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Introduction and Context 

 
A four-week period of patient, public and stakeholder engagement took place between 

24/05/21 and 21/06/21 to understand the views of those who have accessed or been 

referred into Musculoskeletal (MSK) services in Darlington, currently provided by Connect 

Health. 

The current provider contract is due to expire and commissioners recognise the need to 

continue to provide a comprehensive MSK service that meets the needs of patients / 

families, therefore the service needed to be reviewed to ensure safety and quality of care is 

maintained throughout future delivery arrangements. 

Approaches Taken 
 

Two surveys were produced to evaluate the experience of service users and also health and 

social care professionals. 

The engagement exercise captured experiences of patients who have used or are currently 

using the service to understand the journey in terms of referral, assessments, appointments 

and quality of care and treatment. In addition to this, health and social care professionals 

were also consulted on their experiences of referring patients into the service and 

collaborating with the service provider in a separate survey. 

Both surveys were promoted to a variety of key stakeholders in Darlington over a period of 

four weeks, including: 

• BMI Woodlands Hospital 

• County Durham and Darlington 

NHS Foundation Trust 

• Darlington Borough Council 

• Darlington GP Practice staff 

• Darlington Primary Care Network 

• Dolphin Centre 

• GP Federation (PHD) 

• Health and Wellbeing Board 

• Healthwatch Darlington 

• Local Campaign groups  

• Local Medical, Pharmaceutical and 

Optical Committees 

• Local Voluntary and Community 

Sector organisation and networks 

• MP (Darlington only) 

• Tees Valley CCG Community 

Council (commissioned Patient 

and Public Involvement Group) 

 

Information about the engagement exercise was also published to the NHS Tees Valley 

CCG website, posted to social media on a weekly basis, and featured in a monthly 

newsletter to all GP Practices in Darlington. 

Surveys were shared electronically via SurveyMonkey but the option of downloading, 

printing and posting surveys was also accepted, and a sample size of 400 surveys was also 

provided to Connect Health in order for them to distribute to patients attending appointments. 

These surveys contained a QR code which directed to the Survey Monkey link or could be 

filled out by hand and free-posted to the CCG. 

Overall, 57 patients / members of the public and four health and social care professionals 

were engaged with. This report is based on the findings from the patient survey. 
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Key Findings and Feedback 

 

When did patients access the MSK service? 

 
December 2020 – March 2021 was when most patients visited the MSK service, with 

43.86% of respondents indicating that they visited in this period. (25 out of 57). 

 

Referral into the service 

 
24 people (42.11%) were referred into the service by their GP, while 33 people (57.89%) 

self-referred.  

 

Most people (72.22%) found their self-referral very easy or easy (26 out of 36) while three 

people (8.34%) found their self-referral to be difficult or very difficult. 7 people (19.44%) 

found it neither easy nor difficult. 
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Assessments 

 
54 people specified that they had a telephone assessment take place. 46.30% of people (25 

out of 54) indicated that they waited longer than five days for an appointment, whereas 

11.11% of people (six) waited up to two days, 33.33% of people (18) waited between two 

and five days, and 9.26% of people (five) didn't know how long they had waited. 

 

 

 

Fourteen people who indicated that their wait was longer than five days chose to state how 

long it was: 

• Seven days: 1 person 

• Fourteen days: 3 people 

• Over fourteen days: 1 person 

• 16 days: 1 person 

• 3-4 weeks: 1 person 

• Few weeks: 1 person 

• 26 days: 1 person 
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• 1 month: 1 person 

Miscellaneous comments left also specified that one person did not receive a call back as 

promised, and another person had to contact the provider to chase up their assessment. 

One respondent indicated that it took until Christmas to receive their assessment but did not 

specify when their referral had taken place. 

59.26% of respondents' (32 out of 54) telephone assessments were 15-30 minutes long. 

