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On accepting

the challenge

to act as the Prisons
and Probation
Ombudsman, | identified
three key tasks: to
Preserve the work

of my predecessors;

to Promote more widely the lessons

from complaints and fatal incidents’
investigations; and to Prepare the office
for the permanent Ombudsman. A fourth
mantra was quickly added with the decision
of the Coalition Government to review
every arms-length body. The Protection of
the office became paramount in the early
months due to the uncertainty raised by
the Government'’s review of Arm’s Length
Bodies.

My colleagues and | are very appreciative
of the Government’s decision to protect the
office in recognition of the transparency
which we bring to investigations in prisons,
immigration detention and probation. We
understand that Ministers did not make
their decision in isolation, and all of the
services in remit played their part. We value
their continuing acknowledgement of the
worth of independent investigations.

Some may say that it does not matter if

a prisoner loses their property or a 70
year old prisoner dies of cancer. Because
something happens frequently, it does
not make it acceptable or any less worthy
of investigation. In fact, how a prisoner’s
property is looked after may well be a
measure of how the prisoner himself is
treated, and a death being predictable
raises questions about whether detention
was still necessary as well as whether
suitable care was given. Securing the
future of the Ombudsman’s office means
that these all too common situations will
continue to be independently investigated
and the lessons shared. Over 2,500
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complaints investigations and 200 fatal
incidents investigations are testament

to this, as is our research into circulatory
diseases and the reminder to prisons

to develop protocols with their local
ambulance services. They all illustrate the
importance of Protecting the office.

Stephen Shaw left the office in April 2010
at the start of this reporting year. His
contribution to the wellbeing of prisoners,
detainees and those under probation
supervision has been chronicled elsewhere.
In particular, the Perrie Award for 2010

is a well deserved tribute to his work to
‘'make the world a better place’ by an
‘accumulation of small achievements’ which
contribute to the decency agenda.

Preserving Stephen’s legacy has been a key
responsibility during 2010-11. The business
plan set out our objectives for the year and,
against the constraints of work pressures
and wider Government policy changes,
they have largely been achieved. We were
helped by a budget settlement which
reflected the increased workload and, more
prosaically, by better office accommodation.
We have also been able to invest in training
and over half the investigators are on track
to be awarded the Advanced Professional
Certificate in Investigative Practice. This

is an external qualification and means

that, for the first time, the Ombudsman’s
investigators are recognised as meeting
their approved standard.

Of course, the office’s key task is to
consider an individual’s complaint and

the circumstances of each death. Every
investigation seeks lessons to be learnt

and the potential for improving the
arrangements for individuals. This year my
office received 4,641 complaints, a rise of
14% since last year. About half of these did
not meet our eligibility criteria and the total
number of cases eligible for investigation
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this year was 2,561, 10% higher than last
year. Given this increase in workload, it is
testament to the hard work of my team that
we completed 20% more cases than last
year, 2,496 in total.

Two hundred deaths were notified to my
office this year, seven more than in 2009-
10. The number of self-inflicted deaths fell
slightly, but the number by natural causes
increased. At the time of writing, our
numbers indicate fewer deaths from illicit
drug overdoses, but there remain 13 prison
deaths which are unclassified, some of
which await toxicology results and may be
drug related. In the face of serious staffing
issues, we have managed to produce nearly
as many draft reports as last year, although
our output of final reports has been lower
this year than last. | am pleased, however,
to have kept pace with incoming cases

and issued 200 draft and 178 final reports
during the year.

| am also pleased to report that there

has been progress on meeting published
timeliness targets for complaints. Over 90%
of cases were assessed for eligibility within
ten working days and 63% of complaints
investigations were completed within 12
weeks. This compares to 82% and 47%
respectively last year.

We have made some progress on improving
the timeliness of fatal incidents reports,
although we continue to struggle to meet
the published targets of 20 weeks for
natural causes and 26 weeks for other types
of death. Only 15% of drafts were issued
within these target times. Although the
majority of cases miss the deadline, they
are being completed more quickly than last
year, with reports on natural causes deaths
issued on average two weeks earlier than
last year and self-inflicted reports seven
weeks earlier.

