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About PlusBus for Health

PlusBus for Health is a door-to-door 
accessible transport service that helps patients 
travel between their homes and GP surgeries. 
The service is available to older or disabled 
patients in the London Borough of Ealing who: 

• cannot safely get to their GP practice 
because of mobility or other health issues, and 

• have limited transport support from friends 
and family. 

PlusBus for Health aims to reduce home visits 
and missed appointments, while improving 
the wellbeing of patients by offering them an 
opportunity to leave their homes and meet and 
socialise with others. 

The service is commissioned by Ealing Clinical 
Commissioning Group and began in April 2017, 
following a successful two-year pilot. 
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In Ealing, we are taking steps 
to tackle social isolation that is 
often a problem for our older 
and disabled residents. We are 
also taking action to reduce the 
number of people who miss their 
GP appointment, and need home 
visits in the borough. 

Our PlusBus for Health (PBH) 
community transport service 
delivers on both of these 
ambitions and we have been 
really pleased to see the service 
benefit so many of our residents 
since its launch. PBH has been 
provided by Ealing Community 
Transport (ECT) since April 2017 
and uses wheelchair-accessible 
minibuses to transport patients 
to GP appointments. The service 
is booked by GP practices 
on behalf of patients who are 

unable to get to and from the 
surgery, because of mobility or 
other health issues, or if they 
have limited transport support 
from friends and family. 

PBH is much more than just a 
transport service. For lonely and 
isolated individuals, access to 
transport is one of the biggest 
barriers to regular engagement 
with healthcare. We want to see 
all our residents stay healthy, 
independent and mobile, and 
PBH has been really effective 
in supporting community 
participation and engagement. 
It allows our older and disabled 
residents to access the care and 
support they need, and trips are 
scheduled so that patients travel 
with other patients attending the 
same GP practice or one nearby. 
Residents can chat to each 
other about their day which is 
really important for their mental 
health and wellbeing, and drivers 
are friendly and welcoming to 
everyone on the trip. 

The data presented in this 
publication shows that PBH 
has significantly reduced the 
rate of missed appointments 
in our borough, with the rate of  

Did Not Attend appointments 
dropping by two-thirds for 
appointments facilitated by the 
service. Before using PBH, 
patients had 10% of their GP 
appointments at home and after 
using PBH this figure has almost 
halved to 5.7%. Some 80% of 
PlusBus passengers said they 
would find it significantly harder 
or impossible to go out without   
the service.

We are proud of all members 
of staff who have helped to 
make PBH a reality, and whilst 
challenges remain to expand the 
service, we are pleased with the 
work that has been done so far. 
Please read this publication for 
further details about the benefits 
that PBH is providing to our 
residents, and do get in touch 
if you wish to find out more 
information about the service. 

Dr Mohini Parmar
Chair, Ealing Clinical 
Commissioning Group

More than just transport 
PlusBus for Health is helping Ealing’s residents stay healthy, independent and mobile 
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At Ealing Community Transport 
(ECT) we have known for a long 
time that many residents of 
the London Borough of Ealing 
need help getting to health 
appointments, and that these 
same people suffer greatly from 
loneliness and isolation. 

We were therefore delighted 
when Ealing Clinical 
Commissioning Group (Ealing 
CCG) responded to our 
suggestion that we partner 
with them to develop a pilot 
community transport service for 
patients. 

This new service, which is 
now fully-fledged, is known as 
PlusBus for Health, and the idea 
is simple – we offer door-to-
door transport in wheelchair-
accessible minibuses to help 
people travel to appointments at 
their GP surgeries who wouldn’t 
otherwise be able to do so. We 
have always championed the 
advantage of people travelling 
together with others, as opposed 
to travelling alone. In addition 
to helping some of our most 
vulnerable residents visit their 
GP, we offer them the rare 
opportunity to get out of their 
homes and meet other people 
on their journey.