27.78% of people's (15) assessment was less than 15 minutes long, 7.41% of people's 

(four) assessments were between 30 and 45 minutes, and 5.56% of people (three) did not 

know how long their assessment was. 

 

75.93% of respondents felt that their assessment took place in an appropriate length of 

time (41 out of 54), although 1.85% (one person) indicated that their assessment had 

taken too long (their appointment was between 15 and 30 minutes long) and four people 

7.41% of people (four people) indicated that their assessment was too short (two people 

had assessments that took less than fifteen minutes, two people had assessments between 

15 and 30 minutes in length). 14.81% of people (eight) weren't sure if the time length was 

appropriate. 

 

 

 

 

 

 

 

 

Outcomes from telephone assessments were as follows: 
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Outcome Number Percentage 

Exercises to try at home 26 49.06% 

Physiotherapy face-to-face 
appointment 

23 43.40% 

CATS 0 0.00% 

Physioline 0 0.00% 

Other (please specify) 4 7.55% 

 

7.55% of people (four) specified that they had outcomes different to those listed above: 

• Exercises and face-to-face appointment 

• Combination of exercises at home, gym therapy and face-to-face appointment 

• "A few parts of my body require assessment it was decided to do one for each 

assessment!! don't get this ni advice given had to wait another two weeks for 

assessment on feet the I had to ask for exercises then told face to face next 

appointment six weeks July in the meantime my life is hell so have done research 

and contacted Dr as my condition is getting worse." 

• Phone call from physio with exercise 

 

68.52% of people (37 out of 54) were satisfied or very satisfied with their telephone 

assessment, 14.81% (eight people) were neither satisfied nor dissatisfied, 7.41% (four 

people) were fairly dissatisfied and 9.26% (five people) were very dissatisfied. 

 

 

 

 

 

 

 

 

Eleven people chose to leave additional comments regarding their telephone assessment: 
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Answer Choice Comment 

Fairly satisfied Some time was spent re-confirming 
information 

Fairly satisfied Would have preferred earlier face-to-face 
rather than phone 

Fairly dissatisfied It should have been face to face. 

Very dissatisfied Physio at the other end of the phone clearly 
wasn’t interested in her job, but more about 
Christmas. She sent through a set of 
exercises that were too intensive which 
caused problems. I ended up speaking to 
my GP on New Years Eve who told me to 
stop the exercises and insist that Connect 
Health give a face to face appointment. I 
had an appointment with Jordan in January 
who admitted the exercises were too severe 
and not appropriate for my condition. 

Fairly satisfied I think the team are doing a great job during 
the pandemic but it is quite difficult to be 
sure what the problem is when the physio 
team haven’t actually seen you 

Very dissatisfied I was in severe pain. I had already tried 
exercises at home ( I can look at websites 
for info myself) . I was/am losing sleep with 
pain. The Objective seemed to be not to 
see me or assess me properly and not to 
refer onwards. Very poor. 

Fairly dissatisfied I was given the same exercises that I'd 
already told her I was doing. I asked for a 
foot brace, which had been very helpful last 
time, but this was refused. 

Very dissatisfied I believe I need someone to physicly look at 
my limbs to physically see the state of them 
and to make an assessment and to 
reassure me as a patient, this telephone 
assessment is just compounding my mental 
health which in advertantly will effect my 
condition. All causing more long term 
effects. 

Very dissatisfied All I wanted was a pain injection and an x 
ray to see how bad knee is . Still waiting 

Very dissatisfied robot first then spoke to someone on 
telephone who sent me an obvious pre 
printed sheet not personalised at all. no 
follow up offered. Telephone call very short 

Fairly dissatisfied It resulted in the need for a face to face 
which could and should have been 
ascertained at referral. Just adds more 
delays. 
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Face-to-Face Appointment Experience 

 
37.74% (20 out of 53) were informed of their face-to-face appointment via phone call. 

