
 

SPSO response to analysis of Draft Strategic Plan 2012-16 
 
We are very grateful to the respondees for the time and trouble they took to consider and 
comment on our draft Strategic Plan.  It is very useful for us to receive feedback on our 
strategic objectives and equalities commitments.  We appreciate the interest in our work and 
value the constructive comments made.  
 
The independent analysis of the feedback raised a number of recommendations and 
suggestions for change which are addressed below.  At the end of this response we highlight 
the changes we have made to the Plan.   
 
3.3. Ensuring and monitoring compliance 
We follow up all the recommendations we make to ensure compliance. In almost every case, 
organisations comply with the recommendations within the deadlines we set.  If an 
organisation refuses to comply, we have the power to lay a special report before the Scottish 
Parliament and ask the Parliament to consider taking enforcement action.   
 
We note the opinion of one respondent about lack of trust in the SPSO and the opinion of 
another about the way the SPSO treated their individual complaint. 
 
3.5 Engagement and partnership 
Wider engagement 
• Engaging with the public 
Within our resourcing constraints, we have sought and will continue to seek to involve the 
public in furthering objectives 2 and 4 (improving public services and simplifying complaints 
handling systems).  Members of the public were invited to respond to our 2010 consultation 
on improving public service complaints handling, and we took proactive steps to involve the 
public by engaging, for example, tenants groups and conducting focus groups through 
Consumer Focus Scotland’s Consumer Network.  We will continue to seek opportunities to 
consult on significant strategic changes.  
• Providing further information on engagement with service providers, regulators and other 

key stakeholders to meet these two objectives 
We will be providing further information about this engagement.  We do not feel, however, 
that this should be included in the Strategic Plan, but rather in the annual operational plans 
and stakeholder engagement policies that sit beneath the Strategic Plan.  We recognise the 
value and importance of partnership working and make explicit reference to it in two of the 
strategic objectives. 
 
3.6 Request for more explicit reference to values and to role of third sector  
• Reference to values 
We agree that complainant experience is vitally important and also that more explicit 
reference should be made to values.  We have amended strategic objective 1, adding ‘user-
focussed’ and referring to ‘customers’ (in place of ‘complainants who have suffered 
maladministration or service failure’).  This emphasises that our service exists to benefit not 
only complainants but also service providers and other organisations.  We have explicit 
organisational values and these are published on our website. 
• Role of the third sector 
We recognise the key role played by the third sector and agree that a further equalities 
commitment specifying that complainants should be informed of their rights and of any 
available support to them is essential.   We have added this as a new commitment to the 
Strategic Plan.  We believe that the suggestion that we should ‘record and highlight 
incidences where information about the right of an individual with a mental disorder to have 
independent advocacy support has not been provided’ is already covered in our first and 
second equalities commitments (‘to take proactive steps to identify and reduce potential 

 



 

barriers to ensure that our service is accessible to all’ and ‘to identify common equality 
issues (explicit and implicit) within complaints brought to our office and feed back learning 
from such complaints to all stakeholders’).  
 
3.7  We note the opinion of one respondent about the SPSO in relation to the Nolan 
principles and accountability to the Scottish Parliamentary Corporate Body.  
 
3.8 Sharing learning 
We are pleased with the strong level of support for this activity and in particular for thematic 
reports and have consequently added ‘thematic reports’ to strategic objective 2.  We note 
the single different opinion.   
 
3.9 Thematic reports and other information 
We look forward to producing thematic reports as and when appropriate circumstances 
arise.  We agree such reports will provide useful information that can be incorporated into 
existing continuous improvement activities and will show how policy/procedure 
inconsistencies are addressed elsewhere.  We agree that case examples and more timely 
information on the overall number and types of complaints will also be useful.  We also note 
the caution expressed about sharing negative outcomes.  
 
3.10  We note the views of one respondent, based on their individual complaint, about lack 
of effectiveness of the SPSO.  
 
3.11 Engagement with SPSO 
We are pleased with the level of positive interactions referred to and grateful for all the 
suggestions made about how to make engagement more effective.  The points made in 
relation to our Complaints Standards Authority are particularly welcome, and have been 
taken on board by the CSA team in connection with the model Complaints Handling 
Procedure work, in particular the local government CHP.    
 
We are very grateful for the suggestions made about attribution of premature complaints, the 
promptness of annual letters/statistics, case updates, increasing the level of meetings and 
telephone contact on cases and explanations of discretionary decisions.  
 
While we will feed all the comments into our consideration of our annual operational plans, 
we do not feel that any of the comments warrant changes to the Strategic Plan.   
 
3.13 Equalities commitments 
We are pleased that the equalities commitments are mostly agreed to be the right ones.  As 
we note above, we have added a new commitment relating to rights and support.  In the final 
Strategic Plan, we have separated the equalities commitments from specific objectives, in 
order to emphasise that together they should underpin all aspects of our service.  They are a 
vital and integral part of the Plan.  
 
3.14 Specific suggestions 
We note the points made, and believe the actions they describe are covered by our 
equalities commitments both in regard to our own service and those of public bodies under 
our remit. 
 
3.16 Additional comments 
While we welcome the first two comments about premature complaints and the SPSO’s 
timelines for dealing with complaints and will feed them into our consideration of our 
operational plans, we do not feel that they warrant changes to the Plan.   
 

 



 

 

On performance targets, we are removing the following measures as they are influenced 
by the actions of service providers.  We will continue to closely monitor these areas.  
 
SO2 –‘Targets for implementation and impact of recommendations’  
SO3 – ‘Impact on premature complaints’  
 
We are adding the following measures: 
SO2 - Meeting our stated commitments to raise awareness of our role and publicise 
    learning from complaints  
 
SO3  - With key partners, build networks of complaints handlers for all sectors 
 - Develop the Valuing Complaints website as a platform for sharing best practice 
 
Under SO4, we are replacing the measure ‘Timeline targets for standardised complaints 
handling across sectors’ with the following measures: 
 
SO4 - Publish model CHPs for all sectors and support bodies to implement them 
 - Establish compliance and performance monitoring measures for all sectors  
 
  
Final Strategic Plan 
The SPSO’s Strategic Plan is published on 30 March 2012.  The changes to it, which were 
informed by the responses we received to our consultation, are as follows: 
 
We have slightly reworded strategic objective 1 to highlight that users are at the heart of our 
service.  We have highlighted thematic reports in strategic objective 2. 
 
We have added an equalities commitment and, while they remain an integral part of the 
Plan, the equalities commitments have been separated from the objectives.  Our five 
commitments are now: 
 
1. to take proactive steps to identify and reduce potential barriers to ensure that our service 
is accessible to all. 
 
2. to identify common equality issues (explicit and implicit) within complaints brought to our 
office and feed back learning from such complaints to all stakeholders. 
 
3. to ensure that we inform people who are taking forward a complaint of their rights and of 
any available support, and that we encourage public authorities to do the same. 
 
4. to ensure that we play our part in ensuring that service providers understand their duties 
to promote equality within their complaints handling procedures. 
 
5. to monitor the diversity of our workforce and supply chain and take positive steps where 
under-representation exists. 
 
We have changed performance measures relating to strategic objectives 2, 3 and 4.  
 
 
30 March 2012 


