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What you will find in each section

01

Introduction
This section gives an introduction to the Charter of Rights.

O

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, home and correspondence
« 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

This part of the Charter explains how you should expect those involved in
your care to treat you with dignity, respect, warmth and compassion.

03

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.

This part of the Charter explains how you can involve your support network
in decisions and how to access independent advocacy.

This section also provides information for unpaid carers.

WWWw.mygov.scot/ncs-charter
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- 0 4 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 the personal information that is held about you and to be
informed about how your information will be processed

This part of the Charter explains how you should expect those involved in
your care to work with you to help you get the best support available.

- 0 5 Upholding your rights: 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.

This part of the Charter tells you how you can give feedback or make a
complaint if your rights are not met.

- 06 Glossary

- 07 Useful contacts
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Introduction

About this Charter

This Charter gives you information on your rights and what you should expect from social
care, social work and community health support.

It tells you about your rights which exist as at 25 March 2026. The Charter does not
create any new rights or alter any existing ones.

It gives you information about what to do if you think your rights or expectations are not
being met.

You may not need to read the whole Charter to find the information you need; you can
look at the parts that matter to you.

Descriptions of the terms social care, social work and community health are available in
the glossary on page 40.

Who this Charter is for

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

This Charter 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
« a friend or family member
« 3 guardian or someone who holds power of attorney

People who provide support to you can also use the Charter to help them deliver
your rights.

If you are not sure whether you need support
yOU can speak to your local council, the NHS
or access www.careinfoscotland.scot.

www.mygov.scot/ncs-charter
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How this Charter was created

This Charter was created by:

people who have accessed care and support

unpaid adult and young carers

members of the health and social care workforce

organisations that support people who access care and support

the Scottish Government

About community health, social work and social care services

Local councils and health boards are required by law to work together to plan and
deliver adult community health, social work and social care services. This is called ‘health
and social care integration’. In some areas integration also includes children’s services,
homelessness and justice social work services.

In most areas of Scotland, decisions about how these services are run are made by
Integration Joint Boards (IJB). These boards include people from the NHS, the local
council, people with lived experience and unpaid carers.

Integrated health and social care services are sometimes provided directly by the NHS
or local councils, and sometimes they are provided on their behalf by the voluntary,
independent or private sectors.

For more information about Health and Social Care integration go to hscscotland.scot.

www.mygov.scot/ncs-charter
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Other resources that tell you about your rights

You can find further information on your rights when you access NHS services
or NHS care in the Charter of Patient Rights and Responsibilities.

« WWW.gov.scot/patient-rights-charter

There are other Charters that outline your rights when you access public services.
These include;

« Carers Charter
WWW.goVv.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

This Charter is available in other formats, including:
« 3 summary version
« an Easy Read version
« a3 webpage
« alternative community languages
« a version in BSL with audio

To access these versions go to www.mygov.scot/ncs-charter.

This Charter includes contact telephone numbers for different organisations and services.
If you are a British Sign Language (BSL) user, you can use Contact Scotland BSL. This is
a video relay service that provides instant BSL video interpreting for all calls in Scotland.

« contactscotland-bsl.org

www.mygov.scot/ncs-charter
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The rights and expectations in this Charter
The Charter summarises:
« your rights
« what you should expect from the support you receive

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

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

« Or there are laws which impose duties on public authorities and others in these
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
These rights apply to everyone, including unpaid carers, unless otherwise stated.

For more information about the rights in the Charter, you can read the ‘Charter and the
Law’ document at www.gov.scot/isbn/9781806437665.

What you should expect
The Charter also tells you about what you should expect from your care and support.
When the Charter says ‘you should expect’, it means:

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

« people that work in social care, social work and community health should meet these
standards

These expectations are based on:

« agreed standards for health and social care, including the Health and Social Care
Standards

« recommendations from international human rights standards

Because these standards are not found in domestic law, you cannot ask a court to enforce
them but you should still expect these standards to be met.

What to do if these rights and expectations are not met

You can make a complaint if any of the rights or expectations in the Charter are not met.
Section 5 of this Charter includes information on how to make a complaint.

www.mygov.scot/ncs-charter
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International human rights

The Scottish Government is committed to following international human rights standards.
Although some human rights, including the ones referenced in this section, are not yet
enforceable in Scottish courts, the government still has a responsibility to respect, protect
and fulfil them.

