
 

  

 
 

 

                                                            

 

 

 

 

 

 

 

18 December 2019 

Dear Ms Perloff 

 

Re: Concerns regarding the health services commissioned by NHS Newham CCG 

 

Following your recent emails a review has taken place regarding the frequency and content of your 
contact with us. 

 

Our review looked at the numerous communications sent directly to NHS Newham CCG including 
instances of copying the CCG and individual staff members into emails addressed to other 
organisations.  

 

Your repeated communications with staff at the CCG and NHS NEL Commissioning Support Unit 
(NEL CSU), which handles complaints on behalf of Newham CCG, has placed unreasonable 
demands on the staff in both organisations. We consider that both Newham CCG and NEL CSU have 
responded to your concerns thoroughly and repeatedly. Managing repeated communications such as 
we have been receiving from you can prevent staff from dealing with other patients who require 
assistance. 

 

In our letter to you dated 7 March 2019, we advised that we had exhausted our response to you and 
advised you that any further communication we received from you in relation to this would be 
acknowledged and kept on file.  

 

After careful consideration, and in line with our Complaints Handling Policy, attached, the CCG now 
considers your contact to be that of a persistent complainant. We have found that you have been: 

 

 Persistent in pursuing a complaint where the NHS complaints procedure has been fully and 
properly implemented and exhausted. 

 Seeking to prolong contact by changing the substance of a complaint  

 In the course of addressing a registered query or complaint, had an excessive number of 
contacts that includes sending correspondence by e-mail or letter directly to named individuals 
in the CCG and consuming a disproportionate amount of time and resources 

 

If we receive a concern from you that we have previously responded to, you will not receive an 
acknowledgment and we will take no further action.  If there are new issues you wish to raise, we will 
review and respond to you as per the attached policy. These conditions will remain on file for the next 
six months, when we will review the situation. 
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Private and Confidential 

 

Ms Liz Perloff 

By email to:  

fromthepenof@my.com 

 

4th Floor, Unex Tower 

5 Station Street 

Stratford 

London 

E15 1DA 

Switchboard: 020 3688 2300 
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We respectfully ask that you stop copying correspondence intended for other organisations to 
Newham CCG.  

 

NEL CSU will be your single point of contact for NHS Newham CCG. Should you wish to raise any 
new concerns, and to ensure that there is an appropriate audit trail through our complaints process, 
we ask that you address any new and unrelated communications to the following email address only: 
nelcsu.complaints@nhs.net.  

 

We note that you have recently indicated that you are now prepared to provide consent for access to 
your medical records.  What we can do with your explicit consent, is ask the provider to respond to 
your concerns directly, if they have not already done so or ask them to share a copy of their response 
with the CCG, for our Quality review. NEL CSU Patient Experience team (PET) will share the relevant 
consent form soon for you to complete and return. 

 

As before, 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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