
 
 

 

Patient Transport Service - Complaints and Appeals Process 
 
From 20th October 2014 all new Patient Transport Service (PTS) bookings will be subject to a short eligibility 
assessment. This will take the form of a small number of questions being asked at the time of booking. The aim 
of this is to help ensure that only those patients who genuinely need patient transport receive it.  
 
Invariably, there will be a number of patients who, rightly or wrongly have previously been able to access PTS 
who will now be refused. Some of these patients will need assistance to secure transport as they may have no 
alternative way to access health services without the support of PTS. Others may need support to access 
alternative forms of transport and information regarding claiming back travel costs associated with attending 
NHS services.  
 
If a patient is unhappy with a transport eligibility decision it would be expected that the booking 
provider/booker would attempt to manage the issue in the first instance. If they are unable to reach a 
resolution then the booker/booking provider should pass the contact details of the North of Tyne Patient 
Advice and Liaison Service (PALS) to the patient for further management. The North of Tyne PALS is providing 
this service across the region for patient transport eligibility issues.  
 
PALS can be reached through the following means: 

Freephone:  0800 0320202 
Text:      01670 511098 
Email:   northoftynepals@nhct.nhs.uk 
 

PALS can further discuss the issue with the patient and try to resolve it. PALS may also be able to provide 
patients with information regarding the Healthcare Travel Costs Scheme and alternative transport schemes 
that may be available to the patient (Information around this is available in the Briefing Packs). If the patient 
remains unsatisfied with the assistance provided by PALS then they can be referred on to the NECS Patient 
Transport Appeals Team (NECS PTAT) for review. Patients will be given the contact details of the team and can 
contact them directly.  
 
NECS PTAT can be reached through the following means: 
  Telephone:    0300 323 0199 
 
The NECS PTAT will review the case on the NEAS Booking System and will discuss this with the patient. If any 
questions have been misunderstood or answered incorrectly by the patient then a new booking will be created 
and the new assessment completed. 
 
If agreement cannot be reached then the NECS PTAT will contact the patient’s GP to discuss the case. The 
decision will then lie with the GP, as a clinical decision maker who knows the patient, as the most appropriate 
person to determine the patient’s eligibility. The GPs decision will be final. If the GP declines to participate in 
the process then the patient will be awarded the transport on the grounds of managing risk.  
 
Any patient that has been continually refused transport and they have been deemed ineligible by the eligibility 
assessment, PTAT and GP but wish to take further, formal action then they will be advised by the NECS PTAT to 
enter the formal complaints process with the relevant CCG. 
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