The United Nations monitors Scotland’s progress in meeting these human rights as part of
its review of the UK’s overall performance.

Everyone can help promote human rights by raising awareness and campaigning to
ensure that rights are recognised, respected and protected in both law and everyday life.

These are some of the key international human rights that relate to social care and health,
and information about how they are understood in international law.

Right to the highest attainable standard of health
(Article 12 of the International Covenant on Economic, Social and Cultural Rights)

This right means that you should have access to support for your physical and mental
health. This is relevant to all health and care services. It also means you should be able to
access help with other aspects of your life which affect your health and wellbeing.

Right to an adequate standard of living
(Article 11 of the International Covenant on Economic, Social and Cultural Rights)

This right means being able to access things which support you to live with dignity. This
includes having enough food, clothing and housing.

Right to living independently and being included in the community
(Article 19 of the United Nations Convention on the Rights of Persons with Disabilities)

This right means disabled people should have equal rights to other people to live
independently and to participate in the community, with choices equal to others.

There are lots of other international human rights which are relevant to social care, social
work and community health. There are also specific rights and protections for women,
disabled people and people from ethnic minority groups.

You can find more information in the ‘Human Rights and the Charter’ document
at www.gov.scot/isbn/9781806437672.
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The Health and Social Care Standards

There are lots of standards and guidance that say how social care, social work and
community health services should be delivered.

The Health and Social Care Standards set out what you should expect when using these
services in Scotland. All services should use them to help provide high-quality care.

The Standards are based on 5 principles:
- dignity and respect
« COMPassion
« being included
« responsive care and support

« wellbeing

The Standards are rights-based and provide examples of how your rights including those
in this Charter can be met. However, not every statement will be relevant for all of the
care and support you receive.

The Care Inspectorate and Health Improvement Scotland inspect care providers to check
that they are delivering the Health and Social Care Standards.

WWWw.mygov.scot/ncs-charter
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Children’s rights

Children can use this Charter as well as adults. If you are a child, you have some extra
rights that are now part of the law in Scotland. Many of these rights are reflected in this
Charter.

You should be treated fairly, and you have rights that should be respected, protected and
fulfilled. You should feel safe, respected and listened to. This Charter tells you what to do
if these things aren't happening.

The trusted adults in your life should be able to help you to understand your rights, and
what you should expect from public services.

People working in social care, social work and community health should listen to you.
Your best interests should be a primary consideration in all decisions and actions that
affect you. If you do not think that has happened or you have any other concerns about
your rights, you can let someone know.

Information about your rights as a child and what to do if you think these have not been
respected is available on the Young Scot ‘Activate Your Rights' webpage at www.young.

scot/rights.

If you are a child and you feel you are in danger or risk of harm you should tell a trusted
adult. This could be your teacher, social worker, youth worker or any other adult that you
know and trust. You could also tell the Police. Childline offers support and you can talk to
them about anything, big or small.

Contact Childline at any time:
- phone: 0800 1111

« online chat: www.childline.org.uk

www.mygov.scot/ncs-charter
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Times when rights can be restricted

Some rights may apply differently or may be restricted in certain situations. For example,
to keep you safe or to protect other people’s rights. Also, some rights in this Charter may
apply differently or may be restricted if you have a court order, licence or treatment
order.

If this happens there must be good reasons for this that are set out in law. Any
restrictions should be explained to you, and they should be both necessary and
proportionate.

Contact your social worker, local council or medical professional to find out more
information.

Refugees and people seeking asylum

If you are a refugee living in Scotland, you can get support if you need it. You may also
get support if you are seeking asylum, even if the Home Office is not helping you, or
your asylum claim has been refused. For more information, visit NHS inform at www.
nhsinform.scot/healthcare-for-refugees-and-asylum-seekers.

www.mygov.scot/ncs-charter
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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, home and correspondence
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

Discrimination and equal opportunity
You must not be treated unfairly due to your:
- age
« disability
. race
. sex
 sexual orientation
 gender reassignment status
« pregnancy and maternity
« religion or belief
These are protected characteristics.

Public authorities like local councils and health boards must consider properly how
their decisions and actions can help remove discrimination, advance equality, and support

good relations between people who share a relevant protected characteristic and those
who do not.

