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Patient Advice & Liaison Service (PALS) Themes
in respect of the Royal Manchester Children’s Hospital
From 1% April to 31% August 2009

Introduction

The opening of the Royal Manchester Children’s Hospital in June 2009,
the largest single site children’s hospital in the UK, has been a major
achievement for the Trust. The amalgamation of Booth Hall and
Pendlebury Children’s Hospitals onto one site had presented the Trust
with significant challenges, most significantly the successful safe
transfer of patients to the new hospital, and the provision of up to date
information for their relatives and carers.

Staff from Booth Hall and Pendlebury now enjoy the brand new
facilities, and have access to the latest medical equipment and
information technology. In addition, staff are working through the
challenges of working within reconfigured teams and updated working
practices.

Any major move of services can be accompanied by systemic problems
for patients and their visitors. Most are dealt with quickly to the
complainants satisfaction by the front line staff at the time, whilst other
concerns can require the involvement of PALS and senior managers.

The following data is drawn from PALS contacts from 1% April 2009 to
31% August 2009; at this time our database is unable to extract details
of the postal addresses from which the contact lives.

PALS Data

Prior to the hospitals moves from 1 April 09 — 14" June 09 PALS
responded to 82 cases. Since the opening of the Children’s Hospital
15" June 09 to 31% August 09 PALS have received 164 cases. In total
246 cases.

PALS received 196 cases for the same period 2008
The top four issues emanating from these contacts are as follows-

All Aspects Of Clinical Treatment — Medical & Nursing Care
Attitude Of Staff

App, Delay / Cancellation (OP)

Communication / Information To Patients

Some of the main issues PALS have been contacted about include:

e Issues with rescheduled clinics and delays. Cancellation of clinic
without being informed



