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How we can helpWho we are

We know that growing older doesn’t come with 
a manual. Later life can bring changes and 
opportunities to your life and you may need to 
know about rights, organisations and services 
which are unfamiliar to you.
That’s why we provide free information and advice to help you 
on a range of topics including benefits and entitlements, social 
care, legal issues such as Power of Attorney, housing and much 
more. All of our guides are available to download for free from 
our website, or you can contact our helpline team to have 
copies posted to you for free.

Our helpline is a free, confidential phone service for older 
people, their carers and families in Scotland looking for 
information and advice. 

Later life can bring times when you just need someone to talk 
to. Our friendship line is part of our wider helpline and older 
people can call us for a chat. We’re here to listen, provide 
friendship and offer support. 

Age Scotland is the national charity for older people. 
We work to improve the lives of everyone over the 
age of 50 and promote their rights and interests.

Our vision is a Scotland which is the best place in the world  
to grow older. 

Our mission is to inspire, involve and empower older people  
in Scotland, and influence others, so that people enjoy better  
later lives. 

We have three strategic aims: 

Call us free on: 0800 12 44 222
(Monday – Friday, 9am – 5pm) 

Visit agescotland.org.uk  
to find out more. 

We help older people to be as 
well as they can be

We promote a positive view  
of ageing and later life

We tackle loneliness and isolation
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Introduction
Hospital appointments and stays can be difficult for you and those 
close to you. However, they are less likely to be stressful if you know 
what to expect. 

Depending on your medical needs, you could be invited to visit 
hospital as: 

•	 an outpatient 

	º you will attend an appointment for a check-up or to discuss 
your condition. This could be via video, telephone or in person.

•	 a day patient

	º you will receive treatment, tests or surgery, but will not stay 
overnight

•	 an inpatient

	º you will receive treatment, tests or surgery, and will stay 
overnight to be monitored or receive ongoing treatment

This guide explains what is likely to happen when you go to hospital 
and what you can do to prepare. It also explains how a longer stay in 
hospital might affect your benefits and what will happen when you 
leave hospital.
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NHS patient rights and 
responsibilities
You have certain rights and responsibilities as an NHS patient.  
These apply to anyone using NHS services at any time. The Charter 
of Patient Rights and Responsibilities sets out your rights, including 
those to:

•	 be treated with dignity and respect, without discrimination

•	 have privacy and confidentiality, except where your safety or the 
safety of others is at risk

•	 receive healthcare information in a way that you understand

•	 be kept informed of, and involved in, decisions about your treatment

•	 accept or refuse any advice or treatment you are offered (see the 
section Decisions about treatment for more information)

•	 complain and give feedback about the treatment you receive

The Charter also explains your responsibilities. These include 
treating NHS staff with dignity and respect and registering with a GP. 
It is also your responsibility to tell NHS staff about changes to your 
personal information, such as your name or address. This is so they 
can keep in touch with you about appointments and services you 
may need.

You can view the Charter at  
www.nhsinform.scot/care-support-and-rights/health-rights  
or call the NHS Inform helpline on 0800 22 44 88. 

The Charter is also available in a number of languages and in an 
easy-read format. Visit www.gov.scot/publications/charter-
patient-rights-responsibilities-revised-june-2022/documents  
or call the Age Scotland helpline on 0800 12 44 222 for help 
accessing a copy. 
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Decisions about treatment
You have the right to accept or refuse any treatment, tests or 
appointments you are offered, as long as you understand the 
consequences of doing so. Your doctor should explain any potential 
tests or treatments they recommend for you and tell you about the 
potential risks and benefits. 

Ask as many questions as you need to help you make up your mind. 
Take time to consider your options if you are not sure. You may like to 
discuss your thoughts with a friend or carer to get their opinion too.

You might want to ask about: 

Tests: 
•	 what are the tests looking for?

•	 what will happen during the tests?

•	 where and when will the tests happen?

•	 how and when will I be told about the results?

Treatment: 
•	 how does the treatment work and what will it do for me?

•	 what are the potential risks and side effects? 

•	 what does the treatment involve?

•	 how often is the treatment needed?

•	 how likely is it that the treatment will succeed? 

•	 what happens if I do nothing, or if I wait for a while? 

You also have the right to ask for a second opinion. If you decide to 
refuse the care that is offered to you, this will not affect your future 
access to the same or other types of care.
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If you are unable to consent
In some cases, you may be unable to consent to or refuse treatment. 
This may be because you are unconscious or if your mental state 
is affecting your ability to make decisions. Your family and friends 
cannot automatically consent to treatment on your behalf. If you 
would like them to be able to do this, you will need to grant them 
Welfare Power of Attorney.

Without this in place, the doctor responsible for your care will talk to 
your family and friends to find out about your likely wishes. However, 
the final decision will be taken by medical staff, who must make the 
decision they think is in your best interests.

See Age Scotland’s Power of Attorney guide for 
more information. To order a copy, call the Age 
Scotland helpline on 0800 12 44 222 or visit  
www.age.scot/publications.

A guide to Power 
of Attorney in 
Scotland
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Making treatment decisions in advance
Anyone can record their wishes about receiving or refusing specific 
types of treatment. If others need to decide about treatment on your 
behalf, they should take these wishes into account. This would be 
your Power of Attorney if you have one, or your medical team if you 
do not.

In Scotland, the process of thinking about, discussing and writing 
down your wishes about medical care is called future care planning. 
You can record things that are important to you and your wishes 
about certain situations. This might include treatments you would 
like to receive as well as those you would not want to be given. 

