
A Guide for
Managers

enquiries@backinactionuk.com • 020 7480 5976

All You Need To Know About 
Your Company’s Occupational 
Physiotherapy Service.

A service provided to you by 
Palletline & Back in Action UK

www.backinactionuk.com



Physiotherapy Advice Line: 
Monday – Friday, 9am – 5pm

with onward referral to a local 
network physiotherapy practice if needed.

No GP or Occupational Health referral needed.

Effective treatment for all aches and pains, work related or not

For more details or to access the service just call 020 7480 5976 
or email us at enquiries@backinactionuk.com 

Your physiotherapy service.

Completely FREE for all 
Palletline employees
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What We Treat

· Back & Neck Pain

· Strains, Sprains

· Slipped Discs

· Repetitive Strain Injuries

· Sciatica, Trapped Nerve

· Hip Pain

· Headaches

· Pulled Muscles

· Muscle Spasm

· Tennis Elbow

· Painful/Swollen Joints

· Neuritis, Bunions

· Shoulder Stiffness

· Torn Ligaments

· Cartilage Tears

· Tendonitis

·  Fractured Bones (In/Out
Of Plaster)

· Frozen Shoulder

·  Arthritis And Spondylosis
Of Back, Neck, Hips,
Knees, Shoulders

No GP or OH needed to receive physiotherapy treatment. 
Just call or email us.

Physiotherapists are the Musculoskeletal experts.  
We assess and treat any non-emergency musculoskeletal condition.
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What is Physiotherapy?
Physiotherapists are the specialists in assessing 
and treating Musculoskeletal Disorders (MSDs). 
‘Musculo’ means ‘muscles’ and ‘skeletal’ means 
‘bones’, so in other words we treat any injuries or 
conditions relating to bones and muscles. For example, 
anything to do with the neck, back, legs, arms etc. 

As physiotherapists, we use a wide variety of techniques 
that can help to decrease and eliminate the pain and 
allow the restoration of pain-free movement. Treatment 
consists of a number of approaches depending on 
the nature of the condition. Typically, it will involve a 
combination of hands-on techniques, acupuncture, 
exercise rehabilitation and postural advice. It is 
important that we also help prevent the pain from 
re-occurring in the future, so a big part of what we 
do, is to look at the source of the problem to change 
behaviour, patterns and systems, so that the person can 
continue with their work, leisure, and daily activities 
with a decreased risk of their condition returning.

What is the purpose of Back in Action UK?
It is now well recognised, proven and publicised 
that getting people back to work quickly is 
better for people’s health, significantly reducing 
their chance of long term disability.

At Back in Action UK, this is our main purpose. 
Palletline has invested in our physiotherapy service so 
that we can help keep staff at work and 
get them back to work as quickly and as safely as 
possible. In doing so, both the employee and your 
Company benefits. The employee benefits from 
job retention and long term better health; your 
Company benefits from significant savings: reduced 
absenteeism AND presenteeism costs, increased 
employee productivity, and litigation reductions.

Who are Back in Action UK?
Back in Action UK are a national specialist occupational physiotherapy company. We provide physiotherapy and 
related services to many corporate clients throughout the UK to help look after the health & wellbeing of their staff.

Your Frequently Asked Questions
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Who can receive physiotherapy treatment?
Any Palletline employee can come for physiotherapy 
treatment for an MSD complaint, whether it is 
work-related or not. They can self-refer or be 
referred by their line manager or HR. There is 
no need to see a GP or OH beforehand.

If there is doubt whether physiotherapy can help 
an employee, refer them anyway. We will assess 
them and report back to confirm if we can, or 
recommend they see someone else if not.

How can an employee be referred for 
Physiotherapy?
There is no need for them to see a GP or OH 
first to get permission or a referral. Employees 
can refer themselves as long as they get 
authorisation from their manager beforehand.

In order to use the service, just call or email the 
Physiotherapy Advice Line. A video or telephone 
appointment will be arranged for the employee to speak 
with a physiotherapist. They will be asked some specific 
questions to ascertain the nature and extent of their 
injury. In many cases, the physiotherapist will be able to 
effectively treat employees remotely through advice 
and on-line exercise programmes. However, in some 
situations, the physiotherapist may recommend that 
they are then referred to a local Back in Action UK 
network physiotherapy clinic.

