SCRUTINY IMPROVEMENT: GOVERNMENT RESPONSE TO ACTION GROUP 
REPORTS 
Introduction \ overview

1. Since the publication of Professor Crerar’s Review of regulation, audit, inspection and complaints handling of public services in Scotland a considerable amount of work had been done across public services to explore how we can create a more proportionate system of external scrutiny and complaints handing that emphasises excellence in delivery and a culture of self improvement within delivery bodies who know the people who use services. This includes:

· work to simplify the landscape of scrutiny by reducing the number of scrutiny bodies;

· work by the Accounts Commission and scrutiny bodies to reduce the burdens on local authorities through the better planning and scheduling of service inspections; 

· the consideration of scrutiny improvement in the wider ‘effective public bodies programme’; and 

· the five action groups set up to produce practical ways to implement the Crerar Review. 

2. These strands are closely linked and together will deliver a coherent package of reform. This report focuses on the action groups but also provides a brief update on work in the other areas.
Work to simplify the landscape of scrutiny by reducing the number of scrutiny bodies
3. We are committed to reduce the number of scrutiny bodies.  Current plans include:
· transferring the functions of Waterwatch to the Scottish Public Services Ombudsman (SPSO)  and Consumer Focus Scotland - this is subject to consideration by the Review of SPCB Supported Bodies Committee;

· transferring work of the Scottish Prisons Complaints Commission to SPSO so that SPSO directly handles complaints about the Scottish Prisons Service which are within its remit - this is subject to consideration by the Review of SPCB Supported Bodies Committee; 
· abolishing the Scottish Charity Appeals Panel;

· combining the existing  functions of  NHS Quality Improvement Scotland and the Care Commission’s independent healthcare’s  function in a new health scrutiny body; 
· combining the functions of the Social Work Inspection Agency, the Care Commission (minus its independent healthcare function). Her Majesty’s Inspectorate of Education’s (HMIE) current responsibilities for inspection of child protection and the integration of children’s services into single new scrutiny body for social care and social work;
· working with mental welfare stakeholders to explore how best to reform the organisation of the Mental Welfare Commission for Scotland’s functions.

4. The intention is to deliver a package of structural reform by 2011. This is subject in part to the work of the Review of Scottish Parliament Corporate Body (SPCB) Supported Bodies Committee which has been set up by the Parliament to consider and report on whether alterations should be made to the terms and conditions of the office-holders and the structure of the bodies supported by the SPCB. The Committee is now considering a range of proposals relating to the future of its commissioners and ombudsman. This includes the future location of functions currently carried out by Waterwatch and the Scottish Prisons Complaints Commission.
Work by the Accounts Commission and scrutiny bodies to reduce the burdens on local authorities through the better planning and scheduling of service inspections 
5. In March 2008, the Cabinet Secretary for Finance and Sustainable Growth asked the Accounts Commission to find ways of reducing the burdens on local authorities through the better planning and scheduling of service inspections.  The Accounts Commission has recently submitted its second report on progress. Working with the main scrutiny bodies, the Accounts Commission is finding ways of reducing the burdens on local authorities which shows that they and the local government scrutiny inspectorates are identifying real opportunities to bring work together to reduce the burden of scrutiny on councils and to improve its impact and effectiveness.

6. The Commission has agreed with its scrutiny partners that Best Value 2 should be the vehicle for a single corporate assessment and for shared risk assessment and scrutiny planning. Progress is being made in developing the shared risk assessment framework which will govern the work in the longer term, and the Commission expects to test it in practice between May and August this year.  It will be implemented from November 2009 as a basis for planning and scheduling future scrutiny activity.  The Controller of Audit will continue to report quarterly on progress. 

Wider effective public bodies programme
7. The existing regulatory bodies exercise important responsibilities and have carried these out well over the years.  However, the public sector has grown in a piecemeal fashion over the past 20 years or so, with a vast range of delivery bodies.  While partnership working can go some way to filling gaps it cannot be the only solution.   Reform of the scrutiny system is a key strand of the Government’s desire to see a more simplified and coherent approach to public service delivery including a much clearer role for public bodies.

8. It is important that all Scottish public bodies are aligned with the National Performance Framework and develop outcome based approaches.  Many bodies have taken up the challenge and guidance has been issued to all Public Bodies to ensure this is consistently applied.  

9. It is also important that public bodies are engaged in Single Outcome Agreements in a manner appropriate to their role and function.  This is set out in the guidance.  Further discussion will take place between Scottish Government, CoSLA, SOLACE and public bodies to take the principles forward into operation.

10. A Public Bodies Strategic Programme, with the support of a strategic group comprising Government directors and Chief Executives of public bodies are working together to ensure that public bodies can maximise their contribution to the Government’s purpose and to maximize cross public sector collaboration and improve service delivery. 

Action groups set up to produce practical ways to implement the Crerar Review

11. When the Government published its response to Professor Crerar’s Review in January 2008, we acknowledged that there was a considerable amount of work to follow through on the recommendations.  A number of distinct strands of work were identified and a series of fixed-term action groups were tasked with reporting back to clear delivery deadlines.  These groups were co-ordinated by Government but relied on the input of others including user interests and scrutiny bodies. The work of the groups and their progress was overseen by a Scrutiny Improvement Programme Board made up of representatives from Scottish Government CoSLA, Solace,  Audit Scotland and  the Scottish Parliament  The Programme Board will continue to oversee and co-ordinate the work of implementation and project teams taking scrutiny improvement initiatives forward.
12. The groups covered 5 broad themes:

· Policy and approach to scrutiny;

· Accountability and governance of scrutiny bodies;

· Complaints handling;

· User focus; and

· Reducing the burdens of scrutiny.

13. More details of the groups and copies of their papers and minutes of meetings can be found here. 
Government Response
14. The groups have now reported and the Scottish Government has considered their findings. Ministers are now able to publish our response. Annex A sets out the full range of recommendations together with the Government’s response. 

15. The recommendations can be grouped together under a number of key headings: 

· Scrutiny – how it can play a supportive role in the  wider context of public service improvement; 
· Public Focus  - how the needs and priorities of users can be more effectively built into the scrutiny process;

· Independence – the need for external scrutiny to be independent and free to make judgements about service delivery without fear and favour; 
· Proportionality – ensuring that scrutiny is used in an appropriate way and is of the appropriate scope and intensity  for the level of risk involved;

· Transparency – ensuring that all parties understand why scrutiny is being used, how  decisions are made and how reports are produced;

· Accountability – how scrutiny can demonstrate its impact, its costs, and its value for money and that its findings are fair and capable of being defended. 
Improvement 

16. All the action group reports have taken improvement to be one of the aims of their recommendations.  This is in line with the Government’s view, as set out in its initial response to the Crerar Review that ‘scrutiny in Scotland also plays an important role in influencing a culture of continuous improvement and striving towards excellence’.  The Accountability and Governance report discusses the nature of the relationship between scrutiny and improvement, acknowledging that the role scrutiny has in helping a service provider to improve is not a simple process. Over and above any recommendations made by scrutiny bodies, the acts of preparing for scrutiny then discussing a scrutiny report can themselves be an integral part of delivery bodies indentifying opportunities for improvement.  

