
 
 

ENHCCG COMPLAINTS INFORMATION: Quarter 4 (2016/17)  

In Quarter 4 (January 2017 – March 2017), East and North Hertfordshire Clinical Commissioning 

Group (ENHCCG) received 61 complaints relating to ENHCCG patients which is a slight decrease 

compared to the previous quarter. Out of the 61 complaints, 20 were investigated by ENHCCG; 6 

were MP Enquiries. The remaining 41 complaints were directed to the appropriate organisation to 

take forward.  

During the same time period the Quality Team received 20 PALS Enquiries which is a decrease 

compared to the previous quarter.  

 

YOU SAID 

The majority of investigated complaints in Q4 related to clinical funding decisions both through the 

CCG’s Prior Approval and Individual Funding Request processes. These are complaints relating to the 

process and decisions related to clinical funding requests for specific procedures and treatment. The 

complaint investigation focuses on whether the case has been handled appropriately.  

 

In quarter 4 ENHCCG received a number of formal and informal concerns relating to delays and wait 

times with non-emergency patient transport. The service was transferred to a new provider in 

March 2017 and a number of issues were reported with wait times to book transport with the call 

centre and delays with transport itself. The provider has implemented a number of actions to 

address the issues identified and the CCG is closely monitoring the service to ensure improvement is 

made and maintained. All patient experience feedback regarding this service has been circulated to 

the CCG’s Contract Lead as part of the on-going monitoring.  

 



 

 

WE DID  

As a result of the complaints raised to ENHCCG, please find below examples of learning and actions:  

 Following concerns regarding a patient’s care whilst an inpatient, the CCG discussed the 

issues at the Quality Review Meeting. This is a formal meeting through which commissioners 

monitor and challenge a provider’s quality of care. A Quality Assurance Visit was also 

undertaken to the service to seek assurance regarding the safety and experience of patients. 

 Following concerns with the escalation of a formal complaint within the CCG, the Quality 

Team has established quarterly meetings with the CCG team to build relationships and 

ensure closer working  

 Following concerns regarding non-emergency patient transport the CCG is receiving daily 

data regarding the service’s performance. The provider has placed additional staff into the 

call centre to reduce wait times, healthcare professionals have been trained to use the 

online booking system which has reduced the volume of calls being received by the call 

centre and patient journey delays continue to be reviewed to ensure an appropriate volume 

of staff are on duty during peak periods.  

 


