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Staffing Determinations – Updates from the Ombudsman and the 
Information Commissioner 
 
Executive summary 
 
1. The SPCB will recall that as part of the budget exercise last year, it 
approved short term staffing determinations submitted by the Scottish Public 
Service Ombudsman (SPSO) and the Scottish Information Commissioner 
(SIC) for additional staff. In approving these, the SPCB requested in due 
course, it receive an update on the impact the additional staff had made.  The 
SPCB is invited to note the updates received from the SPSO and the SIC at 
Annexes A and B. 
 
Issues and Options 
 
SPSO 
 
2. Approval was granted for the SPSO to appoint two complaints reviewers in 

2014-15, on a two-year fixed term basis to enable the SPSO to maintain 
and further improve the quality of the service provided to the public. 
 

3.  The Ombudsman’s update is at Annex A.  The additional resource has 
enabled the SPSO to support:- 

 
 the ongoing anticipated increasing demand placed on SPSO.  Around 

14% at this stage of the year against a projection of 10%; 
 the additional level of complaints reviewer resource required to process 

cases requiring expert advice; 
 the increasing focus on more phone contact at pivotal stages in 

people’s journey with the SPSO to improve satisfaction with the 
service; 

 establishing internationally renowned standardised, accessible 
complaints handling procedures across the public sector in Scotland. 

 
4. With the additional resource and a number of initiatives to drive 

efficiencies, the SPSO is managing to maintain desk volumes at around 
600 cases at any one time.  Increases in demands for the service through 
the number of complaints and increasing complexity places pressure on 
resources in terms of the SPSO’s ability to continue to deliver a high 
quality service as well as having an impact on workloads and inevitably 
staff wellbeing.  Further increases in demand for the service would require 
further measures to be taken e.g. re-adjusting timescales, or reviewing 
and re-allocating resources currently committed to other statutory 
obligations. 
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SIC 
 
5. Despite efficiencies which had enabled the SIC to absorb a 75% increase 

in application numbers since 2010-11, to ensure that there was no 
reduction in service quality or a backlog developing, the SIC sought 
approval to appoint additional staff.  Approval was granted for the SIC to 
increase her staffing complement by 1.28 full-time equivalent Grade 4 
investigative staff in 2014-15 on 12-month fixed term contracts.  At the 
time of the application, the SIC advised that she was undertaking a 
comprehensive review of the case-handling procedures which she 
anticipated would identify further efficiencies and if the review resulted in a 
different staffing resource mix being more effective (e.g. work being 
carried out by lower-graded staff) this would be reflected in the recruitment 
of the additional staff. 

 
6. In March 2014, the SIC wrote to the SPCB to advise that following her 

review of the case-handling procedures and a revised forecast of 
applications, that instead of recruiting 1.28 FTE Grade 4 investigative staff, 
she intended to recruit a full-time Grade 1 Enforcement Team Assistant 
resulting in savings of £44k. 

 
7. The Commissioner’s update is at Annex B.  As the Grade 1 Enforcement 

Team Support Assistant only took up post on 30 June 2014 and the new 
case handling procedures were introduced on a phased basis only coming 
fully into effect on 1 August 2014, the SIC considers it is too early to 
properly assess the full extent of the anticipated efficiencies and benefits 
but early indications are very encouraging. 
 

8. The role of the new Enforcement Team Support Assistant is anticipated to 
have a knock-on effect on all the teams and work in the office.  Some 
examples are:- 

 
 Some grade 1 administrative functions previously carried out by the 

Grade 2 Validation Officer have been reassigned to the Enforcement 
Team Support Assistant, allowing the Validation Officer to take 
responsibility for straightforward ‘failure to respond’ cases. This 
combined with the process redesign means that cases previously 
handled by Grade 4 Freedom of Information Officers are now being 
handled by the Grade 2 Validation Officer.  Early indications are that 
this is improving effectiveness; 

 More work being carried out by the Validation Officer means that the 
FOI officers have more time for complex case work and it is anticipated 
that over time this will enable them to be part of the project work 
undertaken by the Policy and Information Team designed to influence 
application numbers through raising awareness and improving 
practices; and 

 Work previously carried out by the Grade 2 Operational Management 
Team Administrators (e.g. printing, binding etc.) being reassigned to 
the Enforcement Team Support Assistant enabling additional support to 
be given to the Policy and Information Team. 
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9. Given only 3 months has elapsed since the post commenced it is not 

possible for the SIC to fully assess the impact of the role against the 
anticipated gains. The Commissioner has requested in her budget 
submission for 2015-16 that approval be given to extend the contract for 
an additional 9 months (to 31 March 2016) to provide an opportunity to 
identify further aspects of SIC’s work which it might be possible to manage 
more efficiently and to support the wider strategic aims by supporting the 
development of an online application form. 

 
Governance issues 
 
10. There are no governance issues to be considered by the SPCB.  The 
SPSO and the SIC are employers in their own right. 
 
Publication Scheme 
 
11. This paper can be published. 
 
Next steps 
 
12. Officials will write to the officeholders thanking them for the update and 
giving them any feedback from the SPCB. 
 
Decision 
 
13. The SPCB is invited to note the updates received from the 
Ombudsman and the Information Commissioner 
 
 
 
Officeholder Services 
October 2014 
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