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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
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OT3bIBbIMNIKA3 bId
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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.

O3Aa31era HyXXeH3 TITMHDIPMaALUIHHBLIND
ner?

OTOTXMH(POPMXLIMOHHX MXTUCTXIPXAHX 3HXUX HXOMSAXKXKAO0rO,

KTOX10Mb3YXTCAX/CNYrXMUHXLNOHX IbHOMCITYXOX

30pxBOOXPXHXHUAXNHS) Bxio6om¥yronkx LLoTnxHAMK.

O031eMTIBIPUTCABI TIMMHDPI PMALUIHHIMI
ucre?
«XXPTUMAIPXBOOA3XHHOCTXMXIXLUMXHTOB>» (Charter of
Patient Rights and Responsibilities) roBoputcs»oxrom, yTo:

® YXBXCX CTbXIPXBOXBX CKX3XThXCBOKXIOUKYX3PXHUAX
MOXI10BOAYXIPXA0CTXBIISAX MOMXBX MXMX ANLNHCKONX
MOMOLLUM,  TXKXKX

® V)XBXCX CTbXIPXBOXHX PXCCMOTPXHUX N06X




BX CKX3XHHX BXMWOMNXCXHUNMNNBX UX XXN00O.

NHMOPMXLIMOHHOMXTUCTX OOBACHAXTCA, YTOXTOXBHXYNTX
ANAXBXC.

Giving feedback about the NHS in Scotland

The NHS wants to hear about anything that matters to you.
For example:

e 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.

as crtaButbd T3biB3 NHS BdllaTaaHauu:

NHS xesaeT=3sHaTb?
Hanpuwmep:

BCeM, 4T3 3HAYMMI O3ABac.

° O3MOXHO, BX 3X OTUTX I'IO6J'IXI'OLI,XpVITbX'IXpCOHXJ'IX
NNMXI0AX TNTbCAXCBOUMMXVHXHUXM)XOXTOM, YTOXOX 110X
OpPOX OXBKINMOJTHXHO.

e Ecnmex NX>KUTX BXOONbHULX UNUHXOXBHOX
BX MUCXINCb, BO3MOXHO, BX 3X OTUTX BX CKX3XTbX
CBOIOXIOUKYX3PX HUSIX10X10BO4YX10MYy4X HHOTOX
YXOAX WYOKX3XHHOMXBX MXVIX AULIMHCKOMXIOMOLLINX
UNNXTOXTOBOAYXIPYrOroX101y4XHHOroXomnX TX,
HXMPUMXP, MUTXHUABXBONBHUYHOMMOTAXNXHUW.

e MOXXTYOX Tb, BXCXIPXBOXUTXIO, YTOX/XBX CX
HXAOCTX TOYHOXMHMOPMXLIMMOXIPXANXTX MOMX
BXMXVIXANLIMHCKOMXTOMOLLM, YXCX MOCXLLXHUN,

BTOCTOSAHKX UAMPXO0OUMX UXCX .

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

a3 M3XXH3 CTaBUTb3 T3bIB?
MOXXTX OCTXBUTLXOT3X BXCNXAYHOLLMMXOOPX30M:
® NOGXCXOOBXBXCHXM-TNMOOM3XIX PCOHX X,
3XHUMX HOLLXTOCSYOKX 3X HUX MXBX MXVIX JULIMHCKOMX
MOMOLLIMX- 3TO, CKOPX BCXTO, Ny4YX MAXCNOCobX
OCTXBUTBXOT3X BXXOX CTPOXOX3PX UTBXCIIOXMBX YHOCAX
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page 10 for how to do this) npobnxmy;

e posting a story on Care Opinion (www.careopinion.org.uk) ® CBA3XBX UCHLXXMXCTHX M¥yNpXBAXHUXMXNHS (NHS
e filling in a patient survey or questionnaire, or putting your Board) noxrxnxdoHy, anXKTPOHHONXIOHTX UNxBX
comments in a suggestion box PXXKUMX OHITXMHXY3HXTb, KXKXTOXCAXNXTb, MOXHOXX
e phoning the NHS inform Helpline on 0800 22 44 88 cTp.10);
e telling the Patient Advice and Support Service (PASS) (see * 0Ony6nMKOBXBXCBOMCTOPUIOXX BXG-cxinTx Care
page 10 for details). Opinion (www.careopinion.org.uk);
®  3XMOMHMBXOMPOCHUKXMITUX HKXTYXIXLMXHTX, UNINX
What happens to my feedback? MOMXCTUBXBX MXBXMXUYXHUSBXLLMKOOAX
The NHS welcomes your feedback. It will be recorded and used MPX ATOKXHUN;
to improve services. ® O3BOHUBXIOXIXNXAOHYX<TOPAYX NXTUHUMN»
cnpxBovHomxnyx6x NHS (NHS inform) noxdomxpyx
0800 22 44 88;

e  06PXTUBX UCKXBXCNYXOYXOHCYITbTUPOBXHUSMX
noaoxpxkmaxumxHToBX Patient Advice and Support
Service, PASS) (y3HXTb, KXKXTOXCOXNXTb, MOXHOXX
ctp.10).

Y13 npan3angeTxa cTraB3 eHHbIMMHIMN3 T3bIBAIM?
NHS npuBxTcTBYX™8X WOT3X BX . OHMOYAXTX
3XPXTUCTPUPOBXHMMCNONBb3OBXHEBXUXNAX YITYYX HUAX
NPXA0CTXBNAXMOroX00CNyKUBXHUSA.

Making a complaint about the NHS in Scotland a’3 npeabaABuTbakas yHadNHS sdllaTaanamuna
This section describes our procedure for handling complaints. STOMHXCTMXOMNMUCX BX TCSXHX — NPOLXAYpPX
PXCCMOTPXHUSAXKXI1006.

