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Your health, your rights
Feedback and complaints

« How to have a say about your care
« How to get any concerns or complaints dealt with

Sanatatea dvs., drepturile dvs.
Feedback si reclamatii

¢ Cum sa va spuneti cuvantul despre ingrijirea dvs.

¢ Cum sa vi se trateze Ingrijorari sau reclamatii

Who is this factsheet for?

This factsheet is for anyone who has experience of care provided
by the NHS in any part of Scotland.

What is this factsheet about?
The Charter of Patient Rights and Responsibilities says that:

e you have a right to have a say about your care, and

e you have a right to get your concerns and complaints
dealt with.

This factsheet explains what this means for you.

Pentru cine este aceasta fisa?

Aceasta fisa este pentru oricine care are experienta in asistenta oferita
de NHS (sistemul national de sanatate) in orice parte a Scotiei.

Despre ce este vorba in aceasta fisa?

Carta drepturilor si responsabilitatilor pacientului (Charter of Patient
Rights and Responsibilities) spune astfel:

e aveti dreptul la cuvant in privinta Tngrijirii pe care o primiti si
® aveti dreptul sa vi se trateze Ingrijorarile si reclamatiile.

Fisa de fata va explica ce inseamna acest lucru pentru dvs.

Giving feedback about the NHS in Scotland

The NHS wants to hear about anything that matters to you.

Cum sa oferiti feedback despre NHS-ul Scotiei
NHS doreste sa stie despre orice care conteaza pentru




For example:

* you may want to thank staff or share your thoughts about
something that’'s been done well

e if you're in hospital or have been recently, you may
want to share your views on your experience of care and
the treatment you received, or about other things such as
the food on the ward

e you may be concerned that you don’t have enough
information about the care and treatment offered or
about visiting hours, car parking or opening times.

dvs.
De exemplu:

® poate doriti sa multumiti personalului sau sd impartasiti ganduri
despre ceva ce s-a facut foarte bine

e daca sunteti sau ati fost in spital recent, poate doriti sa
impartdsiti parerile dvs. despre experienta legata de ingrijire si
tratamente pe care le-ati primit sau despre alte lucruri precum
mancarea in salon.

® poate sunteti ingrijorat(a) ca nu aveti suficiente informatii
despre ingrijire si tratamente oferite sau despre orele de vizita,
parcare sau ora de incepere a programului.

How can | give my feedback?
You can give your feedback by:

talking to a member of staff involved in your care — this can
be the best way to give feedback and resolve issues
quickly

contacting your NHS Board by phone, email or online (see
page 10 for how to do this)

posting a story on Care Opinion (www.careopinion.org.uk)
filling in a patient survey or questionnaire, or putting your
comments in a suggestion box

phoning the NHS inform Helpline on 0800 22 44 88

telling the Patient Advice and Support Service (PASS) (see
page 10 for details).

What happens to my feedback?
The NHS welcomes your feedback. It will be recorded and used
to improve services.

Cum pot sa ofer feedbackul meu?
Puteti oferi feedbackul dvs. astfel:

e vorbind cu un membru al personalului implicat n ingrijirea dvs.
— aceasta poate fi cea mai bund variantd de a oferi feedback si
de a rezolva probleme rapid

e contactand departamentul NHS la telefon, prin e-mail sau
online (a se vedea pagina 10 pentru informatii despre cum
puteti face acest lucru)

e postand opiniile pe Care Opinion (www.careopinion.org.uk)

e completand un studiu sau chestionar al pacientului sau
punandu-va comentariile in casuta de sugestii

¢ sunand la linia de asistentd NHS inform la numarul 0800 22 44
88



www.careopinion.org.uk
www.careopinion.org.uk

¢ spunand Serviciului de Asistentd si Consiliere a Pacientilor
(SACP) (Patient Advice and Support Service (PASS)) (a se
vedea pagina 10 pentru mai multe detalii).

Ce se intampla cu feedbackul meu?

NHS incurajeaza feedbackul dvs. Acesta va fi inregistrat si folosit
pentru Tmbunatétirea serviciilor.

Making a complaint about the NHS in Scotland
This section describes our procedure for handling complaints.

What is a complaint?