Some people choose to make a do not attempt resuscitation 
(DNAR) decision. This will need to be discussed with your GP and 
communicated to any medical teams taking care of you.

If you are a carer, you can include information about the person you 
care for and the type of care you provide. This will allow others to 
take over if you become unwell.

For more information, search future care 
planning at www.nhsinform.scot. Our guide 
Planning for your future healthcare also 
provides details of how to make sure your 
decisions are recorded. To order a copy, call  
the Age Scotland helpline on 0800 12 44 222  
or visit www.age.scot/publications.

Planning for your 
future healthcare 
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Involving your family or carer
When you go into hospital you will normally be asked who you would 
like hospital staff to contact with updates or in an emergency. You 
can also ask for your family or carer to be involved in discussions 
about your treatment. You may like them to be with you for important 
discussions to help you remember information and for reassurance.

If you have set up Welfare Power of Attorney and you no longer 
have mental capacity to make healthcare decisions, staff should 
automatically involve your Attorney and keep them up to date. 

If you have a carer, they have a legal right to be 
involved in planning your discharge from hospital. 
See Age Scotland’s Guide for Adult Carers for 
more information.

A guide for  
adult carers  
in Scotland 
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Planned hospital visits 
The referral process 
If your GP feels you need specialist tests or treatment, they will 
refer you for an outpatient appointment. If there is more than one 
hospital you could attend, you should be given the choice.

After your GP has made the referral, the hospital will contact you with 
an appointment time. This will usually be via letter. If you cannot 
make the time you are given, contact the hospital straight away 
using the details on the letter.

If you cannot make an appointment and do not let the hospital 
know, you will have to get a new referral from your GP. This will 
take much longer than rearranging directly with the hospital.

During your appointment
The specialist will ask you questions and may want to examine 
you depending on your symptoms. Sometimes you will be given a 
diagnosis straight away. If this is the case, the specialist may tell you 
about options for treating or managing your condition. You do not 
have to agree to any treatment they suggest; you can take time to 
think about it if you need to. You may like to discuss it with family, 
friends or a carer if you have one.

You might need to have further tests to help with a diagnosis.  
For most tests you will need to come back to the hospital again. 

Next steps
You will get a letter after your appointment summarising what was 
discussed and telling you what will happen next. The hospital will 
also send a copy to your GP.
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Waiting times for treatment
NHS Scotland has waiting time standards for different stages of the 
patient journey. The standards aim to help reduce patient anxiety 
and improve patient quality of life, clinical outcomes and timeliness 
of treatment. They are not always exactly met due to NHS services 
becoming very stretched in recent years.

There are three waiting time standards:

•	 95% of new outpatients that are referred by their GP for an 
appointment with a specialist should have their appointment 
within 12 weeks

•	 Inpatient or day patient treatment should begin within 12 weeks 
of the date the treatment is agreed; this is known as the treatment 
time guarantee. Not all treatments are covered by the treatment 
time guarantee, and there are different standards for more urgent 
treatment (see below).

•	 patients who need any of the eight key diagnostic tests should 
receive them within 6 weeks of being referred. These tests are:

	º Upper endoscopy

	º Lower endoscopy (excluding colonoscopy)

	º Colonoscopy

	º Cystoscopy

	º CT scan

	º MRI scan

	º Barium studies

	º Non-obstetric ultrasound

There is also an 18 Weeks Referral-To-Treatment Standard. This 
applies to cancer patients and people needing planned procedures.  
It states that treatment should begin within 18 weeks of a GP 
referring a patient to the relevant specialist.
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For accident and emergency visits, the target is for 95% of people to 
be seen, admitted, discharged or transferred within 4 hours of arrival. 
However, hospitals are often unable to meet this target.

For more information about waiting times visit NHS Inform  
at www.nhsinform.scot/waiting-times/about-waiting-times  
or call 0800 22 44 88.

Preparing for your appointment or stay
Preparing for an outpatient appointment 
There are different reasons for outpatient appointments. You will 
have an initial outpatient appointment when you are first referred to 
a specialist. You may also have one or more follow-up appointments 
to receive tests or to discuss options for treatment. You may be given 
some treatments during outpatient appointments or have follow up 
appointments to check your progress after treatment.

You should always check your appointment letter for any instructions 
about how to prepare for your appointment. For example, if you are 
receiving tests or treatment you may need to drink plenty of water, 
or stop eating a certain number of hours beforehand.

Some outpatient appointments may be offered as a video or 
telephone call. You will be given a specific date and time for this. If 
your appointment is in person, take your appointment letter with you 
as it will have the details of who you are seeing and where to go.

You might like to write down any questions you have for the 
specialist, or any symptoms you want to tell them about. You may 
want to ask someone to come with you to your appointment, to help 
you remember what is said or for reassurance. 
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Preparing to be a day patient 
You may be offered tests, minor surgery or other types of treatment 
as a day patient. You will be given a bed or a bay to use where you 
can make yourself comfortable for the day. 

Check your appointment letter for any instructions about how to 
prepare. For example, you may need to drink plenty of water, or stop 
eating a certain number of hours beforehand. Take your appointment 
letter with you as it will have the details of who you are seeing and 
where to go.

You may be given a hospital robe to change into when you arrive, or 
you might be able to stay in your own clothes. It is a good idea to 
wear something comfortable just in case. You may also like to take a 
pair of slippers to wear. 