For example, I remember our 
very first NHS community 
transport service trial many 
years ago, when we took 
patients from their homes to a 
flu jab clinic at Cuckoo Lane 
surgery, nicknamed “the flu-jab 
special”. On our buses we had 
women in their 90s who hadn’t 
seen each other since they were 
young mothers, 60 or 70 years 
earlier. 

On another occasion, an elderly 
woman wore a new jumper she 
had received as a Christmas 
present for the very first time – 
she’d had no other opportunity 
to get dressed up to go out and 
meet people.

Many of our PlusBus for Health 
passengers tell us that using 
this service has given them 
newfound confidence. Our 
aim is that this will spur them 
to use our other door-to-door 
community transport services 

A service to be proud of

Ealing Community Transport’s PlusBus for Health delivers measurable benefits 

to the NHS and reaches the most isolated people in our community, according 

to new research. This demonstrates that the service should be expanded                          

and replicated elsewhere

"Many of our PlusBus for 

Health passengers tell            

us that using this 

service has given them 

newfound confidence."
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to venture out on trips to other 
places. We hope that surgery 
staff will encourage these 
patients to do this – in other 
words, “social prescribing”.

PlusBus for Health is a big 
success and we are proud of 
our partnership with Ealing 
CCG. Our recent research 
into its impact, which we have 
summarised in this newsletter, 
is testimony to its benefits, the 
savings it brings to the NHS and 
the social value that it creates. 

The purpose of this newsletter 
is to share our story – we 
would like more surgeries in 
the London Borough of Ealing 
to use the transport for the 
benefit of their patients and, 
importantly, we are keen that 
other parts of the country learn 
from our experience. 

We hope that other 
neighbourhoods can develop 
similar services with their local 
community transport partner. In 
doing so, they will help improve 

the health of their residents 
whilst combating loneliness and 
isolation – two major problems 
in our society today.

Anna Whitty MBE
CEO, ECT Charity
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Our impact evaluated 

ECT has published new research which quantifies the social value and cost savings 

that PlusBus for Health brings to Ealing Clinical Commissioning Group and the 

NHS. Fewer home visits, missed appointments and emergency admissions mean 

better health care for the borough’s elderly people 

This year, we conducted 
research to estimate the 
social value of our PlusBus 
for Health community 
transport service. 

Whilst much anecdotal 
evidence exists on the 
positive social impact of this 
service, it was important for 
the research to estimate the 
resulting social value and cost 
savings for Ealing Clinical 
Commissioning Group and 
the NHS. 

To this end, our research 
quantified the impact of the 
service by looking at changes  
in the number of:

• missed health 
appointments

• home visits by NHS staff

• non-elective A&E 
admissions by patients.
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In November 2018, we published the 

PlusBus for Health Impact Evaluation.    

This research showed that…

Patients attend more surgery appointments    
after they start using PlusBus for Health

• PlusBus for Health patients are more likely 
to have more health care needs than other 
older people. PlusBus for Health enables 
them to attend appointments more frequently 
and this allows them to manage their health                
more effectively.

• Patients attend twice as many surgery 
appointments using the PlusBus for Health 
service compared to before.

• Patients use the service to attend regular 
treatments, such as nurse appointments 
(including chronic care reviews) and clinical 
care (such as vaccinations, blood tests and 
warfarin monitoring appointments), rather than 
for acute treatments.

PlusBus for Health improves the quality of 
health care that these patients receive

• 56% of PlusBus for Health patients have had 
fewer or the same number of A&E admissions a 
year since using the service. 

• Surgery staff reported that PlusBus for Health 
can be particularly beneficial for patients with 
chronic diseases. For these patients, regular 
surgery visits can lead to a reduction in A&E 
admissions, or, equally importantly, at least 
avoid their health deteriorating. 

• Surgery staff agree that PlusBus for Health 
has had a positive impact on patients’ wellbeing 
and allows for better health care.

PlusBus for Health reduces the rate of 
missed appointments

• The rate of “Did Not Attend” appointments 
dropped by two-thirds for appointments 
facilitated by PlusBus for Health.

PlusBus for Health reduces the amount of 
home visits

• Before using PlusBus for Health, patients 
had 10% of their GP appointments at home. 
After using PlusBus for Health, this figure             
almost halved.

