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The Patient Advice & Support Service (PASS) supports clients to give feedback and comments 
as well as to raise concerns and complaints to the NHS. PASS informs clients of their rights and 
responsibilities as a patient and provides information and advice to enable clients to access NHS 
services and to make informed decisions.

This year Patient Advisers have continued to offer the service successfully, flexibly supporting clients 
and responding to changing circumstances such as the various levels of restrictions over the year. 
A blended approach with fewer face-to-face meetings has called on PASS Advisers to employ their 
expert skills to build rapport and trust with clients, particularly those who are more vulnerable or 
who have complex health issues. 

Both CAS and the local Citizens Advice Bureaux have continued to ensure strong support for the 
PASS advisers, looking out for their wellbeing under increasing pressure, providing training and 
support with local partnerships, as well as technical support for phone systems and data systems 
critical for a remote working environment. Feedback from Patient Advisers indicates that the support           
works well. 

Patient Advice & Support Service
Annual Report, 2021-22 
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Summary of service and demand for 2021-22
Demand for the service has risen; overall, the service saw 20% more clients and had 17% more 
contacts when compared to the financial year 2020-21, which is a rise of 29% in clients and 33% in 
contacts from 2019-20.

Following an increase in complaints from clients with access to GPs issues in the previous financial 
year, PASS continued to monitor these figures through 2021-22.  After a 75% rise in the number of 
clients with GP access complaints in the year 2020-21 from 2019-20, the numbers in 21-22 remain 
high. Specific issues include difficulties registering with a GP and getting an appointment with       
their GP. 

NB  The Oct 2019 and 2020 figures above, have been estimated, based on GP access being 89% total GP & dentist access figures, the 
average value since October 2021 to date.
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Key Statistics for the period April 2021 – March 2022
 > Bureaux supported 5,032 individuals with 13,345 enquiries, a significant increase in clients of 

20% and an increase in contacts of 17% on the previous year, which in turn, saw a 8% and 
14% respectively, increase on the year 2019-20. 

 > Around 63% of clients had one contact and 37% had two or more contacts with advisers, 
which is comparable to last year.

 > The majority of support, 83%, was provided at level 2, which is defined as giving advice, 
exploring options and helping the client to initiate action. 

 > The most frequent advice provided was on clinical treatment, for 43% of clients, followed by 
advice on staff attitude and behaviour and GP access, both for 19%.  

 > The outcomes achieved for clients are recorded. This year, 72% of outcomes related to clients 
enabled to take action on their own behalf. Where the NHS response to the client was known, 
68% of clients received an apology and 20% involved a service review. 

 > The helpline dealt with 4,208 inbound calls an increase of 33% on 2020-21. In addition to the 
increase in contact forms reported last year on the 2019-20, there was a further increase of 
55% this year. 

Full statistics are contained in the Appendix.
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The work we do to support clients
In their feedback, clients reported that they contacted PASS for the following support:

Reason client contacted PASS

For help to make a complaint or raise a concern about an NHS service 63%

To find out about your rights and responsibilities as a patient, or those of a relative/friend 42%

For help to make a comment or give feedback on an NHS service 27%

For help to sort out problems that were affecting your health, or that of a relative/friend 23%

Other 2%

Improving Accessibility
The Client contacted PASS as they required support to read personal correspondence relating to 
their health; they were registered blind. The Patient Adviser (PA) raised an online enquiry with the 
relevant visual impairment team (VIT) to see what support could be offered. The PA also signposted 
the client to the Royal National Institute of the Blind. 

At the request of client, the VIT responded to the client directly. The PA followed up with the client 
a week later and the client confirmed that they had received a visit from the VIT, and they would 
come back the following week with the equipment the client needed. 

Case study 1

Patient Advice & Support Service Annual Report, 2021-22 clients 
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Patient Advisers undertake a range of tasks to support clients, depending on the complexity of the 
case and the support needs of the client. Over the year: 

 > 87% of clients were given information and / or advice
 > 30% were signposted 
 > 20% of clients were allocated to a Local PASS Adviser for ongoing casework
 > 13% of clients were supported by advisers who wrote letters for them
 > 7% were complex or required redrafts, due to extra information from the client

Patient Advice & Support Service Annual Report, 2021-22 clients 
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Changing client needs
The average call length has increased by an average of 11% this year when compared to 2020-
21. This is due to the expanded needs of the client, often associated with poor mental health. The 
rise in calls from people struggling with poor mental health is a continuing trend seen across the 
bureau network and is particularly apparent to the PASS Advisers and includes clients saying they 
are suicidal. Additional training in handling challenging calls, including suicidal clients, has been 
repeated, resilience training has been added along with regular ongoing group catch-up sessions to 
ensure best support for the PASS Advisers.  Additional recording has been implemented for PASS to 
capture more information on and monitor complex and challenging calls.