You should bring any regular medications with you and take these as 
normal unless you are told otherwise. The hospital will provide you 
with meals and drinks if you are allowed to eat during your tests or 
treatment. However, you may also like to bring some money in case 
you would like to buy snacks.

There could be long periods where you will be sitting and waiting, 
perhaps for your next test or to be observed after treatment. It is a 
good idea to bring something with you to help you pass the time, 
such as a book, a magazine, some puzzles or an electronic tablet.
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Preparing for an inpatient stay
For some types of tests, treatments or surgery, you may need to stay 
in hospital overnight. This could be just for one night or longer.

Check your admission letter for any instructions about how to 
prepare. You may need to drink plenty of water, or stop eating a 
certain number of hours beforehand. Bring any regular medications 
with you, preferably in their original boxes; you should take these as 
normal unless you are told not to. 

Your admission letter will tell you who you will be meeting and where 
to go when you arrive. It may ask you to bring things with you. You 
may also want to bring:

•	 a small amount of money, for phone calls or items from the 
hospital shop 

•	 proof you are entitled to help with prescription or travel costs,  
if this applies to you

•	 spare clothes and underwear 
•	 nightwear, including a dressing gown
•	 any aids you use such as glasses, a walking stick or hearing aids
•	 toiletries such as soap, shampoo, toothbrush, shaving kit,  

denture cleaner, etc. 
•	 supportive footwear for daytime, and slippers for nighttime 
•	 ear plugs and sleeping mask, to block out some of the sound  

and light on the ward 
•	 your mobile phone and charger 
•	 contact details for friends, family, anyone who provides you with 

care, and for your Power of Attorney if you have one

It is a good idea to label your belongings. Avoid bringing 
valuables such as jewellery as there may not be secure  
places to store them.
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Before you leave home
If you know you will be in hospital for a while, there are some 
practical issues you may need to think about.

•	 If you get on well with your neighbours, you might like to tell them 
you are going into hospital so they can keep an eye on your home 

•	 If your home will be empty for more than 30 days, contact your 
home insurer to check if your policy covers this; you might need to 
pay extra or arrange alternative cover

•	 Pause any regular deliveries such as newspapers or milk, and any 
cleaners, carers or other help at home you receive 

•	 Throw or give away any foods that will not keep until you get out 
of hospital 

•	 Put your kitchen rubbish in your outside bin; if you have individual 
bin collections, you might like to ask a neighbour if they can put 
out your bins on collection day

•	 If you need help finding someone to take care of pets, contact:

	º Pet Fostering Service Scotland (PFSS):  
0344 811 9909 / www.pfss.org.uk

	º Cinnamon Trust:  
01736 757 900 / www.cinnamon.org.uk

You may also like to think about what you will need when you get 
out of hospital. If you will need to spend time resting and recovering, 
gather things that you will want to have within reach. This could be 
your TV remote control, a box of tissues, magazines and over-the-
counter painkillers.
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It may be a good idea to stock up on foods that are easy to prepare, 
such as frozen ready meals or tins of soup. Think about how you 
will get fresh food if you can’t get to the shops for a while. Friends, 
neighbours or a local charity may be able to help, or you could 
arrange an online supermarket delivery if this is available in your area. 

If you will need ongoing help, there are services 
that offer meal deliveries and other types of 
support. Your hospital discharge team or a social 
worker can talk to you about this when you are 
getting ready to come out of hospital. More 
information is available in our guide Hospital 
discharge in Scotland or by calling the Age 
Scotland helpline on 0800 12 44 222.

Longer hospital stays may also affect your 
entitlement to any benefits you receive. You may need to contact the 
department who pays your benefit to tell them you are in hospital. 
See the section on Benefits and NHS hospital stays on page 26 for 
more information.

Hospital discharge  
in Scotland
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Travelling to hospital

Public transport
Most hospitals are well served by buses, but you may not feel well 
enough to travel on public transport. Even if you can get to hospital 
by bus, it may be advised not to travel home on your own after 
certain tests or treatments.

If you do wish to get public transport and need help to plan your 
journey, Traveline Scotland has a free online journey planner. Visit 
www.travelinescotland.com/healthcare. They also offer a 24-hour 
phone service costing 12p per minute plus any access charge from 
your phone provider. You can call them 365 days a year on  
0871 200 22 33. Calls can be accepted from textphone, Relay UK and 
users of Contact Scotland BSL.

Driving
If you plan to drive yourself to and from hospital, ask your doctor if 
it will be safe for you to drive straight after your appointment. You 
may need to wait several hours or longer if you have had certain 
treatments.

Parking is free at most hospitals in Scotland, but there is often a limit 
to how long you can park. Check you will be able to park for long 
enough to allow time for your appointment. You should also arrive in 
plenty of time to find a space as demand is usually high. 
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Patient transport
If you have a medical condition or mobility need that means 
you require ambulance support to travel to hospital, the Scottish 
Ambulance Service can provide you with patient transport. This 
service is usually only available for appointments between 9am – 
3pm Monday to Friday. 

Contact the Scottish Ambulance Service on 0300 123 1236 to find 
out if you are eligible. Calls can be accepted from users of Contact 
Scotland BSL. You should call to book your transport well in advance 
as demand is high. You will be asked about the help you need and for 
some personal details, including your CHI (Community Health Index) 
number or date of birth.

