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National Care Service Charter of Rights

This summary of the Charter of Rights gives you information on your rights
when you access social care, social work and community health support.

It gives you information about what to do if you think your rights are not
being met. It tells you about your rights that exist as at 25 March 2026. The
Charter does not create any new rights or alter existing ones.

The Charter is for anyone who is accessing, or waiting to access social care, social
work or community health support.

It is also for anybody with a personal interest in the wellbeing of someone
accessing support. For example, if you are an unpaid adult, kinship, parent or
young carer.

If you are not sure whether you need social care, social work or community health
support you can speak to your local council, the NHS or access Care Information
Scotland.

You can read the full Charter of Rights and access other formats on the
Charter mygov webpage (www.mygov.scot/ncs-charter).

You may also find other charters useful. There are links to some other charters
that give you information about your rights in different situations on page 8.

Children’s rights

If you are a child, you have some extra rights that are now part of the law in
Scotland. Information about your rights and what to do if you think your rights
are not being met is available on Young Scot’s ‘Activate Your Rights’ web

page.



http://www.careinfoscotland.scot
http://www.careinfoscotland.scot
http://www.mygov.scot/ncs-charter
http://www.mygov.scot/ncs-charter
https://young.scot/get-informed/what-to-do-if-you-want-to-complain-about-your-rights/

National Care Service Charter of Rights

Your rights and expectations

Where the Charter says ‘you have rights to’, it means:

« there are laws in Scotland that protect these rights or impose duties in certain
situations

» people that work in social care, social work and community health must
respect these rights when the law says they apply

» you can ask a court to enforce these rights

Where the Charter says ‘you should expect’, it means:

« this is what you should expect to happen when you access care and support

* people that provide your support should meet these standards

 these standards are not found in domestic law so you cannot ask a court or
tribunal to enforce them, but you can make a complaint if these standards are
not met
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Equality, dignity and respect
You have rights to:

* be treated without discrimination and in a way that supports you to have equal
opportunities to other people

 respect for your private and family life
* be protected from harm, neglect and abuse

* be safe in your home and community, including if you live in a care home
or other facility

You should expect to be treated with dignity, respect, warmth and compassion.

If you are concerned about someone who may be at risk of harm or if you are
at risk of harm, you can contact your local social work department in confidence.
You can contact Care Information Scotland to find contact details.

Your support network, home, unpaid carers and independent
advocacy

You have rights to:

* involve your support network in your support

» get support in a way that respects your private and family life, home and
correspondence

You should be supported to look after the relationships that are important to you,
and to be part of your community.

If you receive support in your own home or in a residential setting such as a care
home, your right to private and family life will be respected.


http://www.careinfoscotland.scot/find-my-council/
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If your home is a care home

If your home is a care home, from 31 March 2026 you have a right to choose at
least one person who can act as your Essential Care Supporter, if that is your wish.

Unpaid carers
Unpaid carers, including young carers, have a right to:
» a personalised support plan

« carer support, which may include breaks from caring

* be involved in decisions about support provided to them and the person they
care for

» access to a local carer information and advice service

Independent advocacy

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

Anyone can request information on how to access independent advocacy or ask
for an independent advocate to help. The Scottish Independent Advocacy
Alliance has more information about how to find these services.

There are some times when independent advocacy must be provided by law:

* people with a mental iliness, learning disability, or personality disorder have a
right of access to independent advocacy

« disabled people have a right of access to independent advocacy to help them
through the Scottish social security system, where this is needed

 children and young people, or their parents, have rights to an advocate in
certain situations, for example, when they are going to a Children’s Hearing


http://www.siaa.org.uk/find-an-advocate/
http://www.siaa.org.uk/find-an-advocate/
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Involvement, participation and choice
You have rights to:

* be given information about the support that is available to help you make
decisions

* be listened to and have your views respected and responded to

* be as involved as possible in planning and decisions about your support and
how it is delivered

* involve a member of your support network in your assessment and in planning
your support

» access personal information held about you and to be informed about how
your information will be processed

You should expect people to communicate with you in a way that you can
understand.

You should expect those involved in your care to work with you to help you get the
best support available.
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Feedback and Complaints

You have rights to:
* express your views on 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.

If your rights, or the rights of someone you care for, are not being met, you can
make a complaint. Care services must have a complaints procedure. They must
share it with you if you ask. They must fully investigate any complaint raised.

You can complain by:
« speaking to someone involved in your care
 contacting the service provider directly
» contacting the Care Inspectorate, if the service is registered with them

If you have made a complaint about a local council or NHS service and you
are not happy with the outcome, you can contact the Scottish Public Sector
Ombudsman.

When you complain, you should be:

« listened to with empathy

* treated with dignity and compassion

 kept informed about progress and the outcome
Support to make a complaint

If you feel you need support to express your views and wishes, you can ask an
independent advocate for help. An independent advocate may be able to help you
raise problems before they become a complaint.

If you feel nervous about complaining, you can ask a trusted person to help.
You can also get support or advice from an independent service, such as
Citizens Advice Scotland or Care Information Scotland.


http://www.careopinion.org.uk
http://www.careinspectorate.com
http://www.spso.org.uk/spso
http://www.spso.org.uk/spso
http://www.cas.org.uk
http://www.careinfoscotland.scot
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Links to other charters and information about your rights

* NHS Charter of Patient Rights and Responsibilities
www.gov.scot/patient-rights-charter

» Carers Charter
www.gov.scot/carers-charter

» Charter of Rights for People Affected by Substance Use
www.alliance-scotland.org.uk

» Charter of Rights for People with Dementia and their Carers in Scotland
www.alliance-scotland.org.uk

+ Information for children about their rights
www.young.scot/rights

» National Care Service Charter of Rights — different versions and formats
www.mygov.scot/ncs-charter



http://www.gov.scot/patient-rights-charter
http://www.gov.scot/carers-charter/
http://www.alliance-scotland.org.uk
http://www.alliance-scotland.org.uk
http://www.young.scot/rights
http://www.mygov.scot/ncs-charter
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Useful contacts

Citizens Advice Scotland:

Free, impartial and confidential advice
Website: www.cas.org.uk

Phone: 0800 028 1456

Care Information Scotland:
Information and advice on social care, including complaints

Website: www.careinfoscotland.scot
Phone: 0800 011 3200

Care Inspectorate:

Regulator of social care services
Website: www.careinspectorate.com
Phone: 0345 600 9527

Care Opinion:
Share your experience of care
Website: www.careopinion.org.uk

NHS Inform:

Health information, including about feedback and complaints
Website: www.nhsinform.scot

Phone: 0800 22 44 88

Scottish Independent Advocacy Alliance:

Find an Independent Advocate

Website: www.siaa.org.uk

Find an advocate tool: www.siaa.org.uk/find-an-advocate
Phone: 0131 510 9410

Scottish Public Sector Ombudsman:

Final stage for complaints about public service organisations
Website: www.spso.org.uk/spso

Phone: 0800 377 7330


http://www.cas.org.uk/
http://www.careinfoscotland.scot/
http://www.careinspectorate.com/
http://www.careopinion.org.uk/
http://www.nhsinform.scot
http://www.siaa.org.uk/
http://www.siaa.org.uk/find-an-advocate/
http://www.spso.org.uk/spso
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