The NHS regards a complaint as “any expression of
dissatisfaction about our action or lack of action, or about the
standard of service provided by us or on our behalf”.

Who can complain?

e You can make a complaint if you are, or are likely to be,
affected by something that an NHS Board or primary-care
service provider such as GP or dentist has done or failed
to do.

e If you are complaining for another person, the NHS Board
or health service provider will need to check that the
person has agreed to you making the complaint on their
behalf. It will also need to check they have consented to
personal information about their healthcare being shared
as part of the complaints-handling process. If they have not
agreed or consented, the NHS Board or service provider
will need to take that into account when handling and
responding to your complaint. However, all complaints are
recorded and reviewed because this helps the NHS find

Reclamatii despre NHS-ul din Scotia

Aceasta sectiune descrie procedura noastra de tratare a reclamatiilor.

Ce este o reclamatie?

NHS considera reclamatie ,,orice expresie a nemultumirii fata de
actiunea noastra sau lipsa noastra de actiune sau despre standardul
serviciului oferit de noi sau In numele nostru.”

Cine poate face reclamatie?

e Puteti face reclamatie dacd sunteti sau este probabil sa fiti
afectat(d) de ceva ce departamentul NHS sau un furnizor de
ingrijire primara precum un medic de familie (GP) sau un
stomatolog a facut sau nu a facut.

e Daca faceti reclamatie Tn numele altei persoane, departamentul
NHS sau furnizorul de ingrijire primara va verifica daca
persoana a fost de acord ca dvs. sa faceti reclamatie in numele
ei. Va verifica, de asemena, daca persoana a fost de acord sa
dezvaluie informatii personale despre ingrijirea medicala
medicald primita ca parte a procesului de tratare a reclamatiei.
Daca aceasta nu a fost de acord sau nu a consimtit,
departamentul NHS sau furnizorul de ingrijire primara va lua in
considerare acest lucru atunci cand se va raspunde reclamatiei
dvs. Insa, toate reclamatiile sunt inregistrate si revizuite
deoarece acestea ajutd NHS-ul sd gaseasca modalitati de




ways of improving services
e You can complain for another person if:

- the person is a child and you are their parent,
guardian or main carer and they are not mature
enough to understand how to make a complaint —
but if they are mature enough, they can make a
complaint themselves or agree to someone else
complaining on their behalf

- you have a welfare power of attorney or a welfare
guardianship order for someone who cannot make
decisions for themselves, and the order permits you
to make a complaint about health care

- you are a relative of, or were in a relationship with, a

patient who has died and you are concerned about
how they were treated before they died, or

- you are acting as an advocate for the patient (see
page 8 for more about advocacy).

imbunatatire a serviciului.
Puteti face reclamatie in numele altei persoane daca:

- persoana este un minor iar dvs. sunteti parintele, tutorele sau
ingrijitorul principal si minorul nu este suficient de matur ca
sd inteleagd cum se face o reclamatie — dar daca este
suficient de matur, acesta poate face reclamatie el Tnsusi sau
isi poate exprima acordul ca altcineva sd faca reclamatie in
numele lui

- aveti o Tmputernicire de bundastare (welfare power of
attorney) sau un ordin de tuteld (welfare guardianship)
asupra unei persoane care nu poate decide pentru ea Tnsasi
iar acel ordin va permite sa faceti reclamatie cu privire la
asistenta medicala

- sunteti o ruda sau ati fost intr-o relatie cu un pacient care a
decedat si aveti ingrijorari cu privire la modul cum a fost
tratat inainte de deces sau

- reprezentati un pacient ca avocat (a se vedea pagina 8
pentru mai multe despre reprezentare).

What can | complain about?

e Things you can complain about include:

care or treatment you have had or are having in the
NHS

anything to do with the place where you are seen, for

example a GP practice, a hospital, a dental practice, an

optician, a pharmacy, a prison health centre or an
ambulance

Despre ce pot face reclamatie?

Puteti face reclamatie inclusiv despre:

= ingrijire sau tratament pe care le-ati primit sau le primiti
de la NHS

= orice legat de locul unde sunteti vazut, de exemplu, un
cabinet de medicina de familie (GP), un spital, un
cabinet stomatologic, un oftalmolog, o farmacie, un
centru medical de detentie sau o ambulanta

= orice membru al personalului NHS implicat in ingrijirea




= any NHS staff member involved in your care

= how NHS services in your local area are organised if
this has affected your care or treatment.

