. Muscles, bones and joints service
— GCetting you to the right care for muscles, bones and joints

18.4% of people aged 16 and over self-reported a long-term musculoskeletal condition.’

You can take control of how, when and with who you access advice. A simple to use, clinically designed online assessment directs you to
the right clinician, and the online portal, available 24/7, enables you to book your own appointments with the right practitioner at the
right time. It also holds your medical notes, bespoke exercise plans and any imaging you've had during follow-up appointments, and

you can download your medical notes and referrals for your records.?

Expert care

The service has an upfront digital triage, designed by a team
of expert consultants and musculoskeletal clinicians. It means
you Will be directed to the right expert for a video or phone
appointment, without needing to be referred by a GP first*

We're working with muscle, bone and joint specialists, HBSUK
and their multi-disciplinary team of experts, to offer
appointments with:

e physiotherapists (within 24hrs) s

e advanced level physiotherapists (within 48hrs)3

« orthopaedic specialists (within 72hrs). 3

Video and phone appointments are available Monday to
Friday, 8am to 8pm.

Who is HBSUK?

This service is delivered by HBSUK, a specialist led online

service that is part of the AXA Group, so you'll see these names

when you use the service. Please only book your appointment
from your own HBSUK account. If you book on behalf of
someone else, the specialist won't have the right details.

Your journey to support

The HBSUK clinician you speak to during your video or phone
call will assess your symptoms and explain what they could
mMmean.

e |n some cases, exercise and movement can ease pain. If
that's the case, the clinician will provide a bespoke plan
with exercises you can try at home, at the gym or even at
work.

e |f you need hands-on therapy to help you get moving
again, we can support you with arranging treatment. We
will also advise you on how many sessions of therapy your
plan covers and any contribution you will need to make
towards treatment, if applicable.

e If further tests or scans are required, the clinician can
arrange these for you (subject to the benefits available to
you as part of your healthcare cover).

The online portal enables any HBSUK clinician involved in your
care to review your medical details securely online,
maximising efficiency.



Good to know

It's quick and easy for you to get started on the road to recovery. As soon as there's a problem, simply
call the PHC claims line to have your claim assessed. You'll then be able to access the portal.
e You can call us to start your care journey and we'll send you a link to access the online assessment.
e You'll then be prompted to book an online appointment at a time that suits you. You can also
change or cancel your appointment via the portal.
e Before your conversation with the clinician, you'll be prompted to enter some details of the issue
you're experiencing online, helping you get the most out of your appointment.

How to access:
Call the PHC claims line on 0800 068 7111 or email claims@thephc.co.uk.

They'll check you're covered and provide you with a link to the service where you can be assessed, make appointments and get
the treatment you need.

Please have your membership number ready when you call - this can be found on your Certificate of Cover.

This service is available to members aged 18 and over only.
*You can access this service without a referral from your GP unless we require further information to assess the eligibility of your claim. Please note that eligibility to use the service is subject to the terms,
conditions and underwriting terms applied to your cover. For example, if you are covered on moratorium underwriting, we may require some further information from your registered GP.

1 Musculoskeletal health local profiles - GOV.UK, 2024

2 Online appointments through this service do not affect out-patient limits, excess or the number of physiotherapy sessions members are entitled to as part of their health scheme. However, these will be
applied for any onward,

face-to-face treatment.

3 All subject to market conditions, as HBSUK clinicians also work for the NHS.

Limited and is the underwriter of PHC medical insurance policies. AXA Health is authorised by the Prudential Regulation Authority and regulated by the Financial Conduct Authority and the
Prudential Regulation Authority. Both companies are registered in England and Wales under numbers 2933772 and 3148119 and their registered office is located at 20 Gracechurch Street, London
EC3V 0BG. Write to us at: The Permanent Health Company, Building 2, First Floor, Croxley Park, Watford, Hertfordshire, WD18 8YA. T. 01923 770 000. We may record and/or monitor calls for quality
assurance, training and as a record of our conversation. PB114340/10.26.

I PHC is a trading name of The Permanent Health Company Limited which is authorised and regulated by the Financial Conduct Authority. AXA Health is a trading name of AXA PPP healthcare
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