32.08% of people (17) received a text message to confirm their face-to-face appointment, 

while 13.21% (seven people) received a letter. 16.98% (nine people) provided answers not 

listed as options: 

Letter and phone call 

Letter and Phone Call 

Phone call: Immediately following During Phone assessment 

N/a 

I telephoned the service 

Didn’t get a face to face appt. done by telephone call. 

Did not need f2f 

Not had a dace to face 

Lock down came do was given exercise then was discharged straight away . Have had to 
start process again 

 

 

 

73.08% of people (38 out of 52) were not given the choice of where their first appointment 

could be held. 19.23% (ten people) were given the choice, and 7.69% (four) weren't sure. 
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Despite this, 56% of people (28 out of 50) indicated that they would have liked to have 

been given the choice of where their first appointment was held, but 44% (22 people) said 

they would not have. 

 

 

 

 

  

 

 

 

53.85% (28 out of 52) of people said they were given enough information about what 

would happen during their appointment. 30.77% (16 people) said they were not given 

enough information, and 15.38% (eight people) weren't sure. 

 

 

Five people who specified that they did not receive enough information about their 

appointment made additional comments: 
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Comments 

It would have been useful to receive a PDF about procedure 

General information. 

It was unclear whether it was an assessment or treatment. 

I don't know what it will involve 

Too many steps to process. Good information gathering would have collated everything 
from telephone assessment so could have gone straight to face to face to get appropriate 
exercises. Some of exercises were not achievable and had noone to discuss this with 

 

92.31% of people (48 out of 52) did not bring someone to their first appointment, whereas 

7.69% (four people) did. 

 

Of those who did not bring someone to their first appointment, 77.50% of people (38 out of 

49) did not know that they could have brought someone, and 22.45% (11 people) did 

know this. 

 

 

 

 

27 respondents chose to leave additional comments about their initial contact: 

Comment 

No 

No – very good 
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Thorough examination and suggestions re exercises 

No 

The venue was very convenient 

Due to covid wife didn't come in with me 

Didn't consider it necessary 

I was told I could not bring anyone when I finally got a face to face appt 

Takes longer than private physio clinic 

Communication by Connect Health throughout this has been dreadful. 

I have an ongoing issue which the MSK service has supported me with since the 
beginning of 2020 and which has recurred and caused new problems early 2021. The only 
downside is that on the three times I have had a telephone consult all been seen in clinic it 
has been different people each time. This means I’ve had to explain my symptoms from 
the start all over again; Continuity would be better 

not had F2F appt yet - again a long wait - 4-5 weeks from telelphone appt 

Very reluctant to offer face to face appointment. I understand there are covid restrictions 
but struggle to understand how you can assess an issue without seeing the patient. I was 
offered generic exercises. The physiotherapist has no idea of my current condition. I could 
weigh 7 stone, I might be 70. 

Excellent and precise service 

It was very informative and led to a subsequent referral for a x-ray and to Woodlands 
hospital for possible knee replacement 

This is a very poor service. It might meet your performance objectives but lack of physical 
assessment or holistic assessment = poor patient experience and outcomes 

The staff on the initial contact were friendly and sympathetic towards the conditions I was 
experiencing. 

No 

This was an appointment the year before the telephone consultation. I was kept waiting for 
over 30 minutes when I knew the last patient had left. I was about to leave when I was 
called in. I did not receive an apology or an explanation. 

Initial contact was fine but ongoing support was lacking. 

Pleasant but all I could hear was all the typing of what I was saying and left me feeling I 
was under interaction as if it woukd be used against me it was very off putting felt a little 
rushed instead of being asked specific questions I was expected to remember symptoms 
abd probably feel they are not understood. 

