	
Please amend the text in red before sending. 

[Insert your address
and telephone number
and email address]


For the attention of the Continuing Healthcare Department
[Insert name and address of the Integrated Care Board (“ICB”]


[Insert date]


Dear Sir or Madam,

Complaint in relation to NHS Continuing Healthcare funded package of support – [Insert the name and initials [XX], date of birth and address of the person]

I am writing to make a complaint about [XX]’s NHS Continuing Healthcare (“CHC”) funded package of support. 

[XX] received a positive NHS CHC eligibility decision on [insert date]. However, I am concerned that the package of support put in place by [insert name of ICB] is not sufficient to meet [XX]’s needs.

As you are aware, ICBs should operate a person-centred approach to all aspects of NHS CHC, using models that maximise personalisation and individual control, and that reflect [XX]’s preferences as far as possible, including when delivering NHS CHC through a Personal Health Budget (if appropriate). I do not believe that this approach has been adopted in relation to [XX]’s package of support and it is not sufficient to meet their needs. 
Grounds for complaint

I am bringing my complaint for the following reasons:-
[Give examples of the reasons why XX’s package of care for NHS CHC is not working well at the moment].

Example A:- Commissioners sitting on panels which scrutinise and ratify care planning recommendations;
Example B:- Refusal to fund suitable accommodation as part of the package of support for NHS CHC;
Example C:- Refusal to provide a Personal Health Budget.

As a consequence of the issues set out above, I am concerned that, it is currently not  possible for [insert name of ICB] to deliver the continuing healthcare that [XX] needs. 

The law

As you are aware care planning and delivery is dealt with in the National Framework for NHS Continuing Healthcare and NHS-funded Nursing care. I would draw [insert name of ICB]’s attention to Paragraph 15, which confirms that ICBs should consider how the principles and processes in that guidance relate to what is currently in place, and should align their processes accordingly. In particular:-

Care planning and delivery:-
185. Where an individual is eligible for NHS Continuing Healthcare, the ICB is responsible for care planning, commissioning services, and for case management. It is the responsibility of the ICB to plan strategically, specify outcomes and procure services, to manage demand and provider performance for all services that are required to meet the needs of all individuals who qualify for NHS Continuing Healthcare…

Case management:-
189. In the context of NHS Continuing Healthcare, case management necessarily entails management of the whole package, not just the healthcare aspects. The key elements of case management, which in any given case might be undertaken by more than one professional, include: 
(a) Ensuring that a suitable personalised care plan has been drawn up for, and with, the individual; 
(b) Ensuring that the agreed care and support package continues to meet the individual’s assessed health and associated care and support needs and agreed outcomes; 
(c) Where the care plan includes access to non-NHS services, ensuring that the arrangements for these are in place and are working effectively; 
(d) Monitoring the quality of the individual’s care and support arrangements and responding to any difficulties / concerns about these in a timely manner; 
(e) Acting as a link person to coordinate services for the individual; 
(f) Initiating / undertaking reviews as described in paragraphs 201 – 211. 
Care planning:-
191. The care planning process is central to the commissioning and provision of care to meet an individual’s needs. Responsibility for care planning lies with the ICB. 
192. Where a person qualifies for NHS Continuing Healthcare, the package to be provided is that which the ICB assesses is appropriate to meet all of the individual’s assessed health and associated care and support needs. The ICB has responsibility for ensuring this is the case and determining what the appropriate package should be. In doing so, the ICB should have due regard to the individual’s wishes and preferred outcomes… 

It does not appear that [XX]’s package of support was planned in accordance with the above Guidance. I request that in view of that, each of the concerns that I set out in my complaint above are addressed and an appropriate package of support is put in place as a matter of urgency.  

Steps you are required to take 

Please can you address the concerns set out in my complaint so that an appropriate package of support can be put in place. Given the significant adverse impact on [XX]’s needs if they do not receive a suitable package of support for NHS CHC, I would be grateful if these concerns could be addressed as a matter of urgency.

I would be grateful to receive a response by no later than 7 days of the date of this letter. If you require any further information, then please do not hesitate to contact me on [insert contact details]. 

I reserve the right to submit further evidence in support of my complaint regarding [XX]’s package of care and support for NHS CHC.

Kindly acknowledge receipt of this letter by return. 

Yours faithfully,


[Insert your name]


Please delete before sending:    
This letter has been downloaded from a chatbot developed in partnership with Access Social Care. To use this or any other letter again, please go back to the chatbot rather than saving this letter. This will make sure you get the most up to date letter and the right guidance on which letter to send. It will also help us get the data we need to campaign for positive change in social care.   
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