If your complaint also involves another part of the NHS, or if it
relates to a health service and a social work service, then staff
may need to pass it on to someone there. They will explain how
your complaint will be handled and who will respond to you.
Wherever possible, organisations will work together to provide a
single response to your complaint covering all the issues raised.
If your complaint relates to a health service and a social work
service, the response will depend on whether these services are
being provided through a single, integrated health and social care
partnership. For further details please ask the organisations you
are complaining about.

dvs.

= cum sunt organizate serviciile NHS 1n zona dvs. daca
acestea v-au afectat ingrijirea sau tratamentul.

Daca reclamatia dvs. implica si o altd parte a NHS-ului sau daca se
refera atit la servicii de sanatate cat si servicii sociale, atunci
personalul ar putea transmite reclamatia cuiva acolo. Acea persoand va
va explica cum va fi tratata reclamatia dvs. si cine va va raspunde. Ori
de céte ori va fi posibil, institutiile vor lucra impreuna pentru a va oferi
un singur raspuns la toate problemele ridicate in reclamatia dvs. Daca
reclamatia se refera atat la servicii de sdnatate cat si servicii sociale,
raspunsul va depinde dacd aceste servicii sunt oferite printr-un singur
parteneriat integrat de sandtate si social. Pentru mai multe detalii,
intrebati institutia despre care faceti reclamatie.

Complaints that are dealt with under different procedures

Some things you may wish to complain about are not handled
through the NHS complaints procedure. These include:
= private health care or treatment

= services not provided or funded by the NHS, and
» anything you are taking legal action about.

Staff receiving such a complaint will refer the matter to the
appropriate person and inform you of this and the procedure you
can use.

Reclamatii care sunt tratate in baza unor
proceduri diferite

Anumite lucruri despre care doriti sa faceti reclamatie nu sunt tratate
folosind procedura de reclamatii a NHS-ului. Acestea includ:
= asistentd medicald privata sau tratament privat

= servicii care nu sunt oferite sau finantate de NHS si
= orice pentru care doriti sd actionati in justitie.

Personalul care va primi asemenea reclamatii va trimite cazul la
persoana responsabila si va va informa despre acest lucru si despre
procedura pe care o puteti folosi.

How do | complain?
If you can, first talk to a member of staff involved in your care. If
you do this they can try to sort out your complaint on the spot.

Cum pot face reclamatie?
Daca puteti, mai intai discutati cu un membru al personalului implicat
in Ingrijirea dvs. Facind astfel, acesta va incerca sd rezolve reclamatia




If you cannot or you do not wish to do this, you can ask to speak
to a senior member of staff or the Feedback and Complaints
Officer for the NHS organisation involved (see page 10 for
contact details).
If you prefer to complain in writing rather than in person or over
the phone, you can send a letter or an email to the relevant NHS
organisation. When complaining, you should give:
= your full name and address (and the patient’s name and
address if you are complaining for them)
= as much helpful information as possible about what
happened, where it happened and when
= information about how you want the matter to be
resolved, and
= your phone number, if you are happy to provide it, so
that we can call you to discuss your complaint.
Giving us this information will help us clearly identify the problem
and what we need to do to resolve things.

pe loc. Daca nu puteti sau nu doriti s faceti acest lucru, puteti cere sa
vorbiti cu un membru superior al personalului sau cu responsabilul cu
tratarea feedbackului si reclamatiilor (Feedback and Complaints
Officer) al institutiei NHS implicate (a se vedea pagina 10 pentru date
de contact).
Daca preferati sa faceti reclamatie in scris decat fata in fata sau la
telefon, puteti trimite o scrisoare sau un email la institutia NHS
relevantd. Cand faceti reclamatie, trebuie sa mentionati:

= numele dvs. intreg si adresa (precum si numele si adresa

pacientului daca faceti reclamatie Tn numele acestuia)

= cat mai multe informatii cu putintd despre ce s-a
intamplat, unde s-a intamplat si cand

* informatii despre cum vreti sa fie rezolvatd acest caz si

= numadrul dvs. de telefon daca sunteti de acord sa 1l dati
astfel Incat sa va putem suna si discuta despre
reclamatie.