What is a complaint?

The NHS regards a complaint as “any expression of
dissatisfaction about our action or lack of action, or about the NHS pXCCMXTPUBX TRKXJTOBYXXKX<BX PXXKXHUX

standard of service provided by us or on our behalf”. HXYAOBNXTBOPXHHOCTUXIOXOTHOX  HUIOXAPXAMPUHSATOMYX
AXACTBUIOMNNOTCYTCTBUIOXTXKOBOIO, UIMXIOXOTHOX  HUKOXX

YT3 nagpasymeBaeTcAIIaA3Kad n?




Who can complain?

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.

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
ways of improving services

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

CTXHOXPTYX/CNnyr, KOTOPX Ox nn NPXAJTOXKXHX HXMU UITNX

OT HX ro UMXHW>».
T3 UMeeT NpaB3 Ha N3gayvdy Xad bl?
b MMX TX I'IpXBOX'IpX,EI,'bFlBI/ITb)QKXJ'IOGy)B)CJ'IyLIX ,

CINMXHX BXCXOTPX3UITOCHXNN, BXPOATHO, OTPX3UTCHAX
KXKOX-NMBOXIXNCTBUX UAMXOTCYTCTBUX OXNCTBUSXCOX
ctopoHx ynpxBnxHUSXNHS (NHS Board) nnmnx
OKX3X BXOLLXTOXIX PBUHHYHOXMIX OULIMHCKYOXTOMOLLBX
COTPYAHMKX, TXKOIO KXK BpX4 00Lwxn npxkTnknGP)
NIIMXCTOMXTOSOT.

e Ecnmex OTUTX NPpXObABUTLXKXITO0YXOTMIMXHUX
APYroroXdxnoBxkx, 7o ynpxsnxHux NHS (NHS
Board) nnmxaocTxBLMKMXOULMHCKUX YCIYMXOIMKHX
YAOCTOBXPUTBCSAXBXIOM, YTO TOT YXJTOBXK COMIXCXH,
YTOOX BX MOAXMN XXNoby oTX ro/ UMXHWU. OHUX
TXKKX YOOCTOBXPATCS, YTO AXHHX N YXTOBXKX
COMMXCXHXX 0OMXHXTUYHONMHGOPMXLUMXOX ro/
300POBbX BX 04X MPOLXCCX PXCCMOTPXHUAXKXITOOX .
Ecnn aTOT UXNOBXK HX AXJ1 CBOXIO COMNIXCUS UINNX
px3px  HusA, To ynpxenxHux NHS (NHS Board) nnmnx
MOCTXBLUMKMXANLMNHCKNX YCIYMNOOIMKHX 3TOX/YXCTbX
BX OOX PXCCMOTPXHUSA BX 1 XKXNOOX nX
pPX3pX  HUSCUTYXUMU. OOHXKO, BCX X J106X
PXTUCTPUPYHOTCAMXIX PXCMXTPUBXOTCSHXCHUXITBIOX
NOMOYBXHXLMOHXNBHOMXCIYXXKOX 30PpXBOOXPXHXHUSX
(NHS) ynyux nTexxx4yxCTBOXIPXAO0CTXBASXMX  YCAYT.

J MOXXTX NPXObABUTLXKXITO0Y>XOTWIMXHMXPYrOrox
UYXNIOBXKX, CIW:

- BX ABNAXTXCbXOAUTXIIXM, ONXKYHOMMIIMX
OCHOBHX MX1MLIOM, OTBXTCTBXHHX M 3X Y 0f 3X




how they were treated before they died, or
you are acting as an advocate for the patient (see
page 8 for more about advocacy).

PXBXHKOM, KOTOPX MXCANX KOMMXMXOISXTOro,
YTOBX MOHATb, KXKXIPXAbABUTbXKX 100y X~
OOHXKO, CIM¥PXOXHOKXJOCTXTOYHOXB3POCHX N,
TOXOHXVIOXKX TXCX MXTOAX ThXKXNTOO Yy ¥MnnXaX TbX
COIMMXCUX HX TO, YTODX 3TOXCOXNXIIOPYronx
UYXJTOBXKXOTXMXHUXOX HHOTOXX OXHKX ;

- BX 06nXAX TX NPXBOMXOXNCTBOBXTbLXOTXMXHUX
ANUX, HX CNOCOBHOrOXCXMOCTOATXITbHOX
NPUHUMXTBXYPX  HUSI, BXBOMPOCX OBXOXPXHX
3[0POBbSI¥X OCHOBXHUMXIOBXPXHHOCTUX
(welfare power of attorney) nnuxcygx6Horox
NOCTXHOBMNXHUSOBXOMXKX (welfare
guardianship), XIXKOBOX HXAXMSAXTXXCX
NPXBOMXIOAXYMRKXJTOOX BXOTHOX HUUX
MXANLNHCKOroX00Cry>KUBXHUS;

- BX SAABNAXTXCbXPOACTBXHHUKOMMNUXCOCTOSNNX
BXOSIM3KMX OTHOX HUAX COXCKOHYXBX MMCSAX
NXUUXHTOMMDBCTPXBOXXHX TXM, KXKX
NPOBOANMOCHX FOXIXYXHUX MXPXICMXPTbIO;
NInX

- BX OXMWCTBYXTX BXXYXCTBX IMLX,
NPXACTXBNAOLXIOMHTXPXCX MXLUXHTX
(6onx nogpobHX CBXAXHUSXOX
NPXACTXBUTXNIbCTBX MHTXPXCOBXCM. HX CTp. 8).

What can | complain about?

