
Communication made by 
Letter

Communication made by 
Email

Communication made by 
Telephone

Communication made by 
Website Feedback Form 

PALS team upload all information 
into Ulysses to create a Case ID

PALS team provides the Enquirer with a 
generic acknowledgment, either written 

or verbal 

This must be done within 3 working days

PALS team send the complaint via 
Ulysses to relevant Service Line

Service Line appoint an Investigating 
Officer

Has the Enquirer been offered a local 
resolution meeting and accepted it?

Investigating Officer meets with Enquirer, 
discusses points raised, agrees solution

Yes

Investigating Officer pulls all information 
together and writes draft response

No

Service Line review
(HQP/Governance Lead)

PALS team reviews the draft response 
and sends it to the Executive Team

Executive Team complete final review 
and approve, then send it back to PALS 

team

Final Response Letter PDF'd by PALS 
team

Closed

Complaint grading system. Depending 
on the grade a response must be sent 

between 30-45 days

Service Line Clinial Director completes 
final review and sends back to PALS Team

PALS team send Final Response Letter to 
Enquirer in their preferred method of 

communication.

Communication in person

Ulysses sends a generic auto 
acknowledgment to the Enquirier

Information collected is 
autopopulated within Ulysses and a 

Case ID is created

PALS Team Update Portal - 
IO Appointed

PALS Team Update Portal - 
Draft Response Written

PALS Team Update Portal - 
Response undergoing final 

checks

PALS Team Update Portal - 
Response sent

PALS Team Update Portal - 
Closed

Enquirer can log into portal and check 
status/stage of their complaint:

- IO Appointed
- Investigation in Progress
- Draft Response Written

- Response undergoing final checks
- Response Sent

- Closed

PALS Team identify communication type 
and confirm within Ulysses

ComplaintFeedback
Service 

Concern
Compliment

Does the Enquirer want a response?

Yes

No
Closed Does the Enquirer want a response?

No
Closed

PALS team responds to the Enquirer and 
thanks them for their words

Yes

Closed

PALS Team Update Portal - 
Acknowledgment Sent

Does the Enquirer want a response?
No

Closed

PALS team send the Service Concern via 
Ulysses to relevant Service Line

Yes

Service Line appoint an Investigating 
Officer

Investigating Officer pulls all information 
together and resolves 

Investigating Officer updates PALS team 
with outcome

PALS Team Update Portal - 
IO Appointed

Closed

PALS Team Update Portal - 
Response sent

PALS Team Update Portal - 
Closed

PALS Team Update Portal - 
Closed

PALS Team Update Portal - 
Response sent

Does the Enquirer want a response?
No

Closed

Yes

Have the PALS team made successful 
contact with Enquirer to discuss 

feedback

Is an investigation required following 
contact?

Yes

Closed

PALS Team Update Portal - 
Response Sent

Enquirer can log into portal and check 
status/stage of their Service Concern:

- IO Appointed
- Contact Made

- Investigation in Progress
- Response Sent

- Closed

Enquirer can log into portal and check 
status/stage of their Feedback:

- Closed

If the Feedback requires additional 
investigation, the Service Concern 

process takes over:
- IO Appointed

- Draft Response Written
- Response Sent

- Closed

Enquirer can log into portal and check 
status/stage of their compliment:

- Response Sent
- Closed

Chat facility available 
during core hours 
0900-1700 (PALS 

Team)

Email facility available 
24/7 (PALS Team)

Yes

Can an investigation be completed on 
the information available?

No

Yes

Has the Investigating Officer made 
successful contact with Enquirer to 

discuss concerns?

Yes

Can an investigation be completed on 
the information available?

No

Yes

Closed

Investigation Officer sends an email to 
Enquirer explaining that they are unable 

to investigate without further 
information

No

PALS Team Update Portal - 
Contact Made

Has the Investigating Officer made 
successful contact with Enquirer to 

discuss concerns?

Yes

Can an investigation be completed on 
the information available?

