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Dear Mr McCrossan

Review of governance and accountability arrangements for the Northern
Ireland Audit Office and the Northern Ireland Public Services Ombudsman

| refer to your request, dated 21 April, for written evidence to support your
Committee’s Review of the governance and accountability arrangements for the
Northern Ireland Audit Office and the Northern Ireland Public Services Ombudsman.
As already indicated, | am happy to provide information to support your review, in
relation to the Advisory Panel of the Public Services Ombudsman for Wales. | should
add that the views expressed below are my own rather than those of the PSOW, and
also that | sit on both his Advisory Panel and Audit & Risk Assurance Committee.

You ask for information on a number of aspects of the arrangements which | have
provided below:

1. Appointment and membership of the Advisory Panel

1.1 The approach to the appointment of members of the Panel reflects the
Ombudsman’s ‘Corporation Sole’ status. Members of the Advisory Panel are
appointed by the Ombudsman following public advertisement, formal
application, shortlisting and interview by a recruitment panel which is comprised
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1.2

1.3

2.2

2.3

3.1

3.2

3.3

of the Ombudsman, the Chair of the Panel, and other staff within the PSOW's
office.

The Panel comprises of the Ombudsman plus a minimum of four and a
maximum of eight independent members, each serving an initial term of three
years with extension by agreement for a further year. Up to two others may be
co-opted onto the Panel if, for example, specific skills and expertise are
required.

The Chair of the Panel is drawn from its independent membership and is
appointed by the Ombudsman on the recommendation of the Panel.

The role and remit of the Panel

The Panel is a non-statutory forum whose main role is to provide support and
advice to the Ombudsman on the leadership and strategic direction of the
PSOW. It is an advisory only body and does not make any decisions in its own
right.

In summary, the role is to assist in establishing strategic objectives and key
business and employment policies, to scrutinise the Three-Year Strategic Plan,
Operational Plan and budget estimates (including submissions to the Finance
Committee of the Senedd Cymru/Welsh Parliament), and to monitor operational
and financial performance and the effectiveness of policies and strategies.

The role of the Panel is outlined more fully in the attached Terms of Reference
(Attachment 1).

The role the Advisory Panel plays/contribution it makes to the governance
and accountability arrangements

The Panel makes an important contribution to the PSOW'’s governance and
accountability arrangements, as the experience of its independent Members
brings a much wider perspective to bear on the development of policy and
practice, strategic direction and scrutiny of performance. Personally, | consider
that the broad cross-section of relevant experience in the make-up of the Panel
is crucial to its effectiveness.

The Panel's Annual Review for 2020/21 (Attachment 2) provides an overview of
its work last year which included scrutiny of the PSOW's draft estimates for
2021/22 prior to submission to the Senedd Cymru, the consideration of quarterly
reports on the PSOW'’s performance against its strategic aims and KPIs, and its
planned future working arrangements.

The attached chart (Attachment 3) provides an overview of the Panel's

contribution in the context of the wider framework of accountability and
governance at the PSOW.
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4.1

4.2

4.3

4.4

4.5

4.6

A view on whether there is a need to widen/reduce the role or remit of the
Panel or introduce any further mechanisms to improve governance
arrangements/enhance accountability

As outlined above, the Advisory Panel scrutinises the performance of the office
on the delivery of its statutory functions. It also scrutinises the Ombudsman’s
Annual Report before it is laid before the Senedd Cymru. This Annual Report is
considered each year by a Senedd Committee, giving that Committee the
opportunity to question the Ombudsman and key staff about the performance of
the office and its service delivery.

In addition, the Ombudsman’s Audit & Risk Assurance Committee (ARAC)
provides support in relation to financial accountability, issues of risk, control and
governance of operational delivery.

In light of a recommendation of the Senedd Cymru’s Public Accounts Committee
to promote independence between the ARAC and the Advisory Panel, the
PSOW has appointed members to the Panel who do not sit on the ARAC (and
vice versa). Also, the separate chairing of the Advisory Panel and the ARAC
since 2019 has been of benefit, providing the two fora with greater
independence and objectivity.

| consider that these mechanisms help to provide an appropriate level of
accountability of the PSOW in relation to the Senedd Cymru.

