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The information contained in this document (“Presentation”) has been prepared by Totally plc (the “Company”). 
The Company is a UK company quoted on AIM, a market operated by London Stock Exchange plc. This 
Presentation has not been verified nor has it been approved by an authorised person in accordance with 
Section 21 of the Financial Services and Markets Act 2000 (as amended) (“FSMA”) and  therefore it is being 
provided for information purposes only. 
Canaccord Genuity Limited (“Canaccord”), which is authorised and regulated by the Financial Conduct 
Authority, is acting as the nominated adviser and joint broker to the Company. Singer Capital Markets (“Singers”), 
which is authorised and regulated by the Financial Conduct Authority, is acting as joint broker 
to the Company. Accordingly, the recipients should note that Canaccord and Singers are neither advising nor 
treating as a client any other person and will not be responsible to anyone other than the Company for providing 
the protections afforded to clients of Canaccord and Singers nor for providing advice in 
relation to the matters contained in this Presentation. 
While the information contained herein has been prepared in good faith, neither the Company nor 
any of its directors, officers, agents, employees or advisers give, have given or have authority to give, 
any representations or warranties (express or implied) as to, or in relation to, the accuracy, reliability or 
completeness of the information in this Presentation, or any revision thereof, or of any other written or oral 
information made or to be made available to any interested party or its advisers (all such information being 
referred to as “Information”) and liability therefore is expressly disclaimed. Accordingly, neither the Company 
nor any of its directors, officers, agents, employees or advisers take any responsibility for, or will accept any 
liability whether direct or indirect, express or implied, contractual, tortious, statutory or otherwise, in respect of, 
the accuracy or completeness of the Information or for any of the opinions contained herein or for any errors, 
omissions or misstatements or for any loss, howsoever arising, from the use of this Presentation. 
The views of the Company’s management/directors and/or its partners set out in this document could 
ultimately prove to be incorrect. No warranty, express or implied, is given by the presentation of these figures 
here and investors should place no reliance on the Company’s estimates cited in this document. 
This Presentation may contain “forward-looking statements” that involve substantial risks and uncertainties, 
and actual results and developments may differ materially from those expressed or implied by these statements. 
These forward-looking statements are statements regarding the Company’s intentions, beliefs or current 
expectations concerning, among other things, the Company’s results of operations, performance, financial 
condition, prospects, growth, strategies and the industry in which the Company operates. By their nature, 
forward-looking statements involve risks and uncertainties because they relate to events and depend on 

circumstances that may or may not occur in the future. These forward-looking statements speak only as of the 
date of this Presentation and the Company does not undertake any obligation to publicly release any revisions 
to these forward-looking statements to reflect events or circumstances after the date 
of this Presentation. 
This Presentation should not be considered as the giving of investment advice by the Company or any of its 
directors, officers, agents, employees or advisers. In particular, this Presentation does not constitute or form part 
of any offer or invitation to subscribe for or purchase any securities and neither this Presentation nor anything 
contained herein shall form the basis of any contract or commitment whatsoever. No reliance may be placed for 
any purpose whatsoever on the information or opinions contained in these slides or the Presentation or on the 
completeness, accuracy or fairness thereof. In particular, any estimates or projections or opinions contained 
herein necessarily involve significant elements of subjective judgment, analysis and assumptions and each 
recipient should satisfy itself in relation to such matters.
Neither the issue of this Presentation nor any part of its contents is to be taken as any form of commitment on 
the part of the Company to proceed with any transaction and the right is reserved to terminate any discussions or 
negotiations with any prospective investors. In no circumstances will the Company be responsible for any costs, 
losses or expenses incurred in connection with any appraisal or investigation of the Company. In furnishing this 
Presentation, the Company does not undertake or agree to any obligation to provide the recipient with access to 
any additional information or to update this Presentation or to correct any inaccuracies in, or omissions from, 
this Presentation which may become apparent. 
Neither this Presentation nor any copy of it may be (a) taken or transmitted into Australia, Canada, Japan, 
the Republic of South Africa or the United States of America (each a “Restricted Territory”), their territories or 
possessions; (b) distributed to any U.S. person (as defined in Regulation S under the United States Securities Act 
of 1933 (as amended)) or (c) distributed to any individual outside a Restricted Territory who is a resident thereof 
in any such case for the purpose of offer for sale or solicitation or invitation to buy or subscribe any securities or 
in the context where its distribution may be construed as such offer, solicitation or invitation, in any such case 
except in compliance with any applicable exemption. The distribution of this document in or to persons subject 
to other jurisdictions may be restricted by law and persons into whose possession this document comes should 
inform themselves about, and observe, any such restrictions. Any failure to comply with these restrictions may 
constitute a violation of the laws of the relevant jurisdiction. 
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Wendy Lawrence 
Chief Executive Officer