‘Advance equality’ means considering how to:
« remove or reduce disadvantages
« take steps to meet people’s needs
« encourage people to participate fully

‘Support good relations’ means considering how to reduce prejudice and increase
understanding between different groups of people.

www.mygov.scot/ncs-charter
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Dignity and respect

You have rights to respect for your private and family life. This protects your physical
and moral integrity and your right to make decisions about your own life. Public
authorities like local councils and health boards must provide support in a way that
respects these rights.

You should also expect to be treated with dignity, respect, warmth and compassion. This
can include respect for your:

« medical condition(s)
« background
. jdentity

« choices

Equality and access to support

You should expect your support to be provided in a way that recognises your experience
and the impact this has had on you. Some experiences or life circumstances may mean it
is more difficult to access support. For example, this could include:

Psychological trauma

Psychological trauma can have an impact on people’s ability to feel safe, to manage
strong emotions, and to have self-worth, which can make it harder to seek and access
support.

Drugs and alcohol

People who have, or have had, problems with drugs or alcohol, and their families, often
face discrimination and may be judged unfairly by others. This can make it difficult to
seek and access support.

Living in a rural area

Where you live can also affect access to support. In rural areas, including Scottish islands,
there may be fewer services and transport options available. It may be harder to use
services privately without other people knowing, which may prevent people from seeking
support.

www.mygov.scot/ncs-charter
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Being treated fairly

To make sure you are treated fairly, there are lots of things that you should expect to
happen. For example, you should expect:

« the people who provide your support to work with you and offer you choice where
possible, in @ way that makes you feel safe and in control

« the people who provide your support to understand the impact that psychological
trauma may have on those who have experienced it

« YOUr support to enable you to observe religious, spiritual or cultural practices
« o be supported to express your identity and for this to be respected

« yOUr support to be delivered in a way that helps address challenges of living in a
rural area

« yOuUr support to be provided in accessible places

« to be given accessible information about your support, in a language or format you
understand

« to be helped to get the support you need

People who provide your support should ask you what you need. Please tell them, so
that they can try to get this for you.

Public authorities like local councils and health boards must make reasonable changes
that help to remove barriers to support for disabled people.

www.mygov.scot/ncs-charter
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Protection from harm

You have rights to not be treated in an inhuman or degrading way and to be protected
from harm, neglect and abuse. You have rights to be safe in your home and your
community, including if you live in a care home or other facility.

Adults at risk of harm

There is a law to help keep adults safe when they might be at risk of harm and unable
to protect themselves. The law focuses on people who may be more vulnerable to
harm because of things like illness, disability or mental health challenges. Harm can be
accidental or intentional. It can also be as a result of self-neglect or self-harm.

You should expect professionals - like social workers, health staff, and the police - to
work together to look into concerns, offer support, and take action to prevent harm if
needed. They should aim to prevent and reduce harm in a way that respects the person’s
rights and choices.

You should expect people who provide care and support to:
« recognise and respond to signs that you may be at risk of harm

 listen to you and take you seriously if you are concerned about the safety of
yourself or others

If you are concerned about someone who may be at risk of harm or you are an adult
at risk of harm, you can contact your local social work department in confidence. In an
emergency call 999.

To find your local social work department contact Care Information Scotland:
« www.careinfoscotland.scot
« phone: 0800 011 3200

Information about what to do if you are a child who may be at risk of harm or if you are
concerned about a child at risk of harm is in the ‘Children’s Rights’ section of this Charter

on page 12.

Mutual respect

Everyone who uses and provides social care, social work and community health support
should be treated with dignity and respect.

Like everyone, people who provide social care, social work and community health
support have rights to be protected from harm.

To make sure this happens, your support should be provided in a way that prevents
stress and distress and keeps everyone safe.

www.mygov.scot/ncs-charter
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Your support network, home, unpaid carers and
independent advocacy

You have rights to:

INnvolve your support network in your support

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

Your support network and community

You have rights to involve your support network in your support. Your support network
might include trusted people you know. These could be:

people that are involved in providing your support
family members, friends and neighbours

spiritual or religious representatives

an independent advocate

an unpaid adult carer, kinship carer, parent carer or young carer

You should be supported to look after the relationships that are important to you, and
you should be supported to be part of your community. Community means different
things to different people. Community might include:

a spiritual, religious, cultural or ethnic community
a national, local or island community
people with similar life experiences or circumstances

people with similar conditions or receiving similar support

Your home

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

The rights of other people that live with you or visit you will also be respected.