In my view, the Panel functions very effectively with its current remit, so | see no
particular need to widen or reduce it. However, we continue to actively look for
measures to improve our performance and governance arrangements. For
example, the different membership of the Panel and ARAC has occasionally led
to some repetition and explanation of issues for the benefit of those members
who do not sit on both. There is also the fact that some topics necessarily
overlap, for example a change in strategic direction (Panel consideration) is
highly likely to result in new risks (ARAC consideration), and the topic may then
appear on the agenda of both fora, albeit for a different reason. We will be
reviewing the position further this year to ensure there is less duplication and as
clear a separation as possible of the Panel and Committee roles.

A further area where we are keen to effect improvements relates to the fact that
as already mentioned, Panel members represent a broad cross-section of
experience and expertise, however this will not necessarily have been gained
from within Wales. This has led at times to a tension between the
unquestionable value of that experience, set against those members’ lack of an
up-to-date understanding of the Welsh context. We are currently trying to
address this by improving communications between the quarterly meetings, for
example by the sharing of management briefings, reports and newsletters.
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5.1

5.2

5.3

5.4

5.5

5.6

An assessment of the extent to which the Panel fulfils a challenge function
as opposed to an advisory one (specific examples to illustrate this would
be particularly useful)

As outlined above, the Advisory Panel’s role is to provide support and advice to
the Ombudsman, and to challenge and scrutinise his office’s performance.

In view of the Ombudsman’s Corporation Sole status, the Panel’s role is
advisory only. However, | consider that the Panel fulfils both a challenge and an
advisory function in broadly equal measure, with the exact ratio being
dependent to a large extent on the topic under consideration. For example, a
discussion on the most suitable topic for the Ombudsman’s first Own Initiative
investigation was almost entirely advisory in nature, whereas that relating to
modifications to the current quality assurance process was both advisory and
challenging, primarily in the context of possible staff perceptions of the planned
changes, and the discussion relating to the proposed trial of a different
performance management and reporting methodology brought more by way of
challenge, questioning whether now was the appropriate time to pilot this, given
the pressures brought about as a result of the pandemic.

The membership of the Panel is such that there is a wide range of relevant skills
and experience which equips us to carry out both an advisory and a challenge
function. For example, as former Assistant Information Commissioner, | bring
expertise on information rights governance; others have held roles as former
Ombudsmen in schemes across the UK or have held senior positions in local
government or Audit Wales.

The Panel undertakes an annual assessment of its work and its contribution and
includes an assessment of members’ individual performance and that of the
Panel as a whole. This includes whether they maintain a clear awareness of the
jurisdiction and operations of the PSOW, and how adequately they are equipped
to provide appropriate scrutiny and challenge to the Ombudsman and his staff.
All members consider that they provide the right level of challenge and support
to the Ombudsman and his staff, as well as bringing valuable insights from their
respective backgrounds.

The annual assessment also covers the working relationship between Panel
members and the Ombudsman’s staff. That relationship is one of openness and
mutual respect, and as such it enables any challenge to be accepted positively.

The last year has seen the introduction of the new PSOW Act 2019, set
alongside an already demanding caseload and the unprecedented effects of the
Coronavirus pandemic. | consider that the Panel provided effective challenge
throughout. To provide a further example: whilst scrutinising the performance of
the PSOW'’s casework delivery against its Key Performance Indicators, it was
evident that performance fell significantly during the first half of the year. The
remote working arrangements and caring responsibilities of staff, the impact of
Covid-19 on public bodies’ capacity to respond to PSOW on complaints and the
office’s ability to obtain timely clinical advice on health cases significantly
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6.2

affected the PSOW'’s performance. The Panel was concerned about the impact
of delays in the PSOW's casework and its ability to manage future work,
particularly in relation to health complaints arising from the pandemic. It
challenged the Ombudsman’s staff on its service delivery and on exploring
different options for improving performance. This was taken forward by the
PSOW’s management and we have recently seen performance improvement,
during the latter half of the year.