17. The Accountability and Governance group also raised an issue around improvement and accountability. They envisaged a situation where the scrutiny body made suggestions for improvement which a council, in its role as the locally elected democratic body, decided not to pursue. As the report points out, this raises the wider point of balancing the accountability of resource allocation decisions made by directly elected bodies against the expectation that all public bodies should be able to deliver continuous improvement. The report recommends that the experience, knowledge and expertise that scrutiny bodies have accumulated to date should work alongside national and local considerations in advising on the setting of strategic targets.
18. The Policy and Approach group recommends that Ministers should agree strategic priorities and priority risk categories with the Parliament, Local Government, the Auditor General for Scotland and the Accounts Commission.  The existence of a public set of priorities and risk criteria, against which existing scrutiny can be judged, will increase the accountability of all bodies involved in scrutiny including Government.  
19. The Reducing Burdens Action Group recommended the creation of a single common data request agreement. Under this agreement scrutiny bodies will have access to an agreed set of data held by each local authority. This data will be used by scrutiny bodies as they prepare for their inspections. However, it will also be a valuable tool for local authorities as they examine their own performance and look for ways of delivering improvement.    
20. The Complaints report discussed the link between complaints and improvement, noting that the information generated through handling complaints is vital feedback and learning for service providers and for scrutiny bodies, providing evidence to inform improvement. The report recommended a number of measures to improve the way in which the learning from complaints is used to drive improvement.
21.  What is clear from Crerar and the action group recommendations is that unnecessarily complex and disproportionate systems of scrutiny or complaints handling can hinder the imperative to learn lessons and bring about important improvements to services.  The recommendations from all the action groups aim to support a more risk based and proportionate approach and re-align scrutiny activity so that service improvements can be made as a result.  Reducing burdens through introducing a stronger emphasis on assisted self-evaluation, and the introduction of more proportionate scrutiny - as recommended in Reducing Burdens and Policy and Approach – will allow scrutiny bodies and service providers to focus more on improvement.  It is apparent that improvement is most likely to be achieved if all bodies – delivery and scrutiny – look at how they can change their roles to put a greater emphasis on delivering better services and learning from their own and others experiences. 
Public Focus 
22. Most of the action group reports highlight the need for more active involvement of the public in scrutiny.  
23. The User Focus action group concentrated on how the scrutiny system can better focus on the experience of the user, as well as the interests of the wider public. It sets a challenge to scrutiny bodies in particular by setting out seven key features that every body should be able to show it meets fully.  All scrutiny bodies will be required to report to Ministers by June of 2009 on how they will implement the recommendations in the UFAG report with a further report due in April 2010 on how they are responding to the issue of user focus.  

24. The Complaints report has the needs of the service user at its core and sets out proposals for creating a complaints handling system which will make the service user’s experience simpler, quicker and more consistent.  Specifically the group recommended a set of principles based on customer focus and simplification which, in the view of the group, should form the basis of all public complaints handling processes. 
25. The Accountability and Governance Group acknowledged users and the wider public expect periodic independent scrutiny of services without fear or favour. They also noted that users or potential users of services are not a homogenous group and take-up of services (where they are optional) can vary considerably and for a wide variety of reasons. 

26. When recommending an assisted self evaluation model, the Reducing Burdens Group noted that the involvement of service users and stakeholders in self-evaluation and setting outcome agreements is essential to ensure outcomes relate to service users needs and that reporting is in relation to these.  A clear focus on citizens and service users will be key to effective self‑evaluation and to ensure that any self‑evaluation activity is for the purpose of service improvement.  Reporting on the impact and the benefits to service users is a fundamental part of improvement systems.  

27. One of the interesting issues raised by the action groups is how we define ‘the public’. People’s expectations of services will be determined by their own status: a user of a service or the carer of a service user may have different expectations from a taxpayer who funds, but does not use, services.  The User Focus report recognises the need for a common understanding of these terms in taking this forward and suggested ways in which the terms could be defined. Ministers agree that these definitions should be used as work progresses. 
Independence 
28. The Accountability and Governance action group considered Professor Crerar’s recommendations around the need for scrutiny to be independent from those providing the services and operationally independent from political interference. The group recommended a set of governance principles designed to ensure operational independence for scrutiny bodies. It considered whether there should be a single status for all scrutiny bodies to guarantee operational independence but concluded that it would be sufficient for Ministers to agree the governance principles and enshrine them in each body’s governance document. The Parliament will wish to consider whether this could also apply to bodies supported by the SPCB.
29. The Accountability and Governance group also looked at Professor Crerar’s concerns around the perceived gap in independence within the public health sector. It set out a range of options for Ministers to consider. Since the group reported, Ministers have announced change to the structures of health scrutiny bodies and additional rigorous and independently reported scrutiny of the healthcare environment is being put in place in advance of structural change.
Proportionality
30. The importance of creating a proportionate system of scrutiny whilst safeguarding the needs of the most vulnerable is a common issue in the action groups’ reports. It comes out most strongly in the Reducing Burdens group.  In their report the group suggests a system of risk assessment that is closely aligned to that being developed through the work of the Accounts Commission on its scrutiny coordination role. This approach, with its emphasis on scrutiny bodies sharing intelligence to agree a common risk assessment for individual local authorities, should lead to a system where external scrutiny is focussed on areas (councils or individual services) which need more attention. Well performing organisations or services will see a reduction in external scrutiny in line with this proportionate approach. The proportionate approach should be supported by a strong intelligence base: the group stressed that local authorities will need to produce evidence of robust and reliable evidence of their self evaluation processes.  It is accepted that, regardless of the outcome of individual risk assessments, scrutiny bodies must retain the right to conduct unannounced inspections in areas that have been defined as high risk at a national level, such as child protection. 
31. The Complaints Group looked at how to ensure that complaints handling processes were proportionate, which they defined as flexible in method and appropriate to the circumstances. This applies to the internal complaints handling systems of delivery bodies as well as the SPSO and other second tier complaints handling bodies. The group also recommended a standardised complaints process which is designed to ensure that more complaints are dealt with at a local level, resolving the issues quickly for the complainant. Taking a proportionate approach to risk, the group has proposed the priority should be given to introducing standardised complaints processes in those sectors where there is the greatest risk to consumers of service failure – targeting their efforts at the areas of most importance to the service user and their carers.  
32. The Policy and Approach group considered ways to ensuring that the whole system of scrutiny becomes more proportionate. As part of this they have proposed Principles for Systematic Scrutiny Checks (SSCs) against which all existing and any proposed new scrutiny should be assessed. This will ensure that public service scrutiny is targeting priority services and is being applied on the basis of a strategic assessment of risk and against cost and benefit information consistently for the first time
Transparency 
33. Transparency was a key issue for the Complaints group who were of the view that introducing a standardised complaints system would help people to see and understand how decisions about their cases have been reached. This will help service users and their carers to have confidence in the system and it will also play a key role in encouraging service providers to take more responsibility for resolving complaints. 
34. The User Focus group looked at how transparency could be improved in relation to the way in which scrutiny bodies examine, and then report on, the performance of the bodies which they inspect. The User Focus group felt that moving towards a greater use of grading would be helpful, for several reasons. It would mean that it was easier for service users to understand the scrutiny body report on the service they used. It would also be easier for users and stakeholders to look at how various services providers (in the same sector) compared with each other. This would help the users and other stakeholders to better hold service providers to account for their performance. It has already provided to be a powerful motivator for improvement in those sectors which use a grading approach. 