Lisa Barter
Chief Financial Officer
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Wendy was appointed as Chief Executive Officer in February 2013 and has since successfully led the Group through 
numerous successful acquisitions and a global pandemic, delivering significant growth. Wendy recognises the 
importance of quality services and the need to recruit talented individuals to help drive the business forward. She is 
passionate about delivering continuous improvement to ensure patients can access appropriate services quickly and 
receive the best possible care from every part of the Totally Group. 

Wendy has worked in healthcare for almost 40 years, 23 of which were within the NHS. She built her experience in 
frontline clinical roles with Derbyshire Ambulance Service before moving into NHS leadership roles where she was 
CEO for three primary care trusts and part of numerous national strategic projects supporting the NHS to ensure 
services were developed to address the changing needs of the population of England and Wales. Wendy ran her own 
business, working with US-based healthcare organisations and BUPA before joining Totally as CEO in 2013. Working as 
part of Totally’s Board to deliver its buy and build strategy, Wendy has successfully acquired eight businesses to date 
whilst delivering upon Totally’s organic growth strategy. 

Lisa joined the Board of Totally plc in October 2017. She is responsible for finance, IT and digital services alongside 
contracting, PMO and procurement. Lisa is a highly experienced finance leader and has delivered multiple complex 
acquisition and integration projects. She is passionate about continuous improvement across all areas of the 
business.

Lisa has been a chartered accountant for 25 years and has extensive finance experience built over 18 years working 
in finance within the independent healthcare sector. She has worked on numerous M&A projects and the 
subsequent integration of those acquisitions. Lisa started her finance career at Ernst & Young in 1990 where she 
qualified as a chartered accountant. She has also held financial management roles at PPG, Hewlett Packard and 
Oracle.



Board of Directors
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Bob Holt, OBE
Chair

• Long background in 
developing support 
service businesses.

• Chairman of Mears 
Group PLC until January 
2019: social housing and 
domiciliary care services.

• Chairman of Totally since 
September 2015.

Wendy Lawrence
Chief Executive Officer

• 20+ years with the NHS: 
12 of which at Director 
level.

• Former Chief Executive 
of three NHS Primary 
Care Trusts. 

• Led the client delivery 
team at BUPA Health 
Dialog.

• CEO of Totally since 
2013.

Lisa Barter
Chief Financial Officer

• 25 years as Chartered 
accountant.

• 18 years in finance roles 
within the healthcare 
sector.

• Former Head, Divisional 
Finance (Healthcare), 
Care UK.

• Previously Financial 
Controller at Mercury 
Health Ltd.

• CFO of Totally since 
2017.

John McMullan
Medical Director 

• Appointed Medical 
Director for Totally from 
January 2023. 

• Joined Totally as Joint 
Managing Director of 
Pioneer Healthcare

• Adult neurosurgeon with 
a special interest in 
spinal surgery and 
paediatric neurosurgery.

• Previously the head of 
department of 
neurosurgery at 
Sheffield Teaching 
Hospital.

Tony Bourne
Non Executive Director

• Chairman of Chelsea 
and Westminster Health 
Charity.

• Previously Chief 
Executive of the British 
Medical Association.

• Non-executive director 
of Barchester.

• Previously member of 
the board of Spire 
Healthcare.

Michael Rogers
Non Executive Director

• Over 30 years’ 
experience in healthcare-
services. 

• Former non-executive 
director of Mears 
Group PLC.

• Health and social care 
adviser to Morgan 
Stanley Private Equity 
and member of the 
investment advisory 
board of P.E. provider 
Bestport Ventures LLP.
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• Overview & operational update
Wendy Lawrence, CEO

• Financial highlights and outlook
Lisa Barter, CFO

• Strategic update and the future
Wendy Lawrence, CEO
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Continued growth and solid operational progress
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Continued growth and solid operational progress within challenging operating environment

Increasing access to healthcare and supporting reduction of waiting lists and waiting times
Supported c.2 million patients and treated c.120,000 from waiting lists

Healthcare market remains full of opportunity with strong pipeline of new business

Totally plc FY23 Results July 2023



• All Care Quality Commission registerable services rated as 
‘Good’.