Your privacy will be respected. You can say who you want or do not want to be involved
in conversations about your support. Sometimes people with legal authority will be
involved in conversations about your support too. You can also say who you do or do not
want to visit.

www.mygov.scot/ncs-charter
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If your home is a care home

If you live in a care home, this is your home and you will be supported to spend time
with the people that are important to you, including people sometimes staying over.

The people who provide your support will ask you who you want to spend time with and
how you want to spend time with them. They will record this in your care plan, and they
will support you to connect with people in the ways that are right for you.

Essential Care Supporter

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

This Essential Care Supporter:
« Wwill be supported to see you day to day by the care home
« may be involved directly in providing you with care, support and companionship

In rare situations there may be a risk to the life, health or wellbeing of care home
residents. The care home may need to suspend Visits to keep people safe. This will only
happen if absolutely necessary and for as short a time as possible.

If this happens, visits in some circumstances must still go ahead, for example in end of life
situations and in certain circumstances where there will be serious harm to your health or
wellbeing if the visit does not go ahead. This may mean that the Essential Care Supporter
can carry on their role.

www.mygov.scot/ncs-charter
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Unpaid carers
Unpaid carers, including young carers, have a right to:

« a personalised support plan, prepared within a reasonable time - this can be an
adult carer support plan or a young carer statement

« carer support, which may include support to enable 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

All unpaid carers, including young carers, have the right to a support plan or young carer
statement identifying their needs and what support is available to them to help meet
their eligible needs. This will also take into account how much care they are willing and
able to provide.

This should also include a discussion on whether an unpaid carer needs a break from
caring. Carers also have rights to be involved in decisions about their own support and in
assessing the needs of the person they are caring for.

All carers should have access to locally-based information and advice on issues such as
carers’ rights, income maximisation and local carer support. You can find out more in the
Carers' Charter at www.gov.scot/carers-charter.

www.mygov.scot/ncs-charter
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Independent advocacy

Independent advocacy can help you understand:
« your rights
« your situation
« how to access support

Independent advocacy helps everyone. But it can be even more important for people
who feel like their voice is not being heard and for people whose rights are not being
met. This includes people with support needs and unpaid carers.

An independent advocate can help you to:
« understand your rights and any information about your support
 express your views and have your views heard
« raise concerns about your support
« be more involved in the process if your support is being reviewed or changed

Independent advocates are separate from the organisations that provide your support.
This means their only responsibility is to represent you and help you express your views,
wishes and concerns.

Independent advocates do not provide advice.

The support you might be offered by an independent advocate may depend on your
circumstances and needs and the availability of independent advocacy in your area.

People providing your support should be willing to work with you and your independent
advocate and recognise the role of your independent advocate in supporting you.

How to find an independent advocacy service

The Scottish Independent Advocacy Alliance has more information about how to find
these services. They do not provide advocacy themselves.

You can:
« use the ‘Find an Advocate’ tool at www.siaa.org.uk/find-an-advocate
« phone:;: 0131 510 9410

www.mygov.scot/ncs-charter
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Types of independent advocacy
There are two main types of independent advocacy:

1. Collective or group independent advocacy - when people with similar life experiences
support each other and work together to improve services and campaign for their
rights.

2. Individual independent advocacy - when someone supports you one-to-one. This can
include:

« issue-based or professional advocacy: an advocate helps you understand your
choices and speak up about a decision that affects you

« citizen advocacy: a volunteer uses their skills to support you for as long as needed,
helping you take part in your community

« peer advocacy: your advocate has similar life experiences, which can make it easier
to talk and be understood

Who can get independent advocacy

Anyone can request information on how to access independent advocacy or ask for an
independent advocate to help. There are some times when independent advocacy must
be provided by law:

« people with a mental illness, 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

www.mygov.scot/ncs-charter
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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 the personal information that is held about you and to be informed about
how your information will be processed

Information

You have rights to information about the support that is available to help you make
decisions.

The Support in the Right Direction programme provides local independent support, advice
and advocacy. You can find further information at www.inspiringscotland.org.uk.

If your support has to change for any reason you should expect to be given information
about the change.