Things you can complain about include:

care or treatment you have had or are having in the

Ha3iTa M3XH3 napgaTtbakas y?

o YUCIOXI0BOA0B, NMOXOTOPX MXMOXXHOXIOAX ThX
XXN00y, BXOAAT:

" OKX3XHHXAXMIIMXOKX3X BX MXAXBXMMXOANLMNHCKXAX




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

= 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.

nomoLbXNHS;

= BCX YTOXCBA3XHOXCXIOMXLLXHUXM, FAX BXMX
OKX3X BXHOTXMXANLMHCKYOXIOMOLLb, HXMTPUMXP,
KNMUHUKOMOOLWXMXIPXKTUKUX GP), 60nbHULXA,
CTOMXTONOMYXCKONXITMHUKOW, ONTUKOW, MNTXKON,
TIOPXMHX MXVXOULUUHCKUMMXXHTPOMMIIUAMX  UHOMX
CKOPOMXIOMOLLN;

= nobonmaxcoTpyaHMKoBXNHS, 3XxHMMXIOLWMXCAX
OKX3XHUX MXBX MXVIX AN LIMHCKONXTOMOLLIN;

" OPrXHU3XUMHOOCNYXMBXHUSXNHS BXBX X
MXCTHOCTU, CIMUXIXKOBXSHXOTPX3UNXChXHX
OKX3X BX MOWXBXMXMXANLNHCKOUXTOMOLLIN.

Ecnmex  XXJIOBX TXKKX KXCX TCAXIPYroroX/upX>KaxHUsaX
NHS nuboxmx TXOTHOX HUX KMXOULMHCKOMYX
0OCNYXUBXHUIOM¥PXDOOTX COLNXITBHOMXCIYXKOX ,
CYLUXCTBYXTX8XPOSATHOCTb, YTOXIXPCOHXTYXIPUAXTCAX
HXNPXBUTbX  BXIXHHOX YYPXXKOXHMX.  MXCOOOLLUXT, KXKX
OyOXTXAPOBOAUTBECAXDXCCMOTPXHUX BX  MXKXNOBX , MXTOX
PXCCKXXKXTXOX FTOXPX3YSbTXTX . [MOXMXPX BO3MOXHOCTUX
OPrXHU3XLINNXCKOOPANHUPYIOTXCBOMXOX NCTBUAXINAXTOrO,
YTOOX OXTHXBXMX AUHX MOTBXTXOTHOCUTXITBHOXBX  NX
XKXJI00X , BXXOTOPOMXOYAYTXUYTXHX BCX MOOHATX BOMPOCX .
Ecnimyex  »XNobXx KXCX TCAXMXOULMHCKOrox
0BCNYXUBXHUAXCOLMNXTBHOMXCITYXKOX , TOXOTBXTXOYAXTX
3XBUCXTBYXOTXHXITNYNAX OUHOTOXMHTXIPUPOBXHHOIOX
COTPYAHUUYXCTBX MXXOYXMXONLUNHCKONXIOMOLLINX
COLUMXNBHOMBXLLUNTON. ECNMBXMMY>KHX OOMOMHUTXBbHXSAX
NHAOPMXLNSA, TOXBXOXUTX BOMPOCXXMXOPrXHUIXLMAM, HX
KOTOPX BX MPXAbSABAAXTX XXM006Y.




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.

Xas bl paccMmaTpuBaeMbleBHNHIMINI PAOIEI

HXKOTOpX BOMNPOCX , BYOTHOX HUMXOTOPX BX,
BO3MOXHO, MOXXIJIX TX MNOAXTbXKXJ1I00Yy, He3
PXCCMXTPUBXIOTCSDBXXMKX MPOLXAYPX NPXObABIXHUSMX
pxccMmoTpxHuaxkxo6xeXNHS. Cioax BxoaaT:

" HXTOCYOXPCTBXHHXSMMXANLMNHCKX IXTOMOLLLb;

" YCNYrun, HX NPXOOCTXBASXMX  UIMHX
duHxHCupyxmx  NHS; nx

= obXx BOMPOCX , BXOTHOX HUMNXOTOPX BXMUX
Ox 1OX1PXABbABIIXHOMCKOBOX 3XABJIXHUX BXCyA.

[XpCOHXM, NONY4YNBX NNXAI00OHYOXKXN0BY, HXNPXBUTX
BOMPOCYX PX  HUX COOTBXTCTBYIOLLUXMYXINLY, COOBLLMBX
BXMXODX3TOMMXIPONHIOPMUPOBXBXOXT0A00X OLLIX X
npouxaypX, KOTOPOMXBX MOXXTX BOCMOSb30BXTbCH.

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.
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

ad AMIAryJa3gatbakaa y?
EcnnxaTox803MOXKHO, BXIXPBYHOUX PXAbXIOOXCXAYNTX CX
KXM-TTIMBOXMI3XIX PCOHXIX, 3XHUMX FOLLXTOCHYOKX3X HUX MXBXMX
MXONLUNHCKOMXIOMOLLM.  TXKOMXCIYYX OHXCMOXXTX
MOMNX TXTbCAXTOTYXCXPX3PX  UTLXBX  YXKXI00Y.
Ecnuxy»ex cxdX TX803MOXHOCTUMMIUXRKXIIX HUSXTOXCOXNXTh,
TOX8X MOXXTX MONPOCUTBXI0FOBOPUTLXCXCOTPYOHUKOMX
CTXPX TFOX3BXHX UIMXOTBXTCTBXHHX M¥XBOO0THUKOMXIOX
BOMpPOCXMOT3X BoBMxkxN06X Feedback and Complaints
Officer) cooTBXTCTBYOLXTOXYYPXKAXHUANNHS (KOHTXKTHX
OXHHX HX cTp. 10).




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.