• Delivered services to c. 2 million patients and treated 
c.120,000 patients from waiting lists.

• Restructured healthcare services under one fully-integrated 
team focused on Urgent care and Elective care.

• First and only provider to fully mobilise on NHS England’s 
Single Virtual Contact Centre model.

• Partner of choice for NHS 111 resilience provision.

• Tendered, secured and mobilised new five year contract for 
delivery of two urgent treatment centres in Bromley, where 
we have provided services since 2013.

• Multiple new corporate wellbeing contracts awarded to 
Energy Fitness Professionals.

• Cyber Essentials Plus (mandated requirement) attained.
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Operational highlights
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NHS in crisis



Financial highlights
Lisa Barter, CFO
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Further growth in revenue and profit
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Performance in line revised expectations* for revenue and 
earnings:

• Revenue up 6.5%% at £135.7 million (2022: £127.4 
million).

• EBITDA up 11.3% at £6.9 million (2022: £6.2 million) 
before exceptional items of £0.6 million relating to 
restructure of healthcare operations.

• Group gross margin 18.4% (2022: 18.0%) as we moved 
away from lower margin contracts.

• Profit before tax of £1.8 million (2022: 1.0 million).

• Cash at £6.5 million (31 March 2022: £15.3 million) 
reflecting changes in working capital model and 
growth.

• Proposed final dividend of 0.125p per share (H1 2023: 
0.5p) to be paid in October 2023. 7.5
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Cashflow FY23
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4.0
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• Company held £6.5 million in cash 
(2022: £15.3 million) with net cash of 
£4.0 million as at 31 March 2023.

• Cash generated from operating 
activities was negative as a result of 
negative working capital unwinding 
when material urgent care contracts 
ended and a reduction in provisions 
related to longer term contracts.

• Utilised half of the £5.0 million rolling 
credit facility secured in the previous 
year to support working capital 
requirements. 

£m



Urgent care
64% of revenue

Elective care
35% of revenue

Corporate Wellbeing
1% of revenue

Urgent care
73% of revenue

Elective care
26% of revenue

Corporate Wellbeing
1% of revenue

2022
Urgent care
86% of revenue

Elective care, 14% of revenue

Corporate Wellbeing
>1% of revenue

Rebalancing the business
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2023

Urgent care
95% of revenue

Elective care, 5% of revenue

2021
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Margin FY24 
(est)

FY23 FY22

Elective Care 22% 20.2% 18.4%

Urgent Care 17% 17.6% 17.7%

Corporate 
Wellbeing

41% 41.3% 31.9%

2022

2024 (est)



Cautious outlook for FY24
• Confident in ever increasing opportunities which cannot be 

satisfied without the support of existing independent sector 
capacity.

• All party government agreement to utilise independent 
sector capacity.

• Continue to build our reputation with Integrated Care 
Boards, trusts and NHS England as a reliable and 
responsive partner of choice, and deliver on our promises.

• Revised outlook reflecting increasingly challenging 
operating conditions:

• Revenue in the year ahead to be lower than in FY23 
reflecting FY24 impact of exit from four NWL contracts.

• EBITDA to be marginally below FY23 reflecting improved 
margin driven by higher volumes in elective care, and 
the continued management and reduction of overhead 
spend. 

Totally plc FY23 Results July 202313



Strategic update
Wendy Lawrence, CEO
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Strategic progress for growth
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• First and only provider to 
fully mobilise on NHS 
England’s Single Virtual 
Contact Centre (SVCC) 
model.

• Successful mobilisation of 
a new five year contract for 
the delivery of two urgent 
treatment centre in 
Bromley, London.

• Three new gyms opened to 
support corporate 
customers. Les Mills online 
classes added to 
proposition.

• All CQC registered services 
achieved ‘Good’ rating.

• Implemented new incident 
reporting system and 
policy management 
system.

• Appointed Medical Director 
at Board level to drive 
focus on quality across all 
services and lead medical 
innovation.

• Substantially completed 
major IT programme to 
bring together systems, 
drive efficiencies and 
reduce risk.