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

This may include getting information in:

plain language

a language you can understand, including British Sign Language
an audio format

large print

braille

Easy Read

If you need it you can get information through an interpreter, guide/communicator or
communication support worker.

www.mygov.scot/ncs-charter
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Assessing your needs and planning your support

Those involved in your care will work with you to understand your needs, strengths and
how they can support you. This is called your assessment.

Your rights to accessing and using NHS services are set out in the Charter of Patient
Rights and Responsibilities at www.gov.scot/patient-rights-charter.

Local councils have a duty to assess your care and support needs and decide if they need
to arrange any services for you. To reguest an assessment of your needs, you can contact
your local council. You can find out more about what to expect from your assessment at
www.careinfoscotland.scot.

You have rights to be listened to and have your views respected and responded to. You
have rights to be as involved as possible in planning and decisions about your support
and how it is delivered.

There may be times when your control or choice may be restricted, for example to
protect your safety or the safety of others. This must be:

« kept to a minimum

- justified

« compliant with the law

« explained to you so that you know why the decision has been made

You have rights to involve a member of your support network in your assessment and in
planning your support. With your consent, their views about the best way to support you
will be considered.

www.mygov.scot/ncs-charter
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Choice and control in social care - Self-directed Support

Self-directed Support (SDS) is the way social care and support is delivered in Scotland for
adults, children and unpaid carers.

If you get social care support, your social worker should help you choose how much
control you want over your care. You can decide to manage it yourself or let the local
council do most of it.

Your local council must provide you with information about your options and how to
manage your support. There are 4 ways to get support, and each offers a different level
of choice and control. You can discuss and agree the option which will work best for you
with your social worker.

Your social worker should also help you make a care and support plan. Together, you
should agree what a ‘good life’ looks like for you, and what support you need to achieve
or maintain it. Your care will then be arranged to help meet those goals.

You can find out more about Self-directed Support and what you should expect from
social care in the SDS Framework of Standards.

The SDS Handbook also gives you further information on choice. It provides
a step-by-step guide which aims to make it easier to access social care and support.
Go to handbook.scot/sds-handbook.

Supported decision-making

There may be times when you need support to make a decision about your care and
treatment. Decisions should be based on your:

« legal rights
« will and preference
« needs

You should expect to get help to make decisions about the support available to you and
what those decisions mean. This is called supported decision-making and can come from:

« a trusted person - this can include professionals as well as family and friends
« peer support - from friends or other individuals with similar lived experience
« independent advocacy

« community and neighbourhood support

www.mygov.scot/ncs-charter
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Here are some steps that you can follow to get support when making a decision:
« you find someone that you want to support you and build up trust with them

« yOoU decide what support you need to make a decision - some people may need help
with communication aides or technology support

« you discuss what you want to happen and what the consequences might be

« you review the final decision and confirm what happens next

Substitute decision-making

If an adult is incapable of making a decision about their own welfare, someone else can

be given the power to make decisions on their behalf. This is substitute decision-making.
Substitute decision-making for an adult should only happen where there is specific legal
authority to do so. When decisions are made by a substitute, it is important to take into
account an individual's known will and preference.

Power of attorney and guardianship

A power of attorney is a document that is drawn up when you have capacity to provide
full consent. It allows another person to make decisions on your behalf when you are no
longer able to do so for yourself, including about support and personal welfare. If someone
has not appointed anyone as power of attorney but needs someone to make decisions for
them, a guardian can be appointed by the court.

You can find out more about power of attorney and guardianship on mygov.scot:

« setting up power of attorney: www.mygov.scot/power-of-attorney

« setting up guardianship: www.mygov.scot/guardianship

To find out more about your rights under Adults with Incapacity law, Adult Support and
Protection law and Mental Health law, contact the Mental Welfare Commission:

« wWww.mwcscot.org.uk
« phone: 0800 389 6809

National information and advice services

Sometimes you might need help to make a choice. For support, you can speak to your
local council, the NHS or access information from Care Information Scotland.

Care Information Scotland is a phone, webchat and website service providing information
about care services for people living in Scotland. It has information about a range of topics
and lists contact details for many services.

