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PALS VOLUNTEER ROLE DESCRIPTION

Volunteer Base: Telegraph House, Rochdale
The Service: Patient Advice and Liaison Service

The Service 

The Patient Advice and Liaison Service (PALS) aims to provide information and support to patients, their families and carers accessing NHS services.

PALS will:

· Provide information about health services available and how to access them

· Help to resolve any concerns patients, their families or carers may have

· Offer a confidential listening service

· Sign post to other organisations who are able to offer specialist support and advice

· Supply information about the formal complaints procedures.

PALS will inform the Trust of the patient’s experiences and views in order that services may be changed and shaped to meet their needs.

Volunteers will play a crucial role in achieving this objective, as they will have direct patient contact, informing them about PALS and identifying those who may need support from the PALS Officers.

Volunteer’s Role Summary

The Volunteer will enable patients and members of the public to access a visible and easily identifiable service providing information, advice and support throughout NHS Heywood, Middleton and Rochdale.

The Volunteer will also assist patients, carers, friends and families in:

· Accessing information on Health and Social Care Services and other health related issues.

· Raising any concerns with the PALS Officer in relation to their care.

· Utilising the complaints process and providing assistance or referral to an independent advocacy service where appropriate.

Volunteer Key Responsibilities

1. To spend time in patient areas within Clinics/Health Centres and GP Surgeries where they will listen to patients, their families and carers and with their consent, feedback any concerns/issues to the PALS Officers for action.

2. Document every contact on a daily log sheet and record any concerns, compliments and questions, making additional notes as necessary.

3. Discuss the daily log sheet with a PALS Officer.

4. At all times be aware of the confidential nature of the contacts and maintain confidentiality in all aspects of their contact with patients.

5. To participate in staff information/publicity events under the guidance of the PALS Manager

6. To assist in the PALS Office with administrative duties

7. To ensure that they inform the Person in Charge of the area in which they are working of their presence

8. To accompany PALS Officers on home visits.

9. To ensure that carers and patients have access to accurate and timely information.

10. To assist in the implementation of Patient Satisfaction Surveys 

11. To comply with the PCT’s policies and management instruction with    regard to Health and Safety and Fire Prevention and, in particular, not do anything that endangers yourself and/or others.

1 The Volunteer Must Not:

1. Discuss the concerns of patients, their families and carers with other Volunteers, staff (unless it is the appropriate staff member within the patient area) or members of the public. Confidentiality must be maintained at all times.

2. The Volunteer must not try to resolve any concerns that patients, their families or carers may have

2 Disclosure of Criminal Background

All NHS employers are required to check with the Criminal Records Bureau the possible criminal background of staff and volunteers who apply for work with vulnerable patients.

If it is a requirement of the post that such a check be undertaken, successful applicants will be asked to complete and sign a Disclosure Form giving permission for the screening to take place.

Having a criminal record will not necessarily bar you from working with the Trust.

Please note applicants refusing to sign the form will not be progressed.
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APPENDIX 2

PERSON SPECIFICATION FOR PALS VOLUNTEER

	PRIORITY ACTION AREAS:

	1
	Act as a facilitator for patients, their families and friends and members of the public in relation to PALS enquiries.

	2
	Support the development of the PALS service


	Volunteer will have:
	Essential
	Desirable

	Physical
	
	

	Able to fulfil the physical demands of the role subject to reasonable adjustments under the terms of the Disability Discrimination Act 1995.

	X
	

	Knowledge
	
	

	An understanding of facilitation and advocacy
	
	X

	
	
	

	Skills
	
	

	Evidence of customer care skills
	X
	

	Possess good communication skills (written and verbal)
	X
	

	Possess good interpersonal skills including listening skills
	X
	

	
	
	

	Experience
	
	

	Experience in a health/public/voluntary sector
	
	X

	Computer literate
	
	X

	
	
	

	Personal attributes
	
	

	Display a commitment to wanting to support patients, their families and friends
	X
	

	Having a caring personality
	X
	

	Be reliable
	X
	

	Be diplomatic and sensitive
	X
	

	Possess positive attitude
	X
	

	Be capable or working on own initiate
	X
	

	Be open to training, learning and guidance
	X
	

	Possess an understanding of and respect for confidentiality and equal opportunities
	X
	


