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By email 
 
24 April 2013 
 
 
Dear Ms Terry 
 
Your information request 
 
Thank you for your email of 29 March 2013 in which you asked a number of questions.  We 
will be responding to you privately about the issues you raise about your complaint to us. 
 
I will respond to each of your Freedom of Information requests in turn. 
 

1. Can you provide a list of all neonatologists and paediatricians used as special 
advisers including their GMC numbers for 2013. 

 
At the time of your request, we had used four clinical advisers working in these 
specialisms during 2013.  Their qualifications are provided in the table below.   
 
We have concluded that it would not be fair to release their names or GMC numbers to 
you, as these members of staff do not operate in public-facing roles and therefore have a 
reasonable expectation of privacy.  The names and GMC numbers of our clinical advisers is 
their personal data and consequently it is exempt information under section 40(2) of the 
Freedom of Information Act 2000.  We have provided you with the qualifications of our 
clinical advisers so that you can be assured that they are appropriately qualified and I 
hope that this information is helpful.   
 

Clinical adviser 1 Paediatrician advice BSc (Hons) MBChB, MRCP, MRCPCH, PhD 

Clinical adviser 2 Paediatrician advice MB ChB, MD, PhD, FRCP, FRCPCH, DCH 

Clinical adviser 3 Neonatologist advice DCH, MRCP, FRACP, MRCPCH 

Clinical adviser 4 Paediatrician advice MRCS LRCP, MB BS, DCH, MA (Oxon), FRCP, 
FRCPCH 

 
2. Can you please provide Clinical Advisor guidelines, protocol for ensuring they are 

qualified, impartial. 
 
I have attached an information pack which was used as part as our most recent 
recruitment campaign for clinical advisers, along with the advertisement which went with 
it.  These documents should provide you with background about the role and the 
standards we expect from our clinical advisers.  You will see that we require all our 



 
 

 
 

clinical advisers to have relevant qualifications and exemplify the Ombudsman’s values of 
excellence, leadership, integrity and diversity.  When providing advice, advisers must 
declare any conflicts of interest they have and we would not accept advice from an 
adviser in a situation where we felt impartiality might be compromised.  
 
In a third attachment, I have also provided clinical adviser guidance from our Casework 
Policy and Guidance framework (marked Part 1).  Please note that this guidance applied 
until 31 March 2013 but no longer applies fully as work is going on to develop our service 
and to provide more investigations for more people. 
 

3. Guidelines for how to proceed when clinical advice clearly is substandard – for the 
complainant and the assessment manager. 

 
Guidance for complainants on how to request a review of our decision or handling of their 
complaint is available on our website at:  
www.ombudsman.org.uk/make-a-complaint/unhappy-with-our-service  
 
Caseworker guidance on clinical advice can also be found within the attached Casework 
Policy and Guidance document (marked Part 2).  As stated above, please note that this 
guidance no longer fully applies.   
 
We do not hold guidance for caseworkers on what to do when clinical advice is 
‘substandard’.  Clinical advice is routinely scrutinised at panels where cases are discussed 
by a senior team.  It is also audited and subject to peer review.  If a caseworker had 
concerns about the quality of the clinical advice they received, they could raise these 
concerns with their manager who could discuss them with the Director of Clinical Advice.   
 

4. Please provide guidelines on how to proceed with an internal review for 
complainant and for assessment manager. 

 
As mentioned in response to question 3, guidance for complainants on the review process 
is available on our website. 
 
Guidance on the review process for caseworkers can also be found Casework Policy and 
Guidance document (at Part 3).  As stated above, this guidance is currently being revised.   
 

5. The number of cases not initially chosen for an investigation to commence but 
then do after an internal review. 

 
In 2012/13 there were 42 cases which were not initially investigated but then considered 
for investigation following a review.  Of these, five have now been accepted for 
investigation.  In 31 cases, we decided that a formal investigation was not necessary and 

http://www.ombudsman.org.uk/make-a-complaint/unhappy-with-our-service


 
 

 
 

on six cases a decision is yet to be made.   
 

6. The cost per report a specialist advisor charges.  Are you able to stop payment 
when clinical advice is so obviously flawed and get them to take another look at 
the medical notes?   

 
We do not pay for each individual report that a clinical adviser provides.  External clinical 
advisers are paid £43.75 per hour for the advice that they provide and the cost of each 
report will vary from case to case.  Internal clinical advisers will provide advice on 
complaints as part of their daily work.  There are three paybands for our internal clinical 
advice staff as follows : SA3 (£68,700-£82,900), SA2 (£68,700-£86,200) and SA1 (£80,000-
£106,700). 
 
As mentioned above, all clinical advice is quality assured.  If we felt we needed additional 
advice or clarification from a clinical adviser, we would ask them to carry this out, or ask 
for supplementary advice from another adviser. 
 
I hope that this information is helpful.  However, if you are unhappy with my handling of 
your request, you can ask for a review by writing to the Review Team by post at: 
 
The Parliamentary and Health Service Ombudsman 
Millbank Tower 
Millbank 
London 
SW1P 4QP 
 
Or by email to: complaintsaboutphso@ombudsman.org.uk 
 
If you still have concerns after that, you can ask the Information Commissioner’s Office to 
look into your case.  Their contact details are provided on their website at: 
www.ico.gov.uk  

 
Yours sincerely 
 
 
Aimee Gasston 
Freedom of Information/Data Protection Officer 
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