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This nomination recognises a pioneering system-wide evaluation of the High Intensity User (HIU) 
service delivered by East of England Community Health and Care NHS Trust. Developed to address 
a key gap in how HIU services are understood, the project moved beyond traditional measures of 
success—such as reductions in emergency department attendance—to capture the broader needs 
of patients experiencing significant health inequalities. By linking data across hospital, primary care, 
community and social care services between 2022 and 2025, the evaluation provided a 
comprehensive view of patient journeys, barriers to access and patterns of service use. 

Focusing on individuals with complex needs—including homelessness, mental ill health, substance 
misuse and long-term conditions—the work, supported by the Core20PLUS5 programme, 
demonstrated that HIU services play a critical role in improving access to appropriate care and 
supporting patient stability. It highlighted that repeated use of urgent care often reflects unmet 
need rather than patient choice, reframing HIU services as a vital bridge between urgent, 
community and preventative care. 

Between 2022 and 2025, 1,705 patients were supported, with 96% successfully discharged 
following improved stability or reconnection to services. Patients showed increased engagement 
with planned care and wider support, while system pathways were strengthened through improved 
coordination. 

This innovative, data-driven approach provides a scalable and transferable model for evaluating 
HIU services. It supports a more integrated, person-centred and preventative model of care, 
helping reduce inequalities and improving outcomes for vulnerable populations across the system. 

 