• Surgery staff commented that patients who 
previously required home visits from nursing 
staff are now able to be seen at the surgery. As 
such, nurses are able to spend more time with 
patients and carry out more tests.

PlusBus for Health has a positive impact on 
wellbeing

• Surgery staff report that the most 
important impact of PlusBus for Health is the 
improvement of patients’ wellbeing. Providing 
better access to health care, enabling patients 
to get out of their homes and have social 
interactions, helps them to “age well”.

• PlusBus for Health has a “ripple effect”. 
Surgery staff are encouraging patients to use 
other community transport services offered by 
ECT, also known as “social prescribing”.
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Loneliness is one of the greatest public health 
challenges of our time and this is now recognised 
at the highest levels of government.

At ECT, we’ve been working hard to tackle 
loneliness and isolation among the most 
vulnerable members of our community for many 
years. All of our services – including PlusBus 
for Health – play a vital role in combating this 
significant problem. As such, we were delighted 
that in October 2018, Prime Minister Theresa 
May launched a government strategy to tackle 
loneliness, with the aim of delivering far-reaching 
social change over the coming years. 

Research to prove why community   
transport matters

In 2016, we worked with Deloitte to publish a 
groundbreaking piece of research. Our report, 
Why Community Transport Matters, contains 
an in-depth study of the positive effect that 
community transport can have on loneliness and 
isolation among older people in the UK.

Our research with Deloitte found:

• Nearly one-third of older people and half of 
over-80s say that they are sometimes lonely.

• Loneliness can lead to depression, anxiety and 
mental decline, as well as increased levels of 
drinking and smoking.

• The financial cost to the UK of these 
consequences is around £2.1bn every year.

Recent information from the Campaign to End 
Loneliness highlights:

• 17% of older people talk to family, friends and 
neighbours less than once a week. 

• Two-fifths of older people say the television is 
their main company.

Community transport savings 

Community transport schemes can reduce 
loneliness and isolation through providing 
opportunities to socialise and access public 
services.

Overcoming one of 
the greatest public           
health challenges

ECT has long recognised that loneliness can destroy people’s health and we 

work hard to help the most isolated people get out of their homes and feel part 

of their communities. Our research proves that PlusBus for Health reaches the 

people who need it most
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Increasing vulnerable          

people’s confidence

Loneliness and isolation are significant and 
growing issues in Ealing.

In 2017, an estimated 58,000 people over 
the age of 60 lived in the borough – of which 
up to 30% may have been suffering from 
loneliness and isolation. 

These numbers will continue to grow. In ten 
years’ time, the population of over-60s will 
have increased by 30%, while the population 
aged over 90 will have increased by a 
staggering 62%. 

However, loneliness does not only affect older 
people. According to the Ealing Public Health 
Outcomes Framework, 60% of adult social 
care users do not have as much social contact 
as they would like. In this regard, Ealing lies 
below the national average of 55%.

A recent survey of passengers on ECT’s 
PlusBus – our door-to-door community 
transport service – found that 85% of them 
felt more confident as a result of using the 
service, and 97% said that it had made them 
feel better.

Our research with Deloitte found:

• A wide-scale roll-out of community 
transport services across the UK could 
reduce the number of older people 
experiencing loneliness, leading to annual 
cost savings of up to £1.1bn.

• In the London Borough of Ealing, 
community transport could create a potential 
saving of £1.4m to £4.1m a year through its 
positive impact on passengers’ mental and 
physical health. 

PlusBus for Health benefits the           
most isolated

Our recent research into the impact of 
PlusBus for Health shows that it benefits the 
loneliest and most isolated older people in                   
the community:

• 62% of PlusBus for Health passengers are 
over 80 years old, and 85% are over 70.

• Eligible passengers do not have friends or 
family to help them attend appointments.

• Eligible passengers are more likely to feel 
lonely and isolated, which is likely to have 
a detrimental impact on their health. Older 
people who are lonely are more likely to 
develop dementia and depression, suffer 
from sleep problems, stress, anxiety and falls. 
This effect is comparable to smoking 15 
cigarettes a day or being an alcoholic. 