Aceste informatii ne vor ajuta sa identificam clar problema si ce trebuie
sa facem astfel incat sa o rezolvam.




How long do | have to make a complaint?

The NHS has a time limit for complaints. Normally, you must
make your complaint within six months of:

= the event you want to complain about, or

= finding out you have a reason to complain, but no longer
than 12 months after the event itself.
However, if you feel the time limit should not apply to your

complaint, please speak to the person dealing with it. A complaint
can sometimes be accepted after the time limit.

You can complain to the Scottish Public Services Ombudsman
about an NHS decision not to accept your complaint (see page 9
for more information).

In cat timp pot face o reclamatie?

NHS are un termen limitd de reclamatii. In mod normal, trebuie sa
faceti reclamatia In sase luni de la:
= evenimentul despre care doriti sa faceti reclamatie sau

* de cand ati aflat ca aveti motiv sa reclamati dar nu mai
tarziu de 12 luni de la evenimentul 1n sine.

Dar daca considerati ca termenul limita nu ar trebui aplicat in cazul
reclamatiei dvs., vd rugam si vorbiti cu persoana care o trateaza. in
anumite situatii, reclamatia poate fi acceptata si dupa termenul limita.
Puteti sesiza Ombudsman-ul pentru serviciile publice scotiene (Scottish
Public Services Ombudsman) daca NHS decide sd nu va accepte
reclamatia (a se vedea pagina 9 pentru mai multe informatii).

What if | change my mind after I've complained?

You can change your mind about making a complaint at any
time. Please let the person handling your complaint know as
soon as possible.

Ce se intampla daca m-am razgandit dupa ce am
facut reclamatia?
Va puteti schimba parerea oricAnd despre trimiterea unei reclamatii. Va

rugdm sa anuntati persoana care va trateaza reclamatia cat mai curand
posibil.

What happens when | complain?

The NHS aims to resolve complaints quickly and as close to the
point of service as possible. This could mean an on-the-spot
apology and an explanation if something has clearly gone wrong,
and immediate action to resolve the problem.

The NHS has a two-stage complaints procedure. There’s also the
right to take your complaint to the Ombudsman if you are
unhappy with the Board'’s investigation.

The early resolution stage

If your complaint is straightforward and can be easily resolved,
staff will try to sort it out in five working days or less, unless

Ce se intampla atunci cand fac reclamatie?

NHS face tot posibilul sa rezolve reclamatiile rapid si cat mai aproape
de punctul de serviciu posibil. Acest lucru ar putea Thsemna prezentarea
unor scuze si unei explicatii dacd ceva clar a mers prost precum si
actiune imediatd pentru remediere.

NHS are o procedurd de reclamatii in doud etape. Aveti, de asemenea,
st dreptul de a trimite reclamatia la Ombudsman daca sunteti
nemultumit(a) de investigatia departamentului.

Etapa de rezolvare timpurie
Daca reclamatia dvs. este simpla si poate fi rezolvata rapid, personalul
va incerca sa o rezolve in cinci zile lucratoare sau mai putin, cu




there are exceptional circumstances. This stage of the
complaints process is called ‘early resolution’.

The investigation stage

If your complaint is more serious and complex, or has not been
resolved at the early resolution stage, it will need to be
investigated. This is called the ‘investigation stage’.

At the investigation stage, staff will write to you within three
working days to acknowledge your complaint. They may also
get in touch by phone to discuss your complaint with you and to
understand what outcome you are looking for.

exceptia unor circumstante exceptionale. Aceasta etapa a procesului de
reclamatie se numeste ,,rezolvare timpurie”.

Etapa de investigare

Daca reclamatia dvs. este mai grava si mai complexa sau nu a fost
rezolvatd in etapa de rezolvare timpurie, va trebui sa fie investigata.
Aceasta se numeste ,,etapa de investigare”.