Frequency of Panel meetings and who is entitled to attend

Meetings are held quarterly. The Panel occasionally convenes at other times as
well, for example for specific training or briefings such as recent training
sessions on cyber security and unconscious bias.

Attendees at Panel meetings comprise those set out above at paragraph one,
plus the Chief Legal Adviser and Director of Investigations who acts as
Secretary to the Panel, and the Chief Operating Officer. Other Management
Team members whose presence is dictated by the meeting’s agenda will also
be in attendance, for example, the Head of Policy, Head of Communications,
Head of Investigations or Financial Accountant.

Whether minutes of meetings/non-restricted meeting papers are published
Agenda papers and minutes are not generally published, although the Terms of
Reference do allow for their publication at the discretion of the Ombudsman.
The Panel's work is summarised in the Ombudsman’s Annual Report &
Accounts and the Panel produces an Annual Review of its work which is
published on the Ombudsman’s website.

Reporting requirements of the Panel

As indicated above, the Panel prepares and publishes each year a report on its
work, which is made available via the PSOW'’s website. It is also included in
summary form in the PSOW’s Annual Report and Annual Governance
Statement.

| hope these responses are helpful. If you have any further questions or would like
clarification of anything in my response, please let me know.

Yours sincerely

A Lo

—

Anne Jones
Chair of Advisory Panel
Public Services Ombudsman for Wales
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Advisory Panel - Terms of Reference ||

Status of the Advisory Panel

The Advisory Panel is a non-statutory forum whose main role is to provide support and
advice to the Ombudsman on the leadership and strategic direction of the office of the
Public Services Ombudsman for Wales. The Advisory Panel also brings an external
perspective to assist in the development of policy and practice.

The Advisory Panel provides specific advice and support to the Ombudsman on:

. vision, values and purposes;
. strategic direction and planning.

The Advisory Panel is an advisory-only body to the Ombudsman and does not make
decisions in its own right.

Membership
Membership will comprise:
. Ombudsman
. A minimum of four and a maximum of eight independent external members
(who offer specific skills and experience sought by the Ombudsman and may
include someone from another ombudsman office)
. Up to two co-opted members.

The Chief Legal Adviser and Director of Investigations will act as Secretary to the Panel.
Other Management Team members, as decided by the Ombudsman, will attend the
Panel’'s meetings.

The term of office for Independent members will be three years. The Ombudsman has
the option to extend this term for one further year.

The meetings will be Chaired by one of the independent external members. The
Ombudsman will appoint an independent member of the Panel to the position of Chair on
the recommendation of the Advisory Panel. Should the Ombudsman decide not to follow
the recommendation of the Advisory Panel the Ombudsman’s decision will be recorded
in the minutes of the Advisory Panel’'s meeting.

Role and responsibilities of the Panel

To assist the Ombudsman in establishing:
. the PSOW's strategic direction, aims and objectives and targets;
. key business policies;
. key employment strategies and policies.
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To scrutinise and assure:
. the Three Year Strategic Plan and the Annual Operational Plan;
. high level budget allocation;
. the budget estimates submission to the Finance Committee of the
Senedd Cymru Welsh Parliament.

To monitor and review:
. operational performance and delivery;
. financial performance;
. effectiveness of employment strategies and policies;
. diversity and equal opportunities, particularly in relation to the Equality Act
2010
. external communications strategies and stakeholder relations;
. health and safety and business continuity.

Rights
The Ombudsman and Advisory Panel may:

e co-opt additional members for a period not exceeding two years to provide
specialist skills, knowledge and experience and help the Panel to be
representative of the communities the Ombudsman serves.

e seek specialist ad-hoc advice subject to being within budget.

Meetings

Meetings will be held four times a year. A quorum shall be a minimum of three members,
one of whom must be the Ombudsman (or, exceptionally, a deputy nominated by the
Ombudsman).

