
What is PALS?

� Provide advice and support to patients, families, carers and staff

� Help them to get the information they need about NHS services

� Listen and respond to concerns, suggestions or queries
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What is PALS?

� Sort out problems quickly in an informal, friendly manner

� Provide advice to people wishing to make a formal complaint

� Use feedback to influence and improve local NHS services
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A catalyst for change

� Using patient feedback
� Clinical Governance and quality
� Direct Line to Chief Executive
� Being responsive
� Public Involvement agenda
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The ‘Modernisation’ agenda

“PALS should be a key feature of all the aims and 
activities of all Trusts, not just one person or job.”
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The ‘Modernisation’ agenda

Replaced Community Health Councils with:-
� PALS (established October 2002)
� Overview Scrutiny Committees
� Patient Forums
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Enquiries

� During 2003/04 PALS took 507 enquiries 
� During 2004/05 PALS took 803 enquiries 
� Number of Service Users increased by 37%
� We are currently averaging 67 enquiries per month
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Range of enquiries

� Finding local GP or Dentist
� Dental charges – NHS vs. Private
� Availability of some dental treatments on NHS
� Accessing medical records
� Waiting times / chasing GP referrals
� Commissioning and funding issues
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PALS and Complaints

� PALS is not a complaints service
� Advise people how to make a complaint
� Resolve issues at an early stage
� Mediation
� Independent Complaints Advocacy Service (ICAS)
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Other work …

� Customer Care training for staff
� General Practice Assessment Surveys
� Co-ordinates action plan for National Patient Survey
� Engages with local communities
� Links with voluntary sector and Patient Forum

Reading
Primary Care Trust



Ways to contact PALS
� PHONE 982 2829
� EMAIL readingpct.pals@berkshire.nhs.uk
� FAX 982 2905
� TEXT 0787 650 5312
� WRITE Reading PCT

57-59 Bath Road

Reading RG30 2BA
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