"Loneliness sits alongside childhood obesity and 
mental wellbeing as one of the greatest public 
health challenges of our time."
Theresa May, Prime Minister
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      I know I couldn’t get 
on a public bus now. And I 
can’t get into a car, it would 
take me forever. I had a 
bad accident two years 
ago and I broke my hip and 
damaged my right leg. My 
knees are going too. I’m 
always on crutches, even 
in the house.

Three years ago I lost my 
husband to Alzheimer’s, so 
I live alone. 

But this Friday I’m going 
to Iceland and I’ve got an 
appointment too at the 
doctor for a check-up.

ECT are fantastic; I can’t 
live without them. 

I used to see the green 
buses around Ealing, but 
I never knew what they 
were for. But my doctor 
sorted it out for me. I use 
PlusBus for Health to go 
to different appointments 
at the surgery, and now I 
use PlusBus to go to the 
supermarket as well.

When I get off the 
minibus I go straight to my 
neighbour’s house for a 
cup of tea. 

Trying to get from my front 
door to their front door 
is difficult, but when I’m 
getting off the minibus 
I’m halfway to their door 
already. 

The drivers are lovely, we 
get to know them and have 
chats with them. Atif – he’s 
my regular driver – he’s got 
used to me and we have a 
joke. That sort of fun keeps 
you going.

A passenger's perspective:                       
Mollie Evett

Mollie is 84 and lives alone. Without ECT’s services she doesn’t know 

how she’d visit her surgery or go to the supermarket

"ECT are fantastic; I can't 

live without them."
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A better health care 
experience

Pressures on the NHS today are greater than they have ever been. PlusBus for 

Health means that GPs and nurses have to make fewer home visits, so that they 

can deliver higher quality care to those who need it most

This year is the 70th anniversary of the NHS. It’s 
a huge success story, offering care for all on 
the basis of need, not ability to pay. However, 
pressures on the NHS are greater than they have 
ever been: demand for health care is increasing 
as the population ages, and budgets are tight. 
PlusBus for Health not only saves the health 
service money and time, it helps people receive 
better quality care and manage their health more 
effectively.

PlusBus for Health uses resources more 
efficiently. Our research found:

• PlusBus for Health reduced the rate of 
missed health appointments by more than two 
thirds.

• The service also reduced the amount of 
home visits by GPs by nearly half.

• Patients attend more surgery appointments 
after they start using PlusBus for Health.

• Nursing staff can spend more time with 
patients and carry out more tests if the 
appointment takes place in the surgery, as time 
and equipment are limited during home visits.

• PlusBus for Health can reduce pressure on 
A&E departments. More than half of PlusBus 
for Health patients had fewer or the same 
number of A&E admissions per year since 
starting to use PlusBus for Health, at a point 
where their health is deteriorating.

"Older people experiencing loneliness are more 
likely to visit the doctor and have higher use of 
medication and the emergency services."
Caroline Dinenage MP, Minister of State for Care
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A practice manager's perspective:                       
Furiha Chaudry

      The PlusBus for Health 
service is fantastic. It helps 
us to run a more robust 
service as a practice and 
we’ve had good feedback 
from patients too.

Previously, we had high 
numbers of patients being 
visited at home for warfarin 
monitoring, so our nurses 
were making around 24 
home visits a month. It 
would take one nurse 
a whole day to see 12 
patients. We can now see 
those 12 patients in a two-
hour clinic because they 
are brought to the surgery 
by PlusBus for Health. Lots 
of patients were seen at 
home by the GP because 
of their mobility difficulties. 
PlusBus for Health has 
helped us to reduce these 

visits by over 50% so our 
GPs aren’t always rushing 
to complete multiple home 
visits. We’ve now made 
time for clinical meetings 
during the middle of the 
working day instead of 
early in the morning or late 
afternoon. Instead of having 
10 home visits a day, we 
now have up to 10 a week.