The impact of late and inadequate

clinical reviews has affected my office’s
performance for many years and references
have been made in previous Annual
Reports. The delays caused by clinical
reviews are mentioned elsewhere in this
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report. In the coming year we will be
publishing regular performance information
about delays and introducing a variable
target which reflects our dependence on
external agencies. It gives me no satisfaction
when an Independent Monitoring Board
uses its own Annual Report to complain
about delayed inquests. Then the Coroner
lays his own delays at my door when, in
reality, | am waiting for the clinical review
before | can issue my report to the bereaved
family and the service in remit. | am grateful
that the Secretaries of State for Justice

and Health have considered the issue.

The Business Plan for the coming year will
continue to give attention to improving the
timeliness of clinical reviews.

In response to comments in last year’s
stakeholder survey, the target for issuing
final fatal incidents reports has been
extended to give families more time to
comment. We issued 45% within the new
target of 12 weeks after the draft report.

The recommendations made as a result

of my office’s investigations are key to
effecting change where it is needed. This
year we made 26 national recommendations
from fatal incidents investigations; 18 of
these have been accepted so far and we
await responses to the others. Complaints
investigations generated 15 national
recommendations; ten have been accepted,
one partially, one was rejected and three
still await a response.

My recommendations lead to direct
improvements for prisoners and others.
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For example, my findings from deaths in
approved premises have resulted in NOMS
considering whether to supply safe ligature
knives and defibrillators as they already

do in prisons. A prison death led to NOMS
agreeing that each prisoner should have a
unified health record, which includes any
information about substance misuse and

is available for any subsequent periods in
custody. A complaints investigation resulted
in Prison Service Order 1250 being amended
to award compensation to prisoners whose
property is lost or damaged in the prison
laundry.

Sharing the lessons more widely is also key
to Promoting the office. One way that this
has been extended is by establishing the
office’s weekly email alert service. The alerts
let subscribers — who currently number
over 1,000 - know when each Prisons

and Probation Ombudsman (PPO) report

is published. As | visit different regions,

| am greatly encouraged by speaking to
practitioners who tell me how they use

the reports to improve their own services.
There are still prisons which have not
experienced a death in custody, as well

as many approved premises and removal
centres in the same happy position. | hope
that those in charge also read these reports
and consider whether there are lessons to
be learned.

To date little has been published about
complaints investigations and this will be
rectified in 2011-12. This is partly because
the complaints terms of reference do not
require learning to be shared and partly
because the complainants’ confidentiality
must be protected. | found in favour of the
complainant in only a quarter of complaints,
either by mediating a settlement or by
upholding the complaint fully or partially.
This suggests that the decision made by the
services in remit was correct in the majority
of cases and it could therefore be useful

to look for ways to communicate this to
them. In the coming year we will also be
able to say more about the themes behind
complaints with the hope that the services
under investigation will use the learning
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to improve their systems and reduce the
number of complaints.

In preparation for the appointment of

a permanent Ombudsman, several key
personnel policies have been introduced or
revised. Our finances have been managed
responsibly as has our key resource, which
is, of course, the Ombudsman’s staff. A Lean
analysis' is already identifying ways in which
we can remove duplication and rationalise
our investigation processes. A strategic
review of the work processes and numbers
of staff will conclude in May.

My report considers each part of the office
in turn.

Firstly, | cover our Corporate Services
functions, which include office
management, infrastructure, research and
the wider world. There are many successes
but also frustrations, especially as we
remain on the Home Office IT system, which
incurs far higher costs than if we transferred
to the Ministry of Justice. Exclusion from
standard Ministry of Justice systems

some four years after the machinery of
Government changes is frustrating for every
member of my staff.

Next, | highlight the work of my Complaints
team and illustrate the most common
categories of complaints. As in previous
years, these are general conditions (which
include staff behaviour), property (including
what can and cannot be kept in possession)
and allegations that adjudications were not
handled correctly.

Lastly, | look at the work of my Fatal
Incidents Investigation team and consider
suicides in local prisons. | go on to assess the
circumstances when a prisoner dies after
refusing medical treatment. We have found
some good examples of palliative care for
prisoners, although | am surprised that

so many remain in custody. Most deaths
leave a family bereaved and reliant on my

' Lean is a management technique to set up an
organisation’s processes in a way that eliminates
waste and improves customer value.



Prisons and Probation Ombudsman for England and Wales

reports to find out what happened to their
loved one. Families tell me that they do
not want other families to go through the
same experience. | highlight one family’s
contribution to improving practice and the
Department of Health guidance which was
issued as a result.