35. The User Focus group then went on to say that having a grading system which, wherever possible, shared the same approach and language across all service providers, would be even better. This would further increase the ability of the user to hold services to account, as they would now have even greater ability to compare service providers. It would also help improve the user’s understanding of the scrutiny process, and what it delivered. The User Focus group also felt that If both users and the service provider itself had a better understanding of the purpose of grading, then the service provider would be more likely to see grades as a way of focussing on areas for improvement, and less likely to spend time and energy on trying to argue about the grade awarded to them by the scrutiny body.  

36. To increase the transparency around whether scrutiny is fit for purpose, proportionate and risk based, the Policy and Approach group’s report sets out a process for the systematic checking of scrutiny activity. The group proposes that existing review processes such as Best Value audits and Policy and Financial Management Reviews should be used for these purposes. 
37. The Policy and Approach action group also recommended that principles for systematic scrutiny checks (SSC) should be introduced into existing performance review systems. It carefully considered possible accountability arrangements for this work and how these could be made as transparent as possible. It concluded that it should be carried out independently of scrutiny bodies by Government and Parliament rather than through the creation of an additional tier of scrutiny panels.

38. The Accountability and Governance group considered transparency around the publication of scrutiny reports. It proposed expanding current practice amongst scrutiny bodies of publishing reports and presenting those simultaneously to the Parliament and Ministers to ensure that all interested parties are in receipt of the reports at the same time. 
Accountability 
39. Accountability issues arose in most of the action groups’ reports. It was, of course, one of the main focuses of the Accountability and Governance group which looked at how accountability lines between Ministers, scrutiny bodies, Parliament, service users and the wider public could be made more transparent and subject to clearer governance arrangements. The group recognised the diversity of functions and status across different scrutiny bodies and explored a range of options. It concluded that some of the more radical of these options would profoundly alter the current accountability relationships between Parliament, the Scottish Government and public services. This would also be contrary to the accountability model which already had been accepted by the Finance Committee in their 2006 Report. 
40. In looking at new arrangements for complaints handling and additional responsibilities for the SPSO, the Complaints group noted the importance of ensuring that the SPSO is seen to be both publicly accountable and independent, balancing the needs of service users with those of service providers.  
41. The User Focus report explored the vision for user focus in scrutiny and how scrutiny itself contributes to the assurance of public accountability by challenging delivery bodies and helping service users and the wider public to articulate their concerns. 
42. In its work on a model of assisted self evaluation, the Reducing Burdens group recognised that it is the delivery body which is accountable for its performance and for improving its services. It argues that to secure accountability self evaluation must meet the following 2 principles:

· it must dovetail with the essential functions of external scrutiny bodies to ensure that those who need less scrutiny get less scrutiny; and
· it must be integrated with, and form part of, the organisational or partnership performance management and public reporting arrangements.
Impact on equality
43. Equality was a thread that ran through each of the workstreams. The Policy and Approach action group set out a number of objectives for scrutiny including that it should help to ensure that local bodies promote equality and access to services for all people, especially those at risk of social exclusion. However, the report also noted that there are a range of interest groups for whom equality legislation and policy offers protection over and beyond ‘vulnerable’ members of society. Assurance on the promotion of equality, for example and on other statutory requirements will still be required and so scrutiny to ensure compliance should continue. Ensuring that this the promotion of equality and access to services is embedded in changes to the way in which scrutiny is carried out and how scrutiny bodies are structured will be a key part of the next phase of our work.
44. The User Focus group saw equality as a key principle of how all organisations can contribute towards the vision of user focused scrutiny, proposing that all bodies should ensure that equality is embedded in the activity of the body and in the design and delivery of all functions. The group noted that cultural and procedural change is required if scrutiny is to become more user focused. It noted that Best Value and the public sector equality duties already provide a helpful framework and organisations are encouraged to exercise leadership and effective use of resources to effect this change and to deliver on the recommendations contained in the report.
45. The Reducing Burdens group researched data currently collected from local authorities by scrutiny bodies with a view to agreeing what should be collected in the future. The group agreed that it was important that any scaled down duplicate reporting requirements could still look at outcomes relating to equality. 

46. The equality dimension of complaints handling was addressed by the Complaints Action group as it looked at how the new complaints system could help give those individuals traditionally less likely to have a voice the confidence to complain about services. The group also considered the importance of advocacy in a more consumer-focused complaints system, both in improving services and in helping people where they have a concern over services, noting that it is especially important for vulnerable and disadvantaged groups.  

47. The Government is committed to reviving the Scrutiny Forum which involves all the main regulators and inspectorates across Scotland.  The Forum provides an opportunity for the different regulators to meet, learn from each other and work effectively together and will be useful as a means of delivering on some aspects of the action groups’ recommendations. 

Next steps

48. The Scottish Ministers welcome the reports of the action groups and recognise the challenge of moving from broad recommendations to workable solutions.  They are appreciative of the time and commitment of the group members and to those who supported or gave evidence to the groups. As a result of this work, we have a clear and well thought out direction of travel and Ministers are determined to make significant progress on the basis of the recommendations.
49. Annex A sets out the Government’s response to each recommendation, together with how it will be taken forward. Further reports on progress will be provided in due course.  
The Scottish Government
March 2009

ANNEX A
ACTION GROUPS UPDATE AND GOVERNMENT RESPONSE

RECOMMENDATIONS

	Ref
	Action Group Recommendation
	Response
	Next Steps 
	Responsibility


	ACCOUNTABILITY & GOVERNANCE

	A1
	Expand current practice amongst scrutiny bodies of publishing reports and presenting those simultaneously to the Parliament and Ministers. This should be set out as best practice in framework documents.
	Accept
	Ministers accept this recommendation as good practice for the formal publication of reports and will write formally to scrutiny bodies to encourage them to adopt this recommendation.
Parliament and Government should discuss the resource implications and procedural issues for Parliament in adopting this new approach.
	Government / Parliament

	A2
	Ministers to formally adopt the key principles of governance to ensure operational independence for scrutiny bodies.

	Accept
	Ministers accept this recommendation as good practice and will write formally to scrutiny bodies to encourage them to adopt this recommendation.
Parliament and Government should also discuss how scrutiny bodies supported by the SPCB and the SCPA could move towards adopting the key principles of governance to ensure their operational independence is made consistent and transparent. 
	Government /

Parliament

	A3
	Ministers should publish a source template for scrutiny bodies to use in developing Framework Documents and include this in the Scottish Public Finance Manual (SPFM). 
	Accept
	Ministers accept this recommendation and will develop a draft template for inclusion in the Scottish Public Finance Manual (SPFM).

	Government

	A4
	That, subject to discussions on the findings of the SCPA inquiry, the SPCB proposals for legislative change in respect of Parliamentary Commissioners (and AGS in respect of tenure in post) merit further consideration for inclusion in statute. 
	Accept 
	On 9 December Ministers issued their response to the SCPA's report. The response included a commitment to legislate on 4 issues: a single fixed term of appointment for the Auditor General; amending the composition of the Audit Scotland Board; a fixed maximum term of appointment for non executive members of the Audit Scotland board; and the extension of privilege to Auditor General reports. Measures will be included in the PSR Bill due for introduction in 2009 

The Scottish Government is working closely with the Parliament on the wider implications for Parliamentary Commissioners during the current Committee Review of the SPCB Supported Bodies. 
	Government

	A5
	Ministers to confirm the principle that where responsibility for strategic policy issues rests with Ministers, accountability for the relevant scrutiny bodies also rests with Ministers. 
	Accept in principle
	The Scottish Government already concentrates on providing leadership and direction, and focus on strategic priorities. As part of the National Performance Framework, the Scottish Government establishes the direction of travel for public services in the current Spending Review period.