In the event of the Chair of the Advisory Panel being unable to attend a meeting, another
independent member will take the chair.

Following approval at the next Panel meeting, minutes of meetings will be published as
decided by the Ombudsman.

Declaration of Members Interests

Members are required to declare any personal interests in accordance with the PSOW'’s
Policy on Declaration of Interests by Advisory Panel and Audit & Risk Assurance
Committee members.

Sub-committees
It is open to the Advisory Panel to form a Remuneration Committee, or other sub
committees, on an ad hoc basis (i.e. when the need arises).

Information Requirements

For each meeting the Advisory Panel will be provided with a report on progress against
Strategic/Operational Plan aims and objectives.
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As and when appropriate the Panel will also be provided with:

Reporting

Each Panel meeting shall be recorded in minutes that will be approved at the
next meeting.

The Panel will provide the Ombudsman with an Annual Report on the work it
has done during the year, timed to support finalisation of the Ombudsman’s
Annual Report and Annual Governance Statement.

an annual work programme

reviews on progress against the Communications & Outreach Strategy
proposals for any new ‘in-year’ objectives not originally foreseen when the
Strategic/Operational Plans were developed

draft annual Estimates submission to the Finance Committee of the Senedd
Cymru Welsh Parliament

drafts of proposals for new or revised key business/employment policies
updates on working relationships with the Senedd Cymru Welsh Parliament
proposals for any organisational developments

PSOW'’s Annual Report

a periodic review of the Advisory Panel's own effectiveness.

Note: For the avoidance of any doubt and in accordance with these Terms of Reference
the Advisory Panel’'s role and remit is advisory only. Neither the Panel nor any individual
members have any role or remit in relation to operational matters or casework decisions
made by the PSOW.

kkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkkk
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Advisory Panel Review of the Year 2020-2021

11

2.1

2.2

3.1

3.2

3.3

Background

This paper reviews the effectiveness and work of the Advisory Panel (the Panel)
during 2020-2021. As with the annual reviews of previous years, it takes account
of the views expressed by Panel Members in the self-assessment appraisal forms
completed during March 2021.

The Role of the Advisory Panel

The Advisory Panel is a non-statutory forum whose main role is to provide support
and advice to the Ombudsman in providing leadership and good governance of
the office of the Public Services Ombudsman for Wales (PSOW). The Panel
members’ varied experience provides the Ombudsman (who is corporation sole)
with objective external perspective and advice on the development of policy and
practice, strategic direction and scrutiny of the PSOW'’s performance.

The Terms of Reference for the Advisory Panel were reviewed and agreed by the
Panel in September 2020 and are set out in Appendix A.

Membership

Membership comprises the Ombudsman and a minimum of four and maximum
of eight independent external members who offer specific skills and experience
including experience of public service sectors and different jurisdictions in both
territorial and sectoral senses.

The Ombudsman attends the meetings of the Panel and the Chief Legal
Adviser & Director of Investigations acts as Secretary to the Panel.

A recruitment exercise was undertaken in June 2020 to appoint additional
members to the Panel to take account of some members’ terms of office
concluding in 2021. To ensure good transitional arrangements and the sharing
of knowledge and expertise of the Panel members, two of the new members
joined the Panel before other members’ terms of office end later in 2021. The
membership of the Panel during the course of the year has therefore been as
follows:

e Mrs Anne Jones (former Assistant Information Commissioner) (Chair)

e Mr Jim Martin (former Scottish Public Services Ombudsman)

e Dr Tom Frawley CBE (former Assembly Ombudsman and Northern Ireland
Commissioner for Complaints)
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3.4

4.1

4.2

4.3

4.4

e Mr Trevor Coxon (former Monitoring Officer of Wrexham County Borough
Council)

e Mr lan Williams (former Group Chief Executive of Hendre Limited)

e Dr Jane Martin CBE (former Local Government & Social Care Ombudsman
for England and member of the Committee on Standards in Public Life)

e Mr Mike Usher (former Audit Wales Director)

e Ms Rhiannon Ivens (former Police Chief Inspector)

Rhiannon Ivens resigned from her role in March 2021 as a result of a conflict of
interest arising from another appointment.