In etapa de investigare, personalul va va trimite o scrisoare in trei zile
lucratoare prin care va confirma primirea reclamatiei. Ar putea, de
asemenea, s ia legatura cu dvs. prin telefon pentru a discuta reclamatia
si pentru a intelege ce rezultat doriti.

When will | get a full response?

Staff will write to you with a full response within 20 working days
of receiving your complaint. At the investigation stage. This
response should:

= show that staff have looked into your complaint

= reply to all the points you make
= offer you an apology if things have gone wrong

= explain what action has been taken or will be taken to
stop what you complained about happening again

= if necessary, explain why the NHS cannot do anything
more about some parts of your complaint

= offer you the chance to talk to a member of staff if there

Cand voi primi raspunsul complet?
Personalul va va trimite un raspuns complet, in scris, in 20 de zile
lucritoare de la primirea reclamatiei. In faza de investigare acest
raspuns trebuie:

= sa demonstreze ca personalul a analizat reclamatia dvs.

= araspuns la toate problemele ridicate de dvs.
= sd va prezinte scuze daca ceva nu a mers bine

= sdvaexplice ce masuri s-au luat sau se vor lua pentru a
impiedica ceea ce s-a Tntamplat sd se mai intample din
nou

= daca este necesar, sd explice de ce NHS nu poate face
mai multe cu privire la anumite parti ale reclamatiei dvs.

= sa va ofere sansa sd discutati cu un membru al
personalului daca este ceva ce nu intelegeti din scrisoare




is anything in the letter you don’t understand, and

include information about the Scottish Public Services
Ombudsman in case you are unhappy with the response
given or the way your complaint has been handled and
you want to take things further (see page 9 for more
information).

In some cases, we may need more time to give you a full response
and we may not be able to keep to these times. If this happens, staff
will let you know and tell you why.

si

* 53 includd informatii despre Ombudsman-ul pentru
serviciile publice scotiene (Scottish Public Services
Ombudsman) daca sunteti nemultumit(a) de raspunsul
primit sau despre modul cum a fost tratatd reclamatia
dvs. si doriti sa mergeti mai departe (a se vedea pagina 9
pentru mai multe informatii).

In anumite cazuri, am putea avea nevoie de mai mult timp pentru a va
da un raspuns complet si este posibil sa nu putem respecta acele
termene. Daca se va intampla acest lucru, personalul va va informa si
va va spune de ce.

Who can help me with my complaint?
Other people that can help you with advice:

Independent advice and support

If you would like to speak to someone for advice or help
with making a complaint, please ask a member of staff
for details about the independent Patient Advice and
Support Service, which is available in your area through
local citizens advice bureau. See page 11 for contact
detalils.

Advocacy

If you want someone to help you express your views,
you can ask for an advocate. An advocate is
independent of the NHS and can help make sure your
views are heard and get you access to the information
you need to make your own decisions. Your local NHS
Board or the Feedback and Complaints Officer will be

Cine ma poate ajuta cu reclamatia?
Alte persoane care va pot ajuta cu reclamatia.
Asistenta si consiliere independenta

® Daca doriti sa discutati cu cineva ca sa obtineti sfaturi
sau ajutor pentru formularea reclamatiei, va rugam sa
cereti unui membru al personalului detalii despre
serviciul de asistenta si consiliere a pacientilor (Patient
Advice and Support Service (PASS)) care este
disponibil in zona dvs. prin biroul local de consiliere a
cetatenilor (citizens advice bureau). A se vedea pagina
11 pentru date de contact.

Reprezentare

e daca doriti sd va ajute cineva pentru a va exprima
parerile, puteti solicita un reprezentant. Reprezentantul
este independent de NHS si va poate ajuta sd va
asigurati ca va faceti auzite punctele de vedere si ca
aveti acces la informatiile de care aveti nevoie pentru a




able to tell you about advocacy services in your area.

Mediation

Some complaints can be resolved through mediation. This is a
service where independent mediators help the parties to reach
an agreement. You can ask for mediation or Health Boards may
offer to provide it, but it can go ahead only if both parties agree to
it. The Feedback and Complaints Officer at your local Health
Board can tell you more about mediation.

lua deciziile proprii. Departamentul NHS sau
responsabilul cu tratarea feedbackului si reclamatiilor
(Feedback and Complaints Officer) va fi in mdsura sa va
spuna despre serviciile de reprezentare din zona dvs.