Looking at the year’s successes in the
context of reduced budgets, it is clear that
my workload must reduce if timeliness is
to have any chance of improving. | talk to
Governors and others about how they can
reduce my office’s workload: compliance
with Prison Service Orders, good quality
responses to complaints at Stage 1 of the
internal complaints process, safer custody
and good healthcare all mean that the
Ombudsman'’s caseload shrinks. The focus
for my predecessors was ensuring that
there was wide and easy access to the
Ombudsman. I am in no doubt that there
is ready access. In the coming year the
office will want to reduce its workload

by encouraging the National Offender
Management Service (NOMS) and others
to resolve complaints at an earlier stage
and consider how the number of avoidable
deaths can be reduced.

Finally, | want to pay tribute to my
colleagues whose work is the bedrock

of this, the 16th, year of the Prisons and
Probation Ombudsman office. The workload
has risen yet again but they have accepted
the challenge. Performance, delivery and
timeliness continue to improve which has
helped to secure the office’s future. They
have accepted the change of Ombudsman
and supported me since my appointment.

It is with reluctance and regret that |
decided that the budget settlement for
coming years did not permit the office to
retain the staff seconded from NOMS. The
office owes a great deal of its success to the
expertise and dedication of seconded staff
as well as its permanent staff and | am sorry
that the secondments have been ended. | am
confident that the maturity and experience
of the permanent staff will fill the gap.
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| am also very conscious of the number

of my staff who are taking advantage of
the Ministry of Justice’s voluntary early
departure offers. Their departures will
undoubtedly affect performance in the
short term. In the longer term, it gives the
office the opportunity to restructure and
reinvest to meet the budget and continue
to deliver the terms of reference.

In particular, | pay tribute to the other
members of the senior management team.
Elizabeth Moody, Tony Hall and Thea
Walton have worked tirelessly with me to
share the leadership of the office. Together
we have Protected, Preserved, Promoted
and Prepared the office for the years ahead.
Recognising the challenges facing the
whole public sector, we hope that sufficient
resources have been allocated to allow the
work to continue, albeit in a leaner and
more streamlined way.

It is an honour to be responsible for
independently investigating fatal incidents
and complaints from people who are
deprived of their liberty. | am proud to be
accountable for finding out what happened
and how lessons can be learned. | am especially
proud to be the first woman to give her name
to these investigations and | wish my successor,
Nigel Newcomen CBE, well as he takes the
office into the coming year.

Ju

Jane Webb
Acting Prisons and Probation Ombudsman
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Corporate Services: Wider issues for the office

Communication has improved and it
seems to have raised its profile over
the last 12 months. [Approved premises
manager]

7

This Annual Report rightly focuses on my
investigations and the lessons learned
from them. However, the terms of
reference could not be delivered without
the support of many important corporate
activities which are frequently hidden from
view. Here | record some of the notable
achievements during the year.

| deliberately gave more priority this year
to managing my office’s finances, in view
of the continuing pressure to do more
with less. As the figures at the end of this
chapter show, my budget is modest in
relation to many comparable organisations
and it is vital to squeeze as much as possible
out of it. We made many efficiencies
without affecting the quality of our

work. For example, we reduced spending
on travel and subsistence by a third. We
dispensed completely with agency staff to
fill temporary vacancies. We also made a
large number of housekeeping efficiencies,
such as limiting refreshments at meetings,

Office costs 2010-11

cancelling management away days, cutting
down attendance at external conferences
and reducing stationery and publications costs.
Holding vacancies open has also contributed to
the underspend, although this has had an
impact on the timeliness of our work.

This year we spent a total of £5,851,842, 3%
less than last year, and less than our budget
allocation of £5.98 million. The chart below
illustrates how staffing accounts for the vast
majority of our costs. This has become even
more marked since we reduced spend on
non-pay costs such as travel.

Office management

| am fortunate that my office possesses a
talented team of investigators, other staff
and managers, but, as with any modern
organisation, systems and processes need
to work well to realise our potential and
provide the best possible service.

11
Very professional in their dealings

with staff and they ensure that they
gather all information before making a
decision. (Governor)

1

Publications and research

Stationery and office supplies

1%
Training
1%

External support
2%

Staff travel
3%

IT and telecoms
7%

1%

Other External support
1% covers call-off
investigators and
the staff support
contract.

Other includes
costs for catering,
translations and
legal advice.

L

Staff costs
84%
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For example, my office has implemented a
performance scorecard which has become
an indispensible tool for managing the
office. It provides regularly updated data on
all aspects of our performance, the output
and timeliness of reports, accessibility and
the effectiveness of support services. We
now have an all-round perspective and can
take early corrective action when necessary.