This clearly demonstrates our performance as a government and serves to sharpen the focus of all of us responsible for public services on the delivery of these priorities.

As such the role of external scrutiny remains crucial and, subject to the need for ensuring the operational independence of scrutiny bodies set out in A2, Ministers accept this recommendation in principle. 
	Government

	A6
	That Ministers should accept the principle that, in general, Ministers should set the national strategic standards in all areas of public services, recognising the need for input of expertise, user engagement and working within the context of new relationships with local government. 
	Accept
	As per response to A5, this recommendation is wholly consistent with the new approach to Government which we have set out already. The Scottish Government focuses on the key long term challenges for Scotland and enables, and encourages, more effective partnership working – across the public sector and with all stakeholders, recognising the status of local government. 
	Government

	A7
	That Ministers should examine their approach to setting national standards to consider an approach which sets out those national standards where a quantitative approach is sufficient (such as in enforcement) and those where the focus needs to be on improvement.
	Accept in principle
	The public sector as a whole contributes to one overarching purpose and all performance management systems are aligned to a single, clear and consistent set of priorities. The Scottish Government set targets where we judge that it will be an incentive to delivery. The Scottish Government will consider the need for local variation as part of this.  Elsewhere, we have established the direction of travel in which we expect indicators to move in the Spending Review period.  

The Scottish Government will therefore examine the suggested approach, recognising that a key role of external scrutiny, using any type of standards however expressed, is to help to ensure that the service improves to secure outcomes. 


	Government

	A8
	That Ministers should ensure that scrutiny bodies remain closely involved with the development of standards. 
	Accept
	Related to A7, the Scottish Government agree that it is essential that the experience, knowledge and expertise of all stakeholders, including scrutiny bodies, are brought to bear in the development of future standards. 

The Scottish Government agree with the need, set out in the AGAG report for clear, transparent and separate processes associated both with setting standards and any subsequent scrutiny, making use of those same standards. 
	Government

	A9
	There are a number of options related to the scrutiny of health available to Ministers which AGAG noted and endorsed for consideration by Ministers.
	Accept in principle


	Related to A2 above, the Scottish Government will consider how best the key principles of operational independence for scrutiny bodies will apply in the new health body. 
	Government

	USER FOCUS

	U1
	Scrutiny bodies should adopt the definition of ‘user’ and ‘user

focus’ set out in this report.
 
	Accept
	Ministers are reassured that UFAG recognise the complexity of the issues and are not are seeking to lay down a ‘one size fits all’ approach. Ministers welcome this flexibility, accept this recommendation as good practice and will write to all scrutiny bodies to encourage them to adopt this recommendation. 

Parliament and Government should also discuss how scrutiny bodies supported by the SPCB and the SCPA could move towards adopting these, and other definitions set out by UFAG, in order to ensure consistency across all scrutiny bodies.
	 Government / Parliament

	U2
	Scrutiny bodies should adopt the vision, underpinning principles and seven broad features of user focus set out in this report. These are:

    1.  An organisational commitment to user involvement

        recognising the value added by overcoming barriers for

        the users and maximising involvement opportunities. 

   2.  User involvement in the scrutiny body governance

        structures; 

   3.  User involvement in the design of scrutiny activity;

   4.  User involvement in delivery of scrutiny;

   5.  User involvement as members of  scrutiny teams 

        (informing evaluations and judgements through first

        hand activities); 

   6.  Accessibility of their scrutiny findings in reports that are

        easy to read and understand; and

   7.  When the scrutiny body has a direct role in helping

        service providers improve, that the scrutiny body is

        supporting user involvement in subsequent improvement

        action.
	Accept in principle
	Ministers accept this recommendation as good practice and will write to all scrutiny bodies to encourage them to adopt this recommendation.

Parliament and Government should also discuss how scrutiny bodies supported by the SPCB and the SCPA could move towards adopting these, and other definitions set out by UFAG, in order to ensure consistency across all scrutiny bodies.
	Government /

Parliament

	U3
	Scrutiny bodies and public bodies should draw on the examples of good practice in user focus and involvement as a basis for further work.   
	Accept 
	Crerar and the User Focus Action Group both agree that there is already a high-level of user focus in some scrutiny bodies. Ministers accept the recommendation that the potential improvements for service delivery should be highlighted, especially where it has beneficial implications for other services involving the public. 
	Government

	U4
	Scrutiny bodies and public bodies should establish a mechanism for the sharing and disseminating of good practice and the development of action learning. 

	Accept in principle
	Related to U3 above, Ministers accept that there should be a mechanism for such work, and that it should largely be driven forward by the scrutiny bodies themselves and their relevant stakeholders. 
	Scrutiny bodies

	U5
	Ministers should support the current work being undertaken by the Improvement Service and Customer Focus Scotland on a common approach to measuring user satisfaction and experience in Scottish local government. Ministers should review the work by April 2009 with a further expectation of a common approach being developed across local government by April 2010.
	Partially accept
	Ministers recognise the value to be added by work such as developing a common approach to measuring user satisfaction and experience in Scottish local government. Ministers welcome the opportunity to be updated on progress to date. Ministers would also welcome the development of a common approach across local government by April 2010. This would be within the context of our outcomes-based approach with local government, and other delivery partners. As such the Scottish Government leaves the detailed management of services to those who can best understand and tailor their resources and activities in line with local priorities.
	Government \ local partners

	U6
	Ministers should ask that that all performance scrutiny reports from scrutiny bodies, for new programmes of work, are produced in “dual-format” format, with both an accessible summary and a full technical report, with effect from April 2009. 

	Accept
	Ministers welcome the assessment from UFAG that the best way to ensure reports are user focussed is through the adoption of the ‘dual format’ report. This has already been used successfully by HMIE, SWIA and the Care Commission. Ministers therefore accept this recommendation as good practice and will write to all scrutiny bodies to encourage them to adopt this recommendation.

Linked to recommendation A1 above, Parliament and Government should discuss the resource implications for Parliament in adopting this new approach.

Parliament and Government should also discuss how scrutiny bodies supported by the SPCB and the SCPA could move towards adopting these, and other definitions set out by UFAG, in order to ensure consistency across all scrutiny bodies.
Crerar and the User Focus Action Group both accepted that there was already highly successful “dual-format” reporting in some scrutiny bodies. The Scottish Government accepts that not all scrutiny bodies will have budgeted to use this approach during existing scrutiny programmes. As such it considers it reasonable for such reporting requirements to be built into the planning of scrutiny activity from April 2009. Ministers therefore accept that this will result in this approach being rolled out over a period of time.  There are a number of innovative and effective mechanisms in place by which such reports are already produced and Ministers expect such good practice to be the basis for this new work being undertaken, where not already in place.
	Government / 

Parliament

	U7
	Ministers should expect greater commonality across all scrutiny bodies in terms of the grading approaches they use and (i) direct that this is addressed within the developing work on Outcome Agreements and Best Value 2 (ii) review progress by April 2010 and (iii) have a firm expectation of roll out within new programmes of service scrutiny by April 2011.
	Partially accept
	Linked to U6 above, Ministers accept the principle that service users should be able to expect greater commonality in terms of the performance information that is available to them. 

Ministers accept this recommendation as good practice and will write to all scrutiny bodies to establish what work can be done within the current reporting framework to achieve greater commonality. 