« www.careinfoscotland.scot
« phone: 0800 011 3200

www.mygov.scot/ncs-charter
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Your rights over the information held about you

You have rights in relation to the personal information held about you. The rights listed
below apply in social work and social care settings. Your rights related to the personal
information held about you by NHS services are set out in The Charter of Patient Rights
and Responsibilities at www.gov.scot/patient-rights-charter

Your personal information could include your:
« Nname, age or other characteristic
- address or contact information
« health conditions or test results
Your rights include the right to:
« be informed about how your data is being used
« access your personal data
« have incorrect data updated
« have data erased
« Stop or restrict the processing of your data
« data portability (@allowing you to get and reuse your data for different services)
« Object to how your data is processed in certain circumstances

Organisations need to hold personal information about you in order to give you the best
available support. Organisations will only ask you for information that they need to know
and the information you give will be kept safe. You can access personal information the
organisation holds about you by contacting them directly.

Sometimes organisations may not be able to give you all of your personal information,
for example to protect the privacy or safety of you or someone else. If this happens the
organisation will explain this to you.

If you are concerned about how an organisation
is handling your personal data, contact the
Information Commissioner’'s Office for

advice or to make a complaint;

« WWWw.ico.org.uk
« |CO helpline: 0303 123 1113

www.mygov.scot/ncs-charter
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Upholding your rights: feedback and complaints

You have rights to:

« express your views on your care and support

Giving feedback on your care

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. Family or others in your support network can give feedback for you, if
yOuU agree.

You can give feedback on:
« what went well - this helps services know what to keep doing
« what did not go well - this helps services learn and improve

You can give feedback to anyone involved in your care or their manager. Some services
use Care Opinion, where you can give feedback anonymously.

« WWW.careopinion.org.uk
« phone: 0800 122 3135

Getting support to make a complaint

It is normal to feel unsure about complaining, especially if you still receive, or are waiting
to receive, care from the service. But services should see complaints as a chance to learn
and improve.

If you are worried, you can:
« ask someone you trust to help you
« get support and advice from an independent service

« ask a councillor or MSP to make a complaint for you

www.mygov.scot/ncs-charter
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Support and advice services
Independent Advocacy

An independent advocate can help you share your views and wishes. They may be able
to help sort out problems before they become a complaint. You can find out more in the
section ‘Your support network, community and independant advocacy’.

Citizens Advice Scotland

Citizens Advice Scotland offers free, impartial and confidential advice. They can help you
to make a complaint.

« www.citizensadvice.org.uk/scotland
« phone: 0800 028 1456

« open: Monday to Friday 9am to 5pm
Care Information Scotland

Care Information Scotland can provide information and advice on social care, including
how to make a complaint.

« www.careinfoscotland.scot
« phone: 0800 011 3200

« open: Monday to Friday 9am to 5pm
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Making a complaint
You can make a complaint for any reason you want. Such as:

« your rights in this Charter are not being met

« your support does not meet the Health and Social Care Standards

« YOU are not happy with the service you are getting or have had in the past
When making a complaint you should expect to be:

- listened to with empathy and treated with dignity and compassion

- told when you should expect to receive a response

« kept informed about the progress of your complaint and told the outcome

There are different ways to make a complaint depending on what service you want
to complain about. You may wish to speak to someone involved in your care or their
manager first. This is often the quickest way to resolve any issues.

If you are concerned about your own or someone else’s safety, please read the
‘Protection from harm’ section of this Charter for advice on page 18.

All care services must have a complaints procedure in place and must provide details
of this when requested. They have a duty to ensure any complaint raised under their
complaints procedure is fully investigated.

All public sector care services must follow the Scottish Public Services Ombudsman
(SPSO) rules for handling complaints. These set out what organisations and their staff
should do when a complaint is made and the steps they need to follow.

You can find out more about this by visiting:

« www.spso.org.uk/the-model-complaints-handling-procedures

The SPSO also provides information about how to make a complaint about a public
service and what to do if you find it hard to move your complaint forward.

To find the SPSO information leaflets you can visit:

« www.spso.org.uk/information-leaflets
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Concern about your support or care

Speak to someone involved in your care

All care services registered
with the Care Inspectorate
(including local council services)

Local Council services or NHS
Community Health services

Concern not resolved? Concern not resolved?

. 4 . 4

You can complain You can complain
to your service to the Care
provider Inpectorate

You can complain to
VYOuUr service provider

Concern -
At R Ed Concern not resolved:

You can complain
to the Care
Inpectorate

You can complain to the Scottish
Public Services Ombudsman®

*There are some limits on what the SPSO can consider in complaints about the Care
Inspectorate - please contact the SPSO for more information.

