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14 October 2025 – Copy of IAPK’s response to complaint 7 October 2025


Dear Mr Robert McNeil,
We write in response to the both the information request and verbal complaint received on Tuesday 7th October.
Regarding the information request, we have included a separate letter along with all case notes about the advocacy service provided to you.
The records included date from 4th November 2024 up to 22nd September 2025. We hold no information prior to this date in accordance with GDRP law and regulations, which require information about those we have not worked with for 12 months to be deleted, excluding those within other legal frameworks where the timescales and data controls are different.
We received a self-referral on 4th November 2024, by telephone.  
In the discussion on Tuesday 7th October you raised the matter of a conflict of interest between Colin Paton, Manager of iDART team at Perth and Kinross Council and Carolann Barnes Peer Independent Advocate at IAPK.   We are satisfied that no conflict of interest existed.  Since Carolann is deceased there no action we can take, the only way to verify that would be to check with Colin Paton, which you are entitled to do.   

IAPK is independent from iDART and all services. I want to reassure you that IAPK consider conflicts of interest seriously, and we encourage an organisational culture to support staff disclosures, and management can evaluate the conflict appropriately.  We strive to ensure that our staff and our advocacy partners are free from conflicts of interest as much as possible.

You enquired about other referrals affected during the move to a new case management system at IAPK.  I am unable to share information about other people with you specifically, however, I assure you that all other referrals were succesfully transferred to the new system without loss.  Your referral was the exception to this and on reflection, the interactions between you and Carolann, just before and as she went off work, led to a breakdown of communication from IAPK, and I am sorry for the distress it has caused you.  
Through our investigations, we understand that the nature of your interactions were via texts.  When Carolann was first off work, we checked with her about the case notes and information she was responsible for.  We were assured at the time that everything was up to date.  In October 2024, Carolann’s work devices were returned to our organisation following her death, and 12 months of sick leave.  During the 12 month period when Carolann was off work, you did not contact IAPK, therefore as an organisation we understood that there was nothing outstanding. Given this, and upon receiving the devices from Carolann, we had to wipe all information within each device to ensure all confidential information was secure.  This was completed by our IT Provider in line with IT best practice and protocols. 
We take your feedback seriously and regret to hear about your experience of IAPK in 2023. We learnt that Carolann did not pass on the information prior to going off sick. As we were unaware of the texts between yourself and Carolann we did not know to get in contact with you, and in such exceptional circumstances with a colleague passing away.  As an organisation we learn from this experience, and apologise for any distress this has caused you.  Independent advocates work in partnership with advocacy partners and we appreciate how we may improve IT protocols. 
We hope this information answers the questions raised. Should there be anything further please contact Andy Park andypark@iapk.org.uk 

Yours sincerely,





Sarah Fogg
Advocacy Manager





Data extraction from CharityLog
14-11-2024 (Date referral opened) Case:4689 Referrer: Self  Independent Advocate: Noelia T Blanch Drug And Alcohol / New Referral / Closed - Did Not Engaged   22nd September 2025
https://software13g.charitylog.co.uk/cl2release_1014zh/dizions/ext_diary_control.php?diary_id=4689&ext_id=3&mode=C
22-09-2025> Noelia  Closed - Did Not Engaged
Advocate tried different ways to contact RM but has not been possible. No address found to send a letter.
Case close for this time.

05-09-2025 >Noelia - Allocated
To wait for a call back.
Still need to complete the Redress form. Phone is switched off. Email sent.

05-08-2025> Noelia - Allocated
To wait for AP to call back. Noelia called AP but his phone was off.

09-07-2025> Noelia - Allocated
To wait on a response for probation date + check the calendar to fit RMC and his documents on
Advocate phoned AP but he wasn't able to speak. He said the would phone back.

17-06-2025 > Noelia - Allocated
Next probation meeting the 27th May at 3pm.
To wait for RMc to give an update
Advocate checked on RMC. He said that he is doing alright and he would like advocate to attend to his probation meetings. Advocate explained that these occur every week so won't be able to attend to all of them but could make on once per month. RMC agreed.
Advocate also spoke to RMC about filling the redress form + complaint to IDART

21-05-2025 >Noelia - Allocated
To meet with RMc in the office on Wednesday at 12:30 to fill the complaint and to start filling the reddress.
RMC came to the office before his probation meeting to complete the complaint to IDART and to fill the form to request his medical records in IDART but he was missing 2 proofs of identity and he said that he would come along to complete this. Advocate told him that she wouldn’t be in but she would live the papers in the reception.

Probation meeting:
Kelly will:
- bring criminal report for RMc to have a look and discuss the bits that are wrong. Kelly explained that that won't change the result of the court
- To find out what is it about in Dundee next meeting as RMC doesn't know if it’s something to do with police
- Copies of offenses to see if there is still anything pending

15-05-2025 >Noelia - Allocated
To arrange a meeting with RMC as we need more info. Waiting on his phone call.
RMC came along the office.
He shared the outcome of the court with advocate:
- 18 months probation
- 300 hrs community pay back
- £500 compensation


RMc wants support to get his report rectified as he feels there has been a few mistakes on it. He has already shared that with his solicitor.