For future work, Ministers will ensure this recommendation is considered in the development work for both Best Value 2 and Outcome Agreements. However this commitment recognises that Single Outcome Agreements are part of an overall framework of performance management, shared between local government and the Scottish Government. 
Government and Parliament, as a major stakeholder in the use of scrutiny reports and data, should discuss the implications for Parliament in this new approach.

Linked to U10 below, Ministers will review progress by April 2010 and will then consider how greater commonality could be built into the planning process by April 2011. 
	Government / 

Parliament

	U8
	Ministers, scrutiny bodies, service providers and the Scottish Parliament should accept that to bring about greater user focus within any scrutiny system both cultural and procedural change is required. Such change will involve challenges and opportunities for service providers, scrutiny bodies and crucially, the users themselves. The change will also require additional resources from the outset, in terms of both financial support and staff time for training etc. Best Value and the public sector equality duties already provide a helpful framework and organisations are encouraged to exercise leadership and effective use of resources to effect this change and to deliver on the recommendations contained in this report. 
	Accept in principle 


	The Scottish Government accepts that there will be some additional resources required to move all scrutiny bodies towards a consistently high level of user focus.

However, both Crerar and the User Focus Action Group accept that there is already a high-level of user focus already in some scrutiny bodies. A more effective use of resources will therefore enable scrutiny bodies to examine the potential for reallocation of resources to support this work,  within existing budgets  
	Government

	U9
	All scrutiny bodies should be required to report to Ministers by June 2009 on their approach to implementation of the recommendations in this report and plans to progress further. Each scrutiny body should be able to demonstrate that it is responding to issues of user focus by April 2010. 
	Accept
	Linked to U3 and U4 above, Scottish Government will write to all scrutiny bodies to alert them to this and subsequently monitor progress.

Ministers expect that this work should largely be driven forward by the scrutiny bodies themselves and their relevant stakeholders.
	Government / scrutiny bodies

	U10
	Ministers should establish a mechanism for involving scrutiny bodies and other bodies as appropriate, to help drive forward improvement in user focus and to increase co-ordination and the development of greater commonality. 
	Accept
	Linked to U3, U4 and U9 above, Scottish Government will write to all scrutiny bodies to alert them to this and subsequently monitor progress.

Ministers expect that this work should largely be driven forward by the scrutiny bodies themselves and their relevant stakeholders. However, Ministers will review existing mechanisms and networks to determine whether any additional support is required. 
	Government / scrutiny bodies

	POLICY & APPROACH

	P1
	Ministers should agree strategic priorities and priority risk categories with the Parliament, Local Government and the Auditor General for Scotland – to introduce a co-ordinated and systematic checking process for all new and existing scrutiny.
	Accept
	Ministers will write formally to stakeholders to confirm the priorities set out in report.
	Government

	P2
	The priorities for public service scrutiny should be:

1.Protection, welfare and access to opportunities for:

· Children,

· Adults in need of support and protection
,

· Older people;

2. Assuring public money is being used properly.
	Accept
	Ministers accept these priorities and will write formally to all stakeholders to encourage all scrutiny bodies to adopt this recommendation and to link these priorities closely to local scrutiny decisions as recommended by the Reducing Burdens Action Group.
	Government & Parliament

	P3
	Alongside these priorities there will be other circumstances in which Government, Parliament and the Auditor General will wish to continue or establish scrutiny functions.  These are likely to include 

I. Where there is the need for periodic independent assurance about whether services are safe and/or meeting regulatory requirements. This will be crucial in an area such as equalities;

II. Where service provider self-evaluations are unsatisfactory, or indicate that greater improvements could be achieved;

III. Where there is the need to assess the impact of a national policy priority such as outcome agreements or the national performance framework;

IV. Where a serious service failure arises in one area and assurance is required about wider implications

	Accept
	 Government accepts the need to retain specific scrutiny activity over and above scrutiny based on the strategic priorities set out above, and will ensure the circumstances recommended here form the basis of scrutiny alongside the priorities.
	Government & Parliament

	P4
	The priority risk categories which should be applied will be:

· Corporate governance risk; 

· Service failure risks; and

· Outcome risks.

	Accept
	Government accepts these as being the priority risk categories that will be used nationally and locally to assess the need for scrutiny.  These categories will help decisions to be made on the need for scrutiny, the type of scrutiny function needed and the length of time it should be applied.
	Government & Parliament

	P5
	To achieve a whole-system view of scrutiny, Government and key strategic partners should seek opportunities to assess to what extent each public service scrutiny function delivers for the three life-stage groups at P2 above, and systematically review these to ensure that scrutiny is proportionate and risk-based
	Accept
	Government will include the principles of SSC as the Best Value audit process is updated and as the links between BV and existing PFMR processes are reviewed. 
	Government

	P6
	To ensure strategic priorities for scrutiny keep pace with wider policy development Government, Parliament, the Auditor General and Local Government should agree a scrutiny priority review every 4 years.  This should, involve key scrutiny bodies and other stakeholders
	Accept
	A Strategic Priority Review arrangement should be put in place to happen every 4 years.


	Government, parliament, local Government & scrutiny bodies

	P7
	To improve the understanding of the impact of scrutiny, service providers and scrutiny bodies should use the themes and measures as set out in the PAAG report to be able to demonstrate the resources which are required to respond to external scrutiny.
	Accept in principle
	Government and Audit Scotland should ensure that the impacts of scrutiny – its cost and benefit – is set out by service providers and scrutiny bodies in a consistent manner in future.  There is no standard way of demonstrating cost and benefit at the moment and the challenge will be to use the PAAG report recommendations to develop a useful system
	Government, parliament, local Government & scrutiny bodies.

	P8
	Local government will have a key role in assessing the impact of external scrutiny on its services and the resources required to replace that with self-assessment.

	Accept in part
	Government and local government will work with Audit Scotland, using the cost and benefit measures suggested in PAAG, to assess resources required to increase reliance on self-assessment and scale back external scrutiny.  However, as stated at P2 and P3 there will always be a need for some form of external scrutiny.  So Government does not accept that self-assessment will fully “replace” external scrutiny.
	Local Government coordinated by COSLA and SOLACE

	P9
	Principles for Systematic Scrutiny Checks (SSC) should be introduced into existing performance review systems, which should be carried out independently of scrutiny bodies by Government and Parliament.  Policy & Financial Management Reviews (PFMR) and Best Value audits, could be used where appropriate, to allow periodic reviews of all existing scrutiny.
	Accept in principle
	In reviewing how public bodies are held to account, Government will consider how its review and audit processes could include the principles of SSC.
	Government

	P10
	The SSC principles should be used for testing any proposed new scrutiny functions. Existing processes should be enhanced with a series of evaluation tools such as risk matrices and take account of national priorities to test the relevance and scope of existing, or any proposed new scrutiny functions.
	Accept
	Government and Parliament should develop guidance to ensure new scrutiny functions are consistently tested and checked. 
	Government & Parliament

	P11
	The SSC proposals should be undertaken by officials from Government and Parliament with no direct responsibility for the services under consideration, and should:

a) Be triggered either by proposals for new functions, or as part of a existing reviews such as PFMR or Best Value audits;

b) Make use of as much relevant local and national information as is available, including:

I.  The strategic priorities and priority risk categories,

II. The risk matrices as a tool,

III. The impact assessment framework , and

IV. An assessment of costs and benefits;

c) Be made public so as to make the decision-making process as transparent as possible

d) Be undertaken in accordance with core guidance on creating new bodies, creating new legislation and on policy-making


