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Summary Paper:  

Key findings from our lived 
experience research 



 
VOX Scotland is Scotland’s national collective advocacy organisation for mental health. 
We are a membership organisation run for and by our members, who all have living or 
lived experience of mental ill health. We represent our members’ views to Scottish 
Government, the NHS and others to influence mental health policy and practice, making 
sure that our laws and services reflect their needs and interests.  

Since September 2025, VOX Scotland has been a member of Suicide Prevention 
Scotland’s Personalised Risk and Safety Management steering group. The group aims 
to make services safer, more person-centred, and more inclusive for people affected by 
self-harm and suicide. The group will support at least three Scottish health boards to 
develop and start improvement projects that aim to bring their practices in line with 
the latest evidence on personalised risk (safety) management and family/carer 
involvement. VOX Scotland has helped to inform the group’s work by contributing 
research and expertise from a lived experience perspective.  

This summary paper highlights the key points from our most recent work that inform 
personalised risk and safety management.  

 

Our 2026 Manifesto 

The VOX Scotland manifesto was published in December 2025, in readiness for the 
Scottish Parliamentary election in May 2026. The manifesto has been informed by our 
members and its proposals reflect the collective voice of their lived experience.  

The experiences of VOX Scotland’s members are many and varied but their collective 
voice tells us the current system is piecemeal and too often is not meeting their needs. 
There is no doubt that transformational change is needed and this can only be achieved 
through funding which corresponds to the increased prevalence of mental ill health and 
demand for services, alongside a bolder, more ambitious and more innovative approach 
to policy and delivery. Our manifesto is structured under four areas:  

Strategy - VOX Scotland members welcomed the Mental Health and Wellbeing Strategy 
and the recommendations of the Mental Health Law Review but progress on their 
implementation has been too slow and too patchy.  

Funding - To have the system we all want to see, all parts of the system need to work well, 
but there is a significant lack of co-ordination. Scotland is a small country, and this 
should be achievable.  

Services - The lack of timely, accessible and quality care is not hypothetical, it is 
something our members and many others across the country experience every day 
impacting their ability to live well and flourish.  

https://voxscotland.org.uk/
https://www.suicideprevention.scot/
https://www.suicideprevention.scot/


 
Workforce - VOX Scotland believes that transformational change is required to address 
both the short and medium to long-term challenges Scotland faces in terms of improving 
population mental health and supporting those with mental illness.  

Click here to read the full VOX Scotland 2026 Manifesto. 

 

Experiences of Complaining about Mental Health Services in Scotland 

In November 2025, VOX Scotland published an extensive report into our members’ 
experiences of complaining about mental health services in Scotland. Based on our 
findings, we recommend the following actions:   

1. Design a complaints process which ensures the independence of the complaints 
team from services and staff being complained about, addressing the power 
imbalance felt, the possibility of bias and defensiveness.  

2.  Ensure that the complaints process is clear and simple to understand and that 
people’s right to access it and the ways they can do this is promoted widely. 

3.  Ensure there are a wide a range of options for submitting complaints, to remove 
barriers to access, and that all methods are treated equally when received. 

4.  Ensure that information on who can provide support to people making complaints 
is accurate and clear and that support is knowledgeable, trauma-informed and 
tailored to people’s needs.  

5. Recognise that people experiencing mental ill health and those who are 
neurodivergent may face significant barriers to complaining within the set time 
limits and sufficient flexibility must be built into the system to ensure this does not 
preclude them from seeking redress. Ensure that ‘special circumstances’ for 
extending the time limit for when someone can make a complaint is applied fairly, 
consistently and transparently by the NHS and the SPSO, with guidance and 
support available for complainants requesting a time-extension. 

6. Ensure resources are such that there is a workforce able to meet the number of 
complaints being received to reduce waiting times for decisions or investigations 
at NHS level and the SPSO, thereby lessening the negative impact on individuals, 
and giving a better opportunity for quicker positive change. Where there are 
delays, ensure transparent interim updates are received by complainants.  

7. Work to change the culture around complaints, so that complaints are seen as a 
positive way to improve services and develop better, more equal relationships 
between professionals and individuals. Ensure staff are trained in anti-stigma and 
anti-discrimination to reduce the ‘gaslighting’ of individuals with mental ill health.  

8. As per the new culture of seeing complaints as tools for service improvement, 
look to provide the kind of responses which will make a positive difference for 
complainants: genuine apologies from those concerned with clear accountability 

https://voxscotland.org.uk/wp-content/uploads/2025/12/VOX-Scotland-manifesto-Scot-Parl-2026.pdf


 
where possible, concrete actions to be taken by the service with the option for 
people to be involved in influencing and monitoring those changes, 
acknowledgement of the impact on individual of the original issue and of having 
to go through the complaints process, whether or not a complaint is upheld. 

