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Working with people to improve social care, community 
health and social work   
  

The Scottish Government is working with people and organisations across Scotland 
to improve:  
 

• social care support  
• community health  
• social work   

  

People have told us that the system needs to change. We want to improve the care 
experience for everyone in Scotland. We want to make sure these services are 
delivered in a way that fulfils people's human rights and supports them to live full and 
independent lives.   
  

Engagement with people who have experience of receiving and delivering these 
services is key to this work. This creates opportunities to share understanding, ideas 
and potential solutions. This is what we mean by co-design  

  

Introduction  
 

We have been working with organisations who support people from groups and   
communities who often have barriers to engaging with government.  
  

We wanted to engage with these groups as they have not been as involved as other 
groups in our previous co-design work.  
  

This work will help us make sure that we are co-designing social care support 
services in a way that will help everyone across Scotland.  
  

The findings from this co-design work will be shared with the interim National Care 
Service Advisory Board. The interim board met for the first time in May 2025. The 
membership is diverse and was informed by co-design findings.   
  

The interim board is helping to drive improvement and make sure services are 
consistent, fair, and high-quality across Scotland by exploring issues and making 
recommendations for improvements across the sector.      
  

The full board, once appointed, will continue the work of the interim board. The board 
will use information we have learned from co-design to inform their decisions about 
social care, social work and community health across Scotland.  
  

We will continue to collaborate with the people of Scotland throughout the 
development of the National Care Service Advisory Board. This will help us to make 
sure we deliver what the people of Scotland want.  
 

 

 

 



3 

About Access to care and eligibility criteria 

Our co-design work for the National Care Service has focused on different themes. 
“Access to care and eligibility criteria” is one of these themes. The theme covers: 

• how people access social care services

• the eligibility criteria used by local councils to decide if people should receive
a service

• if eligible, what services they receive

In our work we have been looking at how we can improve the ways people access 
care. This includes major changes to the current eligibility criteria. This will make 
sure as many people as possible receive the right care. 

Co-design sessions 

We ran co-design sessions with people from different backgrounds and 
communities. The people who took part had experience of a range of services, 
including: 

• justice

• social work

• children’s services

Our sessions were based in: 

• Kirkliston

• South Lanarkshire

• Airdrie

• Dundee

We also held some online sessions for people who could not travel. 

To run these sessions we worked with: 

• Glasgow Disability Alliance (GDA)

• Minority Ethnic Carers of People Project (MECOPP)

• Council of Ethnic Minority Voluntary Organisations (CEMVO)

• Safeguarding Communities and Reducing Offending (SACRO)

• Homeless Network

• Scottish Action for Mental Health

• People Led Policy Panel
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What we learned about access to and eligibility for social 
care 
 
There needs to be clearer information about the services available and how 
people can access them. 

 
We learned from people it is very important to them that they can easily understand 
how and where to access social care services.  
 
They told us good, open conversations helped build trust and understanding. 
 
Other points around this included: 
 

• people do not know what services might be available, or really understand 
what social care is and how it can help 

• people are not told about the services they will receive, or why they are 
getting them 

 
Here are some of the things people said during our discussions: 
 
“When you are in crisis, you don’t know what you need (referring to when being 
asked to pick what support you need). If you have complex issues, having to pick 
one – you don’t know which one you have to pick.” 
 
“If it wasn’t for the community navigator [from GDA] I wouldn’t have a social worker. 
It feels like routes to support are secret.” 
 
“Sometimes when you are deemed eligible it isn't explained what you will be getting 
or why it is being put in place. No information available” 
 
How we will use this 
 
We have been working to improve information and access to the Care Information 
Scotland service. This provides national care support information as well as 
signposting to local services for people.  
 
This means making sure:  
 

• the most up to date and correct information is available 

• people can access the service in different ways such as telephone, website 
and webchat 

• the information on the website is accessible and easy to understand 
 
People can send feedback in different ways about areas of the service to help 
improve the information too. 
 