Will management and HR receive 
Fitness for Work Assessment 
Reports from the physiotherapist?

Yes. The employee’s Line Manager and HR Business 
Partner will receive an Initial Physiotherapy Report with 
work recommendations within 24 hours of the initial 
appointment. A Final Physiotherapy Report will then be 
received when the employee has completed their 
course of treatment. An Interim Report will also be sent 
if there is a change of work status during the course of 
their treatment or if there is a change to the treatment 
plan.

Is an employee expected to 
attend physiotherapy?

Yes. Employees are required to cooperate with any 
provisions of service by the Company. If staff cannot 
attend this appointment for any reason, they must 
notify the service as soon as reasonably possible

If I send an employee to Physiotherapy, 
is it likely they will be signed off work?
Our goal is to keep people at work where it is 
safe to do so. Therefore our Assessment for Work 
Report will only recommend they do not work 
at all if we think it’s absolutely necessary.

Will employees be forced into 
going back to work before they are 
assessed as being fit to do so?
No. This is ultimately the employee’s decision.

Our approach:

1   Provide physiotherapy treatment to alleviate 
the pain and/or restore decreased function.

2    Help Managers and HR with the management of 
sickness absence by assessing employee fitness 
for work, making recommendations for appropriate 
modified duties, and overseeing their care and 
return to work plans to make sure that employees 
come back to work successfully, quickly and safely.

3    Work proactively with Managers, HR and 
H&S Teams to identify trends and prevent 
injuries from happening in the first place.

4    Look at and modify, where necessary, possible 
and appropriate, their work environment and 
habits in order to get to the source of the 
problem and therefore decrease the chance of 
the condition/injury returning in the future.

It is as simple as just calling us on 
020 7480 5976 or emailing us on 
enquiries@backinactionuk.com 
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Is it safe to give employee data 
to the physiotherapist?
Yes. Back in Action UK are compliant with General Data 
Protection Regulations 2016/679.  Everybody working for BIA 
UK has a legal duty to keep information confidential. As we 
are sub-contracted, we can process employee information in 
the interest of the employee as long the information is 
treated as confidential and we abide by the Data Protection 
Act 1998.

Information is recorded and stored securely on BIA UK’s 
secure server within a secure high security data centre.

Will information given to a 
Physiotherapist remain confidential?
Yes. BIA UK is committed to the most stringent standards 
regarding medical advice and medical confidentiality. 
We ask for the employee’s consent to share any relevant 
information with management. Patients entrust 
physiotherapists with, or allow them to gather, sensitive 
information relating to their health and other matters as 
part of their seeking treatment. They do so in confidence 
and they have the legitimate expectation that anyone 
who has access to that information will respect their 
privacy and act appropriately.

Is the employee’s information 
shared with anyone else?
The employee may be receiving care from other people 
as well as BIA UK staff. So that we can all work together 
for their benefit, we need to share some of the 
information. However, we do not give any information 
that we hold to anyone, unless it is needed for treatment 
and care, AND after the employee has given permission.

Is the physiotherapist qualified 
and experienced?
All of our physiotherapists are experienced 
Chartered Physiotherapists registered 
with the Health Professions Council.

Does the service replace the medical 
care provided by the employee’s GP?
No. Our service offers immediate, accessible and 
professional physiotherapy advice when an employee 
may need it. It is often a compliment to the local GP care.

Can managers view an employee’s 
medical history from our reports?
Not without prior consent from the employee. The 
information emailed or discussed with managers is 
not a detailed medical report, but is simply scant 
information to make operational decisions.

Can an employee view their own files?
Yes. These can be requested from BIA UK. Please 
contact enquiries@backinactionuk.com for more details.



enquiries@backinactionuk.com



Back in Action UK - Managers Guide
Su

cc
es

sf
ul

 M
us

cu
lo

sk
el

et
al

 (M
sk

) A
bs

en
ce

 M
an

ag
em

en
t

Ba
ck

 in
 A

ct
io

n 
U

K
   

   
T

: 0
20

 7
48

0
 5

97
6 

   
  E

: e
nq

ui
rie

s@
ba

ck
in

ac
tio

nu
k.

