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Background: 

In December 2009, the Trust published a customer service policy and standards offering a service that is 
efficient, effective, excellent, equitable and empowering with the patient and their family, friends and carers 
always at the heart of service provision. 
 
An audit regarding email response times to Patient Advice & Liaison Service (PALS) enquiries was 
undertaken in November 2010 and re-audits were undertaken in May 2012, November 2013, December 
2015 and December 2016. The re-audits in December 2015 and December 2016 also included response 
times to Private Patient enquiries. 
 
This audit seeks to assess whether standards regarding email response times are being maintained within 
PALS and the Private Patients department. 

Aim:  

To measure whether the customer service policy and standards regarding email response times are being 
followed, offering an efficient and excellent service. This will be done for PALS and also the Private 
Patients department. 

Standards: 

The best practice standards are derived from:  

 The Royal Marsden Customer Service Policy and Standards (v9, February 2017)  

 The Royal Marsden Patient Advice and Liaison Service Policy and Procedure (v12, March 2017).   

Methodology: 

PALS 
 
A total of 60 random PALS enquiries would be audited for the six months from April 2017 to September 
2017 inclusive, (10 random enquiries from each of those months).  

This would be done via Datix, checking the date of the PALS query with date of response and completing 
the data collection form (Appendix A).  

The data collection form would assess the type of query, the method of enquiry, whether the email 
response was given within 24 hours or 48 hours and, if more than 48 hours, whether or not the person 
making the enquiry was informed. 

Private Patients 

A total of 60 random Private Patient enquiries would be audited for the six months from April 2017 to 
September 2017 (10 random enquiries from each of those months).  

This would be done by checking the response times to emails that were received in the central 
“Privatepatients” inbox and completing the data collection form (Appendix A). 

The data collection form would assess the type of query, the method of enquiry, whether the email 
response was given within 24 hours or 48 hours and, if more than 48 hours, whether or not the person 
making the enquiry was informed. 
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Results: 

PALS 

A total of 60 random PALS enquiries were audited for the six months from April 2017 to September 2017 
inclusive, (10 random enquiries from each of those months).  

Type of query Number 

Advice 41 

Miscellaneous  8 

Clinical Information 4 

Concern 3 

Praise / Thanks 2 

Comment 2 

 

Method of enquiry Number 

Website 56 

Email 4 

 

Private Patients 

A total of 60 random Private Patient enquiries were audited for the six months from April 2017 to 
September 2017 inclusive, (10 random enquiries from each of those months). All enquiries were made via 
email. 

Type of query Number 

Seeking appointment 32 

Advice 24 

Seeking admission 2 

Changing appointment date 2 

 

Response Times: 

PALS 

The Royal Marsden Patient Advice and Liaison Service Policy and Procedure states: 

“PALS staff will aim to ensure that a response to all written concerns/issues is made within two 
working days by either the PALS officers or from a senior manager. If PALS staff are unable to 
resolve the issue at this point, it will keep the enquirer informed of progress and set a realistic 
timeframe for resolution.”  

58/60 (97%) enquiries were responded to and closed within one working day, and 2/60 (3%) were 
responded to and closed within two working days. 

The table below shows the comparison of response times from the audits undertaken in 2015 and 2016.  
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 December 2015 December 2016 December 2017 

Response within 24 hours 96% 80% 97% 

Response within 48 hours 4% 0 3% 

Response after 48 hours 0 20% 0 

If response after 48 hours – 
the enquirer was informed 
and given timeframe for 
resolution 

n/a 100% n/a 

 

Private Patients 

All 60 randomly selected enquiries received by the Private Patients department that were audited for the 
six months from April to September 2017 were responded to and closed within two working days.  

All the enquiries audited in the previous audit of email response times for the Private Patients department 
in December 2015 and December 2016 were also responded to and closed within two working days. 

 

Conclusions: 

The audit has confirmed best practice. 100% of enquiries made to PALS for the months audited in 2017 
were responded to within two working days. In addition, enquiries made to the Private Patients 
department for the months audited in 2017 were also responded to within two working days. Staff should 
be congratulated on the high standards of customer service. 

A re-audit should be undertaken by December 2018 if required.  

 

Recommendations: 

1. To inform managers of the findings and to remind staff of the service policy regarding email 
response times to enquiries. 

2. Re-audit enquiries received by PALS and the Private Patients department by December 2018 if 
required. 
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Appendix A 

 

Date 
Query 
number 

Type of 
query 

Method of enquiry 
(e.g. email, website) 

24 hour 
response 
Y/N 

48 hour 
response  
Y/N 

If more than 48 hours 
was the enquirer 
informed   Y/N 

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

              

 


