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National Care Service Charter of Rights — Summary

What is the Charter

Our rights

A charter explains the rights, aims or
principles of an organisation or group of

people.

This Charter explains:

e your rights when getting care and

support

e what you can expect from your

support

e what to do if your rights are not being

met

The Charter talks about things that you

have rights to.

Something that you have rights to means
there are laws in Scotland that protect

your rights to it.



The Charter also talks about what you
should expect from your care and

support.

The phrase you should expect is how the
Charter talks about things that are in

agreed standards.

= Agreed standards are what different

people, organisations, or countries agree

how people should be treated.

Who is the Charter for

This Charter is for anyone getting:
e social care support

e social work support

e community health support



It's also for people who care about

someone getting support.

If you're not sure if you need support,

speak to your:
¢ |ocal council

o the NHS

Or visit the Care Information Scotland

website.
If you want to learn more

You can read the full National Care

Service Charter of Rights.

If you are using other health services, you
may also find the NHS Charter of Patient

Rights and Responsibilities useful.



http://www.careinfoscotland.scot/
http://www.careinfoscotland.scot/
http://www.gov.scot/patient-rights-charter
http://www.gov.scot/patient-rights-charter

If you are a child in Scotland, you have

special rights that the law protects.

You can learn about these rights and what

to do if you feel they are not being

respected by visiting the Young Scot
webpage.

Your rights and what to expect
Equality, dignity and respect

You have rights to be:
¢ safe from harm
e treated fairly and equally

e supported to have equal chances as

other people

You should expect be treated with dignity,

respect, warmth and kindness.



https://young.scot/get-informed/getting-your-rights-taken-seriously/
https://young.scot/get-informed/getting-your-rights-taken-seriously/

If you think you, or someone else, is at risk

n «x of harm:

e contact your local social work team

p
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< e visit Care Information Scotland to find

the right contact details

e in an emergency call 999

Your support network, unpaid carers and independent

advocacy
Your support network
You have rights to:

e get support that respects your private

and family life

¢ involve your family, friends or carers

in your support



This means you should expect to be

helped to:
e keep important relationships

e take part in your community

If you live in a care home you can choose
at least one person to be your Essential

Care Supporter, if you want to.

Unpaid carers, including young carers,

have rights too. They can:
e get different types of support

e be involved in care decisions

e get local information and advice



Independent advocacy

Independent advocacy is when someone
helps you to express your views and

understand:
e your rights
e your situation

e how to access support

You can ask for an independent advocate.

Sometimes the law says people have a

right to independent advocacy.

This includes:

e people with a mental iliness or

learning disability

. _ ¢ disabled people who need support to
Social Security Scotland
[earainteachd Sholsealta Aloa use the Scottish social security

system



However, independent advocacy may only

be available in some situations.

Scottish Find out what's available on the Scottish
Independent  |ndependent Advocacy Alliance website.
Advocacy

Alliance

Involvement, participation and choice

You have rights to:

e get clear information to help you

make decisions about your support

e be listened to, with your views

respected

e see your personal information and

know how it is used
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http://www.siaa.org.uk/find-an-advocate
http://www.siaa.org.uk/find-an-advocate

e be as involved as possible in

decisions about your support

e get people who support you to help

to plan your support

You have rights to share your views about

your care and support.

You should expect that your views will be

listened to and respected.

Your feedback helps to improve services

for you and others.

Some services use Care Opinion, where

you can give feedback anonymously.

Anonymously means no one will know

that feedback came from you.
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https://www.careopinion.org.uk/

How to complain

_ care
Inspectorate

You can make a complaint if your rights,
or the rights of someone you care for, are

not being met.

Services must have a complaints process.

Complaints processes must always:
e be available for you to look at
e investigate your complaint fully
You can complain by:

¢ talking to someone involved in your

care

e contacting the care service manager

e contacting the Care Inspectorate if

the service is registered with them
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. e contacting the Scottish Public Sector
Soare ‘ Ombudsman if you are not happy

SERVICES : :
OMBUDSMAN with the outcome of a complaint you

People Centred | Improvement Focused

made about a local council or NHS

service

What to expect when you complain

.

\j,

When you make a complaint, people who

deal with your complaint should:

Complain

¢ listen to you with care and

understanding

€ »
u. e treat you with dignity and respect
e keep you informed about what is

happening and what they decide
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https://www.spso.org.uk/spso
https://www.spso.org.uk/spso

If you need support

You can:

e ask a person you trust

e get support from an independent
service, such as Citizens Advice or

Care Information Scotland

An independent advocate can also help

you share your views and wishes.
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Useful contacts

citizens

advice
scotland

(Qsee.

What's your story?
Care
Information
Scotland

r-

)

| care
mspectorate

Y

Scofttish
Independent
Advocacy
Alliance

Citizens Advice Scotland
https://www.cas.orqg.uk

Phone: 0800 028 1456
Open Monday to Friday, 9am to 5pm

Care Opinion

https://www.careopinion.org.uk

Care Information Scotland
https://www.careinfoscotland.scot
Phone: 0800 011 3200

Open Monday to Friday, 9am to 5pm

Care Inspectorate
https://www.careinspectorate.com
Phone: 0345 600 9527

Open Monday to Friday, 9am to 4pm

Scottish Independent Advocacy
Alliance

https://www.siaa.org.uk

Phone: 0131 510 9410
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https://www.cas.org.uk/
https://www.careopinion.org.uk/
https://www.careinfoscotland.scot/
https://www.careinspectorate.com/
https://www.siaa.org.uk/

