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NHE000880-0001 

PATIENT ADVICE AND LIAISON 
CONTACT INFORMATION 

Cq. cq0/4 

~4 

I Method: 

(e.g. telephone/fax/e-mail/in person) 

I Name of service query relates to 

] 
Enquiry received from: 

" ""’°~: i ........ iSodeA ........ i 
2. Address: 

e Cod A 
i 

3. Gender: 

~v 
alling on behalf of another person? 

o) 
hnic Origin 

6.(Name of other person and relationship) 

............................. c oae;a, ............................. i 
7. DOB of other pers~Ju_._.... .......................... 

i Code A [ 
How did you find PAL-g]fiY6- 

Telephone: 

8. Home: 

Caller information 
i ....................................................... 

i Code A i 
L ....................................................... I 

9. Work: 

I0. Mobile: 

11. Other: 

12. Address, telephone no of other person i_f 
different from above 

Hospital No: 

Not required: �// 
Permission Status: 

[Required: [Received: 

Enquiry (Area of concern - eg Specialty, GP, Staff, Other) 

e.wze e F (.7~-7"t4c.,e Oodzc4?_ ~4c~t.,~m.I. (~:¢- ~i’Pog:T. 
ce~t_A_ ....... j ~t,v tFCC*.’e~--cC~.,o ._q2:,-e~’~ M~nmo"z-c6f,/. 

~-~ :[ ............... _c_..0~_.k .............. i 
Breakdown of concern: (e.g. Waiting times, home visit- GP practice problem, etc) 

(or specified needs, eg. ,Blind person/deaf person) 

~--mO~ CaT / C’C~/’T @~6: (’{.~U~q6~c, aob . or,4 6v, q~7~ ~:- gt{W U-~ ~v,’,~tv~..c,at.t~. 
~0t_-6 Cetqec_4~ ta~e,- 4:aq-rccc--,e. 0~4 ,’no~ To ggt~,~’cg, v4-tz=. ~ c~f~i,~Teo. 

.~qd t:,,at t-t.t /gO,d’{ tl,’er~-O~ i Code A I g~zt~k HO~-~E SR_.~:,~bT" v’’/’cO 07.0¢ 

r ............................. i 

o~e-~r~ ,4 a~-r~< ~r~¢__,.4 i ...... .g,.o_._~2..8_..~i ,rf~dO,~:rrT~,e~o’ ~,~..0 ,~aC, s.,~.g ~, 
’-"tgD -to ~7- (r..k~r ~4 oPpo~o~’,,r/ 7z ’6-,f~---4z,° #io co~ec-~ .-av~/~m°’r~ 
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NHE000880-0002 

Follow up information: r~,, 

Further Action required? Y~No 

Refer to Other Service? 
L./ I 

IfYES, what action? 

IfE~which service 

1. Date Contacted: 

~cl .o7.o4 

2. Date Contacted: 

4. Date Contacted: 

IS-o’7,, c.,@ 

/%- oq,. oct 
5. Date Contacted: 

.9o. o-1..<~ 

6. Date Contacted: 

,,v Ts 
7. Date contacted: 

Who Contacted: 

Who Contacted: 

Who Contacted: 

.~ oCfgL C,,_.L~_ c~d£ 

Who Contacted: 

J 

Who Contacted: 

...... - 53-d-e-K-i 
i 

Who Contacted: 

Who Contacted: 

Resolution achieved? If YES, Date: Brief description 
Yes/No/Part 

Comment: (t ~/4tr4~,- y~) ~’~:t,:~71 "(~:U ~’C (}~:~-.’t4 ~¢t~ (’OH~’IO~’J(C -K~. ~7t’~,(~’- ~2~OQC? ’1 

If required was written consent asked for? Date: If YES, was written consent received: Date 

Lessons Learned? 

Lction required: 

Action required:~c’$~ ~ #1@1~ 
CodeA i~/p_ t} ~-0 5,N 

~,,x~:r g~g go~mdqZ u’Oa2 .,~’~ 7He 

~.,oa "rt4euG44 ~’~I’ .m0# i I~ ~- 
Action required:~-~¢~. 

~4~, ~,tt,-k ~d mc~ cdrt4 ,,rv~4 

Action recluired: ~ ~~x/-IONTf4’~ lW(.~/. 