Health and Social Care Partnerships

If you want to complain about a service provided through a Health and Social Care
Partnership, you should contact the service that gave you the care. This could be the
NHS, your local council or another organisation. If the service is registered with the Care
Inspectorate, you can also complain to them.

www.mygov.scot/ncs-charter
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Local council care service

You can contact your local council to find out how to make a complaint. Councils follow a
two-stage complaints process:

Stage 1: Frontline response
In this stage:
« the council will aim to reply within 5 working days

« if you are not happy with the response, you can ask for your complaint to move to
Stage 2

Stage 2: Investigation

In this stage:
- the council will aim to reply within 20 working days
- if they need more time, they will let you know

Some complaints may go straight to Stage 2. If you are not satisfied with the outcome,
you can ask the SPSO to review your complaint (see the section below).

The Care Inspectorate
The Care Inspectorate checks and regulates registered care services in Scotland.

You can complain to the Care Inspectorate about a registered care service. You can
complain about things like:

- care that does not meet expected standards

« people’s rights not being respected

 unsafe care practices

« problems with staff, staff training or staffing levels

The Care Inspectorate encourages you to raise your complaint with the service first, but
yOU can also complain to them directly.

You can complain confidentially: this means that you share your identity with the Care
Inspectorate but they will not share it with the service without your consent. This means
yOuU can get feedback on the outcome of your complaint.

You can complain anonymously: this means you don't share your identity with the Care
Inspectorate. But this means the Care Inspectorate can't check information with you or
tell you about the outcome of your complaint.

The Care Inspectorate may still investigate if the risk is high, even if you withdraw your
complaint.

www.mygov.scot/ncs-charter
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How long you have to make a complaint

It is best to complain as soon as possible. You usually need to complain within 6 months
of the issue. They may consider complaints after this in exceptional cases.

Contact details

« WwWw.careinspectorate.com

« email: concerns@careinspectorate.gov.scot
« phone: 0345 600 9527
« open Monday, Tuesday, Thursday and Friday, 9am to 4pm; Wednesday, 9am to 2pm

Social workers or social care workers

Social workers and many types of social care worker are registered with the Scottish
Social Services Council (SSSC). All social service workers in Scotland are expected to
follow the SSSC codes of practice. The SSSC can investigate complaints about an individual
worker who is registered. For example, the SSSC can investigate complaints about:

« a worker’s behaviour

« a worker’s professional practice
They cannot look at complaints related to a care service.
How long you have to make a complaint
It is best to complain as soon as possible.

You should complain within 6 months of the issue or when you became aware of it. They
may accept complaints after this if you give a good reason.

SSSC contact details
* WWW.SSSC.uK.com
« phone: 0345 60 30 891
« open: Monday to Friday 9am to 4pm

If you employ care workers directly

If you employ a Personal Assistant (PA) directly through Self-directed Support, you can
find information about managing this relationship in the PA Employer Handbook. You may
also be able to get help from your insurance provider.

- handbook.scot/the-pa-employer-handbook

www.mygov.scot/ncs-charter
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Community health services

If you're complaining about a community health service provided by the NHS, you can
complain to the NHS Board. If your complaint is about a service provided on behalf of the
NHS, such as your GP practice, a pharmacy, dentist or optician, you should complain to
the service provider first.

If you are not happy with the response, you can ask the Scottish Public Services
Ombudsman to review your complaint.

Further information about the NHS complaints procedure can be found in the Charter of
Patient Rights and Responsibilities at www.gov.scot/patient-rights-charter.

The Scottish Public Services Ombudsman

The SPSO is the final stage for complaints about public services in Scotland. This includes:
- care services provided by local councils
« NHS community health services

You need to complain to the service first before going to the SPSO. If you are not happy
with the outcome of a complaint after this, you can contact the SPSO.

How long you have to make a complaint with the SPSO

It is best to complain as soon as possible. You need to complain within 12 months of the
issue or when you became aware of it. The SPSO may accept complaints after 12 months
if you give a good reason.