Meetings

Panel Members have continued to demonstrate their commitment to the role with
all members having an excellent attendance record in respect of the meetings held
over the past year. All meetings in 2020-2021 were held virtually due to the
ongoing Coronavirus pandemic. Following a Management Team review of
meeting dates in August 2020 it was agreed to reschedule Panel meetings in
order to provide more timely reports and avoid public holiday/year-end clashes.
Full attendance for the year was therefore three meetings and attendance by
Panel members was as follows:

No. of Total
Panel Member attendances | Possible
Anne Jones (Chair) 3
Tom Frawley
Jim Martin
Trevor Coxon
lan Williams
Jane Martin
Mike Usher
Rhiannon Ivens

NINWWWWWww
NINWWWW[Ww

The Panel sets for itself an annual work programme and Panel Members have
received a number of regular reports at each meeting, such as progress
monitoring against the targets contained in the Corporate and Operational Plans;
and the monthly Complaints Monitoring Report. The 2020-2021 and 2021-2022
Work Programmes are set out at Appendices B and C respectively.

Following the outbreak of the Coronavirus Pandemic in March 2020, the Panel has
worked effectively remotely and has provided the PSOW with helpful scrutiny and
challenge throughout this unprecedented event.

As a result of the feedback from members at the end of 2019/20, regular updates
were provided to members on the work of the office, external events and coverage
of PSOW'’s work to provide greater awareness of issues between Panel meetings.
Also, the Chair of the Panel reviewed and amended the approach to setting the
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Agenda for meetings so that more detailed discussion on key issues could take
place. Key issues considered by the Panel were:

e Scrutinising the PSOW'’s draft Annual Report on its performance during 2020-
2021.

e Advising the Ombudsman on the PSOW'’s draft financial estimates prior to
submission to the Assembly for approval in October. The Estimates were
subsequently approved by the Assembly with no amendment being made.

e Detailed quarterly scrutiny of the PSOW'’s performance against its key
performance indicators, focusing challenge and scrutiny on the casework KPIs.
Performance on casework fell during the first half of the year. The remote
working arrangements and caring responsibilities on staff, the impact of Covid-
19 on public bodies’ capacity to respond to PSOW on complaints and the
office’s ability to obtain timely clinical advice on health cases significantly
affected PSOW'’s performance. Members provided challenge and scrutiny to
the PSOW'’s Management Team on this which assisted Management Team
when taking steps to improve performance during the latter half of the year.

e Detailed consideration of the PSOW'’s Equality Plan and Race & Ethnicity at
Work Charter. All members attended Unconscious Bias training which was
also provided to the PSOW'’s staff.

e Update on the work of the Complaints Standards Authority and the programme
of training being provided to public bodies following the introduction of the new
PSOW Act 2019.

¢ Following detailed discussion, suggestions were made on future ways to report
on the work of the office in the Annual Report and on how to approach any
future review of measuring the PSOW'’s performance against its Strategic
Aims. A summary of the Panel's views and suggestions was considered by
the PSOW'’s Management team in February 2021 and will help to shape the
PSOW'’s future work.

¢ Reviewed the PSOW'’s plan on future working arrangements in light of the
move to remote working and the PSOW'’s aim to develop an “outputs” based
framework for working and measuring the performance of staff.

Annual Review

As part of this annual review, Panel members have assessed their individual
performance and that of the Panel as a whole and have considered whether they
maintain a clear awareness and understanding of the jurisdiction and operations of
the PSOW to provide effective advice and support to the Ombudsman and to
assist the Ombudsman on governance arrangements, strategic aims, objectives
and targets. The review also assessed whether they felt they had been equipped
to provide appropriate scrutiny and challenge to the Ombudsman and to his staff
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5.2

5.3

5.4

5.5

5.6

5.7

5.8

and assessed the working relationships between Panel members, the
Ombudsman’s office and other stakeholders, including identifying any difficulties
which exist.

