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Here are some Frequently Asked Questions about the Orthotics
service:

Ease of Referral

Q: After an initial consultation, can I self-refer if I have a
problem or do all referrals have to be made through a GP? 

A: Ideally after the first referral, if there are issues, someone
should be able to refer themselves back into the system
without waiting months for an appointment.  This reduces the
risk of further problems developing.

Q: Can I choose where I go for treatment?

A: From April 2008, all patients registered with an English GP
have the right to choose where they will be treated.  They
can choose from any hospital or clinic that meets NHS
standards.  This may differ in the other UK nations and you
should contact your GP for information.

Q: How do I make the choice?

A: Your GP will let you know which hospitals and clinics you
could attend and should be able to advise you of which is
best for your particular requirements and circumstances.

You can also find and compare hospitals via the NHS Choices
website:  www.nhs.uk.  
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The purpose of this leaflet is to provide guidance to users of
orthoses on various aspects of the Orthotics service and what they
have a right to expect from service providers.

There is also the opportunity to rate and feedback to us on your
local service provider.

For the purposes of this leaflet the following definitions apply:

• Orthosis(ses), orthotics: Calliper; brace; neck collar, corset,
splint, or any sort of  orthopaedic appliance or specialist 
footwear, including shoe inserts and insoles.  (However, 
some of the guidance may also apply if you are being fitted f
or a crutch or walking frame).

• Orthotist: Medical professional (“Fitter”) who provides your 
care and will normally prescribe and fit your orthosis.

• Department of Orthotics: May previously have been called
the Applicance Office.

• Technician: Manufacturing technician who will be working 
under the instruction of a prescribing Orthotist.
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Accessibility of Service

Q: How easy should it be for me to access the service?

A: The service should be made as easy as possible for you to
access. For example you should expect:

• Adequate Blue Badge parking, close to the entrance of the
hospital or centre.

• Hospital arranged transport for those who need it.
• Doors that are accessible to wheelchairs with level floor

access throughout the journey within and to the department.
• Chairs of varying height and style to meet people’s mobility

needs.
• Rooms of reasonable size to accommodate wheelchairs and

those with restricted mobility.
• Appliances such as hoists and walking frames / bars to

assist patients where necessary.
• Assistance from trained staff, if required.
• Adequate provision for carers.
• Close access to suitable toilet facilities.

Appointment Length

Q: How long should I expect for my appointment?

A: Appointments should be of adequate length to ensure the
Orthotist has fully understood your requirements and gives
you the correct prescription.  You should have time to ask
any questions and talk through issues.

As a rule of thumb you should expect a minimum of 20
minutes.   However, if you are going for your first
assessment you may be given a longer appointment.

Timely Appointments

Q: How long should I expect to wait between appointments?

A: The waiting time between appointments should be kept to a
minimum, especially if an orthosis needs to be returned for
adjustment or repair.  Without the orthosis it could be very
difficult for you to get around.  

You should expect an appointment to receive your orthosis
within 5 to 15 days, and no more than 30 days, of your
assessment.

You should be given the option to book appointments in
advance or in blocks, rather than waiting for the orthosis to
be returned from the manufacturer. Your Orthotist and the
administration staff should be aware of supplier lead times
and minimise delays and repeat visits.

Good Prescribing

Q: What if I have a complex problem?

A: Your Orthotist should include other hospital teams and
departments, technicians and/or manufacturers, as required.
This should result in the prescription meeting your needs and
fewer adjustments being required.

Q: What can be done to reduce the risk of an orthosis not fitting
or being unsuitable for my needs? 

A: Where a made to measure orthosis is required, you should
expect your Orthotist to be communicating with the
technician and manufacturer to ensure your orthosis is being
made to your individual prescription.  
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Resolving Problems

Q: How will problems be sorted out?

A: If your Orthotist follows good prescribing practice, this should
reduce the risk of poorly designed or fitted orthoses and
ongoing problems.  

If, for any reason, an orthosis has to be returned for more
than 3 adjustments, your Orthotist should (without you
needing to ask) arrange a collective meeting with the
technician and/or manufacturer to assist with fitting. 

If you are not offered this automatically, you should request it.

Q: If I need to complain about my treatment or any aspect of the
service, how do I go about it?

A: The first step is to raise your concerns directly with the
Orthotist, relevant team member or the manager of the
service concerned.  Hopefully this will result in a quick and
effective local resolution of the problem.

If you don’t get a satisfactory response from the person or
department providing the service, you should speak to the Patient
Advice and Liaison Service (PALS) staff or Complaints Manager at
the NHS Trust Hospital or Primary Care Trust involved. They may
be able to resolve the problem without the need to make a formal
complaint.  If not, they will provide help and support to take your
complaint further.