Visit www.scottishambulance.com/our-services/support-with-
appointments for more information and details of other providers 
that can help if you are not eligible. If you do not have access to the 
internet, call the Age Scotland helpline on 0800 12 44 222 for help 
accessing this information.
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Connections with the Armed Forces
If you are part of the Armed Forces Community, Fares4Free may be 
able to help you get to your appointment. For more information or 
to make a booking, visit www.fares4free.org or call 0141 266 6000. 
This support is available to family members and dependent adults 
and children across Scotland. 

Where available, Fares4Free can also work with the Defence Medical 
Welfare Service (DMWS) team to provide escorted journeys to 
hospital appointments. The DMWS currently provides support to 
veterans and their families living in Fife, Lothian, Borders, Lanarkshire 
or Greater Glasgow and Clyde NHS areas. Visit www.dmws.org.uk or 
call 0800 999 3697 for more information.

If you are a veteran attending hospital for treatment of a war 
disablement, you can claim back your travel expenses. Contact 
Veterans UK on 0808 1914 218 for more information.

Assistance if you have a low income
You may qualify for help with the cost of travelling to hospital if 
you have a low income. If you are eligible, you will be able to get a 
refund of any reasonable amount spent on travel to an NHS hospital 
for an appointment or treatment. This will normally be the cost of a 
standard-class fare on public transport, even if you travel to hospital 
a different way. 

You may be entitled to help if you receive a means-tested benefit. 
To apply for your refund, tell hospital staff at your appointment that 
you are entitled to help with the cost of your journey. You will need 
to tell them which benefit you receive and provide evidence of your 
entitlement. They will then give you a form to sign.
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If you have a low income but do not receive a means-tested 
benefit you may still be able to get help with the costs of travel to 
hospital, as well as some other health costs. You will need to apply 
by completing an HC1 form. Forms are available at community 
pharmacies, GP practices, or any Citizens Advice Scotland or 
Jobcentre Plus office. You can call 0300 330 1343 for advice on 
completing the form.

The form asks questions about your income and situation, and those 
of your partner if you have one. Depending on your situation you may 
be entitled to full or partial help with health costs. 

You will get an HC2 certificate if you qualify for full help, or an HC3 
certificate if you qualify for partial help. To apply for your refund, tell 
hospital staff at your appointment that you are entitled to help with 
the cost of your journey. You will be asked to show your HC2 or HC3 
certificate and your receipts and will be given a form to sign.

For more information about NHS help with health costs,  
visit www.nhsbsa.nhs.uk/nhs-help-health-costs or call  
the Age Scotland helpline on 0800 12 44 222.

Argyll & Bute, Highland, Orkney, Shetland and 
Western Isles
If you live in these council areas, you can sometimes get help 
towards the cost of travel to an NHS hospital. To qualify, you must 
have to travel at least 30 miles (48km) by road or more than 5 miles 
(8km) by sea. You should be given more information about this when 
your appointment is booked.

For people who live in the Scottish Highlands and Islands, the 
maximum you will pay towards travel is £10.
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Unplanned hospital visits
If symptoms come on suddenly or you have an accident, you may 
need to visit hospital at short notice. You or someone else may need 
to call an ambulance, or you might decide to visit an accident and 
emergency (A&E) department if you are able. 

If you are worried about symptoms but you are not sure whether 
you need urgent treatment, you can contact NHS 24 by calling 
111. They will ask you some questions and advise you on what to 
do next. They may call an ambulance for you if they feel you need 
immediate medical attention. If your symptoms are less severe but 
they feel you need to be seen by a doctor, they may advise you to 
go to your nearest A&E department. They can make a referral so the 
department will be expecting you.

If you or someone else calls an ambulance, paramedics will 
assess your condition and let you know if they think you need to 
go to hospital. If you agree to this, you will be taken to the A&E 
department. Paramedics will pass on details of your condition to 
hospital staff who will decide on the next steps. You may still have to 
wait to be seen depending on how urgent your condition is.

If you visit A&E yourself, you will need to report to the front desk 
when you arrive, even if you have been referred by NHS 24. You will 
be asked for your details and about why you have come to A&E. You 
will need to wait for a doctor or nurse to assess you. This is called 
triage and helps healthcare staff to decide how urgently you need to 
be seen; the most seriously unwell people will be seen first. You may 
need to wait several hours to see the doctor on duty, so you might 
like to ask a friend or family member to stay with you.
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You will be asked to consent to any tests or treatment the doctor 
recommends. If you are not able to consent for any reason, the 
medical professionals treating you will decide what they feel is in 
your best interests. If you have an advance statement stored on your 
medical file, they will take this into account. They will also speak to 
your Power of Attorney if you have one.

The doctor might recommend you are: 

•	 given any treatment or advice needed and allowed to go home - 
you may be given a prescription, a follow-up appointment or be 
asked to visit your GP

•	 moved to an area of the hospital where you can be monitored or 
have tests 

•	 admitted to a ward for treatment 

If you will be staying in hospital and need someone to sort out things 
at home, let staff know about your concerns.
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Inpatient stays in hospital
What happens on a ward?
For many people, the thought of staying overnight in a hospital may 
be unsettling. However, it is the best place to receive many types of 
medical care. Hospital staff are available throughout the day and 
night if you have any problems. They will do their best to make you 
feel comfortable and to provide you with everything you need. 

Nurses and healthcare assistants will check on you regularly and 
give you any treatments you have been prescribed. They may 
take your blood pressure and other measurements, and will make 
notes on your medical chart to keep track of your progress. You will 
usually have a call button by your bed that you can press if you need 
anything in the meantime.