~qc- �-0�’ ~c--c-~, 

Action.required~j2Ul4ui ~G- ~T~G, 
/~--.r,,q~r ¯ 

#r.~ n.~i0r hS~ ~c-~@~sf ~4: ~’d 
lea.e, CTU~ OI H . 
Action required: 

Action required 

Signed: .......................................................... Date: ....................................... 
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NHE000880-0003 

PATIENT ADVICE AND LIAISON SERVICE 

CONTINUATION SHEET FOR USE WITH DATABASE FORM 
FOR ADDITIONAL INFORMATION 

RefNo: .............................. 

I! 

II 

Please list below any additional details (eg waiting information from someone; waiting to 
contact someone) which are relevant to the ongoing case, together with any dates. 

0% .o8 ,~t4. ~ #¢ ~)-t ~wtVl fl, ’w,~G I HOo~. 
~V: ........... ~-o~i~-;~ ........... I-O;-rC.T 

(: Lc~’f tvl~£Y 

Cbq7 od:~e 



NHE000880-0004 

PATIENT ADVICE AND LIAISON SERVICE 

CONTINUATION SHEET FOR USE WITH DATABASE FORM 
FOR ADDITIONAL INFORMATION 

Ref No: .............................. 

i 

Please list below any additional details (eg waiting information from someone; waiting to 

contact someone) which are relevant to the ongoing case, together with any dates. 

Eo 

[I/~. 

tf 



NHE000880-0005 

, Jenny Hazel - PALS Co-Ordinator 

From: 
Sent: 
To: 
Subject: 

Jenny Hazel - PALS Co-Ordinator 
19 July 2004 11:05 
Mary Motteram - Clinical Nurse Specialist 
RE: PALS 

Mary, 
I have tried several times today to ’catch’you to arrange a date but to no avail so wondered if the following dates may 
be of use for our meeting: 
¯ 2pm onwards Monday 26/07/04 
¯ 3.30pm onwards Wed 28/07/04 
¯ Anytime Mon 02/08/04 
¯ Anytime Tues 03/08/04 
¯ Anytime Wed 04/08/04 BEFORE 3pm 
Please advise me if any of these will be suitable.I will then confirm with the client or you can as you may see him 
first. 
Thank you, 
Jenny H. 

| 

I 

..... Original Message- .... 

From: Mary Motteram - Clinical Nurse Specialist 
Sent: 16 July 2004 13:24 
To: Jenny Hazel - PALS Co-Ordinator 
Subject: RE: PALS 

Hi Jenny I think the initial meeting should be just the four of us, as iCodeAi seems to be changing his mind daily. 
He now feels that it would be good for Dad to stay put, on Coll. until placement. Talk to you soon. Mary 

..... Original Message- .... 

From: Jenny Hazel - PALS Co-Ordinator 
Sent: 15 July 2004 12:49 
To" Mary Motteram - Clinical Nurse Specialist 
Subject: PALS 

Mary, 
Our client has agreed to a joint meeting and i shall be present. However the SNV feels that technically she is 
out of the picture having done her job and i have to respect that. Do you think a meeting with the Ward 
Manager, yourself, the client and myself is sufficient.? May i leave you to ponder this and if you have 
someone else in mind who may be able to contribute to an action plan(possibly someone in your field who is 
not involved) then please advise me. I would like this meeting to be soon. I shall not be in the office until 
Monday so hopefully we can sort out matters next week. 
Thank you, 
Jenny.H. 



NHE000880-0006 

Jenny Hazel - PALS Co-Ordinator 

From: 
Sent: 
To: 
Subject: 

Mary Motteram - Clinical Nurse Specialist 
22 July 2004 09:40 
Jenny Hazel - PALS Co-Ordinator 
RE: PALS 

Hi Jenny I will be there and will arrange a room off the ward. I will advise Pam who will bring iCo~d~i~A~IO the meeting. 
Thanks Mary. 

..... Original Hessage- .... 

From." Jenny Hazel - PALS Co-Ordinator 
Sent: 20 July 2004 13:10 
To: Maw Motteram - Clinical Nurse Specialist 
Subject: RE: PALS 

Mary, 
The meeting is on for August 3rd-Tuesday at 10.30-11.30hrs. One of us will meet!collect our client from 
Collingwood and take him to the venue. I have told him that you, the Collingwood Manager and myself will be 
present. If you think any one else would be useful to the cause please invite them but advise me. 
I have asked that he writes down his key points as we need to be focused within an hour time constraint.We will 
feedback to the client in whichever format supports his concerns e.g. action plan as you suggested or whatever 
he feels he can reliably access. I have told him that although this will be an informal meeting we are still wanting 
resolution even if this is phased.I trust that this is suitable for your professional needs as well. 
Please confirm the above and once again thank you for your support, 
Regards, 
Jenny 

F 

( 

..... Original Message- .... 