Getting it Right for Everyone (GIRFE) aims to make health and social care more 
joined-up and person-centred. It’s designed to support people from young adulthood 
through to the end of life by making the help they need: 

https://www.careinfoscotland.scot/
https://www.careinfoscotland.scot/
https://www.gov.scot/publications/getting-it-right-for-everyone-girfe/
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• easy to access 

• consistent 

• tailored to their individual needs 
 
One of the key principles of GIRFE is: 
 
I have the information I need to make decisions about my life, in a way that works for 
me, and I am supported to understand what options are available to me, and trusted 
to know what is right for me. 
 
We are also developing a Health and Social Care Service Renewal Framework. 
Which will show how services across Scotland will renew and improve. One of the 
most important things is making sure everyone can access services fairly, with a 
focus on what each person needs. We plan to publish the Framework before the end 
of June 2025. 
 
 
The system is not flexible enough, people are waiting too long to access 
support and worry it will not be available if they move area. 

 
We learned that people can wait a long time for an assessment and service. Which 
can have a negative impact on their mental health, as well as their physical 
condition.  People need more clarity about how long they will wait, and what services 
they can access.  
 
People were also concerned about the variation in services, not only across local 
councils areas, but within cities too. 
 
Other points around this included: 
 

• difficulty accessing a GP appointment can create a barrier to accessing 
services where a referral is needed 

• self-referral was also challenging, with people having to constantly ask, and 
explain their stories 

• the process for accessing support can feel daunting to some people and 
some need more time to feel ready. At the same time there is always a long 
queue of people waiting for support so services are not able to hold places 
open for people until they feel able to engage  

 
Here are some of the things people said during our discussions: 
 
“Why do people have to wait years to become critical? [I’ve] given up going to my 
GP. My consultant told me my family should look after me.” 
 
“Taking that step [to self-refer / ask for care] just to be told you have to wait, and 
telling your story again and again. You shouldn’t have to explain it every time you 
phone up.” 
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“Adult mental health is completely different in this side of the city from the other side. 
Might get rejected when you move to the other side”    
 
How we will use this 
 
In the Joint Statement of Intent and Next Steps for Adult Social Care, Ministers and 
local government body COSLA have committed to an: 
 
“Overhaul of the current mechanism of eligibility criteria to ensure an approach to 
adult social care support that is based on human rights and needs”. 
 
We have established the Access to Social Care Support Services External Working 
Group. This group will help to develop a range of options for change. With the aim of 
creating a system that provides consistent access to support across the country, 
based on people’s individual outcomes and needs.   
 
We will also work with others in the Scottish Government to help us deliver real 
change. Putting the lived experience of people at the heart of decision making.  
 
A focus on eligibility criteria is outdated and does not treat people with dignity 
and respect 
 
We learned that people do not feel that professionals fully understood their needs or 
condition. Often making assumptions about the care someone needed without 
asking them.  
 
People felt focusing on criteria that were risk based did not meet a person’s right to 
dignity and respect. Sometimes, people deemed a high risk had support ‘forced on 
them’. Whereas, those at lower risk did not get any support, despite wanting it. 
 
Other points around this included: 
 

• having your rights respected comes down to the relationship you have with 
the person in the supporting role 

• If you don’t feel you can open up to the person in the supporting role, you are 
not going to trust them  

• assessments do not take into account how people’s needs can change day to 
day – just because they can do something on the day of assessment does not 
mean they can do it every day 

 
Here are some of the things people said during our discussions: 
 
“The system isn’t dignified or respectful – you’re already at the end of your tether 
before you ask for help then you’re told your needs aren’t high enough. You can feel 
like you’re in crisis but a professional will just say no.” 
 
“One size doesn’t fit all. You can’t use the same package for everyone. We need 
national criteria but with individual flex which takes account what is critical / important 
to me.” 
 

https://www.gov.scot/publications/joint-statement-intent-next-steps-adult-social-care-2022-23/
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“People with disabilities are treated as if pariahs or paupers instead of people with 
rights and needs. Can’t be treated as a pariah of society – we are people. I’m 
disabled but a human being. Disabled people are not asking for millionaire lifestyles.” 
 