You can sometimes tell which role someone has by the colour of their 
uniform. For example, healthcare assistants have light blue uniforms 
and trained nurses wear dark blue. If you are in a teaching hospital, 
there may be medical and nursing students working at the hospital 
as part of their training. They will be carefully supervised by qualified 
staff.

You will be visited regularly by the ward consultant doctor who will 
review your progress and recommend next steps. The doctor will 
decide when they feel you are ready to be discharged from hospital. 
Sometimes you might be moved to another ward if your medical 
needs change. 
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How you should be looked after
You might feel that things are not in your control in hospital. However 
your rights in the Charter of Patient Rights and Responsibilities should 
ensure you are well treated. See page 2 for more information about 
the Charter.

While staying on a hospital ward, you should:

•	 be treated by qualified and experienced staff in a clean, safe, 
secure and suitable environment

•	 receive approved medication and treatments

•	 receive suitable and nutritious food

•	 be involved in discussions about your treatment in a way you can 
understand and be asked whether you want to accept or reject 
the treatment you are offered

•	 not be discriminated against because of your age, gender, 
gender reassignment, race, religion or belief, sexual orientation or 
disability

•	 have your confidential information kept safely and securely and 
have your privacy respected

•	 have access to your own health records

•	 have any complaints taken seriously

Hospital staff should introduce themselves by name and wear a 
name badge. They should respond to any questions you have, be 
polite and understanding, and treat you as an individual.

If there is any aspect of your treatment you are not clear about, 
ask someone to explain it. You should be provided with information 
about your healthcare in a way that you understand. If you have 
problems understanding the information you have been given, tell 
staff and they should find another way to explain things to you.
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You should also let staff know about anything that makes 
communication difficult for you. This could be problems with your 
sight, hearing or memory, a learning difficulty, or if English is not your 
first language. 

If you have any particular needs because of your faith or beliefs, the 
hospital will try their best to meet them. You can also ask for things to 
make you feel more comfortable, such as an extra pillow or a snack. 

If you feel you are not being treated properly, let someone know. 
All hospitals have procedures for dealing with feedback and 
complaints. See page 33 for more information.

Eating and drinking 
The hospital will provide you with meals and refreshments and will 
bring these to your bedside. Being well hydrated will help you to heal 
so try to drink plenty of clear fluids (preferably water), ideally 1.5–2 
litres per day.

Eating regularly will also help with your recovery. You will usually be 
offered a selection of meals each day and may be asked to choose 
these in advance. Ask for help if you need support to fill in your choices. 

Hospitals can cater for many special diets so there should be options 
for everyone - speak to staff if you find the menu choices unsuitable 
because of allergies, cultural reasons or personal preferences.

You should also speak to staff if you: 

•	 have trouble chewing or swallowing 
•	 have difficulty cutting your food or opening cartons 
•	 prefer small meals with snacks in between

If you have any problems swallowing, a Speech and Language 
Therapist may provide advice and strategies to help.

You may be weighed when you arrive in hospital and during your 
stay. A dietitian may talk to you about adjusting your diet if they have 
any concerns about your weight.
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Washing and personal care
Toilets and shower facilities are generally shared with other patients. 
If you have difficulty getting to the toilet, you may be given a 
commode or a bedpan to use. You can use your call button when you 
need to go and someone will come and help you.

You should be provided with help to wash if needed. You may be offered 
a flannel wash in bed if you are not well enough to use the shower.

Hospitals cannot always wash clothes for you, so you may need to 
ask a friend or family member. If your clothes become stained with 
bodily fluids, the hospital will have procedures to ensure they can be 
taken home and washed safely. 

Advice about how to best clean soiled clothes at home is available in 
the Health Protection Scotland leaflet Washing Clothes at Home. 
Visit www.nipcm.hps.scot.nhs.uk/media/1758/1_washing-clothes-
home-english.pdf or call the Age Scotland helpline on  
0800 12 44 222 to have a copy posted to you.

Visitors 
If you are feeling well enough, having visitors can help to keep your 
spirits up. Hospitals will have visiting times and rules about how 
many visitors you can have at once. People should not visit you if 
they are feeling unwell. Most wards ask you to avoid having visitors 
during mealtimes, but there may be exceptions if you need help to 
eat and drink.

If you would like to speak to people on the phone, you can call them 
on a mobile phone if you have one, or they can call you. If you do not 
have a mobile phone, the hospital may have a ward phone you can 
use, or a pay phone in another area of the hospital. 

If there is nobody able to visit you, some hospitals have a visiting 
service where a volunteer will come and chat with you.
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Living with dementia
If you are living with dementia and need extra support while you are 
in hospital, speak to hospital staff. The more they know about you 
and your needs, the better they can care for you.

A document called Getting to know me provides space to write 
information about your needs and preferences. This is available on 
the Alzheimer Scotland website at www.alzscot.org/living-with-
dementia/hospital-care/getting-to-know-me. Call the Age Scotland 
helpline on 0800 12 44 222 if you would like a copy posted to you.

If you have specific wishes about the type of care you would like to 
receive, you could write this information down. It can be given to 
medical professionals so they will know your wishes, even if you become 
unable to communicate them in future. See the section Making 
treatment decisions in advance on page 5 for more information.

You may want to think about setting up a welfare Power of Attorney if 
you do not have one already. This is when you give someone you trust 
the powers to make certain decisions about your care 
on your behalf. They will only be able to make these 
decisions if you become unable to make them yourself. 