13-05-2025> Noelia - Allocated
To arrange a partner meeting with RMC to complete the form.
RMC asked advocate to get a subject access request and to attend to his first probation appointment on the 20th.

 01-05-2025 >Noelia - Allocated
To formalise a complaint
Advocate went to IDART to ask for complaints for RMC.
Advocate texted RMC to let him know that papers are in the office.

28-04-2025> Noelia - Allocated
To send this to Angie when she replies with her email address.
Background sent and receive confirmed

23-04-2025> Noelia - Allocated
To meet with RM to get a story timelapse of his childhood for the next criminal justice meeting
Noelia met with RMc at the office and gathered RMc's views regarding her background and to be read or sent them to criminal justice SW.
(find them attached)

17-04-2025> Noelia - Allocated
To properly formalise a complaint.
Noelia to find out how to complaint to IDART.

07-04-2025> Noelia - Allocated
To put a complaint in IDART
Good morning Anne,
How are you? I am emailing you on behalf of Robert as he would like to proceed with his complaint. Could you let me know the steps to do this? I am not sure if this is something that you could help with or there is a more proper way of doing it.
Thank you in advance,

 03-03-2025> Noelia T Blanch - Allocated
To chase up
NT met RM in the office

28-02-2025 > Noelia T Blanch - Allocated
To meet with RM on the 28th Feb.
- medical records
- complaint to IDART
- redress.
RM was a bit on a hurry as he had a Mindspace session.
RM doesn't want to do anything with IDART and that includes his SW (Jordan)




RM wants advocate to put a complaint against IDART and wants the letters that have been written about him, his care plan and the notes around him

21-02-2025> Noelia T Blanch- Allocated
Good afternoon,
I am Noelia Torralba, I work for Independent Advocacy Perth and Kinross and one of my advocate partners is requiring his medical records:

ROBERT MCNEIL DOB: 01/07/1978

Thank you,

19-02-2025> Noelia T Blanch - Allocated
To call Robert
NT called RM to check on the tasks from advocacy:
· medical records
· complaint to IDART
· redress.

13-02-2025> Noelia T Blanch - Allocated
To meet with RM and Jordan.
RM attended to the meeting but he showed a high level of stress and he left after 10 min.

11-02-2025> Noelia T Blanch - Allocated
To call RM again and arrange a meeting to talk about the services Jordan provided and a future meeting with IDART.
NT called RM to arrange a meeting to talk about Reddress and medical records.

03-02-2025> Noelia T Blanch - Allocated
To phone RM to meet and fill the documents Jordan shared
Advocate tried to phone RM but RM wasn't able and asked advocate to phone him again later but he wasn't available after.

31-01-2025> Noelia T Blanch - Allocated
To attend the meeting
NT attended RM and Jordan (his SW at IDART) meeting. RM talked to Jordan about how he feels regarding IDART treatment and how he feels Dr Eldeworth has threated him in the past. RM thinks IDART has not been honest with him regarding the letters he required about his medical history.

Jordan reassured RM giving him a few resources to start addressing his PTSD.

RM agreed in engaging with phycologists to treat his PTSD. RM was also happy to get involved in the resources Jordan has shared with him and happy for advocate to meet with him in his next meetings.

Here is some of the information that we discussed this morning.


Redress Scotland – Survivors are at the heart of the Redress Scotland process

Redress scheme as discussed. While it provides and opportunity for those to seek compensation and justice it can be emotionally difficult to cover some of the things that happened in the past. I’d be happy to support with this too Rab, if needed.

Home | Trauma-Healing-Together

Counselling service based on Atholl St in Perth which provides support to manage trauma. Like many services their waiting list is extensive.

IDART Psychology also remains an option for support too. I am aware that the relationship with our service has been strained but there is plenty of scope to work together to ensure that you’re ongoing treatment and support is successful. I would encourage you to give Anne Henderson a call to have a chat about your ongoing treatment (maybe having Noelia there would help?)

As ever I am free when you want a catch up and a chat Rab. Give me a call or a text and I’m happy to meet somewhere informal for a brew and a blether.

If there’s anything else I can help with please let me know.

Many Thanks,
Jordan.

29-01-2025> Noelia T Blanch - Allocated
· Advocate to find out who is RM' SW
· Advocate to contact IDART
· Advocate to contact GP
· Advocate to gather information about ADULT PROTECTION OFFICER
· Jordan is RM's SW. NT phoned to arrange a meeting with him and RM to talk about more engagement at IDART and to find records of RM

28-01-2025> Noelia T Blanch- Allocated
Advocate contacted IDART and asked for Jordan (RM's SW - Lewis is her superior). Jordan was busy at the moment so receptionist said that she would phone advocate back.

28-01-2025> Noelia T Blanch- Allocated
Meeting at 11am on Tuesday 28th
NT met with RM:

RM spoke about that he is not engaging with IDART fully as he is finding trouble communicating with them. He would like to engage with their counselling services, but he finds that they are not supporting him with this.

RM is also requesting to have his full medical history but this is not being provided and GP doesn’t have any record of that either so he would like to get help trying to get them

RM is currently in yellow practice and he was in green practice before.

