - Q3 2018
Y Q M W D

Quarter

2017 2018
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

Interactive Body Map

EQ5D Completion Performance

40.00%

0.00% 100.00%

92.39%

EQ5D Improvement Performance

0.16

0.00 0.470.24

Average Time (Days) to Treatment

25.00

0.00 35.00

18.41
Average of Number of Treatment Sessions

3.00

0.00 5.002.85

Average Time in Service (Days)

0.00 124.3162.15

Percentage Referred to Secondary Care

0.00% 100.00%

12.14%

Filter by Region

Select All
Central

Individual Clinician Performance

Clinician Alias1 Average
Score
Shift

Percentage of
Discharges
With EQ5D
Completed
 

Clinician 4

Clinician 6

Clinician 7

Clinician 10

Clinician 1

Clinician 5

Clinician 8

Clinician 2

0.29

0.30

0.21

0.25

0.21

0.17

0.24

0.29

96.00%

95.65%

94.03%

92.75%

92.17%

91.57%

88.89%

84.00%

Total 0.24 92.44%

Average Score Shift and Number of Sessions Reporting Discharge With EQ5D by 10 / 10 Pathway

Anterior knee pain

Plantar fasciitis

Osteoarthritis NOS, of knee

Achilles tendinitis

Trochanteric tendinitis

Subacromial impingement

Low back pain

Cervical and neck disorders

Non Ten Out …

Lateral epicon…

0.35

0.33

0.30

0.29

0.27

0.26

0.26

0.23

0.21

0.07

Performance management dashboard
Simple and effective tool gives a live snap shot of activity  

   Interactive body map  
 Average score shift of EQ5D by 10/10 pathway 
 EQ5D completion performance 
 Average no. days to treatment 
 % referred to secondary care 
 EQ5D improvement performance 
 Average no. of treatment sessions  
 Average time in service  
 Ability to filter by time period, region, contract and clinician 

1

2

3

4

5

6

7

8

9

1
2

3 4 5

6 7 8

9

Filter by Contract

Select All
Blyth
Camden
Darlington
Gateshead
Hammersmith and Fulham
Herts Valleys
Merton
Milton Keynes
Morpeth
Newcastle North & East
Newcastle West
Newcastle West Pilot
North Kirklees
North Tyneside
Nottingham
Out of Area
South Tyneside
South West Essex
Wakefield

Select NHS Fiscal Year and Quarter

Q3 2018 - Q3 2018
Y Q M W D

Quarter

2017 2018
Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4

Interactive Body Map

EQ5D Completion Performance

40.00%

0.00% 100.00%

92.39%

EQ5D Improvement Performance

0.16

0.00 0.470.24

Average Time (Days) to Treatment

25.00

0.00 35.00

18.41
Average of Number of Treatment Sessions

3.00

0.00 5.002.85

Average Time in Service (Days)

0.00 124.3162.15

Percentage Referred to Secondary Care

0.00% 100.00%

12.14%

Filter by Region

Select All
Central

Individual Clinician Performance

Clinician Alias1 Average
Score
Shift

Percentage of
Discharges
With EQ5D
Completed
 

Clinician 4

Clinician 6

Clinician 7

Clinician 10

Clinician 1

Clinician 5

Clinician 8

Clinician 2

0.29

0.30

0.21

0.25

0.21

0.17

0.24

0.29

96.00%

95.65%

94.03%

92.75%

92.17%

91.57%

88.89%

84.00%

Total 0.24 92.44%

Average Score Shift and Number of Sessions Reporting Discharge With EQ5D by 10 / 10 Pathway

Anterior knee pain

Plantar fasciitis

Osteoarthritis NOS, of knee

Achilles tendinitis

Trochanteric tendinitis

Subacromial impingement

Low back pain

Cervical and neck disorders

Non Ten Out …

Lateral epicon…

0.35

0.33

0.30

0.29

0.27

0.26

0.26

0.23

0.21

0.07



Our people  
Delivering a new talent model
Connect Health employs over 
500 people, (215 at the start of 
2016), on a national basis and is 
diverse in terms of range of roles 
and origins of our colleagues. 
Improving the lives of patients 
is what we are here to do and 
having motivated and engaged 
colleagues across the organisation 
is vital to our success.

Developing inspirational 
leadership and high performing 
teams has long been a priority 
with longstanding learning and 
development programmes and 
nationwide MSK educational 

events. Investment in our employee 
brand “Bee-Inspired” and digital 
programmes such as #TheBigRs, 
focuses activity on attracting  
like-minded professionals who 
are keen to break away from 
traditional ways of working.

We have developed new talent 
models which include rehab 
therapists, sports therapists, a 
Developing Consultant Programme 
(DCP) and a team of Subject 
Matter Experts (SME) to enhance 
career pathways and offer depth 
to the clinical structures, whilst 
improving service delivery.

Connect’s average attrition rate is 
just 3% and sickness rate is under 
5%, demonstrating a happy and 
motivated workforce, but we are 
not complacent. 

Our current growth rate is opening 
up two new job opportunities a 
week to safely meet demand on 
our expanding services. 
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We give people new tools and skills and enable them to be 
excellent leaders 
“MSK is a fantastic area to work and if you’re prepared to work hard, 
there are many opportunities and transferable skills to take your career 
in any number of directions.” 
Richard Pell, Head of Service Transition 

We promote from within, we’re an expanding organisation  
“Connect has empowered me with the confidence and opportunities to 
grow. I started as a Patient Care Advisor, moved to medicine management 
and now I’m in a procurement role with a new qualification.” 
Kayleigh Bramley, Estates Procurement Officer

We take people and empower them to fast track their career
“I was TUPE’d over to Connect in January 2018 and I wouldn’t have 
progressed this quickly within 9 months of my career, anywhere else. 
Connect has given me the perfect foundation for my career.”
Alex Beechey, Senior MSK physiotherapist

We accelerate people’s development journey so that they can work 
to a much higher level
“I was the first person that has gone from graduate to senior physio 
within 3 years, specialising in women’s health” 
Jess Norris Blyth and Cramlington 

be dynamic



0191 250 4580 
generalenquiries@connecthealth.co.uk 

connecthealth.co.uk

The Light Box,
Quorum Park,
Benton Lane,
Newcastle upon Tyne,
Tyne and Wear,
NE12 8EU

Here are just a flavour

 

Pain Revolution
Connect delivers services for 
patients with persistent pain as 
part of broader MSK pathways. 
Collaborating with Prof. Lorimer 
Moseley, an eminent clinical scientist, 
we are applying the innovative Pain 
Revolution principles for chronic 
pain in the UK for the first time. 

EQ5D evaluation
The largest multi-centre study 
published of community 
physiotherapy to date - University 
of Northumbria retrospective  
multi-centre study of EQ5D 
outcomes for 4,000+ NHS patients 
receiving physiotherapy treatment 
from Connect.

Business Intelligence
Connect’s use of data to improve 
performance and patient care is 
second to none, through collection 
process to storage within live data 
warehouse. This translates into 
driving clinician performance to 
achieve better care and adherence 
to evidence based practice.
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