Age Scotland’s Guide to Power of Attorney in 
Scotland provides more information. Call the  
Age Scotland helpline on 0800 12 44 222 or  
visit www.age.scot/publications to order a copy.

If you care for someone living with dementia who is going 
into hospital, speak to them and to hospital staff about how 
you can support them during their stay. John’s Campaign 
encourages hospitals to recognise the expertise of family 
members who are caring for someone living with dementia. 
It highlights the benefits of hospitals welcoming and working 
with carers throughout a hospital stay, both for the patient 
and hospital staff. For more information visit  
www.johnscampaign.org.uk or call 01245 231898.

A guide to Power 
of Attorney in 
Scotland
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Chaplaincy service 
Hospital chaplains offer emotional and spiritual support to all 
patients and visitors, regardless of their faith or beliefs. If you would 
like to speak to a chaplain, ask a member of staff to contact the 
chaplaincy team. The chaplaincy service can also arrange for a visit 
from your own church or faith community.

Some hospitals will have a chapel that you can visit if you are well 
enough to leave the ward. This can be a nice place to get some quiet 
time. You should let hospital staff know if you want to leave the ward 
to visit other parts of the hospital.

Keeping active and independent
You might imagine that you will mostly be in bed while in hospital, 
but it is important to be as active and independent as you safely 
can. This will help you to keep your strength and confidence. There 
may be times when you need complete bed rest, but if you are well 
enough you should: 

•	 ask staff about exercises you can safely do, and how they can 
support you

•	 sit in a chair during the day rather than lying in bed

•	 stand up at least every hour if you are able, and walk as much as 
you safely can

It is also good to keep your brain active, for example by reading or 
doing puzzles. Conversation is also a good way to exercise your brain. 
You may like to speak to the other people on the ward if they are well 
enough. Make sure they are happy to chat with you and ask them to 
let you know when they need to rest.
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Benefits and NHS hospital stays
If you receive any benefits, it is important you let the department that 
pays them know about any NHS hospital stays. Your entitlement, and 
the entitlement of your unpaid carer if you have one, might change if 
you spend time in an NHS hospital. If you are claiming State Pension, 
this will continue to be paid no matter how long you are in hospital.

You will need to pay back any benefit payments you receive that 
you were not entitled to. In some situations, you may be entitled to 
different payments while you are in hospital, or if your carer goes into 
hospital. For example:

•	 if your entitlement to one benefit reduces, your entitlement to 
other benefits may change, or

•	 if your carer goes into hospital, the amount you could get in other 
benefits may increase during their stay

Call the Age Scotland helpline on 0800 12 44 222 for more detailed 
advice about benefits.

Disability benefits 
If you are in hospital for 28 full days or more, your eligibility for some 
disability benefits will be affected. If you return to hospital within 28 
days of leaving, your hospital stays will be added together. If you are 
moving between a hospital and for example a care home, the time in 
a care home may be counted towards the 28 days.

Contact the department that pays your benefit when you go into 
hospital, and again after 28 days in hospital. You should tell them 
when you come out of hospital so they can restart your payments 
if you are still eligible. You may be switched to a daily rate if you are 
expected to go back into hospital within 28 days.

You can call the Age Scotland helpline on 0800 12 44 222 for more 
information and advice.
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Carer’s Allowance and Carer Support Payment
If you receive a carer benefit and go into hospital – you can still 
receive this for up to 12 weeks, or less if you have had other hospital 
stays in the last 6 months. You should tell the department that pays 
your benefit when you go into hospital, and again after 12 weeks 
in hospital. You should tell them when you come home so they can 
restart your payments if you are still eligible.

If the person you care for goes into hospital – you can still receive 
your carer benefit for the first 28 days. After this, you will stop being 
eligible. Contact the department that pays your benefit if the person 
you care for goes into hospital, and again after they have been in 
hospital for 28 days. If you plan to continue caring for the person 
when they come out of hospital, contact the department when this 
happens. Tell them if your responsibilities as a carer will be different 
from before. They may want to review your Adult Carer Support Plan.

If you are caring for someone who is spending time both in 
and out of hospital, you may still be eligible to receive your 
carer benefit. Contact the Age Scotland helpline on  
0800 12 44 222 for more information.
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Pension Credit and means-tested benefits 
If you receive the Guarantee part of Pension Credit, you should 
continue to qualify no matter how long you stay in hospital. This is 
also true for other means-tested benefits, such as Employment and 
Support Allowance (ESA). However, your benefit payment could go 
down or even reduce to zero if you stop getting a disability or carer 
benefit after 28 days in hospital. After 52 weeks in hospital, you will  
also stop being paid any additional amounts or premiums of benefits 
you would usually get.

If you are working age and go into hospital you will 
automatically meet the basic health criteria for claiming 
Employment and Support Allowance (ESA). If you meet the 
other criteria and are not getting sick pay, you may be able to 
claim ESA if you do not receive it already. Contact the Age 
Scotland helpline on 0800 12 44 222 for more information.

Universal Credit
If you are claiming Universal Credit, you should tell the Department 
for Work and Pensions (DWP) as soon as possible about any stay of 
one night or longer in a hospital or rehabilitation centre. If you claim 
as a single person, your payments will usually continue as normal, 
no matter how long you are in hospital. If you have a joint claim with 
a partner, you can continue to claim as a couple for up to 6 months. 
If you are in hospital for more than 6 months, you will both need to 
reapply for Universal Credit as single claimants. 
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Housing Benefit and Support for Mortgage 
Interest
After 52 weeks continuously in hospital, you may stop being eligible 
for Housing Benefit and any housing amounts you claim in other 
benefits. This also affects Support for Mortgage Interest. If you have 
dependents living in your home, they may be able to apply for a 
housing-related benefit depending on their circumstances. If you 
have a joint claim with a partner, they will need to make a new claim 
as a single person.

