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Dear Ms Perloff 
 
Re: Concerns regarding the health services commissioned by NHS Newham CCG 
 
Thank you for the email dated 9 December 2018. I am sorry that you are dissatisfied with the previous 
complaint responses that you received on 25 July 2018 and 8 August 2018. 
 
I sincerely apologise for the delay in responding to you on this occasion, as the investigation into the 
concerns you raised has taken considerably longer than anticipated. I would like to reassure you that we 
have been undertaking a detailed review of the timeframes for responding to complaints in order to improve 
our response times. 
 
Whilst writing, I would like to add that NEL Commissioning Support Unit handles the complaints process on 
behalf of Newham Clinical Commissioning Group (CCG). In order to prevent delays in providing you with a 
response, please can you ensure that any future communication, whether by letter or email, are sent to 
them. The NEL contact details are nelcsu.complaints@nhs.net or please send to  
 
NEL CSU 
Patient Experience Team 
Clifton House 
75-77 Worship Street 
London 
ECX2A 2DU 
 
This will ensure that your concerns are responded to appropriately.  
 
I will now address the outstanding points in our complaint responses. You tell us that: 
 
You are concerned that the health commissioners at Newham feel unable to respond to requests 
from service users regarding the appropriateness and competence levels of the services they 
commission in the borough of Newham. You ask that we direct you to a service user’s forum. 
 
We have responded to this concern previously in our letter dated 25 July 2018 and have no further detail to 
add. If you would like to be part of a service user forum, we will need your explicit consent to forward your 
details. 
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Services are discharging service users without a valid reason and then attempting to mislead and 
deceive to cover up these errors.  
 
We provided a response in our letter dated 25 July 2018 and without specific details or examples of where 
this is taking place, we have nothing further to add. If you provide details of the services you are referring 
to, we will ask our commissioners to investigate. 
 
You also have raised concerns regarding the right to choose where you are treated in Newham and 
you believe that this legal right has been breached and you want to know why? 
 
Please provide us with your explicit consent to discuss your complaint with the organisations involved and 
we will ensure that a comprehensive investigation takes place.  
 
You stress that you have real concerns of a borough wide misinterpreting of medical imaging and 
medical imaging reports and there is a potential associated failure to diagnose and offer evidence-
based treatment to the residents of Newham. You advise that you brought evidence of below par 
medical imaging reports. That there were attempts to hide the nature/amount of complaints by 
failing to record complaints reports within Barts NHS trust. You advise, “This was ignored by the 
people paid to buy evidence based, high quality services for the people of Newham” 
You believe that Newham CCG is responsible for this. 
 
The CCG takes its responsibility for assuring the quality and safety of healthcare services it commissions 
for the residents of Newham extremely seriously. I am sorry that you feel that the evidence you submitted 
to support your concerns was ignored. Please be advised that if an NHS organisation has previously 
investigated your concerns and you are dissatisfied with the outcome of your complaint, you may refer this 
to the Parliamentary Health Service Ombudsman (PHSO) via the details at the bottom of this letter.  
 
You point out that there is a “despicable, couldn’t care less attitude attempt of paid for 
investigators to try and make me responsible for resolving my very real concerns about the lack of 
competent medical services in Newham by continually referring me to other services that I 
complaint to. This is especially galling as if anybody in the sheltered employment complaints 
industry had bothered to read any of my letters of complaint, it would have been apparent that I 
have already contacted all of these organisations.” 
 
We are sorry that you found it unhelpful to set out the expectations in the Local Authority Social Services 
and National Health Service Complaints Regulations (2009). Our intention was ensure that you were aware 
that all NHS providers are required to have their own complaint process. Best practice in responding to 
complaints requires that the provider of the care respond to complaints in the first instance. If you have 
complained directly to the NHS providers that you are concerned about and remain dissatisfied with 
responses they provide, you have the right to refer your concerns to the PHSO as indicated previously. 
 
You make reference to a referral from Albert Road to a hip specialist at Newham Hospital that went 
missing in June 2015. You state that it is the end of 2018 and you are still waiting to be seen by a 
hip specialist. Your request to have treatment has been ignored by both parties and your right hip 
has developed an impingement and bursitis. You advise that this was avoidable.   
 