Mediere

Anumite reclamatii pot fi rezolvate prin mediere. Acesta este un
serviciu prin care mediatori independeti ajutd partile sa ajunga la o
intelegere. Puteti solicita dvs. medierea sau v-ar putea fi oferitda de
departamentul de sandtate insa nu se poate continua decat daca ambele
parti sunt de acord. Responsabilul cu feedback-ul si reclamatiile de la
departamentul local de sdndatate va poate spune mai multe despre
mediere.

What if I'm not happy about the way the NHS has
handled my complaint?

If the NHS has fully investigated your complaint and you’re still
not happy, you can ask the Scottish Public Services Ombudsman
to look at it.

The Ombudsman cannot normally look at:

e acomplaint that has not completed our complaints
procedure, so please make sure it has done so before
contacting the Ombudsman

e events that happened, or that you became aware of, more
than 12 months ago, or

e a matter that has been or is being considered in court.

You can contact the Ombudsman:
In person
SPSO

Si daca nu sunt multumit(ia) de modul in care
NHS a tratat reclamatia mea?

Daca NHS a investigat in totalitate reclamatia dvs. si Inca sunteti
nemultumit(a), puteti cere Ombudsman-ului pentru servicii publice
scotiene (Scottish Public Services Ombudsman) sa o revizuiasca.

Ombudsman-ul nu poate revizui, In mod normal:

e reclamatii care nu au trecut prin toatad procedura noastra
de reclamatii, deci, asigurati-va ca s-a facut Tnainte sa
contactati Ombudsman-ul

e evenimente care s-au intAmplat sau despre care ati aflat
acum mai mult de 12 luni sau

e cazuri care au fost sau sunt pe rol in instanta.
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4 Melville Street, Edinburgh EH3 7NS

By post
Freepost SPSO (You don’t need to use a stamp)

By phone: 0800 377 7330

Website www.spso.org.uk
Online contact www.spso.org.uk/contact-form

Puteti contacta Ombudsman-ul
Personal

SPSO
4 Melville Street, Edinburgh EH3 7NS

Prin posta
Freepost SPSO (nu aveti nevoie de timbru)

Prin telefon: 0800 377 7330

Website www.spso.org.uk
Contact online www.spso.org.uk/contact-form

How can | find out more?
For more information about anything in this factsheet and to get
this leaflet in another language or format, contact:

e your local NHS board and ask to speak to someone
about complaints or feedback.

To find contact details for your local NHS board:
— look in the phone book under ‘health services’

— call the NHS inform Helpline on 0800 22 44 88, or
— look on the internet at www.nhsinform.scot

e the NHS helpline on 0800 22 44 88 (textphone 18001 0800
22 44 88)

e the Patient Advice and Support Service (PASS) at your
local citizens advice bureau or on 0800 917 2127.

If you want to visit your local bureau, you can find the
address on the internet (www.cas.org.uk/pass).

Scottish Ambulance Service
e To complain about the ambulance service, contact:
Patient Experience Team

Cum pot afla mai multe?
Pentru mai multe informatii despre orice din aceasta fisa si pentru a
obtine brosura 1n altd limba sau format, contactati:
e Departamentul dvs. local NHS si cereti sa discutati cu cineva
despre reclamatii si feedback.
Gasiti date de contact ale departamentului NHS:
- 1In cartea de telefoane la sectiunea ,.servicii de
sanatate

- sunand la linia de asistentda NHS inform la numarul
0800 22 44 88 sau

- cautand pe internet pe www.nhsinform.scot

¢ linia de asistentd NHS inform la numarul 0800 22 44 88
(telefon text 18001 0800 22 44 88)

e serviciul pentru asistenta si consiliere a Xaciengilor SACP)
(Patient Advice and Sulpport Service (PASS)) de la biroul local
de consiliere a cetatenilor (citizens advice bureau) sau la
numarul 0800 917 2127.

Daca doriti sd contactati biroul local, puteti gasi adresa pe
internet (www.cas.org.uk/pass).