Linked to the performance scorecard is

the risk register. My office has always
recognised the need to manage risk, such
as the health and safety risks arising from
the unpredictable nature of investigation
work, often requiring extensive travel,

and from the nature of much of our work.
These risks were managed informally but it
became clear that a more rigorous approach
was needed, so that key risks are reviewed
regularly and corrective action taken.

Staffing

In recent years, my office has invested
heavily in developing the skills of
investigators and other staff. We worked
with an external provider to deliver a

range of courses, tailored specifically to the
needs of the office. They covered effective
writing, work management, interviewing
skills, project management and investigative
skills.

We have built on this foundation by
commissioning another provider to deliver
an accredited training package, Advanced
Professional Certificate in Investigative
Practice, for fatal incident investigators and
some complaints investigators. Thirty-five
of my staff have completed the training
and are on track to receive an accredited
qualification which provides assurance both
to the office and to people outside about
the professionalism of our investigations.

We put a number of new policies in place,
most notably the ‘Good Colleague’ profile,
home-working guidance, a new reward
and recognition scheme and guidance on
diversity and equality.

Annual Report 2010-2011

In previous years we have carried out our
own internal staff survey. This year we used
a specially tailored version of the Ministry
of Justice’s staff engagement survey, which
enabled us to benchmark our results against
those of other arms-length bodies. The
results indicated areas where we are doing
better than other similar organisations,
such as giving staff regular feedback on
their performance, as well as areas for
improvement, such as staff not feeling that
they have the tools they need to do the job
well. The latter issue is addressed in the
following section on office infrastructure.

7

Staff care is always a priority. The pressure
to deliver the work is relentless, and every
stakeholder would like a quicker service.
Reports are subject to considerable external
scrutiny. The subject matter brings its own
stresses, not only for the fatal incidents
investigators but a good number of our
complaints investigations as well. While my
staff can make use of the Ministry of Justice
workplace support, that is not enough. We
have an ongoing contract with an external
staff care provider who undertakes an
annual check of fatal incidents staff and
offers counselling and advice whenever it is
needed.

11
Replace the case management system
with a system that is quicker and more
efficient. [Staff member]

7
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Office infrastructure

In common with other organisations, we
are heavily reliant on IT systems to manage
our casework, produce management
information, provide precedent information
for caseworkers and analyse the themes
from recommendations to enable lessons
to be learned. Increasingly, to do our work
efficiently, our systems need to link with
others. So we need to have access to the
Ministry of Justice IT network and NOMS
new prisoner information system (P-Nomis).

Some four years after our sponsorship
passed from the Home Office to the
Ministry of Justice, we are still linked to the
Home Office IT network. This is a wholly
unsatisfactory situation. It means that we
have only partial access to several essential
Ministry of Justice services such as financial
management, website maintenance, travel
and subsistence payments and others.
Additionally, we are charged significantly
more for Home Office remote access
laptops than if they came from the Ministry
of Justice network. We are also prevented
from having easy access to prisoner records
through links to NOMS P-Nomis system.
These are compelling cost and business
reasons for my office to be connected to
the Ministry of Justice network which will
need to happen at the earliest possible time
if we are to work efficiently and balance the
budget in the coming year.

Things have fared better on the office
accommodation front. Our accommodation
in Ashley House was expanded in May

2010 after many years in unacceptably
cramped conditions. However, there remain
significant concerns about the commitment
to maintain the infrastructure of the
building to an acceptable standard. We

rely on the Ministry of Justice to oversee
management of the building, but the fabric
is deteriorating and concerns about basic
health and safety procedures are dealt with
very slowly.

It was no real surprise, therefore, that
the building suffered a serious power
outage in June and July 2010. It could not
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be occupied for three days and it took a
further week for the air conditioning to be
restored and temperatures to be brought
down to acceptable levels. Of course, these
are straitened times, but my sense is that
our building is considered to be the poor
relation in the Ministry of Justice estate.
This needs to change.

Research, analysis and learning
the lessons

Three years ago my office had no research
or analysis capability and very little

useable data. Since then we have made
considerable progress in building up an
extensive database of information from our
fatal incident investigations. This database,
known as FIIFIS (which stands for Fatal
Incident Investigations Full Information
System), was developed using funding from
the Department of Health and now contains
detailed data on cases relating to deaths
since 2007. The database continues to grow
with investigators providing information

on newly completed cases and interns
collecting data from the more historic cases.