Council Tax
You may be able to get a reduction, discount or exemption on 
your Council Tax if you or another member of your household is 
in hospital. You will need to contact your local council and tell 
them about your situation. They will be able to make any relevant 
adjustments to your Council Tax bill. You should contact them again 
when the person is discharged from hospital.  

If you receive certain benefits such as Attendance Allowance or 
Pension Age Disability Payment, you may be entitled to an exemption 
regardless of whether you are in hospital. There are also other 
discounts and reductions available depending on your situation. 

You can order a copy of our Council Tax  
and Council Tax Reductions guide for more 
information. Call the Age Scotland helpline  
on 0800 12 44 222 or visit  
www.age.scot/publications. 

Council Tax and  
Council Tax Reduction
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Leaving hospital
Discharge planning
If you are staying on a hospital ward, your consultant will decide 
when they feel you are ready to leave hospital. They will then start 
the process of discharge planning. You will be assessed by a team of 
relevant specialists who will look at different aspects of your health 
and care needs. 

They may decide you can go home when you are discharged, or they 
might feel you need further treatment or care elsewhere to help you 
make the best recovery. This could be in a different type of hospital, 
a rehabilitation centre or a care home. In some cases, it may be 
recommended that you move permanently into a care home. 

Our Care Home Guides provide more information about moving to 
a care home. Call the Age Scotland helpline on 0800 12 44 222 or 
visit www.age.scot/publications to order copies.

Care Home Guide:  
Before You Move

Care Home Guide:
Funding

Care Home Guide:  
Friends and Family

Care Home Guide:  
Living in a Care Home

Care Home  
Checklist
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Support for when you leave hospital
The team of specialists will work out what support you might need 
when you leave hospital. They will write details of this in your discharge 
plan. This could include personal or nursing care, equipment, services 
or medications. Depending on your needs, they will decide whether a 
temporary or long-term support package would be best.

They should keep you informed about the decisions they make and 
involve you wherever possible. You are entitled to see a copy of your 
discharge plan. If you have a carer, they also have a right to be 
involved in planning your discharge. 

The hospital discharge process is explained in 
detail in our Hospital discharge guide. Call the 
Age Scotland helpline on 0800 12 44 222 or visit 
www.age.scot/publications to order a copy.

Your recovery period
Even if you have only had a simple procedure, your 
recovery will continue after you have left hospital. 
Take any medication you have been prescribed 
and do any exercises a physiotherapist has given you.

Be as active and independent as you safely can, but don’t rush your 
recovery process. Many people want to get back to normal straight 
away, but doing things too quickly is likely to slow down your progress 
in the long run. Be gentle with yourself and accept help if it is offered.

Hospital discharge  
in Scotland
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Money matters 
When you leave hospital, your financial situation might be different 
from before. This may be because of reduced employment income 
or increased travel or energy costs. You will not need to pay for any 
personal or nursing care you are assessed as needing, but there are 
other types of support you may have to pay for. 

If you need long-term care or support because of a health condition 
or disability, you may be able to claim a social security disability 
benefit, such as: 

•	 Adult Disability Payment if you are working age

•	 Attendance Allowance or Pension Age Disability Payment if 
you have reached your State Pension Age. You can check your 
State Pension age at www.gov.uk/state-pension-age or call the 
Age Scotland helpline on 0800 12 44 222.

Claiming these benefits may also increase the amount you are 
entitled to in means-tested benefits, such as Pension Credit or 
Universal Credit.

If someone provides at least 35 hours a week unpaid care for you, 
they may be entitled to claim either Carer’s Allowance or Carer 
Support Payment. However, if your carer claims a carer benefit, you 
may get less in disability benefits.

To check which benefits to claim, call the Age Scotland helpline on 
0800 12 44 222 and ask for a free benefit check. You can also check 
your entitlements at www.age.scot/benefitscalculator.

Our Money Matters guide provides ideas for budgeting and 
making the most of your money. Call the Age Scotland 
helpline or visit www.age.scot/publications to order a copy.

If you are struggling with your budget and bills, the UK 
Government’s MoneyHelper service can give you information 
and advice to help you get back on track. Visit  
www.moneyhelper.org.uk or call 0800 138 7777.
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Feedback and complaints
Whether feedback is good or bad, it allows hospitals to evaluate 
the quality of their care and improve it if necessary. If you do not 
like the way you are being treated while you are in hospital, you can 
speak to the doctor or nurse in charge of the ward. If you do not feel 
comfortable doing this, you can contact the Patient Advice and 
Support Service (PASS).
PASS is an independent service providing free confidential advice and 
support to patients, their carers and families in their dealings with the 
NHS. They can help you to understand your rights, to give feedback or 
to make a formal complaint about NHS Scotland treatment and care. 
You can contact them during your stay or after you have left hospital.

You can contact PASS by: 

•	 phone: 0800 917 2127 (Mon–Fri, 9am–5pm) 

•	 online: www.pass-scotland.org.uk/contact
•	 calling in at any Citizens Advice Scotland location

You can also post your story or concerns on the Care Opinion 
Scotland website at www.careopinion.org.uk/services/nhs-scotland. 
This is part of NHS Scotland and they will pass information on to the 
relevant service.
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NHS complaints procedure 
You can make a formal complaint about 
something that happened in the last 6 months, 
or something you found out about in the last 6 
months that happened in the last 12 months. 