Ecnmex npxanoumtx TX NOAXTbXKX00YXHX BXIMYHOMX
NPUCYTCTBUU, BXIMCbMXHHOMXPOPMX UITUXIOXTXSIXCPOHY,
TOXMOXXTX OTMPXBUTbXINCbMOX06X YHOMMITUXASIXKTPOHHOMX
NMOYTOMBXCOOTBX TCTBYHOLLYHOPrXHU3XLMIOXNHS.
MpxabaBnaaxkx106y, HX06XoAMMOXIPXAOCTXBUTbX
CNXOYHLWNX CBXAXHUSA:

" BX  MOMHOX UMSAMIX OPXCX TXKKX UMSMX APXCX
NXUMXHTX, CAM8X NOAX TX XXM0oBy)0TX rox
NMXHW);

" KXKMOXHOXD0MbX  MONX3HOMMHGOPMXLIMMXOXTOM,
YTOXTIPOU3OX J10, OXMXCTX MBPXMXHUX
NPOUCX CTBUS;

" NH(OPMXLIMIOXOXTOM, KXKOTOXX3YITbTXTXBX OTXNNX
OX gobuTtbeCsa; TXKKX

" BX TXJAX(OHHX MHOMXP, CRMMBX COMNXCHX MMX
NOOXNIUTBCA, YTOBX MX MOMMUXI03BOHUTBEXBX MMX
00CyaANTbXI0AXHHYOXKXT00Y.

MonyunBXoTBXCXAX HHYXMHMOPMXLIMIO, MX CMOXXMXOYHOX
ONPXAXNUTBLXIPOBNXMYWDBX ABUTLXIYTUX  PX3PX  HUA.




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).

C3 b3 BpeMeHUPaspellaeTcAHATIIAAYYIKAD bI?

NHS CyliXCTBYIOT8PXMXHHX  OFPXHUYXHUSXONAX1I00XYNX
Xx100. KXKapxBuno, BX OOMMKHX MOOXTbXKX00Yyx8X
TXYXHUX  CTUXMXCSALXBXCOXBPXMXHW:

" MpoM30X AX Troxcobx TMs, NOXI0BOAYXOTOPOrox
BX OOMTX MNOAXTbXKX00Y; nnnx
" KOTrAX BXMXCTXJTOM3BXCTHOXOXTOM, YTOX/XBXCX CTbX
NPUYNHX ONAXIOAXUYNRKXITOOX - OAHXKOXHX
NO3OHX YUXMMHXPX3X1 2 MXCALXBXIOCNX
NPOUCX CTBUSI.
T MMX MXHX , CIMX8X MOJIXTX TX, YTOXBPXMXHHX
OFPXHUYXHUSXHX OOIMDKHX MPUMXHATLCSX8XBX — MXCIyuX
NOXXMYNCTX, 06CYaNUTX 3TOTXBOMNPOCXCHTMLIOM,
PXCCMXTPUBXIOLLMMMBX YXKXNMOOY.  HXKOTOPX CIy4xsiX
CYLLUXCTBYXTXBXPOATHOCTLXIOI0, YTOXKX 106X OyaX TXIPUHATX
NMOMICTXYXHMUMXOTOBOPXHHOIOXCPOKX.

MOXXTX 0OXXNOBXTbXX  HMX NHS 06>0TKX3X BX
PXCCMOTPXHUMXBX  NXKXI106X , OBPXTUBX UCHXBX
OMBYaCMXHX10XB0ONPOCXMXOCYOXPCTBXHHX  YCIyNH8X
LotnxHannxXScottish Public Services Ombudsman)
(BOMOSMTHUTXIBHX  CBXAXHUSHX CTP.9).

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.

YT3 npansangeT, eCINAMNIMEHIOTBIEPELIeHNeIIacaed
nagaymakas bl?

MOXXTX BXTHOOOMM3MXHUTBXCBOX PX  HUX OTHOCUTXJTbHOX
NOAXUYNRKXIT00X . [MOXXMYNCTX, KXKXMOXHOXOKICTPX COOOLUMTX OX
CBOXMXPX  HUMXTOMY, KTOXBXHUMX TCSAXPXCCMOTPXHUXMMBX WX
XKXI100X .




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
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.

Uta npamn3angeT nacae n3gadunm xas bi?

NHS cTpxXMUTCSXOX CTPOXMMMXKCUMX NBHOXTPUB AKX HHOXX
MXCTYXIPXAOCTXBAXHUAX/CNYDPX3PX  ThXBOMPOCX CX
NPXObABIXHHOMXKXT000M. PX3yNbTX TOMMMOXXTXCTXTbX
N3BUHXHUX HX MXCTX UXTOACHXHUX BXTOMXCIYYX , CINXTO-
TO AIBHO MOX IO HX TXK, T KKXH 3 M ANMUTXNbHOX
AXWUCTBUX MOXX3PX  HUIOXIPOBNXMX .

Mpouxaypx pxccMOTpXHUAXKXT068XNHS cocTonmuaxgsyx
3TXNoB. Ecnmex HX JOBOSIbHX PXCCIXA0BXHUXMXCOX
CTOPOHX yNpXBIXHUSXNHS, TOXVMOXXTX 0BPXTUTLCAXCOX
CBOXMXKXJ1060M8XOMOYACMXH.

JTana bICTP3r3 paspeweHuaaIp3 ema

Ecnn Bx  XXJI06X HXCMNOXHXSA U NPOBAXMX MOXXT 6X TbX
NXTKO PX  HX, TO MXPCOHXM MNOCTXPX TCHA COXIIXTb 9TO BX

T 4 HUX HX BOMbX NATUPAI YUXFTAHXN 3X UCKITHOUXHUXMX
HXNNUNSHOCOOX  06CTOATXNBLCTB. [AXHHX 1 3TXM NPOLXCCX
PXCCMOTPXHUAXKXITOOMXX3X BX TCAX<OX CTPX MX

P 3PX  HUXM».

dranapaBeaeHnAPaccIendBaHNAD

EcnuBx X nobx 60onx C pbX3HXSA UX

TPYOHOPX3PX UMXSMIIMXIPOONXMX HX MOrfx 6X TbX
YNX>K H H 3TXn © CTPOro px3px HUSA, TO CNXAYXTX
NPOBXCTUXYPXCCNXA0BXHMX. [ HHX 1 9TXM HX3 BX TCAX
«MPOBXAXHUXM PXCCNXAOBXHUSI».