I am very sorry to hear of the continued discomfort that you are experiencing. The CCG would be able to 
discuss the delay you refer to with the services involved to find out the cause. We will need your explicit 
consent to do this.  
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You advise that x-rays dating back to June 2015, revealed a potential problem with your right 
rotator cuff. When you brought this to the attention of your GP in 2017, your GP surgery blamed the 
design of the X-ray report form. Newham General Hospital blamed you. You explain that you are 
now unable to work as your right shoulder and wrist have developed an impingement. You state 
that this was avoidable. 
 
I am sorry that the problems you experienced with your right rotator cuff have had an impact on your ability 
to work. In order to intercede on your behalf with any of the organisations involved, we need your explicit 
consent to do so. If you would like support in resolving this issue please contact the Patient Experience 
Team via email who will act on your behalf with your consent via nelcsu.complaints@nhs.net 
 
 
You advise us that Albert Road GP practice ignored your concerns about your knee from February 
2016 to December 2017. As did NEL CSU and Newham CCG. It was only after a huge effort by 
yourself that NHS England became involved and you were sent for monitoring at the Homerton. You 
explain that the ethics committee had not approved the treatment you requested of a hyaluronic 
acid joint injection, so you were left without treatment again. 
 
I am sorry that you felt ignored by your GP practice, NEL CSU and the CCG when you raised concerns 
about your knee. We acknowledge the efforts you had to put in to have this matter resolved by NHS 
England and the further disappointment you experienced when you were unable to receive the treatment 
you requested.  
 
You also explain, “That Liberty Bridge Road GP surgery minimised my concerns of damage that the 
Homerton should have brought to the attention of my GP 18 months ago, ignored my request for a 
monitoring/treatment plan for severe osteoarthritis in my left knee, twice in the space of a month, 
used inconsistencies and inaccuracies to refuse a treatment request.” 
  
I understand that you are in communication with Liberty Road GP practice. I am sure that they will respond 
to your concerns in due course.  
 
You point out at the beginning of your letter “that ...Newham CCG are paid to provide healthcare 
services to the residents of Newham. I am a resident of Newham [and] Newman CCG have failed to 
provide a healthcare service to me. I require treatment in an environment where I am not subjected 
to emotional abusive behaviour in an environment that I feel safe. Carried out by skilled 
professionals.” 

  
I am sorry that feel you have been a subject of emotionally abusive behaviour and that you have not felt 
safe. Also, that you feel that your concerns have been minimised and that you have been spoken to 
aggressively, in a demeaning manner, berated and humiliated. The CCG would expect all skilled 
professionals to be sensitive to the needs of patients and address them in a considered and professional 
manner. We would like to investigate this issue further but as you have not provided consent, we are 
unable to do so. 
 
As previously advised, we seek assurance that providers have robust complaints management processes 
in place. Additionally, that they act upon any themes and trends identified through patient feedback and 
develop action plans to improve the quality of services they provide. 
 
I’m afraid we cannot assist you further with any of the concerns you have raised unless you provide us with 
appropriate consent. 
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I am sorry that you were unable to attend the proposed local resolution meeting on 14 February 2019. The 
offer of a local resolution meeting was to discuss the concerns you expressed about your own experiences 
with health services in Newham.  
 
The CCG has now exhausted our response to you in this matter. Any further complaints we receive from 
you in relation to this and the previous responses, dated 25 July 2018 and 8 August 2018, will be 
acknowledged and kept on file but will not be responded to.   
 
If you remain dissatisfied with this response, you have the right to refer your concerns to the Parliamentary 
Health Service Ombudsman (PHSO). The PHSO is an independent body established to promote 
improvements in health care through the assessment of performance of those who provide services. You 
can contact the Ombudsman as follows:  
 
Parliamentary and Health Service Ombudsman Health Service Ombudsman for England  
Millbank Tower  
Millbank  
LONDON,  
SW1P 4QP  
Telephone Helpline no. 0345 015 4033 Email: phso.enquiries@ombudsman.org.uk   
Website: www.ombudsman.org.uk 
 
 
 
 
Yours sincerely  

 
Selina Douglas 
Managing Director  
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