Serviciul de ambulanta scotiana (Scottish Ambulance Service)

11
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Corporate Affairs & Engagement
Scottish Ambulance Service
National Headquarters

Gyle Square, 1 South Gyle Crescent
Edinburgh EH12 9EB

Phone 0131 314 0000

NHS 24
e To complain about NHS 24, contact:
Patient Affairs Service
NHS 24
Caledonia House, Fifty Pitches Road, Cardonald Park
Glasgow G51 4EB
Phone 0141 337 4597

Golden Jubilee National Hospital
e To complain about the Golden Jubilee National Hospital,
contact:
Feedback and Legal Co-Ordinator
NHS National Waiting Times Centre Board
Golden Jubilee National Hospital, Agamemnon Street
Clydebank G81 4DY
Phone 0141 951 5177
Email feedback@gjnh.scot.nhs.uk

State Hospital
e To complain about the State Hospital, contact:
Complaints Officer
The State Hospital
Carstairs, Lanark ML11 8RP
Phone 01555 842 200

¢ Pentru reclamatii despre serviciul de ambulanta, contactati:

Patient Experience Team
Corporate Affairs & Engagement
Scottish Ambulance Service
National Headquarters
Gyle Square, 1 South Gyle Crescent
Edinburgh EH12 9EB
Telefon 0131 314 0000
NHS 24
® pentru reclamatii despre NHS 24, contactati:

Patient Affairs Service
NHS 24
Caledonia House, Fifty Pitches Road, Cardonald Park
Glasgow G51 4EB
Telefon 0141 337 4597
Spitalul National Golden Jubilee (Golden Jubilee National Hospital)

e pentru reclamatii despre Spitalul National Golden Jubilee
(Golden Jubilee National Hospital), contactati:

Feedback and Legal Co-Ordinator

NHS National Waiting Times Centre Board

Golden Jubilee National Hospital, Agamemnon Street
Clydebank G81 4DY

Telefon: 0141 951 5177

Email feedback@gjnh.scot.nhs.uk

Spitalul de Stat (State Hospital)

e pentru reclamatii despre Spitalul de Stat (State Hospital),
contactati:

Complaints Officer
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The State Hospital
Carstairs, Lanark MLL11 8RP
Telefon: 01555 842 200

Informatii despre drepturi privitoare la sanatate

Information about health I‘ightS The Charter of Patient Rights and Responsibilities (Carta
The Charter of Patient Rights and Responsibilities gives a drepturilor si responsabilitatilor pacientului) va ofera un rezumat
summary of what you can expect when you use the NHS in despre ce asteptari puteti avea atunci cand folositi NHS 1n Scotia,

impreuna cu drepturile si responsabilitatile dvs.

Seriile de fise Your health, your rights (Sanitatea dvs., drepturile

dvs.) va spun mai multe despre ce Tnseamna aceste drepturi pentru dvs.:
* Acces: drepturile dvs. atunci cand accesati serviciile NHS n

Scotland, together with your rights and responsibilities.
The series of Your health, your rights factsheets tell you more
about what these rights mean for you:

L - i i i i
Access: your rights when accessing NHS services in Scotia. (Access: your rights when accessing NHS services in

Scotland.
L. L . Scotland)
= Communication and participation: the right to be
informed, and involved in decisions, about health care * Comunicare si participare: dreptul la informare si implicare in
and services. decizii legate de ingrijirea sanatatii si serviciilor.
= Confidentiality: the right for your personal health (Communication and participation: the right to be informed,
information to be kept secure and confidential. and involved in decisions, about health care and services.)

» Respect: the right to be treated with dignity and respect.

= Safety: the right to safe and effective care.

» Hospital waiting times: how quickly you should receive
hospital care.

= Confidentialitate: dreptul la pastrarea in siguranta si in
confidentialitate a informatiilor personale despre sanatate.
(Confidentiality: the right for your personal health information
to be kept secure and confidential.)

For more about health rights see the following:

Consent - it’s your decision explains how you should be

involved in decisions about your health care and treatment.

How to see your health records explains your right to see or » Siguranti: dreptul la Ingrijire sigura si eficienta. (Safety: the

have a copy of your health record. right to safe and effective care.)

Health care for overseas visitors is a set of factsheets

explaining what NHS services overseas visitors can expect to

receive while they are in Scotland.