0 BPXMS 3TXMNX MNPOBXAXHUA PXCCINXA0BXHUA MXPCOHXIIX
H NMUX TBXM B TX4Y HUX TpeXPas UNXFTAHEeNnIX
NOATBXPOUTXIONYYXHUX XKXITOOX . 03MOXXHO, OHUXIO3BOHSATX
MOBCYAATICBXMMBX  YXKXTOBYMXIOCTXPXIOTCAXIOHATh,
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KXKOroxex oTunTtX D,OGVITbCFl)pX3yJ'IbTXTX.

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

rga a nd yJdy VIC‘-IGpﬂbIBGI-OUJ,VIVI:-) TBEeT?

MXPCOHXN AXCT BXM UCYXPNX BXIOLWMIA OTBXT B MUCbMX BX
TXUYXHUX 20 pXxOGOUMX OHXM CO BPXMXHU MONYYXHUSI BX  NX
XXNOOX BO BPXMS 3TXMX PXCCMXAOBXHUS. OTBXTX B MX
[AOMKHX :

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
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.

" MOKX3XTb, YTO NMXPCOHXJT PXCCMOTPXM BX yX
Xxnoby;

" OTBXTUTbX1OXBCXMX10OHATX MXBXMUXNTYHKTXM,

" NPXANOKUTEXMM3IBUHXHUAXBXCITYYX cnumdXx nx

AONYLLXHX OX MOKX;

" O0BOBACHUTBL, KXKUX MXPX OX nn unu 6yayTx
NPXANPUHATX ONSAXTOro, YTobX nNpXOoTBPXTUTbX
BO3MOXXHOCTbXIOBTOPXHUAXTOrO, YTOXTOCIYXMIOX
APUYNHOMBX  NXKXIJTOOX ;

" NpmHX06X0ANMOCTMOOBACHUTL, MOYXMYXNHS HX
BXXCUINX OO0NbX HUYXTOXCOXNIXTBXBXOTHOX HUKX
OTOXJNbHX MOMXHTOB, 3XTPOHYTX BXX WX
XKXJ100X;

" I'IpX,EI,J'IO)KI/ITb)BO3MO)KHOCTbX'IO6XCX,EI,OBXTb)CX(XM-
TO U3 MXPCOHXJIX B CNy4X , CIMBXMMHXTOHATHOX
'-ITO-J'II/I60)B)CO,EI,Xp)KXHI/II/IX'IVICbMX; TXKXKX

"  [PXAOCTXBUTBLXCBXAXHUSOOXOMOYACMXHX MOX
BOMPOCXMXOCYAXPCTBXHHX ycnymaXLloTnxHamumx
(Scottish Public Services Ombudsman) Hx TOTx
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CNy4YXW, CNMBX OCTXJIMCbXHXOO0BOMbHX AXHHX MX
BXMXOTBX TOMMITUXTXM, KXKMMXOBPX30M»OX NX
PXCCMOTPXHX BX  XXJI00X, MXKXJIX TX
0OpPXTUTBECBXO0MNX BX COKYFOXMHCTXHLMIOX
(BOMONMHUTXIBHX  CBXOXHUSDHX CTP. 9).

HXKOTOPX  CITYy4XSAX HXMXMOXXTXIOHXA00UTbCSYXO0nbX
BPXMXHUMX TO, YTOOX [XTBBXMMCUXPrY OLLNIMOTBXT,
MO3TOMYX/XHXCXX OYAXTXB03MOXKHOCTUX/NOXKUTLCIBXATUX
BPXMXHHX PXMKWU. ECnnNxeToX1pom30onaxT, TOXIXPCOHX X
MOCTXBUTXBXCY8X3BXCTHOCTBXXTOACHUTXIPUYUHX 3X X PXKKU.

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
details.

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
able to tell you about advocacy services in your area.

T MIXKETMHEIIIMIYbLINII AAaTbaKad y'?
CyLLI,XCTByI-OT)BO3MO)KHOCTbX'IOJ'Iy‘-I NTBXXOHCYINbTXLUNOX3X
Apyrmx nCTo4HMKOB.

He3aBuCMMbIE3d HCY3bTaUMUMTIIAOEPKIAD

e Ecnmex xxnx TX NOB6XCXAOBXTHXCXXM-NNB0, KTOX
MONOX MPOKOHCYNbTUPOBX THXBX CXANTUXIOMOYBXBXMX
CXI0OXUYXARKXJTO0X , MOXKXITYNCTX, CIPOCUTX YX
COTPYAHUKX MXPCOHXIIX OXHX3XBUCUMOMXCYKOX
KOHCYITbTUPOBXHUSXMXI04AX PXXKUXIX LIUXHTOBX
(Patient Advice and Support Service). Ex ycnyrnx
NPXAOCTXBNATCAMBX ~ MXMXCTHOCTMXCX
MOMOLLIbFOXMX CTHOTOXBH0POYOKX 3XHUSAX
KOHCYNbTXUMOHHX  ycnynaxcxnxHutoXCitizens
Advice Bureau). KOHTXKTHX AOXHHX HX cTp. 11.

MpeacTtaBUTE3LCTBI MHTEPECIBI
e Ecnmsx OTUTX, YTOBX BXMXIOMOTMIMXBX CKX3XTbX
CBOIOXIOYKYX3PXHUSA, TOFAX BX MOXXTX 3XMPOCUTbX
NPXACTXBUTXNA. [PXACTXBUTXNUMHTXPXCOBX
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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.

