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, ATIENT ADVICE & LIAISON SERVICE (PALS) AND COMPLAINTS 
PALS and Complaints were told 

When I transferred to a different 
unit my belongings went missing. 
There did not seem to be a robust 
system in place to record service 

users’ belongings. 

It is recommended 

When my mother fell in hospital and 
broke her hip, there was no spare 

wheelchair or other necessary 
uipment available for her use 

When I was admitted to hospital my 
room and bed were unclean and 

smelt. 

!( 
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PATIENT ADVICE AND LIAISON SERVICE (PALS) 
The following are recommendations the PALS Team are making as 
a result of referrals made in the first half of 2007108, 

Trust staff should always maintain 
a professional approach at all 

//~No s ~ times in their dealings with service 
ervice user should be allocated a users and their relatives. This 

..~ Care Coordinator who does not know includes responding to their email 
/,~ " they have been allocated. A member communications in a timely and 
[. of staff should always understand a polite manner, at the very least to 

~ 
role is theirs before it is handed to acknowledge receipt. 
them. 

an in-patient’s named nurse is known to be on long term leave, a 

temporary replacement should be identified to ensure continuity and to 
address any concerns which may arise 

When service users have been waiting a certain period of time for a 
specific service to which they have been referred, which is operating a 
waiting list, they should be entitled to receive a periodic update as to 
where they are on that list and how long they may still have to wait. It 
should be then be explained to the S/U, at the outset, that there is 
likely to be a long wait, but that they will hear, at pre-determined 
times, where they are on the list. 

Trust Staff should avoid 
advising service users and their 
carers that a particular, named, 
clinician would be the best 

,rson to treat them. 

Information given to 
inpatients about what they 
may do (e.g. go home for a 
weekend’s leave) must be 
able to be followed through, 
or sound reasons provided 
for not following through. 

In line with Trust 
policy, all staff 
should always give 
their full name when 
communicating with 
service users or 
relatives. 

Service users themselves, and their 
close relatives, may well have a good idea of what 
is wrong with them and when their mental health is 
deteriorating. They should be listened to. If their 
views are not shared, good reasons for the 
difference of opinion should be offered, and if 
appropriate, information should be given on how to 
challenge the opinion. 

If you have any 
comments or queries 

please contact PALS 
on 023 8047 5265 or 
email 

!hantspt.nhs.uk 

Careful thought should be 
given to decisions about what 

.__is~fered.tn se~ce..users ...... 
and/or their carers. Once 
something has been offered, 
learning subsequently that it 
is not after all going to be 
provided is likely to cause 
di.~fr~..~.~ nr ~nn~.r 

Trust staff should not 
delay in sharing 
information that 
service users are 
waiting for 