• Achieved Cyber Essentials 
Plus accreditation for data 
security.

• Restructured healthcare 
operations under one 
leadership structure, drive 
out duplication and 
increase opportunities for 
best practice.

• Recruited more than 250 
employees into NHS 111 
centres of excellence to 
support national resilience.

• Continue to support the 
development of 
postgraduate doctors in 
training.

• Invested in Pioneer 
Healthcare to effectively 
respond to opportunities 
within insourcing and 
outsourcing.

• Centralised our business 
team to drive increased 
focus on new 
opportunities for growth.
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Deliver services and 
solutions which 
improve healthcare  
across the UK and 
Ireland

Identify opportunities 
to grow both 
organically and 
through acquisition

Invest in current and 
future workforce to 
become a great place 
to work and an 
employer of choice

Ensure operations are 
efficient and 
sustainable, adding 
value for 
commissioners and 
stakeholders alike

Become a partner of 
choice through a 
focus on quality, 
safety and efficiency



A refocused healthcare organisation

Prasad Godbole
Chief Operating Officer

John Ferguson
Director of Operations

Kat Dalby-Welsh
Director of Nursing and Quality

Barry Cooper
Director of Business Development

One leadership team for urgent and elective care services 
reducing duplication and driving best practice

Two strategic business units focused 
on supporting healthcare providers

Brings together services previously 
delivered as Planned Care and 

Pioneer Healthcare

Two million patients treated – improving healthcare 
outcomes 

Andy Gregory
Deputy COO

• Delivers insourcing, outsourcing, AQP (Any Qualified 
Provider), Community Dermatology, outpatient and 
Therapies.

• Demand for insourcing and outsourcing continues to 
rise.

• On framework for insourcing in Wales and further 
established relationship with Saolta Group in 
Republic of Ireland.

• Delivery of urgent care services which include 
urgent treatment centres, GPOOH and NHS 111 
resilience etc.

• Demand for urgent care services continues to rise.

16 Totally plc FY23 Results July 2023



17

• First and only provider to have fully mobilised NHS 
England’s new, flexible platform for delivering NHS 111 
services. 

• Solution adopted as part of a new contract secured in 
March 2023 for the delivery of NHS 111 resilience 
services on behalf of NHS England. 

• Successful, full, mobilisation enables the mobilisation 
of new, future contracts for the delivery of NHS 111 
services to be undertaken at the click of a button. 

• Strengthens position when tendering for additional 
NHS 111 contracts. 

Totally plc FY23 Results July 2023

Fully mobilised 
NHS England SVCC model



Continue to support 
development of new GPs
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• Continue to support vocational Postgraduate Doctors in 
Training programme.

• Time with Totally is a key building block in GP training 
offering exposure to a range of healthcare services and 
providing invaluable hands-on experience. 

• Postgraduate doctors gain first-hand experience by 
undertaking a range of telephone consultations, 
supporting appointments at our centres and 
participating in home visits across multiple shifts. 

Totally plc FY23 Results July 2023



Committed to protecting 
patient data
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• Achieved Cyber Essentials and Cyber Essentials Plus 
accreditation during the year.

• Accreditation now mandatory for all independent 
providers to tender for work or contracts with the NHS.

• Certification scheme helps organisations implement 
cyber security controls to mitigate the risk of cyber-
attacks. 

• Certification provides assurance that our IT 
environment is secure and that we have a framework in 
place to significantly reduce the risk of cyber-attacks. 

• Investment in accreditation reflects our commitment to 
protecting patient data and to building patient trust and 
confidence in our organisation. 
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Corporate wellbeing: 
addition of Les Mills to 
digital offering
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• Energy Fitness Professionals agreed a new licencing 
agreement with Les Mills to enhance its digital offering 
with access to digital classes for all EFP gym 
members.

• This addition, available via EFPs app, provides 
additional options for customers with hybrid or work 
from home colleagues, enhancing our already 
successful offering.

Totally plc FY23 Results July 2023



Strategic focus for the coming year
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• Contribute and influence 
NHS England strategy for 
the future of healthcare.

• Continue to invest in 
insuring/outsourcing 
capabilities to help tackle 
growing waiting lists in 
England, Ireland & Wales.

• Respond to new and 
emerging demand through 
the development of new 
models of care.

• Remain proactive with buy 
and build strategy.

