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Prepared By [Redacted - s.38(1)(b) Personal Information] 

Purpose Monitor 

1. Background 

1.1. The purpose of this paper is to provide high level information to the Executive 
Advisory Body to review. 

2. Key points 

2.1. The agency went live on 1st September 2018. The Client & Insights team has 
been collecting MI on four categories in order to show the health of Social 
Security Scotland.  

 Client Experience 

 Internal Processes 

 Finance 

 Organisational Capacity 

3. Conclusions 

3.1. It is recommended that members consider the management information 
included within the latest Balance Scorecard. 
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4. GOVERNANCE CHECKLIST 

Strategic Objective  Contribution  
 

Dignity, fairness and 
respect 
 
Delivering a service with 
dignity, fairness and respect 
at its core. 

 

Equality and  tackling 
poverty 
 
Promoting equality and 
tackling poverty. 

 

Efficiency and alignment 
 
Ensuring efficiency and 
aligning our activities with 
wider public sector for the 
benefit of the people we 
serve. 

The paper provides high-level management information on 
the performance of the Agency to enable the Advisory 
Body to assess whether it is performing efficiently. 

Economy, society and 
environment 
 
Contributing to our 
economy, society and 
protection of our 
environment. 

 

Strategic 
consideration 

Impact 

Environment 
 

Governance  
 

Data  The paper provides a high level summary of management 
information data from Social Security Scotland from 6th 
September onwards. Insights team consulted with data providers 
in each area to check the accuracy of the data included. 

Finance This paper includes a summary of the value of Budget vs Spend 
and Budget vs Spend Forecast for benefits and Operational 
costing – These are taken from the monthly financial reports 
provided by the operational financial lead. 

Staff The paper provides high level summary of staff resourcing  for the 
agency taken from eHR on the last day of each month. 

Equalities   

Estates  

Communications and 
Presentation  
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Client Experience 
 

 There has been [REDACTED - s.27(1) Information intended for future 
publication] in Compliments and Complaints over the last three months. This 
is likely to be due to [REDACTED - s.27(1) Information intended for future 
publication]. 

 

 Redeterminations as a percentage of decisions has been [REDACTED - 
s.27(1) (Information intended for future publication)], with the proportion of 
redeterminations leading to a changed decisions [REDACTED - s.27(1) 
Information intended for future publication]. 

 

 The percentage of clients’ responding to the post-application surveys1 who 
have had a positive experience has been [REDACTED - s.27(1) Information 
intended for future publication]. The responses from the telephony IVR survey 
have also been mostly positive, but [REDACTED - s.27(1) Information 
intended for future publication]These figures are based on small numbers of 
clients completing the survey, and therefore percentages of positive 
responses can fluctuate a lot over the months, since each response equates 
to a larger proportion of the total. 

 
Internal Processes 

 Between December 2018 and July 2019 we have received [REDACTED - 
s.27(1) Information intended for future publication] applications, this is 
[REDACTED - s.27(1) Information intended for future publication]against the 
estimated applications of [REDACTED - s.27(1) Information intended for 
future publication]. 
 

 Between December 2018 and July 2019 we have made [REDACTED - 
s.27(1) Information intended for future publication] decisions. 
 

 Between September 2018 and June 2019 we have made [REDACTED - 
s.27(1) Information intended for future publication] payments. Payments are 
significantly higher in months where CAS payments have been made, i.e. 
September, October and December 2018, and June 2019. 
 

 97 Freedom of Information requests have been received since the agency 
went live in September 2018, with 93 due a response before end July 2019. 

 
Finance 

 [REDACTED - s.30(c) Prejudice to Effective Conduct of Public Affairs]  
 

 [REDACTED - s.30(c) Prejudice to Effective Conduct of Public Affairs] 
 

                                            
1 After clients have made an application they are offered the choice to complete an optional form on 
Equalities Monitoring and Feedback. 
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 For March 18/19 these figures are subject to audit which is still on-going at 
the moment.  

 
Organisational Capacity 

 Social Security Scotland staff headcount has grown from 191 in September 
2018 to [REDACTED - s.27(1) (Information intended for future publication)] in 
July 2019. This figure includes permanent and temporary staff. 
 

 Average Working Days Lost (AWDL) is a quarterly figure showing the average 
number of days lost to sickness. Between September 2018 and June 2019 
the AWDL for Social Security Scotland is 7.0. 
 

 Staff engagement is an annual figure taken each October from the staff 
survey. In October 2018 the staff engagement was 85%. 

 

 

  



20 August (19-20) Balanced Scorecard  

 

5 
 

 

  


