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Public Bodies (Joint Working) (Scotland) Bill 
 

Citizens Advice Scotland 
 
While Citizens Advice Scotland (CAS) are not submitting a detailed response 
to the questions raised in the call for written evidence about the Public Bodies 
(Joint Working) (Scotland) Bill, we have a general concern about the lack of 
reference to public feedback mechanisms, including complaints, within the 
proposals.   
 
The Scottish Government Patient Safety and Improvement agenda has a 
clear aim of being responsive to the needs of the public. The Healthcare 
Quality Strategy for NHS Scotland states that “…people in Scotland will have 

the opportunity to comment systematically on their experience of healthcare 
and its impact on their quality of life”1. It goes on to say that it “…is about 
putting people at the heart of our NHS. It will mean that our NHS will listen to 
peoples’ views, gather information about their perceptions and personal 
experience of care and use that information to further improve care.” The 
2020 Vision for Health and Social Care also discusses giving the public “…a 
voice on their experiences to drive up the quality of care” and to ensure that 
“…they become more involved and engaged in their healthcare.”2 
 
These aims cannot be achieved without clear and effective mechanisms for 
feedback, comments, concerns or complaints. This is clearly acknowledged in 
the Patient Rights (Scotland) Act 2011, but the Public Bodies (Joint Working) 
Scotland Bill currently fails to recognise this.  
 
CAS feels that it is vital that this forms a core principle of the Bill.  
 
A clear framework for handling feedback will be necessary to enable 
responsiveness to public feedback and to facilitate joint working, particularly 
as health is integrated with social care. It will be particularly important to have 
a statutory mechanism for addressing and acting on complaints 
regarding social care and social work, including where complaints may fall 
between geographical or services boundaries, that is where these are not 
coterminous.  
 
This is an issue which cuts across a number of Scottish Government agendas 
and policies. While NHS Education for Scotland, regional Health Boards and 
the Patient Advice and Support Service have been helping to raise staff’s 
awareness of patients’ rights, this will now need to be extended across the 
whole social care field. This will involve changes within a wide range of 
organisations both internally and externally as well as a change in culture 
which will have to be introduced consistently at all levels of each organisation. 
 

                                            
1
 The Healthcare Quality Strategy for NHS Scotland 

www.scotland.gov.uk/Resource/0039/00398674.pdf 
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 A Route Map to the 2020 Vision for Health and Social Care 

www.scotland.gov.uk/Resource/0042/00423188.pdf  
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Failure to make provision for complaint handling could have serious 
implications for user safety. There are potentially serious risks to individuals if 
complaints are not raised to and with the correct area/member of staff and 
action cannot be taken to change practices identified as being detrimental. 
With experience of delivering the Patient Advice and Support Service and 
therefore a thorough knowledge of the structured NHS complaints system, 
CAS are particularly concerned about clients moving from NHS to Council-
provided services and how they would be affected by a lack of clarity about 
who would deal with the issues they have raised. 
 
CAS are concerned that there is a potential for vulnerable clients to fall 
between the lines during a time of transition. There is a need for consistency 
of approach in the handling and providing of feedback, comments, concerns 
or complaints in both health and social care. It is vital that information, 
training and awareness-raising is carried out for staff working in both 
the NHS and social care to enable this to happen smoothly and to ensure 
that no patients or service users are adversely affected by this. CAS believe 
that failure to include provision for handling of feedback, comments, concerns 
and complaints in the Public Bodies (Joint Working) (Scotland) Bill would be a 
missed opportunity to protect vulnerable people. 
 
CAS are involved in the Social Work Complaints short life working group. 
However this group hasn’t yet resolved the issues around social work 
complaints. CAS feel it is vital that this is dealt with on a statutory basis within 
the Public Bodies (Joint Working) (Scotland) Bill.  
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