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Dear Mr Martin 
 

SPSO Annual Report and Evidence Session 
 

I write to thank you for your evidence following your recent appearance before the 
Local Government and Regeneration Committee.  The members found the evidence 
of you and your colleagues helpful and informative. 
 
You indicated in evidence (col1650) that you would provide the Committee with a 
written update on implementation of your strategic plan and I look forward to receipt 
of that information.   
 
With the benefit of the Official Report of the meeting now being available there are a 
few areas upon which the Committee would find it useful to receive elaboration and or 
clarification.  These are as follows: 
 
In your opening remarks you observed that “the demand for our services is 
increasing.”  and that you anticipated receiving “around 4100 to 4200 complaints”. 
(col1647) This would seem to equate to an increase in complaints of between 200-
300 or as you suggest 5 to 7 per cent.  Given the focus on the outreach work you 
highlight by Paul McFadden and his complaints standards authority team are you 
able to provide any explanation for what appears to be an inexorable rise? 
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Linked to the above is the target you referred to for Paul’s team of looking at around 
100 bodies next year.  Could you indicate if the target is solely set by reference to the 
number of bodies who standardise complaints and whether any target is set to cover 
a reduction in the numbers of complaints arising from those bodies adopting the 
standardised approach?   Could you indicate what monitoring is in place to quantify 
the benefits arising from this work? (cols 1648 & 1661)  
 
You discussed the public’s difficulty in understanding where to go with complaints (col 
1651).  I appreciate that this is not a new position and we would find it helpful to 
understand the actions that the SPSO are undertaking to tackle what appears to be a 
systemic problem. 
 
Anne McTaggart asked what defines high quality service in the eyes of your 
customers (col 1652) and we would welcome, in answer to her question, your 
thoughts on such a definition and in particular how you are intending to have the 
service you provide assessed.  
 
Anne McTaggart also asked how you will continue to deliver a quality service to your 
customers in the face of rising numbers (col 1653), would we be correct in 
interpreting your answer as suggesting that timescales will be extended with quality 
maintained? 
 
I note that you monitor implementation of all recommendations; can you provide a 
note of the number of such recommendations together with details of the time it took 
bodies to implement them during the period in question?  (col 1656) 
 
You helpfully provided details around the Scottish Government logging and 
monitoring of recommendations and also around the approach taken by Health 
Boards in this area.  Could you indicate what if anything is undertaken by local 
government in this regard? 
 
It would be helpful to the Committee if you were able to provide the above information 
by 28 February. 
 
Yours sincerely 

 
Convener  
Local Government and Regeneration Committee 

 

 