November 2010 saw the publication

of our first thematic report? based on

the information collected in FIIFIS. This
presented the analysis of 115 deaths from
circulatory diseases between 2007 and
2009. The analysis found there had been
concerns with emergency response in 43%
of cases where a prisoner had suffered a
heart attack in prison (excluding healthcare
centres). The report received a good deal of
publicity and caused the Ministry of Justice
and the Department of Health to reissue
joint guidance to ensure that access to
prisons for ambulances is not unnecessarily
delayed.

(14
Much better publications and
information on fatal incidents.

[Safer custody manager]
7

2 Learning from PPO Investigations — Deaths from
circulatory diseases, November 2010.

11
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The knowledge base we have developed
for fatal incidents is now highlighting the
lack of a similar resource for complaints
investigations. The first steps to redress
this imbalance were made over the last
year, with detailed information from over
a hundred property complaints being
collected by an intern. The analysis of
these data, from just a small proportion
of the complaints cases which my office
deals with, has demonstrated how useful
such a resource could be if it were rolled
out to cover all complaint types. | am
hopeful that the analytical resources in the
office can be expanded this year so that
we can fully develop the knowledge base
for both complaints and fatal incidents
investigations. This resource will improve
individual investigations by helping
investigators to identify precedents. More
radically, as far as this office is concerned,
it will enable us to explore patterns and
analyse emerging themes to generate
collective learning for the services in remit.

The last Annual Report included several
mentions of three stakeholder surveys
which my office had undertaken during the
year. The individual results from all three
surveys were published on our website and a
summary report® was published in June 2010.

This year, while the general stakeholder
survey remained as an on-line survey in
November, we took a slightly different
approach to bereaved families. Last year’s
survey involved contacting 133 families

at the same time, which for some meant
several years after the death of their
relative. In September this year we started
to send a feedback form at the end of each
investigation. Responses have been received
from only 13 families at the time of writing
and so detailed analysis is not appropriate.
Two-thirds of respondents were positive about
all aspects of their experience of dealing with
the PPO, and all respondents rated the way
they had been treated by their PPO family
liaison officer as good or very good.

3 Perceptions of PPO: What stakeholders think about
the Prisons and Probation Ombudsman 2009-2010;
June 2010.
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Compared to previous surveys, the general
stakeholder survey was more focused on the
preceding 12 months rather than general
impressions. One in five respondents
noticed improvements since last year

in the timeliness of investigations and
overall quality. However, as in previous
years, timeliness continues to be an

area of concern for many respondents.
Investigations were not completed quickly
enough according to nearly half of those
who had experience of fatal incidents and
a third of those who had experience of
complaints.

A quarter thought communications had
improved and there had been a substantial
increase in the proportion of respondents
who had seen PPO publications. The
usefulness of the publications varied but
overall two-thirds found them very or quite
useful. Respondents were asked to rate how
‘influential’, ‘independent’, ‘accessible’ and
‘professional’ they felt the PPO to be. Over
85% gave ‘very’ or ‘quite’ ratings on all four
scales. The individual ratings are shown in
the statistics section of this report.

Next year we are planning to collect
feedback from governors and coroners

on our fatal incident investigations on a
case-by-case basis, so that respondents can
focus more clearly on what happened in
individual cases.

Quotes from both stakeholders and
bereaved families are shown throughout
this Annual Report for illustrative purposes,
but they are not necessarily representative
of the views of all respondents.

The wider world

A crucial part of my office’s work is to
communicate the lessons learned from
investigations and highlight more generally
the good work of my office. During the
year, | made it a priority to get out and
about. For example, | visited 12 prisons and
probation areas. The visits are in addition
to regular meetings with colleagues such

as the Director-General of NOMS, the
Director of Offender Health, the United
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Kingdom Border Agency, the Youth Justice
Board, HM Chief Inspector of Prisons,

HM Chief Inspector of Probation and

the Parliamentary and Health Services
Ombudsman. We particularly value our
continued contact with the office of the
Prisoner Ombudsman for Northern Ireland
and the office of the Scottish Public Services
Ombudsman.

| reqularly attend the Ministerial Board on
Deaths in Custody and other colleagues are
part of the Independent Advisory Panel’s
virtual stakeholder group. We are pleased to
support the Board’s work and value its efforts
to reduce the number of deaths in custody.