	Accept in principle
	Government and Parliament should introduce a process for ensuring scrutiny is proportionate on the basis of the SSC proposals. This should be done by developing scrutiny arrangements that are already available, such as Best Value audits.  For future scrutiny proposals Parliament and Government should set out clearly how the SSC proposals will always be considered in setting up new functions.
	Government & Parliament

	P12
	There is an important local dimension to the process set out above.  For local government services, the RBAG report has set out recommendations to co-ordinate the application of priorities and risks at a local level.  For non-local government services – based on the recommendations in the RBAG report – local scrutiny should:

(a) Be aligned with Local priorities and local risk factors;

(b)  Take account of National strategic priorities;

(c) Apply to geographic areas based on Community Planning Partnership boundaries, or local authority boundaries where appropriate.
	Accept
	Government will take account of the RBAG proposals for local government scrutiny coordination and the work of the accounts Commission and prepare to spread this out beyond local government scrutiny into other services. It will be important for scrutiny bodies and local government to work together to ensure that local priorities have the right level of ambition. 
	Government

	REDUCING BURDENS

	R1
	To deliver improvements in service delivery and better outcomes for the people of Scotland, it is recommended that:

councils and their partners continue to develop robust self-evaluation processes.
	Accept
	Councils are at different stages of readiness regarding self evaluation and scrutiny bodies should work with them to help councils to develop and implement assisted self evaluation. 


	Local government  supported by Government CoSLA and SOLACE

	R2
	To deliver improvements in service delivery and better outcomes for the people of Scotland, it is recommended that:

councils, partners and scrutiny bodies use assisted self-evaluation, which sits on a continuum of audit and inspection, as a key approach to provide rigorous external challenge of performance and practices, and to help develop partners’ capacity for effective self-evaluation.  Over time, robust self-evaluation based on sound performance information should replace most cyclical inspections.
	Accept
	Councils are working with their partners to consider this; it is essential that scrutiny bodies are closely involved in the process so that their expertise and capacity can be use to support the work. 

AS set out in P3, although the Government accepts that there should be a much greater role for self evaluation, it is important to note that this will continue to be done in conjunction with independent scrutiny particularly in high risk areas. The emphasis of scrutiny will switch from well performing delivery bodies who will see a reduction to scrutiny to poorly performing organisations and services where the amount of scrutiny might increase until improvements can be demonstrated. 

The Government notes that the recommendations from the action concentrate mainly in easing the burden for local government. However, the Government is aware that excessive and uncoordinated scrutiny also impact on providers from the private and third sectors and is exploring how these issues can be addressed. 
	Local government  and scrutiny bodies

	R3
	To deliver improvements in service delivery and better outcomes for the people of Scotland, it is recommended that:

scrutiny bodies substantially alter the frequency and depth of their work in councils to reflect the strength of self-evaluation and performance.
	Accept
	As part of the Accounts Commission work on coordination, scrutiny bodies are developing a joint risk assessment process which will inform the frequency and intensity of inspection of local government and services provided by local government. There are some services such as child protection which, due to the risk factors and the potential impact on vulnerable groups, will always require some additional form of regular scrutiny over and above the joint risk assessment and assisted self evaluation.  
	Accounts Commission and scrutiny bodies supported by Government

	R4
	To deliver improvements to co-ordinated scrutiny planning, risk assessment and information sharing to reduce the burden of scrutiny, it is recommended that:

the Accounts Commission ensures that all scrutiny bodies work together to deliver joint scrutiny planning and risk assessment processes. 
	Accept
	This is already being taken forward by the Accounts Commission who have now provided two progress reports to Ministers
	Accounts Commission and scrutiny bodies

	R5
	To improve the co-ordination of external scrutiny between those undertaking it and to reduce the burden on public bodies, it is recommended that:

a single common data request agreement will be specified covering: 

· a core set of information to be made available publicly and fully maintained in a standard format by local government and scrutiny bodies for access by the public; and

· a secondary set of information to be made available through local intranets and a national portal and fully maintained in a standard format by local government and scrutiny bodies.
	Accept
	Local government and scrutiny bodies should examine the detail of the RBAG report and agree a method of bringing it into force.

Government will consider how the principles can be expanded to other (non local authority) delivery bodies including those in the third sector.


	Local government and scrutiny bodies

	R6
	To provide access to information useful both to support the on-going work of local government and external scrutiny and audit, while reducing the overall burden, it is recommended that:

work is undertaken within South Lanarkshire Council, with support from Audit Scotland and the Care Commission, to develop and pilot a website based portal capable of holding all the required information which is easily accessible by local government and scrutiny bodies.
	Accept
	Work is underway and an update is expected in January
	South Lanarkshire Council

	R7
	To provide access to information useful both to support the on going work of local government and external scrutiny and audit, while reducing the overall burden, it is recommended that: 
resources are made available both to ensure that the pilot can be developed and then

extended for use across all of local government and scrutiny bodies.
	Accept

With caveat 

	Once the pilot exercise has been completed, Government will work with local government to agree the best way to expand this to all councils.

Government will reflect further on how to implement the public focus issues raised by Crerar in relation to publishing information on scrutiny programmes

	Government CoSLA and SOLACE

	FIT FOR PURPOSE COMPLAINTS

	F1
	A set of principles based on the present SPSO guidance (Valuing Complaints) founded on consumer focus and simplification should form the basis of all public service complaints handling processes, which will be developed in partnership between the SPSO and service providers.  
	Accept in principle
	Subject to current consideration of SPSO by the Review of SPCB Supported Bodies Committee (the ‘Parliamentary Committee’), the Government supports the proposal that SPSO should develop these principles for approval by Scottish Parliament.
	SPSO

	F2
	There should be a standardised complaints handling process for each public service sector based on these principles – so that, for example, all care homes have a process in common and all registered social landlords have their own common process. 
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee, Government supports proposals requiring providers to adopt complaints handling procedures based on model procedures prepared by SPSO.
	SPSO

	F3
	A signposting service, with a single point of contact, should be established to provide guidance and general advice to consumers on complaining, and this should be based around an existing service such as Consumer Direct.
	Accept
	Suitable existing signposting service should be identified, in consultation with Consumer Direct, Citizens Advice and Scottish Consumer Focus.
	Government & SPSO

	F4
	Mediation for providers and consumers as well as advocacy for consumers in need of support should be introduced where appropriate, and Government should consider how best to resource mediation and advocacy in complaints handling
	Accept in principle
	SPSO model complaints procedures will consider need for advocacy and appropriate role of mediation in different public sector areas. Government will then consult on any additional provision that may be required locally or nationally and how this could be resourced within available funding. 
	Government and SPSO

	F5
	All public service organisations should review their schemes of delegation to ensure that the authority to resolve complaints at the front line and by complaints handlers is maximized and that the chain of decision making is as short as possible.
	Accept in principle


	Subject to current consideration of SPSO by Parliamentary Committee, this will form part of response by all public service organisations to development of principles and model complaints procedures by SPSO. 
	All public service organisations

	F6
	All public service organisations should review the training needs of front line employees and complaints handlers to ensure they have the skill and confidence to exercise authority delegated to them in handling complaints.
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee, this will form part of response by all public service organisations to development of principles and guidance by SPSO. 
	All public service organisations

	F7
	All public service organisations should review and enhance the status of complaint handlers.  In addition, the SPSO should establish a cross-sectoral network of complaints handlers and a website to allow complaints handlers to share best practice in complaints handling. Further, the SPSO should coordinate the training for complaints handlers and develop a recognised qualification for complaints handlers.
	Accept in part


