Complaint Handling, Excellence in Public

Services and the Value of Consumers

Friday, 4th December, 2009
King James Thistle Hotel, Edinburgh

Keynote Speaker

Jim Martin
Scottish Public Services Ombudsman
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THE CHANGING STRATEGIC PRIORITIES OF THE SPSO

Complaints - whether resulting from poor service delivery or a failure to understand the
evolving needs of consumers - are crucial drivers for change. How we treat those who
complain, how we deal with their complaint and how we change what we do as a result, is

essential to reshaping services that people want and value.

A key conclusion of the Crerar Review was that the development of a fit-for-purpose
complaints system would be an essential step toward reforming our public services. In May,
the Scottish Parliament's Review of SPCB Supported Bodies Committee concluded, as
recommended by the Sinclair Report, that the development and implementation of a new
fit-for-purpose complaints system should be overseen by the Scottish Public Services

Ombudsman.

This forms part of a wider proposed expansion to the functions and jurisdiction of the
SPSO which would see the Ombudsman's office working with service providers to develop
all public service complaints handling processes; facilitate a cross-sectoral network of best
practice including training and promote recognised qualifications for complaints handlers.

Hearing from the newly-appointed Scottish Public Services Ombudsman, Jim Martin, this
conference will explore the changing strategic priorities of the SPSO and the implications
for service providers and complainants and, through sharing examples of good practice,
consider how service providers - across the private, public and voluntary sectors - can

ensure good complaint handling leads to improved service delivery.

For up to date Agenda information, visit www.mackayhannah.com or
contact Lesley McClelland on 0131 202 9816
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Carol Greer
Citizens Advice Scotland

Learning from good practice: NHS

Kate Lackie
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Research & Communication Co-ordinator
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BOOKYOUR PLACE HERE or online at www.mackayhannah.com

Delegate Fees (please tick applicable rate)

[SPSO]

Full Rate (private sector organisations)

Standard Rate (local authorities and other public sector orgs)

Reduced Rate (professional bodies, trade unions, charities with turnover of >£1m, universities & colleges) [ ] £190 (+ VAT £218.50)

Supported Rate (charities with a turnover of <£Im, voluntary & community organisations)

[J £270 (+ VAT 310.50)

[J £235 (+ VAT £270.25)

[J £120 (+ VAT £138.00)

DELEGATE DETAILS

Please complete all fields in block capitals

50% off your

Forename
Surname

Job Title

Organisation name & address

Town/City

Postcode

Email address

Phone number

Booking contact (if different to above)

Special requirements eg dietary, accessibility

Post, e-mail or fax your booking to:

MacKay Hannah, Crichton House, 4 Crichton’s Close, Edinburgh, EH8 8DT
Email: mail@mackayhannah.com Tel: 0131 556 1500 Fax: 0131 556 0005

3rd booking

Terms and Conditions

Cancellations must be received in writing by post, fax or email. A 25%
administration charge will be applied to any booking cancelled on or before
27th November 2009. No refunds will be given for any cancellations made
after 27th November 2009 but substitute delegates are welcome. The views
expressed by speakers are representative of their own opinions and cannot in
any way be attributed to MacKay Hannah Ltd. MacKay Hannah Ltd takes no
responsibility for the actions of delegates which are based on such views and
opinions. In the event of speakers being unable to attend, or any other
circumstances beyond our control which necessitate change, MacKay Hannah
Ltd reserves the right to alter or amend the conference programme or other

particulars as appropriate.

Data Protection

By completing this form you agree to MacKay Hannah Ltd holding and using your
details to tell you about any future events that we feel may be of interest to you.
Please confirm you consent to this by ticking this box. []

MacKay Hannah Ltd may also pass on your information to other reputable

organisations who we believe may wish to contact you regarding events or
services which may be of interest to you. Please confirm that you consent to this

by ticking this box. [ ]
Payment is required in advance of the event. Please make cheques payable to
MacKay Hannah Ltd.
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About MacKay Hannah

Our company focuses on contemporary public policy
issues of interest to the public, private and third
sectors. Working mainly through conferences, we aim
to provide a platform for informed discussion and
debate of current issues with senior contributing

figures in each policy field.

Sponsored by

COMPLAINTS

Sponsorship opportunities

Our conferences provide the ideal platform on which to
promote your solutions, launch new products, meet new
clients and align your brand with current issues and policy
and the people who influence them.

To discuss how we can help raise awareness and promote
your brand in your industry contact

Angus MacKay on 0131 202 9813 or email Angus
amackay@mackayhannah.com
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