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Introduction

The Scottish Government is working to
improve social care support, community

health and social work.

We are working with people across

Scotland.

We want to make care better for everyone

in Scotland.

This is why we are speaking to people
who receive and deliver these kinds of

services.

One of the ways we have been speaking
to people is through the Co-design

Partnership Programme.

The Co-design Partnership Programme
brings people together to make decisions

about how things should work.



About Complaints and redress

Complaints and redress is a theme of our
co-design work on social care, social

work and community health.

Co-design lets people share their ideas

and tell us how to make things better.

We have been looking at:

e How people find information and

make a complaint

e Making complaints more accessible
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” e Complaints involving more than 1
: service.



Co-design sessions

W gpotﬂs? Govergn&tlabnt
— '“9 GEE0S IO AL The Scottish Government held 8 co-

design sessions on the complaints
process in 2025 and 2026.

People from across Scotland shared their
experiences and thoughts. This included
people from different backgrounds and

communities.

These charities helped run the sessions:

e Action for Children
e Age Scotland

e Carr Gomm

e Deaf Blind Scotland

e Glasgow Disability Alliance

e Minority Ethnic Carers of People
Project (MECOPP)

e Next Chapter



We had sessions online and in person to

help more people take part.

What we learned
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l At the sessions, people told us:

e |t's hard to find clear information about

how to complain.




e People worry that complaining will
make no difference or it will impact
their support or relationships with

employers.

People find it hard to complain when
they have other stresses, like lack of

time or caring responsibilities.

Complaints involving multiple services
are extra work and mean repeating

your story a lot.




What is next for Complaints and redress

We will use what people told us to help

improve the complaints process.

We will keep working with people to do this.

We will explore different ways of making it

easier to understand how to complain.




Getting involved with our work

We want to hear from as many people as
we can. This will help us improve social

care, social work and community health.

If you would like to share your
experiences you can join our Lived

Experience Expert Panel.



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