SPSO Complaint
The client contacted PASS as she wished to make a complaint regarding the care her daughter had 
received by the Children and Adolescents Mental Health Services (CAMHS) over a 10-year period. This 
was both on a routine and emergency basis. The client was unhappy about delays in diagnosing 
disorders, that she was not invited to attend her daughter’s appointments and that her daughter 
was not admitted for psychiatric treatment following incidents of self-harm and attempted suicide. 
Sadly, her daughter later died by suicide. 

The Patient Adviser supported the client by: 
 > Explaining the NHS Complaints process, SPSO process and timescales for both. 
 > Composing a letter of complaint for the relevant Health Board
 > Completing a complaint to the SPSO with the client, as a result of dissatisfaction with response 

to NHS complaint. 
 > Liaising with the SPSO complaints reviewers (CRs) throughout the investigation. This involved 

raising a concern regarding the initial CR not progressing the complaint. A different CR was then 
allocated to the case. 

 > Assisting the client in understanding new records from the Health Board that were issued in 
response to the SPSO’s preliminary decision notice. 

The SPSO upheld the client’s complaint, asked the board to apologise for the failings identified and 
made four recommendations to improve: 

 > Prevent delays in assessing and diagnosing disorders
 > Have a clear understanding of the level of input required to provide multidisciplinary meetings 

for young people
 > Adapt their approaches to try to better engage with young people
 > Improve complaints handling procedure to ensure all relevant information is passed to the 

SPSO at the outset of investigation

This client was supported between August 2018 and August 2021. 

Case study 2
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Outcomes achieved for clients 
PASS provides clients with information and advice which enables them to make informed decisions 
about what they would like to do. There may be multiple outcomes recorded for each client, 
depending on what is achieved. The most frequent outcome, for 72% of clients for whom an 
outcome was recorded, was that they were supported to take action on their own behalf. This in turn 
means that the outcome from NHS is not known, as the service empowered the client to complete 
the complaint themselves. 

The Client contacted PASS with concerns there was false information on her medical records. The 
Patient Adviser (PA) empowered the client to take action themselves by: 

 > Explaining the client had the right to rectification and signposted the client to the ICO website 
for further information

 > Advising the client that she would need to write to the relevant Health Board and providing the 
relevant contact details for this. 

 > Advising that if the client was unsuccessful, she had the right to raise her concerns formally 
and provided information on the complaints process, and where she should send her 
complaint.

Case study 3

Of the 44 responses from NHS Boards shared with PASS
 > 30 clients received an apology
 > 9 complaints weren’t upheld
 > 6 resulted in a service improvement review

In addition, 196 clients withdrew their complaint and 26 clients’ complaints were resolved by local 
resolution.
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Hospital Treatment 
The client approached PASS on behalf of their wife (the patient), who experienced issues with her 
care in hospital, after she was admitted due to a fall at home. The patient had suffered a stroke 5 
years prior and had manageable dementia. 

When admitted to hospital, the patient fell and grazed her head in the initial assessment. Then, 
when being taken for x-ray, the patient fell from the trolley. She partially broke her hip and suffered 
from delirium as a result. 

Whilst in recovery at the hospital, she fell a further two times. The patient was discharged, but 
struggled to cope. She was admitted to a care facility and sadly died 5 months later. 

The Patient Adviser (PA) assisted the client in writing a complaint and submitted this to the Health 
Board Complaints Team (CT). The CT advised that this would be investigated via a Significant Clinical 
Incident Review (SCIR). Both the PA and client were assured that all the points of the complaint 
would be investigated. Over the following months, the PA supported the client through the rest of 
the process: 

 > Advising the client on how to respond to the formal confirmation of the SCIR
 > Managing expectations regarding timescales
 > Contacting the CT to clarify whether the falls in the recovery ward, detailed above, would be 

included in the SCIR. It was confirmed that it would not, and a full written explanation of these 
falls was provided. 