No

Yes

Investigation Officer sends an email to 
Enquirer explaining that they are unable 

to investigate without further 
information

No

Closed

Solent PALS and Complaints Service, 
Solent NHS Trust,

Trust Headquarters, 
Highpoint Venue, 
Bursledon Road,
Southampton, 

Hampshire,
SO19 8BR

URL TBC
Current URL - https://www.solent.nhs.uk/tell-

us/complaints/
#:~:text=Anyone%20can%20complain%20abo
ut%20the%20treatment%20or%20care,to%2
0discuss%20a%20patient%E2%80%99s%20ca

re%20without%20their%20permission. pals@solent.nhs.uk
SNHS.solentfeedback@nhs.net

0800 013 2319

PALS Team Update Portal - 
Investigation In Progress

PALS Team send an email to Enquirer 
explaining that they are unable to 

investigate without further information

PALS Team Update Portal - 
Investigation in Progress

PALS Team send the feedback to Service 
Line for information to ensure it is 

shared 

No

PALS team send the Enquirer a more 
detailed, formal acknowledgement

Enquirer remains 
disatisfied with response

Enquirer makes contact by Letter Enquirer makes contact by Email Enquirer makes contact by Telephone

PALS Team update Ulysses record with 
additional concerns / questions

IO able to respond to additional 
concerns / questions in writing.

PHSO rights provided

PALS Team forward additional concerns / 
questions to Service Line - Investigation 

Officer (IO)

Yes

Closed

PALS Tean reopen case within Ulysses

IO offers the enquirer a LRM. Has the 
enquirer accepted?

IO pulls information together and 
reviews additional concerns / questions

IO meets with Enquirer, discusses points 
raised, agrees solution

No

Yes

IO responds to Enquirer in writing 
confirming agreed solution. 

PHSO rights provided.

Closed

IO responds to Enquirer in writing, 
providing the second and final response. 

PHSO rights provided

Closed

Enquirer remains 
disatisfied with response

Enquirer remains 
disatisfied with response

Can the additional concerns / questions 
be answered without an LRM?

No

IO sends the Enquirer a more detailed, 
formal acknowledgement

Solent PALS and Complaints Service, 
Solent NHS Trust,

Trust Headquarters, 
Highpoint Venue, 
Bursledon Road,
Southampton, 

Hampshire,
SO19 8BR

pals@solent.nhs.uk
SNHS.solentfeedback@nhs.net 0800 013 2319

PALS Team Update Portal - 
Case Reopened

PALS Team Updates Portal - 
Case Sent to IO

IO Updates Portal -
Case Closed

Enquirer can log into portal and check 
status/stage of their case:

- Case Reopened
- Acknowledgment Sent

- Csse sent to IO
- Final Response Sent - PHSO rights 

provided
- Case Closed

PALS Team Update Portal - 
Case Reopened

PALS Team Updates Portal - 
Case Sent to IO

IO Updates Portal - 
LRM Offered

IO Updates Portal - 
LRM Accepted / LRM 

Declined

IO Updates Portal - 
LRM Complete - Outcome 
Agreed / Additional Points 

Reviewed

IO Updates Portal - 
Final Response Sent - PHSO 

rights provided.

IO Updates Portal - 
Case Closed

Enquirer can log into portal and check 
status/stage of their case:

- Case Reopened
- Acknowledgment Sent

- Csse sent to IO
- LRM Offered

- LRM Accepted / LRM Declined
- LRM Complete - Outcome Agreed / 

Additional Points Reviewed
- Final Response Sent - PHSO rights 

provided
- Case Closed

IO Updates Portal -
Final Response Sent - PHSO 

rights provided

PALS Team send the feedback to Service 
Line for information to ensure it is 

shared 

PALS Team send the feedback to Service 
Line for information to ensure it is 

shared 

PALS Team send an email to Enquirer 
confirming the outcome agreed during 

contact

Closed

NoPALS Team Update Portal - 
Contact Attempted

PALS Team Update Portal - 
Feedback Shared with 

Service

PALS Team Update Portal - 
Closed

PALS Team send acknowledgement to 
Enquirer confirming case reopened

PALS Team Update Portal - 
Acknowledgment Sent

PALS Team Update Portal - 
Acknowledgment Sent

Chat facility available 
during core hours 
0900-1700 (PALS 

Team)

Email facility available 
24/7 (PALS Team)

NEW SUBMISSIONSREOPENED CASES
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