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22nd March 2018 
 
 
Dear Ellen McNicholas and Pauline Dorn, 
 
Re: Complaint 4588 – Rachael Austen-Jones 
 
We are not satisfied with your response to our complaints.  We note that you have decided 
to conclude the local resolution process without giving us a chance to respond, in particular 
to the matters raised in our complaint of 7th February 2018. 
 
Along with serious omissions in the response, there are assertions regarding clinical evidence 
which are contrary to case law.  Unlawful access to personal confidential information has 
been used  to influence reports, and failings in process have not been redressed in accordance 
with the complaints policy. 
 
As is our legal right, we have recordings of the review meetings (8th November 2017 and 23rd 
January 2018) which prove all the matters raised. 
 
We have spoken with the Parliamentary and Health Service Ombudsman.  We have been 
advised to seek from you responses to the omissions and clarifications that are required.  We 
will advise you of these by Wednesday 28th March 2018. 
 
In the meantime, we require: 

• A copy of Rachael Austen-Jones’ clinical file, including: 
o Reports 
o Internal communications 
o External communications with agencies, health professionals, social care 

professionals and ourselves 
o Any other relevant information 

• A copy of the complaints file (for both November 2017 and February 2018), including: 
o All documentation related to the investigation process 
o All internal and external communications through the complaint process 
o Any other relevant information 

• As requested in the meeting on 15th February, copies of any West Hampshire CCG 
policies directly related to Continuing Healthcare 

 
These documents can be sent electronically. 
 



There have been significant failures in applying the regulations for Continuing Healthcare, 
Information Governance, and Complaints.  Despite this, you have chosen not to provide 
remedy or redress “to restore the complainant to the position they would have been in if the 
maladministration or poor service had not occurred” (West Hampshire CCG Policy for the 
Management of Complaints).  The recordings we have, along with the relevant regulations 
and policies, demonstrate that we have not been treated fairly by the CCG. 
 
Yours sincerely, 
 
 
 
 
Mr P Austen-Jones 
Mrs R Austen-Jones 
Dr S Austen-Jones 
 
 