Contact details
* WWW.SPS0.0rg.uk/spso
« phone: 0800 377 7330
Open:

« Monday, Wednesday and Friday 9am to 1pm
« Tuesday and Thursday 1pm to 5pm

www.mygov.scot/ncs-charter


http://16
http://www.gov.scot/patient-rights-charter
http://www.spso.org.uk/spso

National Care Service Charter of Rights

How to write a complaint letter
When writing a complaint letter, it can be useful to add the following information:

« explain what went wrong - include what happened, who was involved, when and
where it happened, and how it affected you

« describe any steps you have already taken to try to resolve the issue
« ask the organisation to explain how they made their decision
Other information you can include:;

« |ink your complaint to a specific legal right or to the Health and Social Care
Standards, if you can

« be clear about what you want to happen next and how the service can put things
right

« give your name and contact details if you want a response. You can ask for your
details to be kept confidential

Legal challenges
This Charter explains your legal rights but does not provide legal guidance.

If you believe your legal rights are not being upheld, or you disagree with a public body’s
decision, you may have the option to apply to go to court and ask a judge to decide on
yOUr case.

If you are thinking of taking legal action you should seek independent legal advice. You
can get help with legal problems on the Scottish Government website such as finding out
if you can get legal aid and finding a solicitor.

« g0 to www.mygov.scot/legal-advice
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Glossary

Community health

Community health covers a wide range of health care services that are delivered in your
local area.

Community health can be delivered in a range of settings such as:
« people’s homes
« residential homes
« health and care sites

Both this Charter and the ‘NHS Charter of Patients Rights and Responsibilities’ apply when
YyOU are using community healthcare services.

Kinship carer

A person who cares for a child who is unable to live with their birth parent. The kinship
carer is related to the child (through blood, marriage or civil partnership) or a has a pre-
existing relationship with them.

Legal authority

A legal power or right that an individual or entity has to make decisions or take actions
on behalf of others.

National Care Service

‘National Care Service' is a term that describes work to improve social care, social work
and community health support across Scotland. This includes the National Care Service
Advisory Board, actions we are taking and projects we are delivering. This Charter is one
of these projects.

Psychological trauma

Traumatic experiences affect most people at some stage and their impact is unigue to
each person. Some people have experiences that are physically or emotionally harmful
or life threatening. Psychological trauma can impact people’s ability to feel safe in
relationships and to manage strong emotions. Many settings can remind people of the
trauma they have experienced. Trauma can create invisible barriers to some services and
can mean that people are not able to access the care and support they need.

www.mygov.scot/ncs-charter
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Social care

Social care support helps people to live safely, stay as independent as possible and
improve their guality of life. It is designed to meet each person’s needs and is usually
provided at home, in the community or in a homely place.

Social care support includes a wide range of personal and practical support services,
including:

care homes

care at home

day centres or day opportunities

community alarms and telecare systems

equipment and home adaptations, including ramps and stairlifts
support for unpaid carers in their caring roles

supported accommodation

respite services

Social care workers support adults and young people, children and their families.

Services are delivered by health and social care partnerships, voluntary sector
organisations, independent providers or private companies.

Social work

Social work services help people to live independently. They also support people who
may be at risk of harm.

The role of social work is to:

help people live healthy lives

keep people safe

promote human rights

make sure people are treated fairly and have equal choices and chances

challenge discrimination

Social workers

Social workers work in our communities, including in schools, in hospitals, in prisons and
in lots of services that support people. They work with children and their families, and
with young people and adults. They must have a social work degree and they must be
registered with the Scottish Social Services Council or equivalent regulator.

www.mygov.scot/ncs-charter
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Useful contacts

Care Information Scotland
www.careinfoscotland.scot
phone: 0800 011 3200

Care Inspectorate
Wwww.careinspectorate.com
phone: 0345 600 9527

Care Opinion
Www.careopinion.org.uk
phone: 0800 122 3135

Citizen’s Advice Scotland
www.citizensadvice.org.uk/scotland
phone: 0800 028 1456

Find an Advocate tool
www.siaa.org.uk/find-an-advocate

Health and Social Care Partnerships in Scotland
hscscotland.scot/hscps

Mental Welfare Commission
www.mwcscot.org.uk
phone: 0800 389 6809

NHS Inform
www.nhsinform.scot
phone: 0800 22 44 88

Scottish Social Services Council
WWW.SSSC.uK.com
phone: 0345 60 30 891

Scottish Public Services Ombudsman
WWW.SPS0.0rg.uk
phone: 0800 377 7330

National Care Service Charter of Rights
www.mygov.scot/ncs-charter
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