= Respect: dreptul de a fi tratat(d) cu respect si demnitate.
(Respect: the right to be treated with dignity and respect.)

* Timpul de asteptare in spitale: cat de repede ar trebui sa
primiti asistentd medicald in spitale. (Hospital waiting times:
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Information for young people

Consent — your rights explains how you should be involved in
decisions about your health care and treatment.
Confidentiality — your rights tells you how the health service
keeps information about you private.

Have your say! Your right to be heard tells you how to give
feedback or make a complaint about the NHS.

Information for carers
Caring and consent explains your right to be involved in
decisions about the health care of the adult you care for.

how quickly you should receive hospital care.)

Pentru mai multe despre drepturile la sinatate a se vedea
urmatoarele:

Consent — it’s your decision (Consimtamant — este decizia ta) va
explica cum ar trebui sa fiti implicat in decizii legate de asistenta
medicala si tratamentele oferite.

How to see your health records (Cum puteti vedea fisa dvs.
medicala) va explica dreptul de a vedea sau obtine o copie a fisei
medicale.

Health care for overseas visitors (Asistenta medicala pentru
vizitatorii din strainatate) este un set de fise care explica la ce servicii
NHS se pot astepta vizitatorii din strdinatate sa primeasca in timp ce
sunt in Scotia.

Informatii pentru tineri

Consent - your rights (Consimtiamant — drepturile tale) explica
cum ar trebui sa fiti implicat in decizii legate de asistenta medicala si
tratamentele oferite.

Confidentiality — your rights (Confidentialitate — drepturile tale) va
explica cum pastreaza serviciul de sanatate informatiile despre dvs. in
confidentialitate.

Have your say! Your right to be heard (Dreptul la cuvant! Dreptul
la opinie) va spune cum puteti oferi feedback sau face reclamatie
despre NHS.

Informatii pentru ingrijitori

Caring and consent (Ingrijire si consimtamant) explica drepturile
dvs. de a fi implicat 1n deciziile legate de asistenta medicala oferita
adultului pe care 1l ngrijiti.
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Information about health services

¢ Getting NHS dental treatment in Scotland tells you how
to use NHS dental services in Scotland.

e It’s okay to ask gives useful tips and questions you can
ask during your health care appointments.

e The NHS Chronic Medication Service at your local
pharmacy tells you about an NHS service for people with
a long-term condition.

e Your guide to free NHS eye examinations in Scotland
gives information about free NHS eye examinations in
Scotland for all UK residents.

Informatii despre servicii de sanatate

Getting NHS dental treatment in Scotland (Cum sa obtii
tratament stomatologic prin NHS in Scotia) va explica cum
sa folositi serviciile stomatologice prin NHS 1n Scotia.

It’s okay to ask (Este in regula sa intrebi) va ofera sfaturi si
intrebari utile pe care le puteti pune la programarile de ingrijire
a sanatatii.

The NHS Chronic Medication Service at your local
pharmacy (Serviciul de medicatie cronica prin NHS la
farmacia ta locala) va explica despre serviciile oferite de NHS
persoanelor cu conditii medicale pe termen lung.

Your guide to free NHS eye examinations in Scotland
(Ghidul tiu pentru controale oftalmologice gratuite prin
NHS in Scotia) va oferd informatii despre controalele
oftalmologice gratuite oferite prin NHS in Scotia, pentru toti
locuitorii Regatului Unit.

We have tried our best to make sure that the information in this
factsheet is correct. However, this factsheet is for information only and
is not part of The Charter of Patient Rights and Responsibilities. It is
for guidance only so you should not rely on it as a complete statement
of the law.

Produced by NHS inform. Version 2 published in March 2017

Am facut tot posibilul ca informatiile continute Tn aceasta fisa sa fie
corecte. Insi, aceastd fisd este doar pentru informare si nu face parte
din Carta drepturilor si responsabilitatilor pacientului (Charter of
Patient Rights and Responsibilities). Aceasta se aplica orientativ, prin
urmare, nu trebuie sa o considerati o interpretare completa a legii.

Produsa de NHS inform. Versiunea 2 publicata in martie 2017

 NHS
mform@
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