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Patient Advice &
Liaison Service (PALS)
An information guide

Patient Advice & Liaison Service (PALS)
This leaflet explains how PALS can help if you have comments or
concerns about the service provided by our hospitals.
At Pennine Acute Hospitals NHS Trust we are committed to
providing the very best quality care in a friendly, pleasant and
professional environment. We welcome your suggestions as to how
we can improve services and provide care which better reflects your
needs. Through listening to your views we can continue to develop
and improve our services.
By making comments whether as a compliment or complaint, you
help us to understand how patients see our services and where
improvements can be made. We will listen to patients, relatives or
visitors who raise concerns, respond to them and learn from them.
If you or your relatives or carers have queries or you are unhappy
with any aspect of your care, in the first instance, please speak to a
member of the ward or clinic staff as soon as possible. Very often
problems can be resolved at this point. If you feel they cannot help
or you are not comfortable talking to them, you can contact PALS.
What is PALS?
The Patient Advice and Liaison Service (PALS) is a free and
confidential service for patients, their families, carers, and friends.
They are there to respond to concerns about any aspect of your care
or Trust services and aim to resolve any problems as quickly and as
easily as possible.
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What PALS can do...
• We listen to your comments, compliments, and suggestions about
the hospital services
• We provide confidential advice and support to resolve problems
and difficulties
• We liaise with clinics and wards on your behalf
• We offer information on how to make a complaint.
Raising concerns will not affect the care or treatment that you, or
the person you care for, is given.
Patients can ask a friend or relative to speak on their behalf, but we
must have the permission of the patient before we can discuss any
personal circumstances with anyone else.
PALS aims to resolve your problem/issue within five working days,
but some things may take longer to deal with.
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How to contact PALS
Call 0161 604 5897 between 09.30 hours and 16.30 hours Monday
to Friday or drop into one of the PALS offices near the Main
Entrance at each hospital site. Opening hours are 9.30am - 4.30pm
on all sites.
You can also email PALS at: pals@pat.nhs.uk.
Alternatively, you can write to PALS at the following address:
PALS Department, Ground Floor, IM&T Building, North Manchester
General Hospital, Delaunays Road, Crumpsall, M8 5RB.
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Making a formal complaint - NHS complaints process
If you feel you need to make a formal complaint, the NHS
complaints procedure exists to investigate formal complaints.
We have a separate leaflet ‘Making a Complaint’ which gives more
information. You can ask a member of staff or PALS for this, or
download it from: www.pat.nhs.uk. The Complaints Department
can
be
contacted
on
0161
604
5800
or
email
complaintsoffice.trust@pat.nhs.uk.
Anyone can make a complaint about NHS services or treatment
they have received. If you are making a complaint on behalf of
someone else written consent is needed.
Help to make a complaint
There are several independent complaints advocacy services which
provide free, independent advice and help with making an NHS
complaint.
For details of a service within your area, please contact PALS.
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Notes
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If English is not your frst
language and you need help,
please contact the Ethnic Health
Team on 0161 627 8770

Jeżeli angielski nie jest twoim pierwszym językiem i potrzebujesz pomocy proszę skontaktować
się z załogą Ethnic Health pod numerem telefonu 0161 627 8770

For general enquiries please contact the Patient
Advice and Liaison Service (PALS) on 0161 604 5897
For enquiries regarding clinic appointments, clinical care and
treatment please contact 0161 624 0420 and the Switchboard
Operator will put you through to the correct department / service
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