	SPSO should offer guidance and suggest training to providers, enhancing the status of complaint handlers - and should oversee the provision of networking. SPSO will need to prioritise such a network against other priorities in developing consistent complaints handling processes across public services.
	SPSO

	F8
	The SPSO, working with scrutiny bodies and service providers, should improve the way in which the learning from complaints is used to drive improvement and the way in which providers can demonstrate this to consumers.  Each council should review its current arrangements for learning from complaints and decide whether they are fit for purpose. The SPSO should work with COSLA and/or the Improvement Service to develop a best practice guide on how to learn from complaints.
	Accept
	Close working on principles of better complaints handling with providers and significant scrutiny bodies, as well as joint work with local government. See also F12
	SPSO, COSLA and the Improvement service

	F9
	Priority should be given to introducing standardised complaints processes in the sectors where there is the greatest risk to consumers from service failure and from which most complaints emerge – namely across the social care sector and across services provided by local government (including social work and education systems).
	Accept in principle


	Subject to current consideration of SPSO by Parliamentary Committee, Government will expect SPSO to prioritise these areas in developing model complaints handling processes, and will consider whether any legislation is required to amend social work and education complaints systems, and SPSO will work closely with the Care Commission to ensure appropriate changes are made in the social care sector.
	Government, SPSO. COSLA and the Care Commission

	F10
	The SPSO should work with local government and the Care Commission to develop complaints systems for social care and social work services which must include clearer communication about responsibility for handling complaints and better sharing of information on complaints.
	Accept in principle
	See response to F9
	SPSO, COSLA, Care Commission

	F11
	Government should consider a National Care Standard for complaints handling
	Reject
	Not necessary – given the statutory authority that SPSO should have to assure compliance, and given existing Care Commission authority over care providers
	n/a

	F12
	In the wider scrutiny landscape, Government should identify how scrutiny bodies must ensure appropriate use is made of complaint outcomes.   
	Accept
	Performance principles to be introduced to revised PFMR and BV audits to ensure scrutiny bodies can demonstrate how use of outcomes is made.  SPSO should ensure action is consistent with complaint principles. See also F8.
	Government & SPSO

	F13
	To reduce the complexity and perceived inconsistencies in approach, and in the structure of the complaints landscape legislation should be introduced to allow changes to the complaints landscape and to allow better sharing (e.g. to allow the SPSO and complaints handling bodies to share headline information on cases under consideration)
	Accept in principle
	The Government is supportive of proposals F13 and F16, and has invited the Parliamentary Committee reviewing bodies sponsored by the Scottish Parliament Corporate Body to consider these changes. Thereafter, it will work with the Parliament to identify what legislation is required and the appropriate legislative vehicle.
	Government, SPSO & Parliament

	F14
	To reduce the complexity and perceived inconsistencies in approach, and in the structure of the complaints landscape Government and/or Parliament should not establish any new complaints-handling bodies without first considering if the SPSO could take on the function, or, only where that would be inappropriate, whether an existing body could expand its role to cover the new function.
	Accept
	Subject to current consideration of SPSO by Parliamentary Committee, Government will abide by this recommendation.
	Government & Parliament

	F15
	The complaints handling function should not be embedded within bodies with an inspection and regulation role, save in exceptional circumstances such as to protect particularly vulnerable consumers.
	Accept
	Government will ensure no new proposals are made to embed complaints with regulation functions, and will ensure all existing functions are reviewed within PFMR and BV audits to ensure separation other than in exceptional circumstances.
	Government & Parliament

	F16
	The number of stand-alone complaints handling bodies should be

reduced, and functions should be transferred, where appropriate, to simplify the process and landscape for consumers. Specifically, Government should consider the following:
	Accept in principle
	See response to F13
	Government & Parliament

	F16i
	Transferring the role currently performed by local authority Complaint Review Committees for social work to the SPSO.
	Accept
	Government should consult on transferring to SPSO and discuss the outcome with Parliament, to seek legislative vehicle. 
	Government

	F16ii
	Transferring responsibility for local authority Education Appeal Committee work and Independent Adjudication functions from local government to an independent tribunal.
	Requires further consideration
	Following the report of the Administrative Justice Steering Group chaired by Lord Philip, Government will consult on options for education appeals and discuss the outcome with Parliament to seek legislative vehicle if required.
	Government

	F16iii
	Ensuring that ‘clinical’ prison complaints should be dealt with either by the new home for Prison Complaints Commissioner functions or by NHSScotland, if the provision of health in prisons transfers to NHSScotland.
	Accept
	Linked to proposals F16vi, and so subject to current consideration of SPSO by Parliamentary Committee.
	Parliament

	F16iv
	Transferring the bus complaints function within the Passenger Transport Users Committee to the SPSO;
	Accept in principle
	Government should consult on transferring to SPSO or the Traffic Commissioner for Scotland with the PTUC and its Bus Passenger Platform Sub-committee and discuss the outcome with Parliament.
	Government

	F16v
	Transferring the complaints function of Waterwatch Scotland to the SPSO.
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee, Government supports this proposal.
	Parliament

	F16vi
	Transferring the Scottish Prisons Complaints Commissioner’s functions to the SPSO, and pursuing opportunities to put the functions of the prison complaints regime on a statutory footing.
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee, Government supports the proposal that SPSO should now directly handle those complaints about the Scottish Prisons Service which are within its remit.
	Parliament

	F16vii
	Retaining the police complaints framework, which is still being embedded, and allow this to develop further, but the case for merging with the SPSO should be considered during the next Parliamentary session.  The PCCS should endeavour to share services with the SPSO where practically possible.
	Accept
	PCCS will ensure services are shared where possible.  Government will look again at the arrangements after 2011.
	Government

	F17
	The SPSO should retain responsibility for considering ‘upper-tier’ complaints.
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee Government supports retention of this responsibility.
	Parliament

	F18
	To oversee a new fit for purpose complaints system, the SPSO should be given the authority and appropriate resources to work with service providers and sectoral interests to develop and approve, for each sector, standardised public service complaints handling systems which include realistic but challenging timescales and processes to keep all parties informed of progress.
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee Government supports enshrining this new responsibility in legislation.
	Government

	F19
	To oversee a new fit for purpose complaints system, the SPSO should be given the authority and appropriate resources to work with service providers and sectoral interests to coordinate training for complaints handlers, develop a complaints handling network and website, and issue guidance for service provider front-line employees and complaints handlers about how to deal effectively with complainants, including those whose behaviour is unacceptable, unreasonable or inappropriate.
	Accept in principle
	Government and SPSO need to consider existing resources, within budgets of service providers and scrutiny bodies
	Government & Parliament

	F20
	To oversee a new fit for purpose complaints system, the SPSO should be given the authority and appropriate resources to work with service providers and sectoral interests to coordinate the way outputs and outcomes from complaints are reported and followed through to improve services.
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee. Government’s general approach is that oversight of systemic response to complaints outcomes will rest with scrutiny bodies responsible for inspection and quality rather than SPSO itself – see responses to F8 and F12
	Government & Parliament

	F21
	To oversee a new fit for purpose complaints system, the SPSO should be given the authority and appropriate resources to work with service providers and sectoral interests to allocate responsibility to service providers (or scrutiny bodies, if appropriate) to lead on individual complaints where more than one body could handle it, to ensure clarity over responsibility and eliminate duplication of effort.
	Accept in principle
	Subject to current consideration of SPSO by Parliamentary Committee Government supports giving this authority to SPSO. The power to allocate responsibility will be a residual one where matters cannot be settled locally, and should not require additional resources for SPSO.
	Government & Parliament

