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What was the 
survey about?

The aim of our 2021 survey was to find 
out how service users felt about the 
quality of care they had received from 
NHS Tayside Mental Health Services. 
Our findings  helped to inform David 
Strang’s July 2021 Independent Inquiry 
Progress Report.
Who took part? 
The survey was advertised on social media, on 
Radio Tay, in The Courier, the Evening 
Telegraph and the Daily Record. 403 service 
users from across Tayside responded, 48% of 
whom came from Perth & Kinross, 35% from 
Dundee and 14% from Angus. 

What did they have to do?  
The survey contained 57 questions, most of 
which were multiple-choice. The questions 
covered a wide range of topics, including 
medications, inpatient stays and appointments 
with Psychiatrists and Community Psychiatric 
Nurses.  

What did we do with their answers?
We compared the multiple-choice answers from 
this survey with the answers to the same 
questions from a previous survey. 395 service 
users had completed a similar survey conducted 
by PLUS Perth in 2017. The comparison revealed 
how service users feel the quality of their care has 
changed over the last four years. 

Service users' comments provided helpful 
background information, allowing us to 
understand the reasons behind their multiple-
choice answers. The comments also made us 
aware of many common areas of concern that 
had not been addressed by our questions.

Fifteen of the 
questions had 
comment sections   
that allowed service 
users to describe their 
experiences, in their 
own words.

Altogether, service 
users wrote over 
30,000 words 
(about 50 pages) of 
comments. 

https://plusperth.co.uk/resources/blog/Survey-2017
https://independentinquiry.org/wp-content/uploads/2021/07/Independent-Inquiry-Progress-Report-July-2021.pdf


What changed over the four years?

Did you feel safe when you were in hospital?

Inpatients feel less safe in 2021 than they did in 2017. 

Did you see the same Psychiatrist for your last 3 appointments?

Did you feel understood by your Community Psychiatric Nurse (CPN)?

Overall, how would you rate the care you have received 
from the service?

Fewer service users now have the chance to regularly 
see the same Psychiatrist. They told us this means 
they have to keep repeating their case histories to a 
new locum, which can be traumatic. It also means 
they do not get a chance to build trust and confidence 
in their treatment, making recovery more difficult.
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For the service as a whole, positive ratings fell and 
negative ratings increased. In 2021, 36% of service 
users thought the service was good, very good or 
excellent, down from 58% in 2017.

2017 2021

Levels of trust and understanding between service 
users and their CPNs fell dramatically. As a result, 
fewer people said they brought up ideas about what 
might help with their treatment and recovery when 
they spoke to their CPN. This fell from 92% to 55%. 
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Psychological therapy absent in hospital  
People who had been inpatients complained 
that they were left alone in their rooms all 
day and weren’t able to access any 
psychological therapy whilst in hospital. 

What did the comments tell us?

Many service users praised highly skilled and 
compassionate individuals and teams working 
within the service. However, negative comments 
outweighed positive comments by more than 5 to 1.

Poor response to suicide risk 
When people tried to get help for someone 
who wanted to end their own life, the 
service did not take them seriously enough. 

Absence of follow up 
People were promised by the service that 
they would get an appointment, a letter, a 
care plan, or a test, but nothing happened.

Excessive waiting times 
People had to wait many months (some 
even waited years) to see someone who 
could help them with their mental health 
needs. 

Unsupported in times of heightened need 
When people were in a crisis, or could feel 
that their condition had become much more 
serious, they asked for help, but didn’t get it.

Service over-reliance on medication 
People were only offered medicine, even 
though they stressed that they really wanted 
to talk to someone who could help them 
work through their thoughts and feelings. 

Additional communication needs not met 
The service did not engage well with people 
who have additional communication needs, 
particularly those with autism, hearing loss, 
and learning disabilities.

Our full survey report demonstrates that these themes are 
not rare or limited to our survey. Recent reviews of the 
service conducted by Health Improvement Scotland (HIS), 
the Mental Welfare Commission for Scotland (MWCS) 
and the Independent Inquiry Review team have also 
identified the problems described in our emergent themes. 