He also requires to have medical history from IDART

He phoned IDART to find out when he would get their reply about the complaint he sent on the 22nd November 2024

RM would like to work with an Adult Protection officer
RM would like to have access to pain killers if he requires them like everyone else

21-01-2025> Noelia T Blanch - Allocated
To meet with RM today
RM reschedule meeting for next Tuesday

21-01-2025> Noelia T Blanch - Allocated
To meet with Robert.
NT contacted RM to ask him about things in his life at the moment and he said that he wanted to meet advocate

10-01-2025 > Noelia T Blanch - Allocated
To wait on RM to call with an update
NT phoned Robert to ask for an update. He said that he would like to meet me in person as he has been refused to access his medical history in the GP.

20-12-2024 > Noelia T Blanch - Allocated
To catch up with RM
NT contacted RM for a catch up on how he is doing with IDART and doctors. NT asked RM if he wanted to leave his case opened until his complaint gets resolved and he said yes. RM said that he would give NT a call when he has a response.

04-12-2024 > Noelia T Blanch - Allocated
- To attend appointment in IDART
NT attended to RM meeting at IDART.

Anne Henderson (senior charge nurse) and Anne Flemming were attending too. This was a meeting to clarify matters between RM and IDART as RM has the feeling that he has been mistreated and being taken his right to access to medicines. RM had pointed several times that he wanted to be out of methadone as it increases his arthritis.

RM was blood tested and his blood results would come back to him 24 hrs.

An alternative for methadone will be tested on RM on Thursday the 5th and if he reacts ok then he will be administered this weekly.

Some of RM complaints were:
· Why was he put in sickline when drugs have never affected him to work and he was never informed that that would happen?
· Why a Care plan wasn't completed in his presence?

28-11-2024 > Noelia T Blanch - Allocated
To phone A. Henderson
NT called Anne Henderson for a timeline of RM engagement with IDART



28-11-2024 > Noelia T Blanch - Allocated
Hi Noelia, thanks for the email. I have a clinical governance meeting at 9 am to 11 am but will either try you at 8.30 am if that is any good or after the meeting. I know that RM has been given the complaints procedure so if you could assist him with this I would be grateful. If he has misplaced etc then please advise and I will be happy to forward to you. I hope he is able to work with us as we do want to achieve his goals. His appointment on 03/12/2024 is with Anne Fleming, Clinical Lead who is his nominated key worker.

The appointment is for Tuesday 03/12/2024 at 2pm in Birnam, Murray Royal Hospital (our new main base).

Hope this helps. I had booked RM for 20/12/2024 but he had cancelled that. If he would like a joint appointment with Anne F and myself on that date (03/12/2024) happy to do this so it does not delay things. If you would like to ask him that I would be most grateful. Appreciate you may not see this until 9 am if you work 9 - 5 so if I get no answer will phone after my clinical governance meeting (unlikely to finish before 11am but if it does will contact you). Many thanks.

27-11-2024 > Noelia T Blanch - Allocated
- To hear back from IDART
- To phone IDART to get information.
NT called IDART and receptionist will call back as RM's doctor was not available to attend the call.

22-11-2024 > Noelia T Blanch - Allocated
To meet Robert
Noelia met with Robert at the office:

- Robert started attending Mindspace on the 21st/11/24 (16 more sessions to come when availability)
- Robert wants to make a formal complaint against IDART because of treatment received from there. He has a specific complaint against Dr. Tim Elworthly. He is ok to engage back to them if the issue is resolved.
- Appointment on the 3rd of December and Robert wants advocacy there - he needs a support plan that has never been set
-Robert expresses wishes not to have methadone
- A request for medical history from IDART has been filled with advocate support and gave it to Robert for him to post it (envelope + stamp provided).

19-11-2024 > Noelia T Blanch - Allocated
Call Robert back to rearrange a meeting
NT called Robert to reschedule the meeting.
Robert agreed to meet at 10am

15-11-2024 > Noelia T Blanch - Allocated
NEW REFERRAL: Partner Meeting arranged for 1.30pm on Friday 15th November 2024 at IAPK offices
Robert phoned to cancel the meeting






14-11-2024> Noelia T Blanch – Allocated
Sarah allocates referral to Noelia
NTB too call from RM asking about being allocated to an advocate. NTB arrange for partner to visit IAPK tomorrow to go through reason for referral and gather details.

Sarah allocates D&A case to Noelia > New referral: Further Info needed

04-11-2024 > Sarah Fogg  Allocated To D&A
New referral Info: Email From: Andy Park andypark@iapk.org.uk Sent: 04 November 2024 12:36 To: Enquiries enquiries@iapk.org.uk Subject: D & A Referral - RM
Hi
Could we make arrangements to open a referral for Robert McNeil.
I had a call with him on Friday afternoon. I only have a telephone number for him, 07469164683. He mentioned an appointment that he has on the 15th November and was looking for support with this. Robert mentioned that he goes to CATH every other day and I suggested there as a potential meeting venue.
Thanks
Andy 
Bottom of Form
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