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Private and Confidential 
Mr and Mrs Austen-Jones 
 
 
 
 
Dear Mr and Mrs Austen-Jones 

Thank you for your letter dated 18 April 2018 I am sorry that you have felt it necessary to raise 
a further complaint and I note the content of your letter.  

With regard to your complaint regarding the management of your complaint, West Hampshire 
Clinical Commissioning Group has undertaken a robust complaint process responding to your 
letters and facilitating a meeting with Mr and Mrs Austen Jones and Mr S Austen-Jones on 15 
February 2018 to discuss both complaints as received on 10 and 12 December 2017 and 7 
February 2018. Mr Fulford, Chief Finance Officer, Deputy Chief Officer in his letter dated 12 
April 2018 clearly indicated that the next step in the complaints process would be to contact 
the Parliamentary and Health Service Ombudsman to consider the management of your 
complaints.   

With regard to your complaint dated 18 April 2018, the Ombudsman may wish to consider if 
West Hampshire Clinical Commissioning Group  have managed your complaint appropriately 
and the attempted resolution has been in accordance with the legislation (2009 Regulations) 
and the Clinical Commissioning Group’s Complaints Policy, regarding the conduct and 
handling of your previous complaints.  West Hampshire Clinical Commissioning Group 
recognise your right to take your complaint to the Ombudsman as you remain dissatisfied and 
the Clinical Commissioning Group  will cooperate and  support them in any investigation they 
decide to undertake. West Hampshire Clinical Commissioning Group does consider that we 
have responded to your complaints as far as we are able, and have adhered to due process 
in our conduct and we consider your complaint to be closed.  

West Hampshire Clinical Commissioning Group acknowledge and accept that you do not 
agree that there are potential changes in some areas of Mrs Austen-Jones’ care needs, but 
there has been no decision taken on the basis of the review itself. However, this is sufficient in 
itself to ask that a multi-disciplinary meeting consisting of two professionals undertake a full 
review to consider Mrs Austen-Jones’ care provision using the decision support tool process.  
West Hampshire Clinical Commissioning Group have a legal obligation not only from the 
perspective of looking at those assessed needs and the package of care which may be 
required to meet them; but also whether Mrs Austen-Jones remains eligible for NHS 
Continuing Healthcare.   

West Hampshire Clinical Commissioning Group would wish to be confident that Mrs Austen-
Jones’ care needs are up to date and to ensure clarity where there have been differences of 
opinion. A multi-disciplinary team /decision support tool will be planned for 6 months’ time, 
during which time the NHS Continuing Healthcare package will continue with the current 
arrangements.  The care provider, Request Nursing Service will be asked over this period to 

 



 

keep a robust and accurate record of Mrs Austen-Jones seizure activity, including the 
frequency of seizure, the type of seizure, the duration, the time of that seizure, whether there 
were any warning symptoms, the impact of the seizure for example on Mrs Austen-Jones’ 
breathing and conscious level, the timeliness of the response required to prevent any adverse 
impact.  This is not exhaustive and the Clinical Commissioning Group would add other areas 
where it would be necessary for Request Nursing Service to keep robust records to help to 
form a clear picture of Mrs Austen-Jones’ needs.  

West Hampshire Clinical Commissioning Group would wish Mrs Austen-Jones, her family and 
representatives to be fully involved in the process so that a robust decision can be reached 
that is also based on your input with regard to Mrs Austen-Jones’ up to date care needs. 
During the six month process we would welcome your family to submit any further evidence 
that the multi-disciplinary team should consider, in relation to a consideration of Mrs Austen- 
Jones needs under the decision support tool domains, or to indicate any previous evidence 
supplied that you would wish the professionals to consider.  

During the multi-disciplinary team process the NHS Continuing Healthcare team would 
welcome your family’s participation and for the professionals to meet with you at the 
completion of the six month evidence gathering period.  This will enable discussion from your 
perspective as well as to make an assessment of Mrs Austen-Jones’ care needs so that the 
fullest information is available to determine and ensure the appropriate level of care available 
to meet them. 

If having attended the multi-disciplinary meeting the outcome of the meeting concludes that 
Mrs Austen-Jones did not meet the Continuing Healthcare eligibility criteria you will have the 
option to appeal the decision at a local review meeting. The next step in the process if you 
disagree with the decision of the local review meeting is an Independent Review Panel 
chaired by NHS England who are independent of West Hampshire Clinical Commissioning 
Group.  

I am sorry that the Continuing Healthcare process has been challenging for you both and your 
family, I appreciate that you are satisfied with the current care provision for Mrs Austen-Jones 
and would wish it to remain unaltered.  West Hampshire Clinical Commissioning Group has a 
duty to consider the package as a whole and Mrs Austen-Jones’ ongoing needs to ensure 
that a level of care package is appropriate for Mrs Austen-Jones.  

 
Yours sincerely 
 

 
 
 
Ellen McNicholas 
Director of Quality and Nursing 
 
 
 
If you’re not happy with our final response to your complaint, and would like to take the matter further, you can contact the 
Parliamentary and Health Service Ombudsman. The Ombudsman makes final decisions on complaints that have not been 



 

resolved by the NHS, government departments and some other public organisations. The service is free for everyone. To take 
a complaint to the Ombudsman, go to www.ombudsman.org.uk/making-complaint or call 0345 015 4033. It is important that 
you make your complaint to the Ombudsman as soon as you receive our final response as there are time limits for the 
Ombudsman to look into complaints. 
 

http://www.ombudsman.org.uk/making-complaint

