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Note of the Senior Management Team (SMT) Meeting held on 15 August 2013 

Present:

Jim Martin

Ombudsman (Chair)
Niki Maclean

Director 

Emma Gray

Head of Policy and External Communications 

Paul McFadden
Head of Complaints Standards

In attendance:
Rachel Hall

Executive Casework Officer

Fiona Paterson
Senior Personal Assistant (Secretary)
1. The meeting opened at 10:30 with no apologies.  
2. The note of the meeting held on 2 July 2013 was agreed with no amendments.  The SMT were updated that all the outstanding actions for review had been completed and agreed the A&AC Induction Plan Checklist. 

3. Team Managers’ Updates
Advice Team

Carol Neill, Advice Team Manager, was invited to the meeting to provide an update on her area of the organisation.  CN provided a progress report on the first two months of the Duty CR Project.  Initial measures are showing a positive impact on casework levels and customer service.  The Customer Journey Project is currently identifying the areas for improvement and it is expected the group will present their findings to the SMT in November.  The Advice Team are continuing to identify areas to assist CSA through feedback on CHPs working in practice and participation in the RSL project to test compliance.  The Ombudsman thanked CN for providing the update to the Senior Management Team.

Early Resolution Team

Kathleen Steindl, Early Resolution Team Manager, was invited to the meeting to provide an update on her area of the organisation.  KS informed the SMT that Q1 team performance in all areas was good.  The Duty CR project has created breathing space in workloads on desks and this has been appreciated across the team.  Improvement initiatives in the team continue to be implemented, such as manager intervention in cases to improve workflow during periods of leave; increased telephone contact early in a case, and a focus on the formation of heads of complaint.  The Ombudsman thanked KS for providing the update to the senior management team.

Investigations Team

Judy Saddler, Investigations Team Manager, was invited to the meeting to provide an update on her area of the organisation.  JS updated the SMT On the progress of the BUJ project and the interim findings.  JS also updated the SMT on her discussion with the BUJ about Statutory Notices.  Due to two unexpected absences in the team it had been a very busy quarter with a strong team focus on meeting PI-3 this year.  JS also shared two very successful outcomes for cases this quarter.  The Ombudsman thanked JS for providing the update to the senior management team.
4. Policy SMT Update

The SMT were updated on the on-going implementation of the model CHP and the additional developments this has led to in some sectors; in particular, the Colleges Scotland / Quality Development Network launched in August.  Network meetings in all sectors are continuing, and there will be a presentation of the SPSO complaint handling process to the Local Authority Complaints Handling Network following a request at the last meeting.
The SMT were updated on on-going discussions about social work complaints; the Scottish Welfare Fund; the Care Inspectorate and further developments in other government bodies.

The SMT were informed of the joint training programme with NES and the possibility of setting up e-learning modules for the central government sector.
The BUJ engagement project’s report is expected to be circulated to the SMT in September and an initial verbal report was provided.  The overall project has proven to be a very positive exchange with the BUJ’s and the general response was that they welcomed the additional contact and relationship development.
The SMT were informed of the media coverage attracted by the launch of the Annual Report in July and updated on further external communications projects.  The SMT were given an early view of the new Intranet site currently under production.  The SMT requested a preview of the new website before it is launched in September.

The SMT agreed to move to a greyscale letterhead to support the aim of encouraging use of electronic letters and a move to a paperless office. 

The SMT requested an update on the Health Improvement Project at the next meeting.

5. Corporate Services Update 
Finance:  The SMT noted expenditure against budget year-to-date and were informed that the budget submission for 2014-15 would be due in August.
Governance:  The SMT noted the business performance for Q1 against the operational plan.  They also noted the finalised Risk Register and four current risks rated as ‘high’.  The SMT were pleased to note the improved office security following the security audit.
Human Resources:  The SMT were informed of recruitment plans to fill the vacant HR officer post and the movement of financial officer to the Senior Personal Assistant.
ICT:  The SMT were pleased to note the installation of the WorkPro update went smoothly.

6. Complaints and Investigations Monthly Performance Update

The SMT noted the casework performance for quarter one and discussed progress against the performance indicators.

7. Service Improvement Report

The SMT approved the Organisational learning form SDCs Q1 Report for publication and noted the annual summary of QA findings for the previous year.  The Service Improvement Group Framework and Project List was tabled for information.
The meeting closed at 12:00
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