
What can we learn: PALS Concerns and Complaints? 

At Moorfields, if somebody contacts Patient Advice and Liaison Service (PALS) 

to raise a concern or make a complaint, it usually means 

that something, somewhere, has not gone according to 

plan. At Moorfields Eye Hospital, instead of treating 

concerns and complaints with suspicion, we use them to 

see how we might improve our service going forward, 

especially as in the majority of cases, patients and carers 

who raise issues, when asked what outcomes they would 

like to see, say that they do not want the same thing that 

happened to them to happen to anybody else.  

As many of the issues we address in this context are specific to the people 

involved, we are unable to go into great detail about individual cases, but 

below are outlined some of the actions we have taken in response to some of 

the concerns raised.  

If you have problem or concern about the organisation, treatment or support 

you were given at Moorfields, please visit our complaints page, via the link 

below, and that will show you the best way to have it addressed. Be assured, 

we always listen and we always respond:  

http://www.moorfields.nhs.uk/service/complaints 

http://www.moorfields.nhs.uk/service/patient-advice-and-liaison-service-

pals 

You Said: That on occasion not all the 
staff were as friendly, polite and helpful 
as the might have been. 
We did: This is something Moorfields 

takes very seriously and when it happens 

the staff involved have been supported 

and monitored in changing their behaviours.  More 

generally, staff are now being appraised (and 

recruited) in a way that ensures they meet the commitments of the Moorfields 

Way regarding compassion, customer care, communication (including 

telephone etiquette) and professionalism. Training has been introduced across 

http://www.moorfields.nhs.uk/service/complaints
http://www.moorfields.nhs.uk/service/patient-advice-and-liaison-service-pals
http://www.moorfields.nhs.uk/service/patient-advice-and-liaison-service-pals


Moorfields to sustain this. For more information about the Moorfields Way, 

please follow the link. 

You Said: That there were problems with the transport service provided 
by the trust, including late arrivals, eligibility for transport, suitability of 
vehicles etc. 
We did: We constituted a regular meeting with our transport providers 
where all the concerns, complaints and incidents raised by patients are 
discussed and addressed. The number of complaints has dropped 
dramatically since the meeting began. 
Our transport service have also issued more effective devices to drivers to 
keep them better informed of changes to transport arrangements when they 
are in the field. 
 
You Said: There was an incident where an allergy was not recorded on 
the patient’s prescription which might have caused problems. 
We did: We adapted the electronic patient prescription forms we use to 
include patient allergies on prescription forms.  
 
You Said: That not all staff were as competent as they could be when 
leading or guiding a person with a visual impairment.  
We did: We are creating a training package for staff to ensure that they 
are comfortable and competent in working with visitors who are visually 
impaired. 
 
You Said: Some of the late afternoon clinics run on into the evening 
making for an uncomfortable wait. 
We did: Patients whose clinics run into the evening now receive a 
voucher for Costa Coffee should they wish refreshments whilst they are 
waiting. 
 
You Said: There were episodes where patient’s medical records could not 
be located. 
We did:  A more effective tracking and handling system has been 
introduced for medical records resulting in a reduction of missing 
medical records. We also plan to develop our electronic patient record 
further to include accident and emergency records, so that they might 
always be available. 
 



You Said: Can we make clear that letters to patients GP’s and copied in to the 
patient are for them also. 
We did: As part of a wider review, the letter templates have been reviewed for 
accuracy, clarity and user friendliness and copies of GP letters is to carry a 
strap line to make the patients aware of the importance, to them, of the 
contents of the letter. 
You said: A booking for a corneal graft was inadvertently missed and the 
proposed surgery cancelled. A contributory factor was that there are 
several ways of booking material for a corneal graft. 
We did: Work is being done to identify a single system to identify 
bookings for corneal graft material rather than the several ways of 
booking material currently being used, which should prevent future 
confusion. 
 
You Said: It was not always easy to get through to who you needed you speak 
on the telephone, especially for appointment and clinical issues. 
We did: We have introduced a new telephone monitoring system, which 
allows calls to the trust to be tracked and forwarded, provide a call back facility 
if phones can’t be answered immediately and ensures that appropriate lines 
are manned. This has already increased the number of calls being answered 
and decreased the time it takes to do so.  
We have also expanded the Moorfield’s Direct Patient Helpline (which deals 
with clinical enquiries), with more staff and it is now manned in the evenings 
and at weekends. 
 
You Said: That there were delays in being discharged following day care 
surgery due to waiting in pharmacy. 
We did: Increasing provision of onsite dispensing so that medications can be 
dispensed on patients return from surgery and reduce discharge delays.  
 
 

 Exploring the possibility of having multifocal glasses lens available to 
patients through the voucher system (currently not allowable under 
department of Health guidelines). 
 

 The medical director has issued guidelines for how patients should be 
informed if patients are no longer eligible for Moorfields care (rather 
than only receiving a copy of the GP letter). 
 



 Exploring the possibility of having a ‘flagging’ system on Open Eyes that 
alerts staff when a patient has a pacemaker and might be booked to an 
in-appropriate surgical list, to reduce unnecessary cancellations. 

 More leaflets are being made available in brail so the patients do not 
have to wait should they request one. 
 

 Exploring the possibility of enabling appointment and GP letters on PAS 
and Open Eyes to be emailed directly (currently they can only be printed 
as a hard copy) if the patient so requests. 
 

 Not all of the issues raised in complaints during the first quarter 
allow for specific service change, but rather, a clarification of 
treatment and care given over time. This includes, meeting with 
patients to better explain perceived misunderstandings. Some of 
the trust wide work currently being undertaken, such as the 
Moorfields Way,  Telecommunications project and  service 
improvement programs, will hopefully address several of the 
issues that currently cause patients to complain.  For others, 
specific changes made as a direct response to complaints are 
made. These included addressing complainants concerns through 
expediting appointments, re-reimbursing expenses, having the 
consultant personally contact the complainant, supplying a copy of 
medical records at no cost to the complainant, and giving 
information on patient experience improvement work, such as the 
virtual glaucoma clinic , the Moorfields Way project, the 
anticipated six day working and accessible information projects 
etc. to demonstrate that wider concerns are recognised and being 
addressed. Other specific changes made as a result of complaints 
include: 

 

 In response to a patient attending but not being seen at the walk 
in service at Moorfields St George’s and referred elsewhere (and of 
which there was no evidence), a log has been established to record 
the details of all patients who visit out of hours and the outcome 
of their visit. 

 

 Following a patient missing an appointment when the letter 
arrived too late (possibly following a change to the sending of 
letters by second class postage, an agreement has now been 



reached that letters to be sent out by first-class post will be 
batched and approved by the Facilities Manager in advance. 

 

 Staff in the glaucoma clinic have been reminded to regularly 
inform patients when delays are occurring.  This will be supported 
with ‘Moorfields Way’ training specifically designed for clinic 
supervisors, including how to handle concerns and complaints. 

 

 Additional training in communication skills is being arranged for a 
doctor whose behavior was questioned, in order to avoid a similar 
situation in future. 

 

 Customer Care Training to start September 2015 will include an element 

on concern and complaint handling for clinic supervisors, following 

several incidents where issue might have been handled in a more 

sensitive manner. 

 

 Following the complaint of a patient who felt that his hearing needs 

were not addressed, there was a review of the use of hearing loops in 

the clinics and a review to ensure that signs are in place informing 

patients that a loop is available and that they are easily accessible for 

patients who require them. 

 