You can also contact NHS Direct on 0845 4647.

Information on how to make a complaint about the NHS can be
found on the NHS website: www.nhs.uk. (Just type in the word
“Complaints” in the search box).

Orthotic Services 7

The British Polio Fellowship

You should also expect your Orthotist regularly to review
your prescription to ensure that the orthosis continues to be
the most appropriate for your needs.

Choice of Orthoses

Q: What choice of orthoses should I get?

A: Your Orthotist should prescribe the most appropriate orthosis
for your needs and then review its suitability with you on a
regular basis.  As your condition may change over time and
newer products may become available, they should make
you aware of other products that may meet your needs
better.  

As well as taking into account the functional requirements of
the orthosis, your Orthotist should also consider your
personal and social needs, depending upon your age,
activity, gender and lifestyle.

Q: What if I’ve been using an orthosis for several years?

A: Older orthoses are not always better and may have
encouraged “bad habits”.  A more modern orthosis may help
to correct any problems and enable you to maintain a better
level of health.  However, you may need to “unlearn” existing
patterns of usage, which could require effort to make the
best of a more supportive orthosis.

Q: What if I’m prescribed a new orthosis?

A: Your Orthotist should work with your Occupational Therapist,
physiotherapist or relevant health professional to ensure you
can use your new orthosis correctly and understand why it
feels different.   
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Now use the tear-off form to let us know how your
Orthotics Provider performs

This leaflet was produced by the British Polio Fellowship’s
Orthotics Panel.  The Panel includes representatives from:

• The British Association of Prosthetics and Orthotics (BAPO)
• The Institute of Chiropodists and Podiatrists
• The British Society of Rehabilitation Medicine
• The Associate Parliamentary Limb Loss Group (emPower)
• Trulife, a global manufacturer of orthopaedic and physical 

rehabilitation products, including orthoses
• An orthopaedic footwear specialist
• Fellowship members and users of orthoses.
• Fellowship staff members.

Disclaimer

We have aimed to ensure that the information included in this
leaflet is correct at the time of printing, and do not accept liability
for any errors, omissions or how you use this information.

© The British Polio Fellowship
Eagle Office Centre
The Runway, 
South Ruislip
Middlesex
HA4 6SE.  
Freephone: 0800 018 0586
Website:  www.britishpolio.org.uk
Email:  infobenefits@britishpolio.org.uk
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Or call the Fellowship’s Support Services team on 0800 018 0586
(Option 1) and they will be able to point you in the right direction.

If you have a query or comment about any of the information
provided in this leaflet, please contact the Support Services
team on 0800 018 0586 (Option 1).

Summary
In this context, orthoses include any worn brace such as:
callipers, corsets, splints, shoes or insoles.  Additionally you may
also need support from crutches, walking sticks and frames, and
any other device designed to support or correct a physical problem
caused by polio, PPS or a related illness.

You should expect:

• Ease of referral

• Your local Orthotics provider to be easily accessible

• Adequate length of time for appointments

• Timely appointments and notification of delays

• Appropriate and accurate prescribing to meet your individual 
needs, including the involvement of technicians in complex 
cases 

• Choice and information as to availability of products

• Prompt rectification of problems

• For repeat problems, the involvement of technicians and/or 
manufacturers onsite
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Freephone: 0800 018 0586 (Option 1)
Website: www.britishpolio.org.uk
e-mail: infobenefits@britishpolio.org.uk

© The British Polio Fellowship is a registered charity in England 
and Wales (1108335) and in Scotland (SC 038863). 
Registered Charity No: 1108335
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How my Orthotics Provider performs

Please rate your Orthotics Provider against the following criteria,
tear off and return to the British Polio Fellowship Central Office at
the Freepost address shown overleaf.

(Please tick box as appropriate)

Any other comments:

Name and address of Hospital or Orthotics Centre attended:

Post code: 

Your name:  

Your address:  

Post code: 

Please rate the 
following:

Excep-
tional
5

Above
Average
4

Average

3

Below
Average
2

Poor

1

Ease of referral

Accessibility

Appointment length

Timely appointments

Appropriate prescribing

Choice of orthosis(ses)

Resolving problems

Your overall experience of
the service



Freepost RLSJ-BAGS-BUCT
The British Polio Fellowship
Ground Floor, Unit A
Eagle Office Centre
The Runway
South Ruislip
Middlesex
HA4 6BR

Please return your questionnaire in the
Freepost envelope provided to:

Thank you for taking the time to provide your feedback


