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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) 
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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 of the stakeholder survey. 

Key findings and feedback 

 

Profession of respondents 
 

Two respondents (50%) identified themselves as Community Physiotherapists, one 

person (25%) indicated they were a GP / Primary Care Health Professional and one 

person (25%) said they were a Hospital-based Physiotherapist. 

 

Referral into the service 
 

50% of respondents (two people) said it was 'difficult' to refer to the MSK Service in 

Darlington and the other 50% indicated that it was 'very difficult'. 
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Inclusion / Exclusion criteria 
 

25% of respondents (one person) said that they found the inclusion / exclusion criteria 

straightforward, whereas 75% (three people) said they did not. 

 

 

 

Two respondents opted to leave additional comments on their response to this question: 

Answer provided Additional comment 

No previously changed what was wantred as part of contract. eg 
rheumatology, womens health, paeds, young adults - made it very 
confusing what they wanted to have 

No clear guidance blurred between acute CDDFT & connect 

 

Contacting / accessing the service 
 

75% of respondents (three people) said they had experienced issues when contacting or 

accessing the MSK service as a healthcare professional, and 25% indicated they had not. 

 

Three respondents opted to leave an additional comment: 

Answer provided Additional comment 

No easier to ask patients to self refer - previous electronic referrals were 
going missing or claiming werent recieved 

Yes difficult to get through 

Yes The route in is difficult given that they are the only area in cddft that 
are with Connect 
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Contacting the service 
 

75% of respondents (three people) said they knew how to contact the MSK service if 

needed, while 25% (one person) said they did not. 

 

Service responsiveness 
 

75% of respondents (three people) said they found the MSK service to be 'responsive' to 

queries / concerns / issues, whereas 25% (one person) said they found it to be 

'unresponsive'. 

 
 

Patient Management Plan / discharge information 
 

25% of respondents (one person) said the Management Plan / discharge information for a 

patient contained enough information and was clear, while 75% of respondents (three 

people) said it was not. 
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Two respondents left comments in addition to their answer: 

Answer provided Additional comment 

No patients are discharged with the same generic letter saying they 
have 'completed the course of treatment' and have 'been given self 
management advice and exercises to manage symptoms' . however 
when you speak to the patients, many are unhappy with the 
outcome, may feel no better, but have to self refer in gain to be 
seen. many are not reviewed after a 6 session gym program and are 
discharged rather than having physio review. 

No We cant see the notes as despite being in cddft they arent under our 
contract. However, if they are in DMH due to trauma, fracture they 
then become our patient with no accessible notes 

 