co
m

U
se

 B
ac

k 
in

 A
ct

io
n 

U
K

 to
 it

s 
fu

ll 
po

te
nt

ia
l

Re
fe

r a
ll 

M
SK

 c
on

di
tio

ns
 

an
d 

in
ju

ri
es

.
1

U
se

 th
e 

ph
ys

io
th

er
ap

y
se

rv
ic

e 
pr

oa
ct

iv
el

y.
3

Se
nd

 y
ou

r e
m

pl
oy

ee
s 

fo
r 

ph
ys

io
th

er
ap

y 
as

 s
oo

n 
as

 p
os

si
bl

e.
2

W
H

A
T 

TO
 R

EF
ER

 T
O

 E
A

RL
Y

 P
H

YS
IO

TH
ER

A
PY

•
A

LL
 M

us
cu

lo
sk

el
et

al
 c

on
di

tio
ns

: b
ac

k,
 n

ec
k,

 k
ne

es
,

sh
ou

ld
er

s,
 s

ci
at

ic
a,

 w
ri

st
s,

 h
ea

da
ch

es
, a

rt
hr

iti
s 

et
c.

•
D

oe
sn

’t 
ha

ve
 to

 b
e 

an
 in

ju
ry

.
•

D
oe

sn
’t 

ne
ed

 to
 b

e 
w

or
k-

re
la

te
d.

•
Yo

u 
do

n’
t n

ee
d 

to
 k

no
w

 w
ha

t i
t i

s.
•

If
 in

 d
ou

bt
, r

ef
er

 a
ny

w
ay

. S
tr

ai
gh

t a
w

ay
.

•
D

on
’t 

go
 v

ia
 O

H
: P

hy
si

ot
he

ra
pi

st
s 

ar
e

th
e 

m
us

cu
lo

sk
el

et
al

 e
xp

er
ts

.

BE
 P

RO
A

C
TI

V
E

•
To

 h
av

e 
th

e 
bi

gg
es

t i
m

pa
ct

 o
n 

re
du

ci
ng

 M
SK

 a
bs

en
ce

, w
e

ne
ed

 s
to

p 
th

e 
in

ju
ri

es
 fr

om
 h

ap
pe

ni
ng

 in
 th

e 
fir

st
 p

la
ce

.
•

D
on

’t 
w

ai
t f

or
 p

ro
bl

em
s/

in
ju

ri
es

 to
 g

et
 a

ny
 w

or
se

.
•

M
SK

 p
ro

bl
em

s 
ha

ve
 a

 r
eo

cc
ur

rin
g 

na
tu

re
: e

m
po

w
er

in
g

th
e 

pa
tie

nt
 to

 s
el

f-
m

an
ag

e 
th

ei
r 

co
nd

iti
on

 is
 a

fu
nd

am
en

ta
l p

ar
t o

f p
hy

si
ot

he
ra

py
 tr

ea
tm

en
t.

EA
RL

Y
 IN

TE
RV

EN
TI

O
N

•
Ea

rl
y 

in
te

rv
en

tio
n 

is
 th

e 
ab

so
lu

te
 k

ey
 to

su
cc

es
sf

ul
 a

bs
en

ce
 m

an
ag

em
en

t.
•

Th
e 

so
on

er
 in

te
rv

en
tio

n 
st

ar
ts

 th
e 

be
tt

er
th

e 
pr

og
no

si
s 

an
d 

ou
tc

om
e.

•
En

su
re

s 
th

at
 th

e 
em

pl
oy

ee
 is

 r
ec

ei
vi

ng
 th

e 
rig

ht
tr

ea
tm

en
t a

nd
 a

dv
ic

e 
fr

om
 D

ay
 1.

 B
ed

 r
es

t i
s

th
e 

w
or

st
 th

in
g 

fo
r 

so
m

eo
ne

 w
ith

 b
ac

k 
pa

in
.

•
Pr

ev
en

ts
 c

on
di

tio
n 

w
or

se
ni

ng
 a

nd
 th

er
ef

or
e

ne
ed

in
g 

tim
e 

off
 w

or
k.

 D
on

’t 
ig

no
re

 th
at

 n
ig

gl
e!

•
Pr

ev
en

ts
 u

nn
ec

es
sa

ry
 tr

ip
s 

to
 th

e 
G

P 
an

d 
si

ck
 n

ot
es

.
•

Sp
ee

ds
 u

p 
th

e 
re

tu
rn

 to
 w

or
k:

 th
e 

le
ng

th
 o

f t
im

e
so

m
eo

ne
 is

 o
ff

 w
or

k 
is

 d
ir

ec
tly

 p
ro

po
rt

io
na

l t
o

th
e 

su
cc

es
s 

of
 th

em
 r

et
ur

ni
ng

 to
 w

or
k.