• Expand current service 
models and continue to 
respond to new and 
emerging demand through 
the development of new 
models of care.

• Implement increased focus 
on patient feedback to 
identify and respond to 
early indicators for service 
quality.

• Review infrastructure for 
efficiencies or growth.

• Identify opportunities to 
cross-sell new and 
existing services to 
customers and 
commissioners.

• Increase engagement with 
commissioners on actions 
to ensure the 
sustainability of services 
in relation to climate 
change.

• Focus on ‘Right First Time’ 
systems and processes.

• Innovate new recruitment 
and development routes to 
assist growing our 
workforce.

• Roll out all-people culture 
programme “Right First 
Time”.

• Roll out corporate 
wellbeing offering to all 
employees.

• Expand network of 34 
Mental Health First Aiders.

• Maximise potential in the 
elective care market.

• Develop digital 
technologies to accelerate 
growth and improve 
services.

• Seek out new earnings-
enhancing acquisition 
opportunities.
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Deliver services and 
solutions which 
improve healthcare 
outcomes across the 
UK and Ireland

Identify opportunities 
to grow both 
organically and 
through acquisition

Invest in current and 
future workforce to 
become a great place 
to work and an 
employer of choice

Ensure operations are 
efficient and 
sustainable, adding 
value for 
commissioners and 
stakeholders alike

Become a partner of 
choice through a 
focus on quality, 
safety and efficiency



NHS in Crisis: Elective care waiting lists continue to rise

• Elective care waiting lists we already 
growing steadily pre-pandemic 

• Waiting lists have risen 
• 83% in the ten years to the start of 

the pandemic 
• 67%  since the beginning of the 

pandemic
• 31% growth since COVID-19 

restrictions eased

Source: BMA analysis of NHS Consultant-led referral to treatment waiting time statistics.  Data includes estimate for missing data.
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Number of people on NHS waiting lists for 
consultant-led elective care
April 2009 – April 2023

Restrictions eased July 2021:
Waiting lists at 5.61 million

First lockdown March 2020:
Waiting lists 4.39 million 

March 2023:
Waiting lists at 7.33 million



NHS in crisis: longer waits for urgent and emergency care
A&E (type 1)
• Pre-pandemic c.73% seen within 

4 hours.
• Now c.57%.

Urgent Care (type 2 and 3): 
• Increasing pressure on urgent 

care since restrictions eased.
• Pre-pandemic 98.9% of patients 

seen within 4 hour target.
• Winter 2022 95% target missed 

(93%).
• Now c. 96%

Pandemic 
begin

Restrictions 
eased

Q1 Apr – Jun, Q2 July-Aug, Q3 Sept-Dec, Q4 Jan-Mar
Source: Nuffield Trust analysis of NHS England Data for A&E attendances and emergency admissions
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Strong pipeline of opportunities
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• Multiple tender opportunities to 
support elective and urgent care 
currently live

• Opportunities range from £100k+ -
c. £480m in size

• Totally is on the framework for 
insourcing in Wales supporting a 
rapid procurement process

Elective care contract in 
market
Urgent care contract 
in market

Totally plc FY23 Results July 2023

Corporate wellbeing 
contract in market



Totally provides additional capacity to help reduce 
waiting times and waiting lists

We see c. 2 million patients every year on behalf 
of the NHS including:

• 1 million face to face in Urgent Treatment 
Centres and GP OOH.

• 1 million over the phone via NHS 111: one call 
answered every 36 seconds.

• 120,000 patients removed from elective care 
waiting lists.

We are ready.

TOO MUCH DEMAND
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Totally’s NHS 111 services performing strongly

4.0
3.9%

0 2 4 6 8 10 12 14

In a highly challenged environment, 
Totally’s resilience service is taking 
2.4% of the NHS 111 demand.

Performance (call abandonment) is 
significantly better than national 
average of 9.9% abandonment > 60 
seconds.

Ranking by area/provider – % calls abandoned > 60 seconds

Totally provided services
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Excellent feedback from patients and corporate gym 
members
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Prepared to respond to future opportunities
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• NHS in crisis.
• Robust business model – tried, tested and delivered.
• Not immune to external worldwide pressures.
• When NHS returns to its priorities, we are ready.
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Questions?
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Cardinal Square West
10 Nottingham Road
Derby, DE1 3QT
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