
 
 

ENHCCG COMPLAINTS INFORMATION: Quarter 3 (2017/18)   

In Quarter 3 (Oct-Dec 2017) East and North Hertfordshire Clinical Commissioning Group (ENHCCG) 
received 63 complaints relating to ENHCCG patients, which is a slight decrease compared to the 
previous quarter and compared with the same period last year.  
 
Out of the 63 complaints, 29 were investigated by ENHCCG; 17 of these were MP Enquiries. The 
remaining 34 complaints related to ENHCCG provider organisations or other commissioning 
organisations.  These complaints were directed to the appropriate organisations complaints team to 
take forward.  
 
During Q3 the Quality Team received 33 PALS enquiries (40 in Q2); this is a decrease of 18% from the 
previous quarter. The decrease in PALS enquiries can be attributed to the drop in enquiries received 
relating to non-emergency patient transport services. The Private Ambulance Service (PAS) ceased 
trading at the end of September, and the new provider of non-emergency transport, East of England 
Ambulance Service (EEAST), took over the service for patients.   
YOU SAID 

The majority of investigated complaints in Quarter 3 related to continuing healthcare, 
winter funding for primary care services, decisions regarding CCG policies, and concerns 
related to a GP practice placed into special measures by the CQC, for which the CCG had 
been working with NHSE to support the practice. Compared with the previous quarter there 
has been a reduction in complaints received relating to funding of fertility treatment. 
 
During this quarter there were still a number of complaints and PALS enquiries open in 
relation to PAS.  The CCG sent closure letters to explain what had happened to the provider 
and to update patients regarding the new provider of non-emergency transport, EEAST. 
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Complaints by Subject (primary) and Specialty (primary) 

Child Health Team

Continuing Care (Standard)

Emergency Care & Treatment Service

General Surgery/General Medicine

GP Services

Individual Funding Requests

Medicines Management

Mental Health & Psychology Services

Other



 
 

WE DID  

ENHCCG closed 13 complaint cases during Q3. As a result of the complaints raised to ENHCCG, 
please find below examples of learning and actions:  

• The Continuing Healthcare Team has implemented changes to their administrative systems 
and they have recruited a new Nurse Assessor to the team. 
 

• All staff within the Continuing Healthcare Team has been reminded that when a patient is 
verified as eligible for continuing healthcare they are to inform the patient or family in the 
first instance to avoid delay and confusion.  The team will also liaise with Hertfordshire 
County Council to explore ways to improve the transition process between the Trusts.   

 
• A care home has provided assurance that steps have been put in place to ensure the patient 

is supervised, following concerns that were raised.  
 
 
 

 