From: Mary Hotteram - Clinical Nurse Specialist 
Sent: 20 July 2004 10:25 
To: Jenny Hazel - PALS Co-Ordinator 
Subject: RE: PALS 

Look forward to hearing from you. Mary 

..... Original Message- .... 

From: Jenny Hazel - PALS Co-Ordinator 
Sent: 19 July 2004 13:01 
To: law Hotteram - Clinical Nurse Specialist 
Subject:        RE: PALS 

Mary, 
I am unable to contact our client currently so will try tomorrow. I will offer him both dates and certainly 
would prefer a morning appointment, say 10.30hrs to 11.30hrs but with an inbuilt over run of 30minutes. 
Does this suit you?. A venue away from the ward would be preferable to prevent the client’s distraction. 
When i have contacted the client i will confirm which date. 
Thank you, 
Jenny. 

..... Original Hessage- .... 

From: Mary Motteram - Clinical Nurse Specialist 
Sent: 19 July 2004 11:41 
To: Jenny Hazel - PALS Co-Ordinator 
Subject: RE: PALS 

Hi Jenny The following.d_at_es will be fine for me - 3 and 4 th August anytime - can i leave you to 
confirm time etc., withicode A~ We can meet either on Col. or I can find a mutual place, i think we 
should set time bound~-ne~,-§o the meeting doesn’t drift - what do you think? Mary 

..... Original Message- .... 
From: Jenny Hazel - PALS Co-Ordinator 
Sent: 19 July 2004 11:05 
To: Mary Motteram - Clinical Nurse Specialist 

1 



NHE000880-0007 

Subject: RE: PALS 

Mary, 
I have tried several times today to ’catch’you to arrange a date but to no avail so wondered if the 
following dates may be of use for our meeting: 
¯ 2pro onwards Monday 26/07/04 
¯ 3.30pm onwards Wed 28/07/04 
¯ Anytime Mon 02/08/04 
¯ Anytime Tues 03/08/04 
¯ Anytime Wed 04/08/04 BEFORE 3pm 
Please advise me if any of these will be suitable.I will then confirm with the client or you can as 
you may see him first. 
Thank you, 
Jenny H. 

e 

..... Original Message- .... 

From: Mary Motteram - Clinical Nurse Specialist 
Sent: 16 July 2004 13:24 
To: Jenny Hazel - PALS Co-Ordinator 
Subject: RE: PALS 

Hi Jenny I think the initial meeting should be just the four of us, as i’Co~eA’i seems to be 
changing his mind daily. He now feels that it would be good for Dad"t6-~ay put, on Coll. until 
placement. Talk to you soon. Mary 

..... Original Message- .... 

From: Jenny Hazel - PALS Co-Ordinator 
Sent: 15 July 2004 12:49 
To: Mary Hotteram - Clinical Nurse Specialist 
Subject: PALS 

Mary, 
Our client has agreed to a joint meeting and i shall be present. However the SNV feels 
that technically she is out of the picture having done her job and i have to respect that. 
Do you think a meeting with the Ward Manager, yourself, the client and myself is 
sufficient.? May i leave you to ponder this and if you have someone else in mind who 
may be able to contribute to an action plan(possibly someone in your field who is not 
involved) then please advise me. I would like this meeting to be soon. I shall not be in 
the office until Monday so hopefully we can sort out matters next week. 
Thank you, 
Jenny.H. 



NHE000880-0008 

7 

Code A 
! 

Patient Advice and Liaison Service (PALS) 

Room 13 - Second Floor, 
East Hants Primary Care Trust, 

Raebarn House, 
Hulbert Road, 
Waterlooville, 

Hants PO7 7GP 

! 

Deari Code A i 
J 

Thank you for attending the meeting at Gosport War Memorial Hospital today. I hope that you 
felt it to be of benefit and that you were listened to with consideration. 

Mary Motteram and Lesley Merry will of course be talking~ you further about issues raised and 
looking to you for your unique perspective on such matters as information for families. The next 
stage is a working document that they will produce called an action plan and this ensures lessons 
leamed will be incorporated into practice. 

Thank you for the opportunity that you have afforded the NHS to reflect and review its practices. 
We welcome concems being raised because it supports our focus on what needs to improve. 

You can of course contact me at any time. 

