
 
 

ENHCCG COMPLAINTS INFORMATION: Quarter 2 (2017/18)   

In Quarter 2 (July 2017–Sept 2017) East and North Hertfordshire Clinical Commissioning Group 
(ENHCCG) received 69 complaints relating to ENHCCG patients which is a significant increase 
compared to the same period last year. Out of the 69 complaints, 22 were investigated by ENHCCG; 
12 were MP Enquiries. The remaining 47 complaints were directed to the appropriate organisation 
to take forward.  

During the same time period the Quality Team received 40 PALS enquiries; this remains similar 
compared to the previous quarter.  

YOU SAID 

The majority of investigated complaints in Quarter 2 related to concerns about funding; five of the 
complaints have specifically related to funding of fertility treatment. Compared with previous 
quarters there has been a reduction in complaints received regarding Continuing Healthcare. 
 
During the quarter a number of complaints and PALS enquiries were received regarding the Private 
Ambulance Service (PAS), the provider responsible for delivering non-emergency patient transport 
services. The complaints received were passed to the provider to investigate and respond directly to 
the complainants.  The concerns received regarding PAS related to timeliness of transport, transport 
not arriving to take patients to appointments, and difficulties contacting the call centre. The CCG had 
been working closely with PAS in order to support the required improvements to the service; 
however PAS were issued with a winding up order by the HMRC at the end of September and ceased 
providing the service.  An interim service has been provided by the East of England Ambulance 
Service (EEAST) and work is ongoing to agree a new longer term contract with EEAST.  
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6Complaints by Subject (primary) and Specialty (primary) 

Child Health Team

Continuing Care (Standard)

Fertility Treatment

General Surgery/General Medicine

GP Services

Individual Funding Requests

Mental Health & Psychology Services



 
WE DID  

ENHCCG closed 19 complaint cases during Q2. As a result of the complaints raised to ENHCCG, 
please find below examples of learning and actions:  

• Continuing Healthcare processes have been amended to ensure correspondence is checked 
before being sent to patients or families. 
 

• Continuing Healthcare Team Manager now regularly checks a sample of letters and 
telephone call messages to ensure accuracy is maintained. 
 

• Learning from patient transport complaints has been taken and used to help inform the 
development of the service specification for the new non-emergency patient transport 
service. 

 
In addition, during Q2 the ENHCCG Complaints Policy has been reviewed and revised and one of the 
amendments made was to add a time limit for local resolution meetings to take place when a 
complainant wishes to defer the meeting. This is based on learning from a previous complaint and 
will ensure meetings are arranged within a given timeframe to allow staff involved to recall the 
events that occurred. 
 
 
 

 