 > Following up with the SCIR investigator when the SCIR time limit had exceeded. 
 > On receiving an unsigned report, following up with unanswered aspects of the original 

complaint and getting assurance that these questions would be passed to the relevant team. 
 > Following up again on unanswered questions. This resulted in discovering that the questions 

had not been raised with the relevant team. 
 > Further ongoing contact with the CT to receive a signed SCIR and answers to remaining 

concerns. 

As a result of this process, the following issues were identified as having directly related to the cause 
of the event: 

 > Patients with history of falls and dementia should have a nurse escort when being transferred 
from the ward.

 > Nursing staff should be conversant with Nurse Escort Policy by inclusion in Staff Induction 
programme.

The report and recommendations were shared at: 
 >   The Diagnostics Clinical Governance Committee
 >   The Imaging Sub Directorate Clinical Governance Meeting
 >   The South Emergency Clinical Governance Meeting

Case study 4
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Client feedback
Bureaux gather client feedback from PASS clients on an ongoing basis.  Between April 2021 and 
March 2022 feedback was received from 74 clients.  

The clients’ response to the service was extremely positive
 > 98% felt it was very easy or easy to contact PASS
 > 98% were satisfied with the time taken for a response; 2% unapplicable
 >  96% were very satisfied or satisfied with the support they received; none dissatisfied
 > 98% stated that they would use the service again; 2% were unsure

The clients reported on the type of support they received from PASS:

Type of support Clients*
Help to write letters or make telephone calls 62%
Information about your rights and responsibilities as a patient, or those of a relative/friend 55%
Support to fill in forms 24%
Help to understand medical information/language 19%
Support to attend a meeting 12%
Other, please state 8%
Didn’t say 14%

*   Clients can choose more than one response so totals are greater than 100%

The Patient Adviser “was compassionate, empathic and very knowledgeable.”

The Patient Adviser “was so helpful in everything, wonderful attitude at all times 
and always on the ball. I would have been a fish out of water without her help on 
every aspect without question.”

The client was also given an apology from the CT regarding the breakdown in communication.

This client was supported through this process from May 2020 until July 2021. They were also 
referred onto a benefits adviser within the Bureau to discuss the possibility of his wife’s care being 
paid by the Local Authority and to be given advice on legal proceedings, compensation redress and 
procedures of claiming.       
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Raise issue Resolve issue*

Fully 80% 60%
Partially 6% 25%
Not at all 2% 2%
Doesn’t apply to situation 12% 13%
Other 0% 8%

Patient Advice & Support Service Annual Report, 2021-22 clients 

The feedback on the result of using the PASS service to raise and resolve the clients’ issues with NHS 
Scotland was again very positive:

Clients also reported additional positive outcomes as a result of the support PASS provided:

*   Clients can choose more than one response so totals are greater than 100%.
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Changes felt by clients related to PASS support

Improved

No Change

Got Worse

Exceptional service, totally amazing in a time of distress. Calm and supportive 
approach in a difficult situation, (I) wasn’t rushed, (I was) listened to. The best 
service I have encountered during my health journey. I cannot praise the staff 
enough.”
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Prisoners supported by PASS 
In the year 2021-22, PASS was accessed by prisoners

Prison Clients Contacts
HMP Addiewell 1 2
HMP Barlinnie 5 7
HMP Edinburgh 3 15
HMP Unknown 1 2
Total 10 26

*   One client with two contact chose not to share the name of the prison with PASS.
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PASS Helpline 
The number of calls has increased on last year by 33% to 4,208.

Patient Advice & Support Service Annual Report, 2021-22 clients 
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In addition to the 33% increase in the number of calls to the helpline, there was also an increase 
of 55% in the number of emails and contact forms received at the PASS central account. Additional 
support from the PASS Advisers was required to manage the large jump in numbers.
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The webchat service was removed in November 2021, due to low uptake from clients, the large 
proportion of webchat clients preferring to finish their case by other methods of contact and to 
improve the efficiency of the service.

Feedback from clients accessing support via the helpline showed that: 
 > 89% were very satisfied or satisfied with the service they received on the helpline 
 > 99% of clients would recommend the service.  