The comments revealed that many service users 
experienced similar problems. Some of these 
problems had not been covered by our questions. 
We called these problems emergent themes if more 
than ten people raised them. Our emergent themes 
were:

https://www.healthcareimprovementscotland.org/
https://www.healthcareimprovementscotland.org/


Our Conclusions Our Recommendations
The service users who completed our 2021 survey 
were a lot less happy with their care than the 
service users who responded four years ago. The 
changes to the service that have been made in 
response to the Inquiry recommendations do not 
appear to be benefiting many service users.

Our results support the findings of the Inquiry 
Progress Report (July 2021) which states:

1) that NHS Tayside is rushing to make changes to 
the service without first having a clear 
understanding of the matters that need to be 
resolved or how to address them.

As a result, most 
people who 
completed our 
2021 survey had 
little confidence 
that NHS Tayside 
could take care of 
their mental health 
needs.

We agree with David Strang's recent recommendation 
that the response to all the Inquiry recommendations 
should be assessed by an independent organisation. 2021
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The recommendations from our survey are presented 
in our full report. They all centre on the word listen, 
the first commitment of NHS Tayside's Action Plan: 
Listen. Learn. Change. The Action Plan was produced 
in response to the Final Report of the Inquiry.

Each of our recommendations is presented with 
examples of missed opportunities for listening to, 
and learning from, service users, staff and others. 
The examples come from our survey and from the 
Inquiry Progress Report. Our recommendations 
to NHS Tayside include listening to:

Service users, their carers and relatives about the 
types of treatment that patients would like to access 
and about how to meet their communication needs.

Staff so that their concerns are addressed and their 
suggestions for how problems can be resolved are 
given due consideration.

Primary care and other parts of the service so that 
follow up can be improved.

Reports on assessments of the service by Health 
Improvement Scotland, the Mental Welfare 
Commission for Scotland and the Independent Inquiry.

2) that NHS Tayside is overestimating its own 
progress in carrying out the recommendations of 
the Independent Inquiry.

https://www.nhstayside.scot.nhs.uk/OurServicesA-Z/MentalHealthandLearningDisabilityServices/PROD_333761/index.htm
https://independentinquiry.org/wp-content/uploads/2021/07/Independent-Inquiry-Progress-Report-July-2021.pdf
https://independentinquiry.org/wp-content/uploads/2021/07/Independent-Inquiry-Progress-Report-July-2021.pdf


What happens next? Resources
The survey team will meet with NHS Tayside to 
present the findings of our survey and discuss how 
they can be used to help improve the service. 

If you would like to learn more about our survey, 
you can access the full report on the sponsors' 
websites. 

Large print and audio versions of the Executive 
Summary from the full report are available from 
PLUS Perth.

The Independent Inquiry Final Report (2020) and 
the Independent Inquiry Progress Report (2021) 
written by David Strang are available at 
https://independentinquiry.org/category/reports/

We will continue to conduct surveys so that we 
can give service users a voice and monitor 
changes in how effectively the service is 
supporting them. Our next survey will take place in 
2023.

We will invite NHS Tayside, Service User groups 
and other organisations to make suggestions about 
questions that we may include in our future surveys. 

We will use the experience gained from this survey  
to improve how we design, promote and report on 
future surveys. We will increase survey promotion, 
especially in Angus, which is under represented in 
this survey.

We wish to thank everyone who completed the survey for 

your time, honesty and courage. We will continue to work 

hard to ensure that your feedback helps to shape the service. 

We appreciate you entrusting us with your deeply personal 

stories. We have kept your answers confidential. They have 

only been viewed by the Inquiry Review Team

(2 members) and the Survey Analysis Team (5 members). 
All our future survey work and reporting will 
remain completely independent of NHS Tayside.

PLUS Perth Website

www.plusperth.co.uk/resources/blog/survey-2021

Dundee Volunteer and Voluntary Action 

www.dvva.scot/news/

https://plusperth.co.uk/resources/blog/Survey-2021
https://dvva.scot/news/
https://independentinquiry.org/category/reports/
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