One to one annual discussions between the Ombudsman and Chair of the Panel,
and between the Chair and individual members of the Panel which were
undertaken remotely also provided a useful opportunity for feedback on the
performance of individual members and the effectiveness of the Panel as a whole.

Members considered that they performed well as a group with varied experience
and expertise and provided timely, appropriate and constructive challenge to the
PSOW'’s Management Team. Also, the Ombudsman considered that the working
arrangements of the Panel were effective and provided helpful challenge and
scrutiny to him as corporation sole.

Members raised the issue of communications between the quarterly meetings
and felt that having briefing-type sessions in between the quarterly meetings
would be helpful. There was a general view that these could run quite
successfully remotely and would be helpful for the newer members, for
example, to draw from the experience of former ombudsman from other
jurisdictions during this transitional period of overlap of membership.

During the Covid-19 pandemic the remote working arrangements have meant
that the members have missed the usual opportunity to meet and discuss
issues with staff from across PSOW when they attend the office for meetings.
It would be helpful to members for there to be alternative ways of engaging
with each other and with the PSOW'’s staff to provide these opportunities in a
different way.

A suggestion was also made that, in order to maximise benefit of the existing
expertise of Panel members, the PSOW considers nominating informal
sector/theme champions amongst the independent members.

In relation to the Panel’s relationship with the PSOW'’s staff, the members
considered they have engaged well with Panel members both in formal meetings
and in informal discussions and that staff present themselves with professionalism
and a high degree of knowledge and do so in a transparent and open way. The
practice of have a range of staff members from across the office presenting
reports to the Panel was welcomed.

As some of the Panel members are also members of ARAC, it was felt that there
is often some duplication of discussion of issues which have already been
discussed at the ARAC meeting. Whilst the Chair of the Panel’s clarification of the
role of the Advisory Panel required strategic thinking (as opposed to detailed
consideration of operational matters) in the January 2021 meeting was very
helpful, it was suggested that there is more scope to delineate the respective roles
of ARAC & the Advisory Panel.
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6.

6.1

6.2

7.1

7.2

7.3

Future Considerations
In terms of future needs, in light of the members feedback the PSOW will:

e continue to provide the members with regular updates on the work of the
office;

e consider ways to build understanding of the organisation and secure
greater engagement between members of the Panel and PSOW staff
members outside formal meetings;

¢ in conjunction with the members of the Panel and ARAC consider how
best to delineate the respective roles of the Advisory Panel and the ARAC
to avoid duplication of discussions and issues; and

e discuss with members the suggestion of nominating individual members as
champions on individual themes according to their previous experience
and the strategic role of the Panel.

Panel members attended virtual training sessions on Cyber Security Awareness
and Unconscious Bias during the year. We will continue to review Panel member
training and identify any additional training needs. Governance and Accountability
training has been scheduled for October 2021. This will include all existing
members of the Panel and any newly appointed members who are due to take up
their roles during 2021. This will also provide a timely opportunity for members
and the PSOW to take stock of the respective roles of the Advisory Panel and
ARAC.

Overall Assessment by the Advisory Panel Chair

Needless to say, the year has been an unprecedented one in terms of the
challenges faced as a result of the pandemic. However, the self-assessment
exercise undertaken in March 2021 provided very positive feedback from all Panel
Members, who felt that the Advisory Panel has continued to be effective in 2020-
2021 in its role of supporting the Ombudsman. Members consider that they
continue to provide the right level of challenge and support to the Ombudsman
and his senior staff, as well as bringing valuable insights from their respective
backgrounds. They also consider that given their range of professional
backgrounds they combine to provide a very knowledgeable and experienced
forum.