Patient Advice & Support Service Annual Report, 2021-22 clients 
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Patient Adviser training and regional events
Due to the ongoing NHS staffing difficulties associated with the pandemic, the Regional Events were 
not held this year; however, training sessions for the Patient Advisers were held and included 

 > Dealing with Challenging Calls
 > Safeguarding
 > Resilience
 > Medical Laws & Regulations for Patient Advisers
 >  Data recording and GDPR. 

Regular catch-up sessions and access to group chats have also been beneficial to the PASS Advisers 
and the service, providing added means for peer support, sharing knowledge and best practice as 
well as highlighting particular issues or trends within the service.

Complaints about PASS
Every quarter, CAS gathers performance management information from bureaux, including 
information on complaints about the service. In the year 2021-22 there was two complaints made 
about PASS; one is at Stage 1 and the other Stage 4 in the complaint procedure. 

Contact us
The service can be accessed by:

 > phone on 0800 917 2127
 > via any Scottish citizens advice bureau 
 > using the contact form at www.patientadvicescotland.org.uk 
 > email at pass@cas.org.uk 
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Patient Advice & Support Service 
Annual Report Appendix
2021-22

The Annual Report Appendix provides statistical details of feedback, comments, concerns and 
complaints raised via the Patient Advice and Support Service.  The statistics have been gathered to 
provide evidence of what has been delivered in each Health Board area in Scotland.

To note: throughout this report percentages may not total 100% due to rounding.

1.1 Enquiries 
A contact is recorded each time an adviser works directly with the client.  

1.2 Support Level
The complexity of clients’ enquiries is categorised from 1-3, as detailed below, with the percentage of 
clients whose cases were at each level.

Support 
level

Percentage 
of clients

Definition of case work level

1 7%
Give access to information, such as leaflets, help-line numbers and 
website addresses.

2 83% Give advice, explore options and initiate action, such as preparing 
letters and 3rd party contact such as advocacy services.

3 9%
Provide increased support and assistance as required to support 
complex casework, including accompanying clients to meetings and 
working jointly with partner organisations.

5,032 Clients 13,345 Contacts
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1.3 NHS Advice Codes
NHS advice codes highlight the areas about which feedback, comments, concerns and complaints 
are raised.  Each NHS advice code is reported once per client. The percentage of clients whose cases 
related to the ten most frequently recorded advice codes are reported below.

1.4 Support provided
Each task is reported once per client, although it may have been carried out multiple times as part 
of a client’s case. The table therefore counts the number of clients who received particular forms 
of support, rather than the number of times that this support was provided. The ten activities 
completed for the largest numbers of clients are reported below.

Advice code Number of 
clients

Percentage 
of clients

Clinical treatment (all aspects) 2,151 43%
Staff - attitude / behaviour 949 19%
Access to GP 943 19%
Rights and responsibilities 877 17%
Staff - complaint handling 526 10%
Personal records (medical, complaints files) 443 9%
Staff - communication (oral) 384 8%
Mental health 301 6%
Staff - competence 250 5%
Waiting for date of appointment 237 5%

Support provided Number of 
clients

Percentage 
of clients

Client given information and/or advice 4,388 87%
Sign-posting 1,518 30%
Allocated client to local PA 1,016 20%
Review case 829 16%
Information to client on rights and responsibilities 590 12%
Request information / action 439 9%
Write letter 430 9%
Write complex complaint letter 216 4%
Contact third party 168 3%
Redraft letter 148 3%

Patient Advice & Support Service Annual Report Appendix 2021-22
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1.5 Referrals In
Clients often find out about the Patient Advice & Support Service when they are referred in from 
external organisations. The five most frequently recorded referrals are reported below. 

1.6 Organisations contacted by the Patient Advice 
and Support Service
The Patient Advice & Support Service often works in conjunction with external organisations to 
support clients.  This involves joint partnership work, as well as referrals. The five most frequently 
recorded referrals out are reported below.

