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between the Health Service Executive (HSE) and the Patient Advocacy Service 

This MoU provides an agreed framework for cooperation and communication between the 

HSE and the Patient Advocacy Service for Public Acute Hospital Services 

1.0 Background to the MoU 

1.1 An independent Patient Advocacy Service was commissioned by the Department of 

Health in 2018 arising from approval given by Government and from recommendations 

contained in the 'Report of the investigation into the safety, quality and standards of 

services provided by the Health Service Executive to patients in the Midland Regional 

Hospital, Portlaoise' (2015), and the Ombudsman's report, 'Learning to Get Better' 

(2015). It is the first health complaints advocacy service to be established and funded 

by the Department of Health. 

1.2 The tender to provide the independent Patient Advocacy Service was awarded to the 

National Advocacy Service for Persons with Disabilities. 

1.3 The Secretary General of the Department of Health wrote to the Chief Executive Officer 

of the HSE and the National Manager of the Patient Advocacy Service in October 2019. 

The letter stated that the establishment of the Patient Advocacy Service was an 

important development in designing and delivering a service around the needs of 

service users1. The advocacy service is part of a series of initiatives being taken by the 

DOH in collaboration with the HSE to empower service users, enhance the 

responsiveness of health services to service users and to develop a constructive learning 

approach to adverse events and complaints with the overall objective of delivering a 

quality service in terms patient experience and outcome. 

1.4 The Secretary General requested that a formal Memorandum of Understanding be 

developed between the HSE and the Patient Advocacy Service to build on the good 

engagement and cooperation already commenced between the two bodies and to 

ensure a responsive, compassionate and open approach to addressing complaints for 

service users. 

1 
Service User: The term "service user" in relation to a health services provider, means a person to whom a

health service is, or has been, provided. 
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