HX3XBUCMMX OTnyx6x NHS. OHmmvorymomoubx
yOXOUTbCAXBXIOM, YTODOX BX  TOYKX 3PXHUAX

OX X ycrnx  HX, TXKKX 0OBUTbCAXTOro, 4tobx
BX NOSNYYUSTMMHIOPMXLMIO, HXOBXOOUMYHOXBXMX
ANSHCXMOCTOSATXIBHOTOXIPUHATUSIYPX  HUA.
PXCCKX3XThX00X/Cnyrx NOXIpXACTXBUTXITbCTBYX
MHTXPXCOB, AOCTYMHX BXX  MWXMXCTHOCTU, BXMX
CMOXXTXIX PCOHXTXMXCTHOrOX/ NPpXBAXHUSXNHS
(NHS Board) unmoTBXTCTBXHHX M¥XBOTHUKXIOX
BOMPOCXMOT3X BOB¥M*KxNobX Feedback and
Complaints Officer).

Meanauusna

HXKOTOPX CRAYYXSAX PX3PX UTBXBX YXRKXI106YXIOMOXXTX
MXANXUUA. DTOX/CIYTX, NPUXOTOPONXHX3XBUCUMX
NOCPXAHUKMXIOMOTX FOTXBXAXNCTBOBXHHX MXCTOPOHXMX
A0CTUYBLXCOrNXCcUs. MOXXTX 3XNPOCUTBXVIXOUXLINIOXMINX
YAPXBAXHUX 30PXBOOXPXHXHUSXVOXX TXIPXANTOXUTBX
BXM; OOHXKOXHX YUXCTUX OOIMKHX B6X ThXCOrnXCcHX 06x
CTOPOHX . Bonx noapobHYXMHIOPMXLNIOXOXVIXONX LINNX
MOXXHOX10JTY4UTBXY>XOTBX TCTBXHHOTOXPXBOTHUKX MOX
BOMpPOCXMOT3X BoBMxKkXN06X Feedback and Complaints
Officer) npymxmxcTHOMYNPXBAXHUMNBAPXBOOXPXHXHUSI.

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

YTta gesaTtb, €CIMAHEAIBI E€HITEM, adamnUM:
pa3amaBNHS paccmaTpeanamaraxkas y?
Ecnnmxex oCcTXNMCbXXJ0BONbHX Nocnx Toro, KXkXNHS
MPOBXJIX MOSTHOX PXCCMXAOBXHMX NOXBX  MXKXJI00X, TOrax
BX UMX TX NPXBOXOOPXTUTLCHBXOMOYACMXHXI0XBONPOCXMX
rocyaxpcTtBxHHX ycnynsdloTtnxHammxScottish Public
Services Ombudsman) cxipocbb0omoX10CNX4YHOLLXMX
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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

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

PXCCMOTPXHUN.
KxkxipxBuno, OMBYACMXHXHX BXCOCTOAHUMXPXCCMXTPUBXTh:
® KXJIOOX , KOTOPX BCX LUX PXCCMXTPUBXIOTCSHX
COMMXCHOXX  MYXIPOLIXCCYX¥PXCCMOTPXHUAX
XXN06, NO3TOMYX1040XKAUTX  TOXOKOHUYXHUSAXIX PXAX
TXM, KXKOOPXTUTbCAXBXOMOYOCMXH;

e COOX TUA, KOTOPX MPOM3OX NN, UFTMXOXOTOPX
BXMXCTXJTOM3BXCTHO, CyCTsHOonx  uxmxi 2
MXCSLXB;

® BOMPOCX , KOTOPX OX IMPXCCMOTPXHX WUIINX
PXCCMXTPUBXIOTCSXBXCYOX.

MOXXTX 0BPXTUTECABXOMOYACMXH:
Nnyna
SPSO
4 Melville Street, Edinburgh EH3 7NS

M3 naurteas
Freepost SPSO (You don’t need to use a stamp)

Ma TeaecaHy: 0800 377 7330
Bea-canT: www.spso.org.uk

OspaleHuexBPEXKNUMES HIANH:
WWW.Sps0.org.uk/contact-form
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How can I find out more?
For more information about anything in this factsheet and to get
this leaflet in another language or format, contact:

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

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

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
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

as y3HaTb3 TOM N3aps Hee?
Bonx noapobHYHXMHPOPMXLMIOXTIOXXXKOMY-NNBOX3X
BOMPOCOB, PXCCMOTPXHHX  BXAXHHOMMHM(OPMXLMOHHOMX
NINCTX, TXKKX TFOXOMNUIOXHX OPYroMXI3X KX UnvmeXapyromx
POPMXTX MOXHOXTONYHUTBLXMIXCTIXAYIOLLUNX NCTOYHWUKOB:

e MectHaeynpaBaeHunedNHS (NHS Board), cnpocusx
COTPYOHUKX, KOTOPX MCMOXXTX00CYANTLXKXN00YMNnNX
NONMYYNTHLXOT3X BX .

KOHTXKTHX [AXHHX OnNMXKXNX o K BXMX
ynpxBnxHUsXNHS (NHS Board) MmoxxHOX101yunTeMM3x
CNXOYHOLWNX MCTOYHNKOB:

—  3XMMIAHYBBXI XX (POHHYHXHUTYX100)X3X FOT0BKOMX

«MXOULUNHCKUX YCryrn» (HX Hrrvnckom: health
services);

—  MO3BOHUBXIOXIXJIXJOHYX<TOPAYUXAXTUHNN»
cnpxsovHomnyx6x NHS (NHS inform) 0800 22 44
88; unux

—  3XWASHHX CTPXHUYKYXBXB6-CXATX
www.nhsinform.scot

o «lopsuxsxnuHua» NHS: 0800 22 44 88 (TXKCTOGOH:
18001 0800 22 44 88).

e  Cny0BX KOHCYNbTUPOBXHUSXXIOOAX PXKKUXIX LUXHTOBX
(Patient Advice and Support Service, PASS) npux
MXCTHOMXOIOPOYOKX 3X HUSXKOHCYNBbTXLMOHHX  YCIYrX
HxcxnxHuoXCitizens Advice Bureau) unux
TXNXJOHHX 1 HOMXPXD800 917 2127.