N/A 

All they want to do is print off exercises 

it was via telephone so these questions don't aren't applicable 

Felt very impersonal trying to explain your pain and muscles affected was very difficult you 
really should be seen by the physiotherapist 

Make it easier and make the phone call when you say you are going to annoying waiting 
around for something that doesn’t happen 

It has been cancelled. Got text message. Rang them, they said it hadn't been cancelled. 
Got another text, rang three times, they cut me off twice to say it was cancelled did I want 
another tel app. I was not impressed 

 

 

Experience of the MSK Service 
 

86.54% of respondents (45 out of 52) said that their consultation with their physiotherapist 

was private, and 13.46% (seven) said was not private. 
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86.79% of people (46 out of 53) were satisfied or very satisfied that their concerns had 

been listened to at their appointment. 5.66% (three people) were neither satisfied or 

dissatisfied, 5.66% (three people) were fairly dissatisfied and 1.89% (one person) was 

very dissatisfied. 

 

74.51% of respondents (38 out of 51) felt their questions had been completely answered 

by staff. 21.57% (eleven) thought their questions had been partially answered, and 3.92% 

(two people) specified that no answers were provided. 
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73.08% of respondents (38 out of 52) felt very involved in the decisions made about their 

care and treatment. 17.31% (nine people) felt partially involved, while 9.62% (five people) 

did not feel involved at all. 

 

Treatment 
 

92.45% of respondents (49 out of 53) had a treatment plan discussed with them, 

whereas 7.55% (four people) did not. 

 

71.15% of people (37 out of 52) felt that their treatment plan reflected their MSK needs, 

19.23% (ten people) did not think it met their needs and 9.62% (five people) were not 

sure. 
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63.46% of respondents (33 out of 52) felt their treatment had helped with their MSK 

concern, whereas 19.23% (ten people) did not, and 17.31% (nine people) weren't sure. 

 

When asked to rate the service they received out of ten (with 'one' being very unhappy and 

'ten' being very happy), the weighted average score from 54 respondents was 7.30: 

Star Rating (1-10) Percentage of votes (%) Number of votes 

1 1.85% 1 

2 7.41% 4 

3 9.26% 5 

4 1.85% 1 

5 9.26% 5 

6 7.41% 4 

7 3.70% 2 

8 9.26% 5 

9 14.81% 8 

10 35.19% 19 

Total 100.00% 54 
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Respondents were asked to provide suggestions on how to improve MKS services or their 

experience of the MSK service. 56.14% (32 out of 57) opted to answer this question, 

however eight of these people simply indicated that they did not have anything to 

suggest: 

Comment 

Waiting list too long. First appointment would have been 15/6 but managed to get a 
cancellation. 

Earlier appointments 

Plan to find centre: 1st time didn't know where to go which door to enter 

Initial appointments should be seen f2f. 10 months down the line I still have the same 
problem 

Too much time spent on assessment, not enough time on practical treatment or sorting 
the complaint, takes too long to get an appointment. 

Communicate better. Use the information on the self-referral form as the baseline for the 
initial assessment rather than saying “We don’t know what’s happened to it”. It’s my 
medical data and GDPR/Data Protection is a key factor in this! Lauren the person I spoke 
to initially wasn’t interested. The impression I have is she sent through to me a standard 
set of exercises that Connect Health send to everyone. 

Seeing or speaking to the same therapist. I also have a problem with my uncle that is 
‘suspected arthritis’ However the impact this is having on my life and ability to do the 
activities I enjoy has been largely fobbed off as something I need to live with - Haven’t 
even had imaging to confirm the exact problem. 

I am still waiting to receive details of my rehab class. 2 years ago! Get the systems in 
place 

less waiting time 
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Bring back in person appointments. Surely everyone is vaccinated now? I ended up 
paying to see a private physio who has diagnosed the issue and is treating. I expect I'll 
have made great progress by my next MSK appointment which isn't for 6 weeks 

Maybe actually see patients and make a physical assessment that includes an 
assessment of patients other needs! The “plan” was to post a set of exercises all of which 
I had from my own research. 