 S
om

eo
ne

be
in

g 
off

 w
or

k 
fo

r 
6 

m
on

th
s 

ha
s 

an
 8

0
%

 c
ha

nc
e

th
at

 th
ey

 w
ill

 n
ev

er
 r

et
ur

n 
to

 e
m

pl
oy

m
en

t.
•

W
e 

ca
n 

he
lp

 y
ou

 p
ro

vi
de

 th
e 

rig
ht

 m
es

sa
gi

ng
in

 th
e 

fir
st

 fe
w

 d
ay

s 
po

st
 in

ju
ry

, w
hi

ch
 is

es
se

nt
ia

l t
o 

a 
su

cc
es

sf
ul

 r
et

ur
n 

to
 w

or
k.



Back in Action UK - Managers Guide

How common is back pain?
Back pain is one of the biggest causes of sickness 
absence. In fact, the Work Foundation estimates that 
it costs the EU’s economies £200bn each year.

60-80% of adults of working age suffer from back
pain at some time. It is very common, but most acute
attacks settle quickly within a few days or weeks, at
least enough to get back to most ordinary activities.
Most people manage to continue working or return to
work within a few days or weeks, despite their pain.

Most back pain is not due to any serious disease 
and much chronic disability should be preventable. 
Over the last 5-10 years, there has been a revolution 
in medical understanding of back pain and how 
it should be managed, and there is now good 
scientific evidence on how we can improve its 
clinical and occupational management.

Management of 
Back Pain

Back pain is a common occupational problem and 
workers, employers and health professionals must all 
communicate and work together to deal with it and 
prevent unnecessary disability. Our common goal 
is to help and support the individual with back pain 
to recover and return to their normal activities as 
quickly and as safely as possible. They do not need 
to wait until they are completely pain free to do so.

Back pain is common in people of working age and can 
affect capacity for work, but that does not necessarily 
mean it is caused by work. Physical demands at work 
can precipitate and aggravate back symptoms, but they 
do not generally produce lasting damage. The spine 
is strong and it is difficult to cause serious damage.

What can people do to help 
themselves if they get back pain?
There is a lot people can do to help themselves. 
Get active. Take some pain relief. Get advice. The 
longer someone is off work with back pain, the 
greater the risk of chronic pain and disability, and 
the lower the chances of ever returning to work. 
So the sooner they get going, the better. 

Stay at work or return to work as soon as possible, if 
necessary with temporary modified duties. This does 
not increase the risk of ‘re-injury’ but actually leads to 
fewer recurrences and less chronic pain and disability.

The worst thing for someone with back pain is bed rest. 

The basic message is 
simple - don’t take back 
pain lying down!

There is now good scientific evidence that 
the best treatment for back pain is to stay 
active and to continue ordinary activities as 
normally as possible despite the pain.
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This in-house model was so effective and there became 
such the demand that it led us to become specialised in 
the delivery of workplace ergonomics and occupational 
physiotherapy; our patients got better quicker and 
more effectively and their employers, our clients, 
saved many thousands of pounds a year with a 
healthier and more productive workforce.

BIA UK has a number of clients around all of 
the UK and have become specialised in the rail, 
transport and waste industries. Our ergonomic 

and occupational physiotherapists work up and 
down the country providing either ad-hoc ergonomic 
assessments and consultancy or in-house physiotherapy 
clinics. We have a large physiotherapy network 
across the UK which we refer to for occupational 
physiotherapy treatment and preventative advice when 
in-house physiotherapy is not needed or warranted.

enquiries@backinactionuk.com 
020 7480 5976

 Back in Action UK
 @BackinActionUK

Physiotherapy, Wellness and 
Workplace Health

When Back in Action UK was born, we operated a number of physiotherapy clinics in Central 
London, doing so successfully for over 10 years. However, during this time we noticed the 
increasing need for us to be at our clients’ workplace. In order to effectively treat them, and by 
that we mean for the long term, not just a quick fix, we needed to get to the source of the problem 
and see them in action at work, whether that be sitting at a desk or operating machinery.