AOpxc OnNUXXNX ro K BXmM BH0po MOXHO HXMATU NOX
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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

NHTXpHXTYXWWW.cas.orq.uk/pass).

LLaTaaHAc3aAxTIYXKIAXTI PINMEAULNHCI UIIIMI LMD
(Scottish Ambulance Service)
e UTOBX MOAXTHXKXITIOBYXHX CIYXKIYXLI panla
N3 M3 WK, OOPXLLXANTXCbX:

Patient Experience Team

Corporate Affairs & Engagement

Scottish Ambulance Service

National Headquarters

Gyle Square, 1 South Gyle Crescent

Edinburgh EH12 9EB

T nxdoH: 0131 314 0000

pyra cytayHaaxayxaadNHS (NHS 24)

e YT06X MOAOXTHbXKXIOOYXHX pYra CyT34HYHO3
cayxayNHS (NHS 24), o6pXLXNTXCbX:
Patient Affairs Service
NHS 24
Caledonia House, Fifty Pitches Road, Cardonald
Park
Glasgow G51 4EB
T nxdoH: 0141 337 459

HaumaHasbHaas bHuuaxxl» peHdlxyaunaun» (Golden
Jubilee National Hospital)
e YTOb6X NOAXTbXKXI106YX10X10BOAYX
HaUuM3HA3bH3U3 bHUUbIX[ 3 OeH3
Mxyanau» (Golden Jubilee National
Hospital), 06pXLXATXCbX:
Feedback and Legal Co-Ordinator
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NHS National Waiting Times Centre Board

Golden Jubilee National Hospital, Agamemnon Street
Clydebank G81 4DY

T nxdoH: 0141 951 5177

Nmxnn: feedback@gjnh.scot.nhs.uk

MacypapcTBeHHasaicuxmaTpuyecaans  bHuuaiState

Hospital)
e YT10GX noaxTb XKXNOOY KXCXTXIbHOX
F3cypapcTBeHH3INFICUXMATpUYecI Ma
bHULbI, (State Hospital) 06pxLwxnTxch K:
Complaints Officer
The State Hospital
Carstairs, Lanark ML11 8RP
T nxdoH: 01555 842 200

Information about health rights

The Charter of Patient Rights and Responsibilities gives a
summary of what you can expect when you use the NHS in
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:

= Access: your rights when accessing NHS services in
Scotland.

= Communication and participation: the right to be
informed, and involved in decisions, about health care
and services.

= Confidentiality: the right for your personal health
information to be kept secure and confidential.

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

UHpapmauuas npaBaxadad  acTUI XpaHbId

303pP3BbA3
The Charter of Patient Rights and Responsibilities
(XapTua npaB U3 s3aHH3CTEM NaLMeHTIB) BKPXTLX
P CCKX3 BX T, UYXTOX8XM CNXAYXT OXUOXTb, NONb3YysiCbX
ycnyrxmmx otnxHackomenyxox NHS,  Txkkx
NXPXYNCAATCABX  MXIPXBX MOBA3XHHOCTN.
cxpummHgopMmxumnoHHx  nuctosxXYour health, your
rights (Bawe=zsaapaBbe, BawmaipaBa) 0O6bACHAXTCH, YTOX

3HXYXT A9 BXC 3TN NPXBX:
* [3CTYNH3CTb: BX M NPXBX, YTOXXCX TCAX
AOCTYNX KXYCNYrxmx oTnxHackomenyxox NHS.
(Access: your rights when accessing NHS
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Safety: the right to safe and effective care.
Hospital waiting times: how quickly you should receive
hospital care.

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
have a copy of your health record.

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.

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.

services in Scotland)

* WUHb3pMMpaBaHHICTbMYYACTUE: NPXBO HX
NHOPMUPOBXHHOCTEXMXUXCTUX BXIPUHATUMX
PX  HWUK B COXPX OXPXHX 300POBbS UX
mxguumHckux yenyr. (Communication and
participation: the right to be informed, and
involved in decisions, about health care and
services)

. HPMAEHLMA3 bHICTb: NPaB3 HX COBMIOAXHUX
KOH(PUAXHUNXBHOCTUXYDX30MNXCHOCTUX
MXPCOHXMBbHX OXHHX OXCOCTOSHUMXBX  FOX
3goposbsi. (Confidentiality: the right for your
personal health information to be kept secure and
confidential)

*  YBaxeHue: NpXBOXHX AOCTOMHOX UX/BXXKXUTXIIbHOX
oTHOoX Hux. (Respect: the right to be treated with
dignity and respect)

» Be33nacH3aCTb: NPXBO HX BX30MXCHYIOMX
3P PXKTUBHYOXMXANLMHCKYIOXTOMOLWb. (Safety:
the right to safe and effective care)

* Cp3 M3 XMOAHUAD  bHUYHBIXYCIYF: K KX
CKOPOXBXMXCINXOYXTXOXNOX TEXDONbHUYHOMX
mxauumHckomaomorym. (Hospital waiting times:
how quickly you should receive hospital care)

O2a N3 yyeHMsAd ee Nnaap3 HIN UMHDIpMaUnMnl
npaBaxayd3 acCTU3 XpPaHbIBAIPIBbAMHMUTANTED
caepywowme’ y3 eTbl:

Consent - it’s your decision (Caraacues- T3 Bawe?

pelleHune) - 3aXCbX0OBACHAXTCSH, KXKUMXOOPX30MEBX
AOIDKHX MPUBNXKX TECXXXIPUHATUIONPX  HUMXTIOXIOBOLYX
OKX3X BX MOMXBXMMXAULMHCKOUXIOMOLLN.