The staff are all very friendly, experienced and sympathetic towards my issue. The clinical 
location was very easy to access and I felt safe while attending. 

Location was difficult to find 

The waiting time for x Ray results is terrible when in so much pain . I feel 4 to 6 weeks is 
unacceptable. This in turn delays everything else. Which increases anxiety and stress 

Face to face appointments are very important....telephone assessments are no good. 

Should be given option to be assessed in person and not over telephone. These days 
physio just give everyone exercises to do. Most people I know do them for short while 
then soldier on with the pain. If seen in person it may prevent alot going backwards and 
forwards to gp with on going problems, plus constant use of pain relief 

Having more face to face interaction. I know in the present circumstances that is hard but 
8 months later I am seing an osteopath. 

Face to face especially when you have more than one part of your body to be assessed 
and reduce the time it takes as the longer this is the more it is having a ln impact on 
someone's life and existence. 

In my opinion telephone assessments do not work, so suggest face to face as being 
important. 

I was happy with the service I received , the diagnosis and treatment sorted out my 
condition. The initial problem I had was with the GP not making a correct diagnosis 
causing months of pain until I saw a different health professional who correctly diagnosed 
my problem 

They need to listen and not print off exercises 

don't use a digital triage tool make patient feel listened to - felt phobed off see patient 

I felt I was rushed and just handed an exercise programme and go away 

Better initial system to get an appointment 

 

52.63% of respondents (30 out of 57) opted to leave final thoughts or comments about 

the MSK service: 

Comment 

Thank you very much 

We were told exactly what treatment plan was needed 

Very good 

No 

Good service 

Understanding of my problem and endeavouring to refer to specialist 

Very satisfied 

I was impressed with the response from start to finish 

Very good service 

I have been very impressed with the whole service 

Need more f2f appointments  

Very much needed 

GP surgeries should be able to contract with local, more effective & efficient physio clinics 
instead of big corporate services. 
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Put the decision making in the hands of GP’s who know their patients, past medical history 
and trained for years rather than a physio making medical decisions without the full 
knowledge and the level of training a GP has received.  

Overall a really good service that has been delivered well during a difficult time (pandemic). 

Good service - felt listened to, but too long between appointments 

See above 

None 

Very efficient  

I have zero confidence in it. Luckily I was able to afford a private consultation with a 
recommended Physio who has helped. 

Keep up the amazing work.       

Overall a good experience  

Dolphin centre is a much better location than previously, much easier to get to! 

Please don't be so quick to sign people off. 

I didn't know this service existed I completed an e-referal to a Gp mid Feb 21 with my 
conditions a week later attended for a blood test, following the result nothing was followed up 
because it came back not RA, I waited a while before ringing and speaking to the only Gp on 
offer, this Gp said I need to attend MSK I had to ask  what this meant, so I did and did some 
research online. I am also attending DMH after a fall and break to my arm back in November  
which is also hit and miss and at no time was MSK mentioned which would have been helpful.  

I have had both face to face and telephone assessments and I am no further forward, they do 
not follow through just give you exercises and leave it to you to go back to them, meaning 
there will be extended waits between appointments so delaying any form of referral or 
treatment while people are in pain. 

All staff I dealt with at MSK were helpful and friendly and clearly knowledgeable. 

They treat a problem with exercise but they don’t know how much damage there is because 
no scan or x ray done 

At this stage I don’t feel it’s good quality for the money 

Improve access  

 

Respondent Demographics 
 

Following the survey, respondents were asked to answer questions about their age, gender, 

gender identity, race or ethnicity and other demographic-related questions. These questions 

were entirely optional and anonymous. 