The Patient Advice and Support Service (PASS) can help you to 
make a complaint. Contact details are provided on page 33. If you 
would prefer to make your complaint directly, you will need to follow 
the NHS complaints procedure. This has three stages: 

Make a complaint for early resolution: it is usually best 
to speak to a senior member of staff at the hospital, in person 
if possible. They may be able to put things right straight away. 
Complaints can also be made by phone, in writing (by post or 
email) or using an online complaints form. 

You can also make your complaint to the complaints 
manager of the relevant health board. You can search for 
contact details at www.nhsinform.scot or call the Age 
Scotland helpline on 0800 12 44 222. You should receive an 
answer within five working days. 

If you are not happy with the response or the solution offered, 
you can move to stage 2:

Make a complaint for investigation: you can reply to 
the response and ask for the problem to be investigated. Your 
request should be acknowledged within three working days. 
They will then begin to investigate your complaint. You should 
get a response within 20 working days or be told why the 
process is taking longer. 

If you are not happy with the response you get after the 
investigation, you can ask the Scottish Public Services 
Ombudsman (SPSO) to look at the decision. This is stage 3:

1

2
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Make a complaint to the Scottish Public Services 
Ombudsman (SPSO): you can contact the SPSO on  
0800 377 7330 or visit www.spso.org.uk/spso. They will let 
you know whether they are going to investigate further or 
close the case. 

If they carry out an investigation, you will be contacted by a 
case handler with the outcome. This will be the final decision.

You may also wish to discuss your complaint with your local 
councillor or Member of Scottish Parliament (MSP). If you do not 
know their contact details, call the Age Scotland helpline on  
0800 12 44 222 for help finding the right information. 

Reporting side effects
If you think you have had symptoms caused by a medicine, tell your 
doctor or nurse as soon as possible. If you are at home, contact NHS 
24 by calling 111.

It is also a good idea to report your symptoms to the Yellow Card 
Centre Scotland. They collect information about the side effects of 
medicines, to help make them safer for everyone.

There are a number of ways to report, including:

•	 online at www.yccscotland.scot.nhs.uk
•	 by phone on 0800 731 6789
•	 using a paper form available from your pharmacy or GP.

For more information visit www.yccscotland.scot.nhs.uk or call 
0131 242 2919.

3
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Useful contacts
Age Scotland helpline 0800 12 44 222 
The Age Scotland helpline provides information, friendship and advice 
to older people, their relatives and carers. 

If you need an interpreter, call 0800 12 44 222 and simply state 
the language you need e.g. Polish or Urdu. Stay on the line for a few 
minutes and the Age Scotland helpline will do the rest. 

Call us on 0800 12 44 222 for a copy of our publications list.  
You can also download or order copies of our guides at  
www.age.scot/information.

NHS Inform
Provides information and advice on a range of health and care 
topics for people in Scotland. Information in other languages and an 
interpretation service are available.

0800 22 44 88 / www.nhsinform.scot 

Citizens Advice Scotland
Provides free confidential advice and information on a range of 
welfare topics affecting people in Scotland.

0800 028 1456 / www.cas.org.uk 

Office of the Public Guardian Scotland 
Provides guidance and advice on Power of Attorney and guardianship 
orders in Scotland. 

01324 678 300 / www.publicguardian-scotland.gov.uk 
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Patient Advice and Support Service (PASS)
An independent service providing free confidential advice and support 
to patients, their carers and families in their dealings with the NHS.

0800 917 2127 / www.pass-scotland.org.uk 

Fares4Free
Provides members of the Armed Forces Community with transport to 
hospital, or to mental health-related or therapeutic appointments.

0141 266 6000 / www.fares4free.org 

Scottish Ambulance Service
Can provide transport to hospital in some circumstances to people 
with medical conditions or mobility needs.

0300 123 1236 / www.scottishambulance.com

Defence Medical Welfare Service (DMWS) 
Can provide support to veterans during a period of hospital treatment 
in some areas of Scotland. 

0800 999 3697 / www.dmws.org.uk 

Pet Fostering Service Scotland (PFSS)
Supports pet owners who need help finding someone to care for their 
pets when they are unable, including due to illness.

0344 811 9909 / www.pfss.org.uk 

Cinnamon Trust
Provides support to older people and those who are terminally ill 
who have pets to care for. Support includes dog walking, short-term 
fostering and finding a life-long home for pets after their owners 
have passed away.

01736 757 900 / www.cinnamon.org.uk 
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We are grateful to the 
Scottish Government for 

part-funding this publication

Age Scotland is the national charity 
for older people. We work to improve 
the lives of everyone over the age of 
50 so that they can love later life. 
Our vision is a Scotland which is the 
best place in the world to grow older.

Contact us:
Head office 
0333 323 2400 

Age Scotland helpline  
0800 12 44 222 

Email 
info@agescotland.org.uk

Visit our website 
www.agescotland.org.uk

Let’s keep in touch
Sign up to our newsletter 
Our regular newsletters by email contain 
details of our campaigns, services and 
how you can support our work. 

Sign up today at age.scot/roundup 

Follow us on social media 
Our social media channels are a great 
way to keep up to date with our work 
and issues that affect older people. 
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