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CTAC unlocked agenda
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Joanne Anderson

National Clinical Lead: Primary Care Nursing

Panel discussion: Essentials of transitioning into CTAC
• Approaches to staff development

Presentation: Engaging with people to ensure an equitable CTAC service
• Equality Impact Assessment (EQIA)

Panel discussion: What does the future hold for CTAC service?
• Future potential 
• What will support this



Leading quality health and care for Scotland

Engaging with people to deliver an equitable 
community treatment and care (CTAC) 
service
Alice Maguire presented by Owain Simpson

NHS Borders PCPIP Demonstrator Site Implementation



CTAC roll out in the Scottish Borders

Treatments provided in 21 locations: 
people can still attend a health centre 
local to them.

But this entailed appointments 
booking through a central admin hub.
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CTAC booking hub equality and human rights impact assessment

Equality and human rights impact 
assessment to structure our engagement 
around the changes. 

• Phase 1 – proportionality and 
relevance.

• Phase 2 – feedback.

• Phase 3 – recommendations and 
changes.

Credit: to Scottish Borders Health and Social Care Partnership
Health and social care integration | Scottish Borders Council

https://www.scotborders.gov.uk/social-care-health/health-social-care-integration


Themes from people’s experiences

People from local groups gave lots of feedback which we sorted into 
themes:

• barriers to booking and access

• communication barriers when calling the hub 

• fragmentation of system, and

• accessibility for people with disabilities.



CTAC booking hub – changes based on people’s experiences

Immediate changes:

• referral exceptions introduced

• booking support for those who need it

• enhanced support for neurodiverse and anxious patients, and

• inclusive communication practices.



Continuing to develop CTAC in the Borders for people in the Borders

Ongoing improvements:

• improve patient-facing 
communications

• continue data collection and analysis

• share learning, and

• use the Care Experience 
Improvement Model (CEIM).

Image credit: Care Experience Improvement Model  [Online Image] Available at: www.hisengage.scot



Q&A
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