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THE PATIENT EXPERIENCE TEAM



WHO ARE THEY?

11 PERSONNEL

COMPLAINTS, PALS, VOLUNTEERS, 
BEREAVEMENT, PATIENT INSIGHT & 

ENGAGEMENT

BASED AT ST PETER’S HOSPITAL, 
CHERTSEY



WHAT DO THEY DEAL WITH?

PER 
ANNUM

• 500 COMPLAINTS

• 1300 PALS ENQUIRIES 
• 1300 DEATHS

• 350 VOLUNTEERS

• FEEDBACK FROM UP TO 500,000



WHY ARE THEY SO SPECIAL?

COMPASSION

EMPATHY

SYMPATHY

DEDICATION

TOLERANCE

HIGH EMOTIONAL 
INTELLIGENCE
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WHY ARE THEY SO SPECIAL?

350 ACTIVE 
VOLUNTEERS

•ROYAL HOLLOWAY

95% COMPLIANCE 
TO 3 DAY 

TURNAROUND 
BEREAVEMENT

CROSS COVER 
AND 

CENTRALISED



WHY ARE THEY SO SPECIAL?

RESILIENCE

MEDIATION

PHSO 

PLAYS ON COMPLAINT HANDLING

MAKATON





THANK YOU!

➢ SARAH HOWARD

➢ SANGEETA SINGADIA

➢ JACQUI GRANNELL

➢ SIOBHAN HAND

➢ HELEN SEXTON

➢ GIZZI YASSINI

➢ NAILA AHMED

➢ ALISON ALLAN

➢ STEPHANIE KERVEN