Colleagues and | addressed many
conferences at home and abroad, including
a conference in Budapest funded by the
International Helsinki Federation for Human
Rights. We have welcomed visitors from
Afghanistan, Argentina, the Cayman Islands,
China, Ecuador, Ethiopia, Panama and Peru.
They are all interested in learning how

my independent investigations contribute
to prisoners’ wellbeing and | am pleased

to contribute to improving prisoners’
conditions in other countries.

This activity is in addition to more
structured communications. We continue
to issue a quarterly newsletter, On the
Case, which highlights learning from
investigations. A weekly email was
introduced to alert stakeholders and other
interested parties to new publications on
our website. This enables us to provide a
better information service to an audience
of over 1,000 readers each week. New
subscribers can contact PPOcomms@ppo.gsi.
gov.uk to be added to the weekly alert.

1
The e-mail alerts are very good, a great
improvement and easy to share with my
team. [IRC Manager]

The website* provides users with clear
information about the work and how we

4 www.ppo.gov.uk
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do it. It is a repository for our publications
and contains an anonymised version of the
report of every fatal incidents investigation
which | have completed. There are currently
over 750 anonymised reports on the website
which are a valuable source of learning as
well as demonstrating accountability.

11
These reports get me thinking about

our own processes and whether
they need amending in the light of
investigations elsewhere.

[Approved premises manager]
)

Independent investigations by arms-

length bodies such as my office are rightly
published on an independent website and

| am pleased that the threat to subsume
the site into a wider Justice site has, at least
temporarily, been removed.

Although my office does not seek a high
media profile, it is in the nature of the
work that investigations occasionally attract
attention, often because the incident
which led to my office’s involvement was
newsworthy. It is difficult to measure
objectively, but my perception is that media
interest has increased during the year

and so we have appreciated having our
first press officer. | believe this attention

is a welcome development, although a
cautionary note should be added. Like my
predecessors, | do not offer views on the
issue of the day in the offender management
field. That would not be consistent with my
office’s function or its values.

How we performed on our
2010-11 work plan

Our business plan for 2010-11 included a
plan of work activities to develop the office
so that it is in the best possible position

to support our front-line delivery. The
following table sets out the progress we
made on each item. Some of our plans were
particularly challenging and further work
will roll forward into 2011-12, as set out in
our new business plan.

13
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Workstream

End of year assessment

1.1

Review our governance
arrangements in discussion
with Ministry of Justice to
ensure our independence is
safeguarded.

This was considered as part of the Government'’s
review of arms-length bodies, resulting in agreement
that the PPO should continue in its current form as
an independent body, sponsored by the Ministry of
Justice.

1.2

Undertake an annual review
of our framework document
with Ministry of Justice

and complete protocols on
specific support services.

The review of the framework document was deferred
to 2011-12, pending the appointment of the new
permanent Ombudsman.

The protocols were agreed in principle by end July.
Two remain outstanding (HR and finance) and were
delayed by Ministry of Justice wider initiatives on arms-
length bodies and procurement which are outside the
PPO’s control.

1.3

Continue to argue for
legislation to be introduced
to provide a statutory remit
that delivers conspicuous
independence.

An options paper was produced and sent to Ministry of
Justice in August, and subsequently agreed with them
informally. Further actions await the Ministry of Justice
formal response and the appointment of the new
permanent Ombudsman.

2.1

Ensure our publicity
materials, in particular our
three recently produced
DVDs, are used to maximum
effect.

NOMS gave a commitment to ensure that posters are
displayed.

New instructions give guidance on posters and DVDs.
PPO staff are encouraged to highlight posters during
visits.

The complaints leaflet will be revised in 2011-12.

2.2

Undertake work to explore
reasons why certain
complainants groups are
under-represented, such as
women and young people.

Not undertaken because of the need to redeploy
resources to higher priority areas. This included finding
ways to reduce our workload, linked to our reduced
budget.

2.3

Improve our telephone
customer service.

This is being taken forward as part of the Lean work,
and is ongoing through 2011-12. Some baseline
information has been collected.

3.1

Develop means of measuring
and assessing the quality

of our investigations and
reports.

The Ombudsman/Deputy Ombudsman reads all fatal
incidents reports.

A fatal incidents investigation quality assurance process
was drafted. It recommended fundamental changes to
the way we work, and it has been incorporated into
the PPO strategic review.