The appointment of new Panel Members in June 2020 brought

additional expertise to the Panel and should provide further stability and continuity
for the coming year as other Members’ terms of office come to an end in

2021. However, as expected, the self-assessment exercise also revealed that the
newer members have had less opportunity to engage with other Panel Members
and PSOW staff due to the virtual nature of all meetings, and that gaps remain in
their understanding of PSOW procedure and context. Measures will be taken

in the coming year to address this.

In addition to the challenges already faced by the PSOW during the year, Panel
Members remain very aware that there are significant challenges and changes
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ahead, both external and internal, which are likely to impact on strategic direction
and priorities. They are mindful of the need to be forward looking. However, all
members of the Panel are committed to make every effort to continue their role of
adding value, providing adequate scrutiny and offering support to the Ombudsman
and his staff.

Appendix A - Terms of Reference (Not repeated here — see Attachment 1)
Appendix B - Work Programme 2020-2021
Appendix C - Work Programme 2021-2022
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APPENDIX B

Public Services Ombudsman for Wales
Advisory Panel Work Programme 2020-2021

June 2020

Annual Report 2019-2020

Communications & Outreach Work Plan 2020-2021

Operational Plan — Progress Report

Complaints Monitoring Report

Initial Matters for Consideration for the 2021-2022 Estimates Submission
Register of Interests

Advisory Panel Members’ Training & Development Requirements
Discussion Item — Vision, Values & Purposes

September 2020

Estimates Submission to National Assembly for Wales
Operational Plan — Progress Report

Complaints Monitoring Report

Discussion Item

January 2021

Update on Estimates Submission to National Assembly for Wales (verbal)
Operational Plan — Progress Report

Complaints Monitoring Report

Communications & Outreach Report

Advisory Panel Terms of Reference (inc. Work Programme) — Review
Discussion Item

April 2021

Operational Plan — Progress Report
Complaints Monitoring Report

Advisory Panel Review of the Year 2019-2020
Corporate Plan

2021-2022 Draft Operational Plan

Discussion Item
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APPENDIX C

Public Services Ombudsman for Wales
Advisory Panel Work Programme 2021-2022

July 2021

Annual Report 2020-2021

Communications & Outreach Work Plan 2021-2022

Operational Plan — Progress Report

Complaints Monitoring Report

Initial Matters for Consideration for the 2022-2023 Estimates Submission
Register of Interests

Advisory Panel Members’ Training & Development Requirements
Discussion Item

October 2021

Estimates Submission to Senedd Cymru
Operational Plan — Progress Report
Complaints Monitoring Report
Discussion Item

January 2022

Update on Estimates Submission to Senedd Cymru (verbal)
Operational Plan — Progress Report

Complaints Monitoring Report

Communications & Outreach Report

Review of Advisory Panel Terms of Reference

Review of Advisory Panel Work Programme 2022-2023
Discussion Item

April 2022

Operational Plan — Progress Report
Complaints Monitoring Report

Advisory Panel Review of the Year 2021-2022
Corporate Plan

2022-2023 Draft Operational Plan

Discussion Item
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Attachment 3

Risk Assurance Framework Arrangements

PSOW Framework

e Strategic objectives from Business Plan

e  Work programme

e Risk management

e Anti-fraud policy

* Governance framework

* Policies, procedures and code of conduct

Advisory Panel Accounting Officer  Audit & Risk Management Team
Provides supportand ~ Governance Assurance Committee 3-year strategic plan
advice on vision, Decision making Reviews and monitors Operational plan
values and purposes Financial management  governance, risks and Performance monitoring
as well as strategic Risk management internal controls. Corporate policies
direction and planning Agrees annual Risk management
governance statement Value for money

Central Guidance PSOW policies, plans Annual Governance

HM Treasury and risk register Statement

FReM

Managing Welsh Public Money
Public Sector Internal Audit

Assurance Map Components

1st line of defence

Strategic and operational delivery reporting
KPI reporting

Financial controls / Budget monitoring

2nd line of defence

Risk register reviews

Quality assurance

Information security assurance

3rd line of defence

Internal audit reports

Financial accountant spot checks
Scrutiny by Finance Committee and PAC

Other assurances
External audit
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