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PATIENT ADVICE AND LIASION SERVICES (PALS)
e For the quarter January to March 2008 a total of 528 concerns were brought o the attention of PALS

compared to 392 in the corresponding quarter last year: an increase of 34%.
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PALS analysis — by quarter
Apr—Jun07 | Jul-Sept 07 Oct - Dec Jan - Mar
_ No No . No No
Total Number of Reported Concems 279 362 418 528

PLAUDITS

The inclusion of plaudits in the full report continues to provide the Board with a more balanced representation
of patient opinion on the services provided and it is clear from those collected that positive comments from
service users continues to far outweigh the number of complaints received.

A detailed breakdown of the plaudits collected is on page 16 of the full report but for the quarter January to

March 2008 they number 1938: over seven times as many as the number of complaints received

ORGANISATIONAL LEARNING/RECENT FUTURE DEVELOPMENTS
An overview of changes made or recommended following complaints, incidents and some recent and future
developments can be found on page 17 of the full report and demonstrates that the Trust takes action, further
develops practice and is working to ensure cross-organisational learning following feedback received through

the complaints and incidents.



