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Independent Healthcare Advisory Services (IHAS) response to the Department of 

Health draft amendment of the NHS Constitution 

The IHAS brings together members and specialists across the healthcare industry in all four 

countries, to share a unique level of knowledge, experience and understanding in order to: 

 facilitate effective communication between all its subscribers, the government and 

external organisations  

 strive to develop and drive policy advancement through shared subscriber input and 

consultation   

 deliver focused, practical information and guidance in all areas of regulation and 

policy, sharing and distributing knowledge  

The IHAS's primary focus is in the area of operational policy and the regulation of the sector. 

As such it seeks to: 

 Facilitate the development of operational policy, through consultation with its member 

organisations  

 Provide its members with accurate and timely information regarding regulatory and 

policy matters  

 Administer an independent complaints process  

 Develop a range of quality initiatives to raise awareness of good practice within 

independent providers  

 Represent independent healthcare providers to government, external organisations, 

and the public, providing a channel for effective communication and dialogue. 

The IHAS welcomes the opportunity to comment on the Department of Health draft 

amendments to the NHS Constitution. The response to the section about complaints and 

redress is made from the Independent Sector Complaints Adjudication Service (ISCAS).  
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Q1. What are your views on the proposed changes to strengthen patient involvement 

in the NHS Constitution? 

The wording that the NHS will aspire to put the patient at the heart of the work is appropriate 

as it is important to remember that it will not happen without a cultural change across all 

areas of health care. 

IHAS welcomes the proposal of amending several rights and pledges to reflect more clearly 

the involvement of patients in care planning discussions. It is however, important to have 

clarity where the limitations to decision making are. Otherwise this can cause confusion for 

both the health professionals and the patients and prevent the involvement and decision 

making process to develop. This needs to be part of the transparency. 

Q5. Do the proposed changes to the NHS Constitution make it sufficiently clear to 

patients, their families and carers how the NHS supports them through care that is 

coordinated and tailored around their needs and preferences? 

Please see the comments to Question 1. 

Q6. Do you think it is helpful for the NHS Constitution to set out these additional 

rights on making a complaint and seeking redress?  

Q7. Do the additional new rights make the complaints process easier to understand 

and make clear to patients what they should expect when they make a complaint? 

ISCAS, having been established for over 10 years, continues to be the recognised 

complaints management framework in the independent healthcare sector serving patients, 

the public and healthcare organisations.  The Independent Healthcare Advisory Services 

provides the secretariat and management of ISCAS. The Code of Practice for Handling 

Complaints (the Code) sets out the standards that ISCAS members agree to meet when 

handling complaints about their services. The Code, managed by the Independent 

Healthcare Advisory Services retains a 3 stage process which focuses on local resolution 

wherever possible and provides further opportunity at stage 2 to review the handling of a 

complaint and maximise the ISCAS member’s ownership of the complaint handling. The 

ISCAS process has demonstrated year on year that the vast majority of complaints are 

resolved at stages 1 and 2. 
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Stage 1  – local resolution 

Stage 2  – organisation review  

Stage 3 - Independent Adjudication 

 

The amendments to the NHS Constitution reflect the spirit of the ISCAS Code and therefore 

IHAS fully supports the new additions. The ISCAS Code can also be used by complainants 

that have cause to complain about NHS funded care and treatment in a private hospital or 

clinic with the agreement of the relevant commissioning authority.  

 

The ISCAS Code retains additional timescales that the NHS procedures no longer require. 

Feedback from users of the ISCAS service has found the timescales important and also still 

relevant to complainants. ISCAS also believes that complainants should know the outcome 

of any recommendations a complaint investigation makes and how the providers implements 

improvements. This is a feature of the ISCAS adjudication service.  

For further information please contact: 

Sally Taber 

Independent Healthcare Advisory Services 

Centre Point 

103 New Oxford Street 

London 

WC1A 1DU 

T: 020 7379 7721 

M: 07885 740 500 

E: sallytaber@independenthealthcare.org.uk 
W: www.independenthealthcare.org.uk  

Company Number 05787259 
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