
Patient Experience Team



ROLE & FUNCTION



Informal Concerns Criteria

 The PALS Team developed and 
implemented the “Informal Concerns 
Criteria”  

 Since May 2016 PALS have been 
running informal training  sessions 
with front line staff on dealing with 
informal complaints

 26 Areas have been covered so far

 268 members of staff trained across 
all sites 

2016/17 2017/18

Formal: 688 Formal 379

Informal: 426 Informal: 1184

Compliments: 962 Compliments: 1331 (218 captured via 
Social Media



Care to Share Clinics

 The PALS Team have undertaken 
“Care to Share Clinics on all sites

 50 Clinics were undertaken in the 
last year

 Surgical, Medical, Paediatric & 
Therapies Wards 

 372 patient feedback comments 
logged

 Majority of feedback was positive 
and fed back to the Ward Managers 
and Teams



TRAINING

 The PALS Team are now 
undertaking training 
presentations to the following:

 Healthcare Support Workers 
Induction – 8 sessions

 Newly Qualified Nurse Induction 
– 12 sessions 

 Nurse Induction – 14 sessions 

 F1 Junior Doctors – 4 sessions 



FACEBOOK MONITORING

 Since October 2016 the PALS 
Team have been monitoring the 
Facebook Reviews for all hospital 
site pages

 775 entries recorded so far

 706 compliments received 

 69 grumbles received  

 All fed back to Ward Managers & 
Directorates



HAVE YOUR SAY

 Since April 2017 the “Have your 
Say” boxes have been displayed 
in prominent areas of all hospital 
sites

 738 Reviews received to date

 All fed back to Ward Managers & 
Directorates

Car 
Parking

Waiting 
Times

Smoking 
on site

Compliments



Real time Feedback Project

Participation in the newly formed UK National 
Patient Experience Collaborative launched 
September 2017

Real time feedback is being captured over 8 
Wards in the Cwm Taf area over a period of 12 
months. The pilot Wards were:

Royal Glamorgan: 

❑ Wards 1& 2 Surgery

❑ Wards19 & 20 Medicine

Prince Charles Hospital:

❑ Wards 3 & 4 Surgery

❑ Wards 11 & 12 Medicine



Highlights

Staff Recognition Awards: 
Nominated for Improving the Patient 

Experience - July 2016
Staff Recognition Award: 
Approach to Partnership 
Working May 2016

NHS Wales Awards 2017 – Shortlisted 
for Improving Access to Health Services 
for Armed Forces

Being part of the PEC 
Collaborative and shortlisted for 
PENN Awards 2019



THANK YOU FOR LISTENING

https://www.google.co.uk/url?url=https://www.digitalwebstrategist.com/3-reasons-emojis-will-enhance-your-tweeting-potential/&rct=j&frm=1&q=&esrc=s&sa=U&ved=0ahUKEwiB4uOYr-XTAhUaOsAKHQ7yAw84FBDBbggoMAk&usg=AFQjCNHGvTJkm8xcIj2t-0YSSSUmIqYb9Q