How we will use this 
 
We have established the Access to Social Care Support Services External Working 
Group. This group will help to develop a range of options for change. With the aim of 
creating a system that provides consistent access to support across the country, 
based on people’s individual outcomes and needs while upholding their human 
rights.   
 
We will build on the successful reopening of the Independent Living Fund in April 
2024 by continuing to work in partnership with: 
 

• ILF Scotland 

• DPOs 

• other stakeholders 
 
We plan to: 
 

• improve access  

• remove barriers  
 
to the funds for organisations that are more aligned to a human rights-based 
approach.  
 
There needs to be better understanding and acknowledgement of family and 
culture 
 
We learned that when offering support professionals sometimes did not take into 
account a person’s faith or culture. It was often assumed that families would be 
willing and able to support the person. Even without any consultation with the 
individual or family. 
 
Other points around this included: 
 

• professionals sometimes make judgements about a person and their 
circumstances before they meet 

• doctors are sometimes too quick to medicate when a ‘softer’ community 
intervention might be more appropriate, such as a community garden 

• people can feel ‘pushed into’ services they might not want, for a fear of getting 
nothing 

• there are language barriers, staff need proper support and training to be able 
to communicate 

 
Here are some of the things people said during our discussions: 
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“One person was told that because they had two brothers living with them they didn’t 
need any formal support but she didn’t feel comfortable with them helping with 
intimate care.” 
 
“They need to have a better understanding of different cultures. For example, some 
people don’t want to put parents into care homes etc as Islam says to look after 
families”. 
 
“Language barrier/ interpretation is an issue. People won’t open up unless in a 
comfortable environment”. 
 
How we will use this 
 
Our ambition is to  take a human rights-based approach to access to social care. 
Assessments should be based on real conversations and consider the whole person, 
including their family and home life. 
 
Through our training and support for social workers we aim to ensure they work to a 
set of core values based on the principles of respect, dignity and integrity. To 
become a social worker, people must meet certain standards. These are called the 
Standards in Social Work Education (SiSWE). These standards say social workers 
must work in a way that respects people’s backgrounds and cultures. 
 

What’s next 
 
The Scottish Government remains committed to improving quality, fairness and 
consistency across the social care system.  
  
The Care Reform (Scotland) Bill (formerly known as the National Care Service 
(Scotland) Bill) passed Stage 3 in the Scottish Parliament in June 2025. This is the 
final stage in the Parliament process. The Bill has also got formal agreement from 
the King, called Royal Assent, and has now been enshrined in law as an Act.  
  
This work is a part of the wider, meaningful changes we are bringing to strengthen 
social care services across Scotland. Helping to improve the lives of those who 
access care, their loved ones and our valued workforce.   
  
We will be doing extra work with people from groups we know are currently 
underrepresented in our work so far.   
  
We have established an interim NCS Advisory Board which met for the first time on 
May 2025. This means that we can work on improvements quicker.   
Soon a permanent board will be formed. A fair and open appointments process will 
be designed to recruit an independent chair and individual members for the full board 
to continue the work of the interim Board. This process will be informed by the 
outputs of the co-design work that we carried out. We will ensure that the right 
support is available to ensure that all members can take part equally.  
All members will be responsible for making sure that people with experience of 
integrated health and social care services inform the Board’s work. 
 

https://learn.sssc.uk.com/siswe/index.html
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What’s next for access and eligibility criteria 
 
Together with our Working Group we will develop a list of options for how we can 
improve the current eligibility criteria. To help us identify the best plan we'll: 
 

• carry out testing in local areas  

• continue to talk with stakeholders 
 

Getting involved 
  

We want to hear from as many people as possible as we try to improve social care, 
social work and community health. If you would like to share your experience or 
views, you can join our Lived Experience Experts Panel. If you join the panel, you’ll 
be invited to take part in different things like:    
    

• surveys   

• interviews    

• helping come up with ideas about what the NCS could look like    

• helping us understand what our research is telling us  

• helping us make sure we’re designing the NCS to meet everyone’s needs    
 
For more information about social care, community health and social work reform, 
visit gov.scot/ncs.  
 
 
 

 
 

https://www.gov.scot/publications/design-the-national-care-service/
http://www.gov.scot/ncs
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