We know which of our 
patients need extra care, 
so now they get brought 
to the surgery by PlusBus 
for Health. We can give 
them the last appointment 
of the morning, so they 
aren’t hurried and they 
can have some extra time 
with the GP if they need 
it. The patients tell us that 
it’s nice for them to have 
a social outing and they 

like having the opportunity 
to talk to people. One 
elderly lady who isn’t very 
mobile told our staff that 
she was fearful of living 
alone and being excluded 
from society, but now she 
says PlusBus for Health 
has changed her life. It 
has helped her deal with 
loneliness because she 
sees and interacts with 
people when she gets out 
of the house.

We have 10 receptionists 
and they’re all very 
comfortable liaising with 
the PlusBus for Health 
administration team to book 
the patients’ trips. 

We’re proud to be the 
number one user of 
PlusBus for Health!

Furiha is the practice manager at Gordon House Surgery in Ealing. She 

says PlusBus for Health is invaluable for patients with mobility difficulties
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Working closely with a local care home, we 
have arranged for a group of residents to be 
taken regularly to their local surgery by PlusBus 
for Health, rather than surgery staff having to 
visit them. We have named this our “clinical 
model”.  This clinical model is in its early stages 
and, as yet, we don’t have robust evidence to          
demonstrate its impact. 

However, recent research by the Nuffield Trust 
shows that regular GP visits to care homes 
reduces emergency hospital admissions by   
nearly 40%. 

Additionally, the feedback we’ve had from 
participants is positive. As such, we believe that 
this model is worth pursuing.

A clinic in the right place 

While it may seem convenient for care home residents to be visited by medical 

staff, they can miss out on vital tests and monitoring which need specialist 

equipment and support. The PlusBus for Health clinical model enables these 

patients to receive much better care at their local surgery 
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      I am part of a team 
looking after roughly 30 to 
40 high-needs patients at 
a local care home. One of 
the biggest challenges we 
face with these patients is          
to provide good quality, 
regular and comfortable 
care for them.

To accommodate their 
comfort and safety, my 
partner and I initially started 
visiting the care home on 
a weekly basis, holding a 
lengthy clinic in their quiet 
room.

However, it transpired that 
we did not have access 
to some of the most 
important parts of clinical 

equipment at this facility, 
such as an ECG machine, 
weighing machine or even 
an examination couch. 
Neither did we have nursing 
support.

We approached ECT, and 
they very kindly agreed to 
run a trial whereby they 
would bring a group of the 
care home residents to our 
surgery. 

We arranged it so that this 
was at a time when we 
could spend up to half an 
hour with each patient, with 
no other patients present, 
to account for their comfort 
and avoid undue distress 
from a packed waiting room. 

We have found this to have 
a most pleasing outcome 
and care has improved 
significantly – for instance, 
timely weight measurements 
have enabled us to calculate 
appropriate MUST scorings 
[a scoring system to assess 
for significant malnutrition]. 
In addition, access to 
ECGs has enabled a higher 
quality care which in turn, 
contributes to crucial 
management and the all-
important care planning.

This has been an excellent 
model of care and we are 
very grateful for ECT’s input         
and assistance.

A GP's perspective:                                         
Dr Kamini Gautam

Dr Gautam is lead GP at KS Medical Centre. She explains how the 

PlusBus for Health service has transformed how her practice cares for 

high-needs patients at a local care home
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In 2017/18, PlusBus for Health…
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Call or speak to the surgery you are 
registered with to find out more or:

Email plusbushealth@nhs.net



ealing@ectcharity.co.uk

www.ectcharity.co.uk

Greenford Depot, Greenford Road, Greenford, 
Middlesex UB6 9AP

020 8813 3210

Ealing Community Transport is part of ECT Charity, the umbrella brand representing Ealing 
Community Transport, a company limited by guarantee, company no 07211806, registered with 
the Charity Commission, charity no 1135354, Greenford Depot, Greenford, Middlesex UB6 9AP.

“ECT’s green 
buses allow me 
to live a more 

independent life.”


