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Patient Advice and Support Service 

National client feedback report 

April 2018 – March 2019 

“I was very happy with the response from PASS in a very tricky 

and sensitive situation where I was raising concerns on behalf 

of others” 

“Keep up the marvellous 

work - so helpful”  

“Helped me talk openly to 

my doctor regarding my 

medical notes” 

“Having someone 

to listen and being 

supportive from 

the word go, 

helped me so 

much”  

“A
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“I think the PASS is an essential service to support and 

guide people through their issues with the NHS. I don’t know 

what I would have done without their help and advice.” 

The Patient Adviser was 

“…professional, kind and 

sympathetic. She made the 

whole thing easier and I felt 

understood and supported” 

 

“I was told the 

adviser would 

contact me within 2 

weeks. I was given 

an appointment 

within 2 days.” 

 

I received “ Acknowledge- 

ment that it's ok to raise 

issues and assurance that 

it is worth doing” 

“Throughout all contacts 

and work done have been 

beyond praise.” 
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Patient Advice and Support Service 
Client feedback survey 
 
Citizens Advice Scotland received 232 responses to 
the Patient Advice and Support Service (PASS) 
client feedback survey between 1st April 2018 and 
31st March 2019.  
 
Client satisfaction is high with 96% of respondents 
stating that they were either very satisfied (86%) 
or satisfied (10%) with the service. 
 
 
 
 
 
 
 
 
 
 
 
 

 
This is further supported by the majority of 
respondents (96%) stating that they would use 
PASS again if they needed to. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Overview 
 

To ensure that citizens 

advice bureaux are 

delivering the best 

service that they can 

and to gather views of 

those using the Patient 

Advice and Support 

Service (PASS), Citizens 

Advice Scotland use a 

client feedback survey. 

This can be completed 

via paper copy or 

online. PASS clients are 

asked to complete the 

questionnaire when 

their case has 

concluded or when 

they have been a PASS 

client for 3 months. 

This is the third PASS 

client feedback report 

to be produced by 

Citizens Advice 

Scotland.  

96% <2% 

86% 10% 3% <1% <1% 

 



3 

 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

86% 

9% 
3% 

Very satisfied

Satisfied

Neither satisfied or
dissatisfied

Overall, how satisfied were you with the Patient Advice and 
Support Service? 

"The advice and 
support from my 

Patient Adviser has 
been invaluable" 

"Friendly, patient, 
supportive, 
professional 

service" 

"It is good to have 
someone to talk to 

and listen " 

"Adviser very 
knowledgeable on 

her subject " 

Additional comments: 
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0% 

3% 

4% 

5% 

6% 

7% 

9% 

13% 

13% 

17% 

28% 

Don't know/can't remember

Scottish Public Sector Ombudsman

Citizens Advice Direct (telephone helpline)

Website. If so which one?

Leaflet or notice board. If so, where?

Other, please state

Healthcare worker, e.g GP, nurse

Relative / friend / carer

Advocacy service or voluntary sector…

NHS Complaints Officer

Citizen Advice Bureau adviser

How did you find out about the Patient Advice and Support Service? 

Specific responses included: 

"QEUH, 
Glasgow" 

"New 
Victoria"  

"Have used 
CAB before" 

"Online 
search" 
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1% 

1% 

2% 

12% 

83% 

Very difficult

Difficult

Neither easy nor difficult

Easy

Very easy

1% 2% 

97% 

No

Not applicable

Yes

How easy was it for you to make contact with the Patient Advice and 
Support Service? 

In general, were you satisfied with the time taken for the Patient 
Advice and Support Service to get back to you when you contacted 
them? 
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Clients were asked to tick all options that applied. 
 

 
 
 
 
 
 
 
 
  

3% 

20% 

29% 

47% 

69% 

Other, please state

For help to sort out problems that were
affecting your health, or that of a

relative/friend

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

To find out about your rights and
responsibilities as a patient, or those of

a relative/friend

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

Detailed responses included: 

"Help with chasing a 
complaints response" 

"For next steps after my 
initial complaint letter" 

Why did you contact the Patient Advice and Support Service? 
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Clients were asked to tick all options that applied. 

 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

  

13% 

27% 

32% 

66% 

80% 

Support to attend a meeting

Support to fill in forms

Help to understand medical
information/language

Information about your rights and
responsibilities as a patient, or those…

Help to write letters or make telephone
calls

What support did you get? 

Detailed responses included: 

"Giving me 
support when I 
really needed it" 

"Help to take the 
complaint forward "  

"Liaise between 
NHS and myself" 
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2% 

3% 

4% 

10% 

82% 

Other, please state

No, did not help to raise my issue/s with
the NHS

Does not apply to my situation

Yes, helped to partially raise my issue/s
with the NHS

Yes, helped to fully raise my issue/s
with the NHS

5% 

8% 

15% 

18% 

62% 

Does not apply to my situation

No, did not help to resolve my
issue with the NHS

Other, please state

Yes, helped to partially resolve
my issue/s with the NHS

Yes, helped to fully resolve my
issue/s with the NHS

Did the Patient Advice and Support Service help you to raise all the 
issues you had with the NHS? 

Did the support you received from the Patient Advice and Support 
Service helped to resolve the issue/s that you had with the NHS? 
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Clients were asked to tick all options that applied. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

5% 

10% 

17% 

78% 

Solicitor

Other, please state

AvMA (Action against Medical Accidents)

Scottish Public Services Ombudsman

If you were unhappy with the response from the NHS, were you 
given other options by the Patient Advice and Support Service? For 
example, to contact any of the following organisations. 

Other responses included: 

"They advised me to stick with my 
advocate from the CAB and put 

me at ease - with good advice and 
reassurance" 

"Did not 
want to 
take it 

further. " 
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What difference did the help you were given by the Patient Advice 
and Support Service make to you?  

"Did feel the 
support very 

helpful" 

"Very friendly and helpful 
sound advice and 

encouragement and support 
in my time of need" 

"Encouraged to 
seek counselling 

for mental health" 

Other comments included: 

85% 13% 2% 

70% 29% <1% 

70% 28% 2% 

23% 74% 4% 

88% 11% 

27% 70% 2% 

1% 
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The results shown in the table below are a collation of the main themes 
identified from the open ended responses to this question.   
 

 
 

 

96% 

2% 2% 

Yes

No

Don't know

88% 

5% 

4% 

3% 

Happy with the service/no change

Increase awareness/information
provision

Better opening hours of CAB/access to
the service

Other

Would you use the service again if you needed to? 

Do you have any suggestions for improving the Patient Advice and 
Support Service? 