The Ombudsman/Deputy Ombudsman read all
complaints reports and records of investigation and
comment on quality issues.

This process is now more systematised and further
development work will take place in 2011-12.
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4.1

Undertake a review, using
Lean methodology, to
streamline our processes.

The review started in September. Process mapping
for complaints and fatal incidents investigations has
been done. Further work is incorporated into the PPO
strategic review.

4.2

Seek to reduce the number
of ineligible complaints
being made and the number
of borderline cases that are
accepted for investigation.

Pursued with NOMS, who will ensure prison staff
are aware of correct procedures and that posters are
displayed.

A new leaflet and posters are planned.

The Ombudsman has highlighted correct procedures
during visits to prisons. A PPO themed Ministerial visit
has been arranged which will highlight the impact
which NOMS has on the PPO’s workload.

New complaints leaflets/posters were drafted but this
work was put on hold pending the outcome of the
strategic review and will roll over to 2011-12.

The Business Plan for 2011-12 contains additional
objectives to address the issue.

4.3

Assess clinical reviews

of deaths in custody to
establish whether they
address the issues and
follow the guidance. If not,
devise an action plan for
improvement.

An internal review was completed and key issues were
shared with the NHS.

Regional offender health leads are copied into all
clinical review guidance.

Regular meetings take place highlighting issues with
the DH offender health team. Each team leader has
responsibility for a region and escalating PCT issues.

The issue of delayed clinical reviews has not been
resolved and it is on the agenda for the Secretaries of
State for Justice and Health.

5.1

Develop a cross-office
stakeholder relations
strategy.

A draft communications strategy was agreed in June.
A stakeholder meetings database was set up and
data collected for the performance scorecard on the
effectiveness of stakeholder engagement.

5.2

Develop the complaints
investigations knowledge
base.

A property questionnaire was devised and tested and a

database of cases was created. An analysis of property
cases was carried out. Further development of the
complaints knowledge base is a priority in the 2011-12
business plan.

5.3

Issue research reports
highlighting lessons learned
from both complaints and
fatal incidents investigations.

A report on deaths by circulatory diseases was
published in November. Papers on general complaints
themes and an analysis of self-inflicted deaths
between 2007 and 2009 are at an advanced stage of
consultation and will be published shortly.
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5.4 Review the effectiveness
of the quarterly newsletter
On the Case and the PPO
website.

Website use data became available in April. Work was
started to make access to anonymised reports more
user friendly, although this was deferred by a wider
initiative to merge arms-length bodies' websites (in
the event it was agreed that the PPO could continue to
operate an independent website).

On the Case was revamped in December. A weekly
email alert to stakeholders became operational in June
and has 1,000 subscribers.

5.5 Develop and implement a
research strategy, focusing
on learning the lessons and
establishing some underlying
reasons for matters we

investigate.

A draft strategy was agreed in June, focusing on
improving the availability of data, producing research
reports and supporting the management information
system. This was intended to increase the office's
influence with stakeholders.

6.1 Implement a human
resources and recruitment
strategy and a diversity and
equality action plan which
the office developed in

2009-10.

A human resources strategy was agreed in May and
has been implemented during the year. Features
include establishing a home-working policy, better sick
leave management and better succession planning. A
diversity and equality policy was published. This will be
followed up with training for staff in 2011-12.

6.2 Provide development for
managers in effective
management, including
performance and attendance

management.

Development needs were assessed through a talent
management exercise. A two-day event for managers
in February covered change management.

6.3 Provide development for all
staff, ensure we make the
best use of the range of skills
we have and consider an
element of accreditation.

Learning and development needs/priorities were
agreed in June and relevant development activities
were implemented with providers.

Accredited training was delivered to both fatal
incidents and complaints investigators.

6.4 Develop a corporate risk
register.

An initial register was agreed and baselined in
November. It has since been reviewed quarterly.

6.5 Work with Ministry of Justice
to develop a new electronic
case management system.

A new system was identified in June, but insufficient
funds meant that the alternative option of transferring
the existing case management system from the Home
Office to the Ministry of Justice network platform was
pursued. Transfer is likely to take place in 2011-12.

6.6 Work with Ministry of Justice
to achieve better office
accommodation.

This was achieved in May. Expanded accommodation
in Ashley House now covers the ground and 3rd floor,
and includes new meeting rooms.
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(14
| think the work which the PPO have

done during the last 12 months has
been very fair in all aspects. [Prison
administrator]