	F22
	The Parliament should be asked to approve the single set of principles on which all complaints handling process would be based.
	Accept in principle
	See response to F1.
	Government & SPSO

	F23
	Government and Parliament should consider options for giving the SPSO authority to develop and approve complaints processes, and Government should consider introducing a general requirement on all public service providers to comply with approved complaints handling processes.
	Accept in principle
	See response to F2. Government supports provision of a legislative duty to comply with appropriate model procedures, subject to any adjustments agreed between SPSO and the public service 
	Government

	F24
	Government should ask SPSO to prepare now, with appropriate resourcing, for taking on additional roles identified in this report and ask service providers to work towards compliance with new processes and utilise the new features within their complaints handling systems.
	Accept
	Parliament to consider SPSO, but providers and existing SPSO should begin work immediately. 
	SPSO and service providers

	F25
	The SPSO should work with service providers and scrutiny bodies, as well as COSLA for the local government sector, to develop a consistent way to capture performance against the complaints handling principles, including assessment of the costs of providing professional complaints handling services.
	Accept
	SPSO will work with COSLA to develop consistent capture method for performance in complaints handling.
	SPSO


ANNEX B

ACTION GROUPS UPDATE AND GOVERNMENT RESPONSE

ACTION GROUP PROGRESS

	
	Deliverables
	Published
	Variations

	FCSAG
	Aim to deliver a better, more transparent and consistent complaints system for service users and the public.

Proposals on process improvement and structural reform.

Recommendations on 

a) local government and care systems to be the priority for improvement;

b) centralised sign-posting for complainants;

c) improved advocacy and mediation;

d) improved training for front-line staff; 

e) structural change to water and prison complaints within SPSO;

f) standardising Education Appeal Committee and Complaint Review Committee (social work) functions.  
	Published July 2008
	a) not recommending scaling back of SPSO investigation role;

b) mergers could reduce services and lose expertise

	PAAG
	Aim to reduce the volume and impact.  

Proposals for reviewing all scrutiny – limiting scrutiny to those sectors which are regarded as service priorities.  Recommendations on a) systematic scrutiny reviews; 

b)strategic priorities and core risk criteria;

c) framework for assessing (impact) cost/benefit to be used in reviews;

d) national and local application of priorities and risk criteria
	Publishing December 2008
	a) assessing the impact and costs and benefits in monetary terms;

b) not recommending use of Expert Panels;

c) life-stage priorities confusing for bodies scrutinising universal services;

	AGAG
	Aim to improve the governance and accountability of scrutiny organisations in accordance with the five principles of scrutiny as recommended in the Crerar Review.
Proposals to address the broad issues of accountability and governance to help deliver:

· more transparent accountability relationships between Minsters, scrutiny bodies, Parliament, service users and the wider public;
· improved and clearer governance in respect of scrutiny bodies; and 
· clear principles for use in any future work when examining scrutiny issues.
Recommendations on

a) updating scrutiny body framework documents to formally adopt the key features of governance to ensure operational independence for scrutiny bodies using common form of words (irrespective of present “status”), and publishing this in the Scottish Public Finance Manual;

b) scrutiny body reports to be published simultaneously to the Parliament, Ministers and the public;
c) develop a common set of roles and responsibilities which could be added to the non-executive members of scrutiny body boards irrespective of their organisational status; 
d) Scottish Ministers should set the national standards in all areas of public services, recognising the need for input of expertise and user engagement.
	Published October 2008
	a) not recommending significant amendment to independent scrutiny of health;

b) no structural recommendations (not in remit);

c) no recommendation on moving to a single scrutiny “status”.  Focus is on operational independence irrespective of status; 

d) not taking forward Crerar recommendation for stronger role for Parliament – AGAG concludes parliament has sufficient powers already in place.  It will be for Parliament to encourage committees to use these powers consistently.



	UFAG
	Aim to provide proposals for improvements to the current scrutiny system to enable a greater focus on the experience of the user and of the wider public. 
Proposals to set out: a clear definition of users and user focus; a vision for an enabling environment; the 7 principles that will be present in a scrutiny system based around the use; and examples of good practice in user engagement and involvement.
Recommendations on

a) adopting the vision for user focus set out in the report and the ‘Seven broad features of user focus in scrutiny’ also set out;

b) In very limited circumstances direct user involvement would be inappropriate, so scrutiny bodies should be required to make arrangements for informed discussion in these circumstances, about the interests of such deliberately excluded users;
c) existing good practice by scrutiny bodies within Scotland as a suitable basis for further work;

d) implementing change should be through encouragement to adopt cultures and processes, rather than have practice pushed out and imposed;

e) suitable supporting mechanisms will be required - such as a Forum co-ordination role;
f) potential for the current pilot work on council satisfaction being undertaken by SCC/CoSLA/Improvement Service as a means to wider sharing of data and encourage adoption of findings;
g) user-focussed reports are produced in ‘dual-report’ format;
h) all performance management outcomes for services should be expressed via grades, with an aspiration that these can be shared across all services. 
	Published October 2008
	a) UFAG not providing a template system for user involvement – rather setting out the features and principles of systems to be developed by the scrutiny bodies;

b) UFAG recognises need for further resources to support culture change;

c) May be sensitivity in introducing grading systems into the BV2 process which Accounts Commission is developing for Government.



	RBAG
	Aim to reduce scrutiny burden on service providers while maintaining the confidence of key stakeholders that services are being delivered effectively and key outcomes are being achieved.
Proposals to establish single data set for all local government corporate assessments, and self-evaluation model to ultimately allow external assessment to be scaled back.
Recommendations on

a) scrutiny bodies and local government developing proportionate and intelligence-led approach to scrutiny, based on robust self-assessment;

b) developing and adopting assisted self-evaluation to replace most cyclical inspection over time, to reflect the strength of self-evaluation and performance.
c) the Accounts Commission ensuring that all scrutiny bodies deliver joint scrutiny planning and risk assessment.
d) a single common data request agreement will be specified covering: 
· a core set of information to be made available publicly and fully maintained in a standard format by local government and scrutiny bodies for access by the public; and

· a secondary set of information to be made available through local intranets and a national portal and fully maintained in a standard format by local authorities and scrutiny bodies.
d) Resources to be found for South Lanarkshire Council, Audit Scotland and the Care Commission to develop and pilot a website based portal capable of holding all the required information which is easily accessible by local authorities and scrutiny bodies
	Published September 2008
	a) report tightly focused on reducing burdens on local government;

b) not taking forward Crerar recommendation on public access to inspection programmes – RBAG prefers that inspection portal should not be accessible to the public or to service users.  This is inconsistent with UFAG;

c) RBAG suggests removing all cyclical inspection, however, PAAG suggests there are a number of higher risk services for which cyclical inspection should not be removed;

d) RBAG call for annual scrutiny risk assessments, whereas Accounts Commission and PAAG call for less frequent reviews;

e)challenge to sequence of the transition steps between reliance on external assessment to self-evaluation – funding/support/resources required for developing self-evaluation;

f) Capacity Issues – better scrutiny planning will be affected by service providers being able to produce robust evidence of what they are delivering and how they are improving (this will be an essential part of risk assessment)




� For scrutiny prioritisation purposes, this definition should include all adults in the care of the State.
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