Organisation Number of 
clients

Percentage

Self Referral 4,348 86%
CAB 426 8%
NHS Complaint 90 2%
NHS Non-Complaint 45 1%
Advocacy Organisation 33 1%
Total 5,032 100%

Organisation Number of 
clients

Percentage 

NHS – complaints staff 373 41%
NHS – non complaints staff 172 19%
General Practitioner 62 7%
SPSO (The Scottish Public Services Ombudsman) 59 6%
AVMA (Action Against Medical Accidents) 57 6%

Patient Advice & Support Service Annual Report Appendix 2021-22
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1.7 Outcomes
Advisers are always working towards a client-centred outcome when supporting clients.  The eleven 
outcomes recorded for the most clients are reported below. Some clients’ cases were still ongoing at 
the end of the year. 

Outcomes - Number of Percentage
Client cases outcomes  

Case closed - client enabled to take own action 3,884 72%
Case closed - no further contact from client 880 16%
Case closed - complaint withdrawn 196 4%

Outcomes - Number of Percentage
Results Outcomes  

Outcome not known 295 5%
Local resolution resolved 26 <1%
NHS - irresolvable - time barred 6 <1%
Case closed - alternative dispute resolution - resolved 6 <1%

Outcomes - Number of Percentage Percentage 
Responses outcomes  of apologies

NHS - response / explanation received 44 1% 147%
NHS – apology received 30 1% 100%
NHS - not upheld 9 <1% 30%
NHS - Service improvement review 6 <1% 20%

Patient Advice & Support Service Annual Report Appendix 2021-22
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1.8 Additional support
In addition to the clients and enquiries already listed, the clients below received help with enquiries 
relating to NHS treatment from other CAB advisers.  

2.1 PASS Helpline calls 
PASS handled 4,208 inbound helpline calls over the year, which is an average of 351 per month and 
81 calls per week. This is an increase of 33% on 2020-21

Additional support Number 
Clients 992
Contacts 1,372
Tasks 297
Referrals out 135
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2.2 PASS website contact form 
Clients can contact PASS by email, including our contact form, on the PASS website. On average 
we received 125 contact forms and emails per month and a total of 1,499 for the year. This is an 
increase of 55% on the previous year.

2.3 PASS webchats 
The PASS webchat was closed in November 2021 due to low uptake and to streamline client 
enquiries. In total 163 clients contacted PASS by webchat.
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3. Client profile data 
In 2018/19 it was agreed with the Scottish Government that client profile data would only be 
gathered in November, to give a ‘snapshot’ of the clients that use PASS.  The figures below show the 
figures for clients who used the service in November 2021.

Age range
Prefer not to answer 213 31%
15 and under 0 0%
16-17 0 0%
18-24 10 1%
25-34 56 8%
35-44 81 12%
45-59 167 25%
60-64 46 7%
65-79 91 13%
80+ 17 2%
Total 681 100%

Gender
Prefer not to answer 152 22%
Female 354 52%
Male 173 25%
Transgender 2 <1%
Total 681 100%

Ethnic Group 1
Prefer not to answer 277 41%
African 0 0%
Arab 1 <1%
Asian 1 <1%
Caribbean or Black 0 0%
White 402 59%
Mixed 0 0%
Total 681 100%

Patient Advice & Support Service Annual Report Appendix 2021-22
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Ethnic Group 2
Prefer not to answer 333 49%
African, African Scottish or African British 0 0%
Arab, Arab Scottish, Arab British 1 <1%
Bangladeshi, Bangladeshi Scottish or Bangladeshi 
British

0 0%

Black, Black Scottish, Black British 0 0%
Caribbean, Caribbean Scottish, Caribbean British 0 0%
Chinese, Chinese Scottish or Chinese British 0 0%
Gypsy/Traveller 0 0%
Indian, Indian Scottish or Indian British 0 0%
Irish 1 <1%
Other British 52 8%
Pakistani, Pakistani Scottish or Pakistani British 1 <1%
Polish 12 2%
Scottish 271 40%
Mixed or multiple ethnic group 0 0%
Other  10 1%
Total 681 100%

Health Problem or Disability affecting day-to-day activities
Prefer not to answer 223 33%
No 158 23%
Yes, limited a little 127 19%
Yes, limited a lot 173 25%
Total 681 100%

Communication and Support Needs
Prefer not to answer 232 34%
No 384 56%
Yes 65 10%
Total 681 100%

Type of Extra Need
Prefer not to answer 612 90%
British Sign Language interpreting 1 <%
Language interpretation 7 1%
Low literacy 6 1%
Other 55 8%
Total 681 100%

Patient Advice & Support Service Annual Report Appendix 2021-22