Click here to read our full report into Experiences of Complaining about Mental Health 
Services in Scotland.   

 

Your Views: Psychiatrists in Scotland 

In December 2024, VOX Scotland published ‘Your Views: Psychiatrists in Scotland’. The 
impetus for the report came from a member who raised concerns about the quality and 
continuity of psychiatric care in their area.   

Our research led us to make the following recommendations: 

1. Systematically reduce reliance on locum psychiatrists to improve continuity of 
care.  

2. Implement a standardised system of psychiatrist job titles and roles which 
reflects the training and qualifications achieved.  

3. Ensure that all psychiatrists are routinely trained in trauma-informed practice, 
racial bias and cultural competence, and neurodivergence. 

4. Ensure relevant training, support and implementation takes place for 
psychiatrists to meet all elements of the core mental health standards. 

5. Focus on making transitions work for individuals, whether from inpatient to 
outpatient care, CAMHS to adult psychiatry, adult to older adults’ psychiatry, or 
moving from one psychiatrist to the next, understanding the importance of 
continuity of care and of structured meaningful beginnings and endings. 

 

Click here to read our full report on Psychiatrists in Scotland.  

 

Lived Experience Stakeholder Report to inform the Scottish Government Mental 
Health Nursing Review 

In March 2024, VOX Scotland published a report to inform the Scottish Mental Health 
Nursing Review. Members discussed what is ‘most helpful’ and ‘less helpful’, and their 
feedback showed that empathy, compassion, communication, encouragement, 
support, listening and giving of time are crucial to those receiving mental health nursing 
care. Where these are lacking, people feel not only are they not helped in their recovery 
but are actively hurt and impeded when they are at their most vulnerable. It is also 

https://voxscotland.org.uk/wp-content/uploads/2025/11/Complaints-Draft-Report-FINAL.pdf
https://voxscotland.org.uk/wp-content/uploads/2025/11/Complaints-Draft-Report-FINAL.pdf
https://voxscotland.org.uk/wp-content/uploads/2024/12/VOX001_MentalHealthStudy_online_HR.pdf


 
apparent that in these situations people become fearful and reluctant to engage and trust 
nurses in the future. 

Click here to read the full Mental Health Nursing Review Lived Experience Stakeholder 
Report.  

 

Lived Experience Report for HMICS Review of Policing and Mental Health 

VOX Scotland consulted members on policing and mental health to inform the HM 
Inspectorate of Constabulary in Scotland (HMICS) Review in March 2023. Participants in 
the review shared a wide range of experiences and reflections. Some accounts 
demonstrated very good practice (generally involving officers who behaved in an 
empathetic, calm and measured manner), which made difficult situations as positive as 
possible, and averted more serious negative impacts for the individuals. However, others 
described instances in which police had been heavy-handed, overly physical, mocking 
and/or bullying, and lacking in compassion. These more negative interactions had a 
profound impact on respondents’ mental health, leaving them traumatised and fearful of 
the police.  

Respondents also had sympathy with the police and their situation as “the service that 
can’t say ‘no’” or “the default service”. They described long waits under police 
supervision in A&E or other hospital settings when in crisis, and the knock-on impact that 
had on police time. They argued that this could be avoided – and police time could be 
spent elsewhere - if proper services and support were consistently in place to help 
people avoid crisis. 

Click here to read the full Policing and Mental Health report.  

 

VOX Scotland is open to new members. 

We offer three types of membership –  

• Individual - we welcome anyone with lived experience of mental illness, past or 
present (there’s no need for any formal diagnosis). 

• Group - mental health organisations or groups led by people with lived 
experience of mental illness and/or who use services can join Vox Scotland as 
group members. 

• Supporter - mental health groups led by service providers, volunteers or carers 
can join us as Supporter Members 

Sign up here to become a VOX Scotland member. 

https://voxscotland.org.uk/wp-content/uploads/2025/06/Mental-Health-Nursing-Review-VOX-Scotland-Response-Final-without-location-references-March-24.pdf
https://voxscotland.org.uk/wp-content/uploads/2025/06/Mental-Health-Nursing-Review-VOX-Scotland-Response-Final-without-location-references-March-24.pdf
https://www.hmics.scot/media/ebehbpcb/hmics20231018pub-hmics-review-vox-lived-experience-report-2023-finalpf.pdf
https://voxscotland.org.uk/sign-up/

