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Mute/Unmute 
Button
Please keep 
yourself on mute 
when you are not 
speaking to avoid 
background noise.

Participants Button
Press this button to 
open up the list of 
participants on the right 
hand side.

Chat Button
Press this button to 
open up the ‘chat’ 
box, where you can 
write messages to 
the group.

Raise hand 
button
Press this button 
if you wish to 
speak.  This is to 
avoid people 
talking over one-
another.Start/Stop Video 

Button
Use this button to 
turn your video off 
and on.  We 
generally 
recommend 
switching your video 
off unless you are 
speaking, to improve 
connection.

USING WEBEX



1. Welcome, introductions and apologies

2. Terms of Reference Paper 1

3. Understanding the Current Patient Safety Landscape

4. Discussion on the Role of the Patient Safety Commissioner Paper 2

5. Any Other Business

AGENDA



Where are you joining us from today?
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Terms of Reference
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Understanding the Current Patient 
Safety Landscape



Never heard of 
this

Have heard of this, 
but don’t know 

anything about it

Know a bit about 
this

Know a lot about 
this

Used Service

The NHS Complaints Process 2 4 2 3

The Scottish Public Services Ombudsman (SPSO) 1 3 4

Care Opinion 3 1 4 2

Professional Regulatory Bodies (e.g. General Medical Council,
Nursing and Midwifery Council, etc.) General Complaints
Processes

7 1 2

The Medical and Healthcare products Regulatory Agency’s
(MHRA) Yellow Card Scheme

7 1 2

Scottish Mediation 4 1 3

The Patient Advice and Support Service (PASS) 1 4 3 1

Patient Rights (Scotland) Act 3 4 1

The Charter of Patient Rights and Responsibilities 2 1 4 1

Realistic Medicine 4 4

Duty of Candour 2 2 4

The Scottish Patient Safety Programme (SPSP) 3 1 4

SURVEY RESULTS

• 8 responses received.

• 5 people responded on 
whether they had used any of 
these services.



OVERVIEW OF SERVICES, PROCESSES, POLICIES AND 
LEGISLATION

Patient Rights (Scotland) Act

• Gives everyone the right that the health care they receive will: 
o consider their needs, and what would most benefit their health and 

wellbeing;
o encourage them to take part in decisions about their health and 

wellbeing; and 
o provide them with the information and support they need to do so. 

• Set out that NHS bodies are to encourage patients to give feedback or 
comments, or raise concerns or complaints, on health care.

• Made provision for Scottish Ministers to publish a Charter of Patient Rights 
and Responsibilities.  This summarises the duties of relevant NHS bodies, 
as well as the behaviour expected from people accessing services.

• Put in place the Patient Advice and Support Service (PASS). PASS 
provides advice and support services to patients and other members of the 
public in relation to the health service. 



OVERVIEW OF SERVICES, PROCESSES, POLICIES AND 
LEGISLATION

Complaints and Feedback

• The NHS Complaints Process sets out that complaints should be made to 
the person or organisation that you are complaining about (for example, if it 
is a complaint about a GP, the complaint should be made to the surgery).  

• If you do not want to make a direct complaint, or your complaint has not 
been resolved, you should contact the local Health Board or Special Health 
Board.

• If you are unhappy with the Health Board’s final decision, you can ask the 
Scottish Public Services Ombudsman (SPSO) to review the complaint.



Complaints and Feedback (Cont…)

• Care Opinion allows you to share your experience of health or care 
services online. It is for members of the public to pass on concerns or 
compliments.

• You can also complain to the Professional Regulatory Bodies if you have 
serious concerns about a health or care worker’s fitness to practice.

• Through the Medical and Healthcare products Regulatory Agency 
(MHRA) Yellow Card Scheme, you can report a suspected problem with a 
medicine or medical device to the MHRA.

• The Scottish Government currently fund Scottish Mediation to mediate in 
discussions between patients and health services in a limited number of 
cases each year.

OVERVIEW OF SERVICES, PROCESSES, POLICIES AND 
LEGISLATION



OVERVIEW OF SERVICES, PROCESSES, POLICIES AND 
LEGISLATION

Duty of Candour

• Duty of Candour legislation sets out the procedure that organisations 
providing health services, care services and social work services in Scotland 
are required by law to follow when there has been an unintended or 
unexpected incident that results in death or harm (or additional treatment is 
required to prevent injury that would result in death or harm).

Realistic Medicine

• Realistic Medicine is about putting the person receiving health and social 
care at the centre of decisions made about their care.

Scottish Patient Safety Programme (SPSP)

• SPSP aims to improve the safety and reliability of health and social care, and 
reduce harm whenever care is delivered.
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Discussion on the Role of the 
Patient Safety Commissioner



1. Should the PSC help and support individuals on a case-by-case 
basis, or should their role be to challenge the system more widely?  
If you feel that the PSC should challenge the system more widely, 
how can we ensure that they are truly speaking on behalf of 
patients? How would patients feed their views and experiences 
into the PSC?

2. Thinking of a time when you would have found it particularly 
helpful to have the support of a PSC, what would you expect them 
to have done for you?

3. How should the PSC relate to Health Boards and Government?  
Who else do they need to relate to?

DISCUSSION ON THE ROLE OF THE PATIENT SAFETY 
COMMISSIONER
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Any Other Business
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Clare Haughey MSP, 

Minister for Mental Health
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Thank you for participating today

Any questions, contact us at 

PSC@gov.scot