ByknxmHow to see your health records ( as BbiaMaxeTtea
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3Ha3 MUTbCA C3 CB3eN MegULMHCI M3 apTaMn), rax
PXCCKX3X BX TCS1 O BX M MPXBX O3HXKOMMUTLCS CX
COOXPXKXHUXMXCBOXMMXANLNHCKOMXXPTX UANXI0STYYUTbX

Konwuto.

Health care for overseas visitors (MeauuunHcaasna
N3aM3 WbIIICETUTEIAMM3-3aPYIeXKa) - ITOXCOOPHMKX
NHOOPMXLMOHHX JNINCTOB, BXXOTOPX PX3BbACHAXTCH, HX
KXKnMX yenyrNHS crnxgyxT pXCCUMTX BXTb MOCXTUTXNSAMX
n3-3X pyox>kx BO BPXMs1 CBOXIO NMPX6X BXHUSA BX
LLloTnxHauwn.

UHdapmaumamaaava AbIxd ogens

o6yknxTx Consent — your rights (Caraacue. Bawma
npaBa) OObACHAXTCS, KXKUMXODOPX30MXBX [OOIMKHX
NMPUBMNXKXTbCSKXTPUHATUIONPX  HUAXIOXI0BOAYX
OKX3X BX MOWM BXM MXAWLMHCKOM MOMOLUM U BX  FOX
NXYXHUS.
Confidentiality — your rights ( HduaeHUMa3bHICTb.
BawmapaBa) - 30XCb PXCCKX3X BX TCSl OXTOM, KXKXCIYX6X
30PXBOOXPXHXHUSXCOXPXHAX TXXOHPUOXHUMX NIBHOCTbX
BX WX M PCOHXJMbHX A HHX
Have your say! Your right to be heard (TBasa a4 a3
3peHus. TBaeFIpaB3 bITb3/CIbIWAHHbLIM) - 30XCbX
PXCCKX3X BX TCS O TOM, KXKXOCTXBUTBbXOT3X BXMINXI0OXTbX
xxnobyxx NHS.

UMHdapmaunazans uy, TBETCTBEHHbIXBayX34Bad
APYrumMua 10abMUI

6yknxTx Caring and consent (Yxaa u caraacwue)
PX3BACHAXTCSXBX  MPXBOXIPUHUMXTbXYUXCTUX BX
PX  HUSIX NOXI0BOLYXXANLIMHCKONXIOMOLLM,
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OKX3X BX MOVI)COBXpX HHONMXTHXMYX1MLY, 3X KOTOPX MX8X
OCYLUXCTBIIAXTX yXOoA.

Information about health services

e 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.

UHdapmaumas meauLUMHCINXIYCIYraxa

Getting NHS dental treatment in Scotland
(Ctamata runyecanezyycayrudNHS sdllaTaaHaum)
- 3AXCbXYDXCCKX3X BX TCSHXOXTOM, KXKXVMOXHOX
BOCMOJSIb30BX TbCSAXCTOMX TONTOrMYX CKUMUXYCIYTX MUX
NHS sx{loTtnxHann.

6yknxTx It’s okay to ask (Hea wnrecb®3apaBaTb3
B3aNpachbl!) NpnBoaATCAMIONX3HX COBXTX, TXKXKX
BOMPOCX , KOTOPX BX MOXXTX 3XOXTbXB0XBPXMSX
MXANLNHCKOTOXTPUXMX.

6yknxTx The NHS Chronic Medication Service at
your local pharmacy (YcayradNHS na

TNpaB3 eHUIOMEeANIaMEHTIBIIPUXPI HNYECINXI
3a3 eBaHUAX3 BBawenmecTHInaNTede!)
pXCCKX3X BX Tcshobxycnyrx NHS ansxtogxmex

POHNYX CKUMMXCOCTOAHNAMMBA0POBBS.
Your guide to free NHS eye examinations in
Scotland (Py> B3AcTB3 N3 ecnaaTHIna
ANarH3CcTUIeBpPEeHUsA, NnpealaraeMmana
WwaTaaHacd nxayxd MNHS) coaxpxntx
NHPOPMXLINIOXOXOX CMNXTHONXOGUXTHOCTUKX 3PXHUSA,
NPXANXrX MOKWX OoTnxHAcKomCnyx6o0mNHS ansax
BCX PX31OXHTOBXCOXAMHXHHOrOXXOPOMXBCTBX.
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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

MX MOCTXPXNUCHXCOXIXTEXBCX OTXHXCXXBUCALLX , YTOOX
yoXaUTCXBXGOCTOBX PHOCTMXCBXAXHUMN, MPUBXAXHHX  BXIXHHOMX
NHPOPMXLMOHHOMXIUCTX. T MMX MXHX , AXHHXAXTYONUKXLMSX
NPUBOAUTCAMICKITHOUNTXITbHOXB)YO3HXKOMUTXITBHX  LIXJISAX MMHX
ABMNAXTCAMX CThIOX<XX PTUNXIPXBMXOOA3XHHOCTXNXIXLIUXHTOB »
(Charter of Patient Rights and Responsibilities). OHx
MPXAHX3HXYXHX UCKIIOUYUTXIIBHOMBYXXYXCTBX PYKOBOACTBX, MX
COZIXPXXHNX HX CIIXAYXTXIPXKTOBXTEMXKXACUXPIIX,  1OLLIX
N3MOXXHUX NPXBOBOWXHOPMX .

My6nukxumtoxiogrotosunx NHS inform.  Topox nsgxHux, MXpTx
2017 r.

. _NHS
mform@
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