Yours Sincerely, 

Jenny.Hazel. PALS Co-ordinator 

j wbH:k~fflSl.do~ 



NHE000880-0009 

Action Plan 
(Following Meeting held on 03.08.04) 

Concern 
Communication 

Analysis of Concem 
¯ Contact with ward staff 

¯ Attitude of ward staff 

¯ Ward leaflet needed 

¯ Medical access 

¯ Medication update 

¯ Family Meeting needed 

¯ Update on medical / physical issues 

Action by 
¯ Lesley Merry 

¯ Lesley Merry 

¯ Mary Motteram 

¯ Ward Doctor 

¯ Trained Nurses 

¯ Mary Motteram 

¯ Mary Motteram 

¯ Family to be informed of discharge 
process from CPN service 

¯ Aileen Mason 

Comments 

Being developed by working party, 
including service user, for all the trust 
areas. 

To be madeaware of! ...... Co de_A ...... i concerns 

To be made aware of i___�_ode_A__i 
concerns 

Dr Daoud_~forme_d of family’s 
wishes. [_.C_od_e_Av_ito be reassessed 
from 09.08.04, due to change in 
mental health prob ems. [~�_-9~di~i~" 
updated 10.08.04, by telephone. 

Family meeting to be held 
following review. 

Ward Dr. asked to see,! ...... ____.__ ,C°deA__i a.s.a.p. 

Pathway to be distributed to family, 
PALS and ward team 



NHE000880-0010 

Jenny Hazel - PALS Co-Ordinator 

To: Mary Motteram - Clinical Nurse Specialist 
Subject: PALS 

Mary, 
I_spok_e_t_o ou_r_ client yesterday and was interested in his feedback. Please will you contact me on my direct line: 

_C_ode_A_. ...... jb I shall be available until 12.30hrs on Friday morning. 
Thank you, 
Jenny 



NHE000880-0011 

Jenny Hazel - PALS Co-Ordinator 

From: 
Sent: 
To: 
Subject: 

Mary Motteram - Clinical Nurse Specialist 
04 August 2004 12:12 
Jenny Hazel - PALS Co-Ordinator 
RE: PALS 

Jenny will pull together the action plan asap and will certainly send you a copy. Thanks for your help in this matter. 
Male/ 

..... Original Message- .... 

From: Jenny Hazel - PALS Co-Ordinator 
Sent: 03 August 2004 15:17 
To: Mary MoLter-am - Clinical Nurse Specialist 
Subject: PALS 

Mary, 
Thank you for organizing today’s meeting, it went very well. The attachment is the letter i have sent our client in 
response to the meeting. I would appreciate either you or Lesley informing me of progress and i will expect to 
have a copy of any action plan for the file. Please will you pass on my thanks to Lesley and Aileen the CPN for 
the crucial part they played. 
Once again thank you, your professionalism and prompt response have been welcome. 
Regards, 
Jenny << File:iC-o-d-eA-~loc >> 

: 



NHE000880-0012 

Jenny’ Hazel - PALS Co-Ordinator 

From: 
Sent: 
To: 
Subject: 

Mary Motteram - Clinical Nurse Specialist 
19 August 2004 12:29 
Jenny Hazel - PALS Co-Ordinator 
RE: PALS 

The Action plan is not just a piece of paper - we will work on it. Have a good holiday speak to you oll your return. 
Mary 

..... Original Message- .... 

From" 3enny Hazel - PALS Co-Ordinator 
Sent: 18 August 2004 10:11 
To: Hary Hotteram - Clinical Nurse Specialist 
Subject: PALS 
Importance. High 

Mary, 
Yesterday I spoke with our client and he appears to remain concerned about issues such as the loss of his 
Father’s clothing(he mentioned this at the meeting) and the change in circumstances with regard to his Father. 
However he is pleased about the dedicated time offered to him by Leslie Merry when she is on duty. I believe 
this should go a long way to helping him deal with feelings of isolation, in so much that he will be kept up to date 
and be able to respond at the time, as opposed to later when decisions have been made. 

He indicated that he would like longer to digest the care plan and certainly issues remain with ’attitude’ from 
some staff. I would not like him to have the impression that your action plan is just a piece of paper and not a 
working tool to address his concerns. I have discussed with him that he has to let the staff work with the action 
plan and some aspects will take longer than others. 

I am on NL now until 01/09/04. I would appreciate feedback upon my return. Thank you for all your hard work 
with this case. 

Regards, 
Jenny 