 

 

 

 

 

 

 

How old are you? 
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Answer Choices Responses 

16-17 0.00% 0 

18-24 0.00% 0 

25-34 1.85% 1 

35-44 11.11% 6 

45-54 14.81% 8 

55-64 29.63% 16 

65-74 27.78% 15 

75 or older 14.81% 8 

Prefer not to say 0.00% 0 
 

Answered 54 
 

Skipped 3 

 

 

 

 

What is your gender? 
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Answer Choices Responses 

Male 29.63% 16 

Female 70.37% 38 

Other 0.00% 0 

Prefer not to say 0.00% 0 
 

Answered 54 
 

Skipped 3 

 

Does your gender identity match your sex as registered at birth? 

 

 

Answer Choices Responses 

Yes 98.08% 51 
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No 1.92% 1 

Prefer not to say 0.00% 0 
 

Answered 52 
 

Skipped 5 

 

Are you currently pregnant or have you been pregnant in the last year? 

 

Answer Choices Responses 

Yes 0.00% 0 

No 86.54% 45 

Prefer not to say 0.00% 0 

Not applicable 13.46% 7  
Answered 52  
Skipped 5 

 

 

 

 

 

 

 

 

Are you currently...? 
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Answer Choices Responses 

Single (never married or in a civil partnership) 5.77% 3 

Cohabiting 11.54% 6 

Married 55.77% 29 

In a civil partnership 1.92% 1 

Separated (but still legally married or in a civil partnership) 0.00% 0 

Divorced or civil partnership dissolved 5.77% 3 

Widowed or a surviving partner from a civil partnership 13.46% 7 

Prefer not to say 5.77% 3  
Answered 52  
Skipped 5 

 

Do you have a disability, long-term illness or health condition? 

 

Answer Choices Responses 

Yes 45.10% 23 

No 50.98% 26 
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Prefer not to say 3.92% 2  
Answered 51  
Skipped 6 

 

Do you have any caring responsibilities? 

 

Answer Choices Responses 

None 58.33% 28 

Primary carer of a child or children (under 2 years) 4.17% 2 

Primary carer of a child or children (between 2 and 18 years) 12.50% 6 

Primary carer of a disabled child or children 0.00% 0 

Primary carer or assistant for a disabled adult (18 years and over) 2.08% 1 

Primary carer or assistant for an older person or people (65 years 

and over) 

16.67% 8 

Secondary carer (another person carries out main caring role) 4.17% 2 

Prefer not to say 6.25% 3 
 

Answered 48 
 

Skipped 9 

Which race or ethnicity best describes you? 
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Answer Choices Responses 

Asian/British Asian: Bangladeshi 0.00% 0 

Asian/British Asian: Chinese 0.00% 0 

Asian/British Asian: Indian 0.00% 0 

Asian/British Asian: Pakistani 0.00% 0 

White: British 86.79% 46 

White: Irish 1.89% 1 

White: European 1.89% 1 

Black/British Black: African 1.89% 1 

Black/British Black: Caribbean 0.00% 0 

Mixed Race: Black & White 0.00% 0 

Mixed race: Asian & White 1.89% 1 

Gypsy or traveller 0.00% 0 

Rather not say 5.66% 3 
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Another race or ethnicity (please state in box below) 0.00% 0  
Answered 53  
Skipped 4 

 

Which of the following terms best describes your sexual orientation? 

 

Answer Choices Responses 

Heterosexual or straight 86.54% 45 

Gay man 3.85% 2 

Gay woman or lesbian 0.00% 0 

Bisexual 1.92% 1 

Asexual 0.00% 0 

Prefer not say 7.69% 4 

Other (please specify) 0.00% 0  
Answered 52  
Skipped 5 

 

 

 

 

 

 

What do you consider your religion to be? 
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Answer Choices Responses 

No religion 26.42% 14 

Christianity 66.04% 35 

Buddhist 1.89% 1 

Hindu 0.00% 0 

Jewish 0.00% 0 

Muslim 0.00% 0 

Sikh 0.00% 0 

Prefer not to say 7.55% 4 

Other religion (please specify) 0.00% 0  
Answered 53  
Skipped 4 

 


