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1. Background 

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

2. Key points 

2.1. This Balance Scorecard covers the first full year of Social Security Scotland, 
from September 2018 to August 2019. 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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What is a balanced scorecard? 
 
A balanced scorecard is a way of looking at an organisation in a balanced way, 
taking account of a range of strategic goals across different areas. It is a 
performance metric used to measure and provide feedback to organisations about 
how it is performing in each of these areas, and as a whole. It can then be used by 
senior leaders to make better decisions for the organisation in order to meet the 
strategic goals.  
 
Balanced scorecard development is an iterative process. The present version of the 
balanced scorecard for Social Security Scotland covers the areas currently identified 
as key performance indicators. However, these should be reviewed regularly in the 
first few years, to establish if there are areas which are not covered, or duplicate 
measures which might not be unnecessary. 
 
The balanced scorecard should also be adapted to take account of updates to the 
Corporate Plan and the ongoing work on the Charter, which will help to ensure the 
measurements included provide the most meaningful and representative view of 
organisation and its key goals. As more data becomes available as the organisation 
develops, it will also be possible to identify targets for the measures, which will allow 
users to keep track of progress towards these.  
 
The figures below cover the first full year of Social Security Scotland, from 
September 2018 to August 2019. 
 
 
Client Experience 

 

 Number of complaints remain small. Number at stage one have decreased 
from 13 in July to 3 in August, and number at stage two have decreased from 
5 to 2 in the same time period. 

 

 Of the redeterminations decided in August, around a quarter have led to an 
original decision being changed. It has remained at around a quarter for the 
last three months, after dropping from 45% in March. The main reasons for 
this drop is that there has been an increase in both applications and denials in 
the past 3 months as we have taken on responsibility for more benefits.  Also, 
as part of continuous improvement, Client Experience team are working 
closely with Operations teams to discuss reasons for decisions that are being 
changed, which is resulting in lessons being learned throughout the 
organisation.   
 

 Percentage of redeterminations responded to on time has remained at a 
consistently high level – 96% for both July and August. 
 

 Number of appeals is slightly higher in the last two months but the numbers 
are still small at 14 for July and 13 for August. This increase is due to the 
launch of Best Start Grant School Age Payment in June. This led to a rise in 
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the number of re-determination denials, which subsequently resulted in an 
increase in appeals. 

 

 Feedback from the telephony survey1 and Post-application surveys2 has 
[Redacted – section. 27(1) Intended for future publication] 
 
 
 

Internal Processes 
 

 The number of applications has increased to 10,050 in August from 7,721 in 
July. This may be due to the introduction of Best Start Foods on 12 August. 
 

 The number of decisions has decreased to 11,492 in August from 13,340 in 
July. This may be because most Best Start Grant School Age Payment 
applications were processed in June and July. We would expect the number 
of decisions to show an increase next month due to the launch of Best Start 
Foods.  
 

 There were 3 freedom of information requests in August of which 100% have 
been responded to on time. 

 
Finance 
 

 [Redacted – section 30(c) Prejudice to effective conduct of public 
affairs] 

 

 [Redacted – section 30(c) Prejudice to effective conduct of public 
affairs] 
 

Organisational Capacity 
 

 Social Security Scotland staff headcount has grown from 191 in September 
2018 to [Redacted – section. 27(1) Intended for future publication] in 
August 2019. This figure includes permanent and temporary staff. 

                                            
1 An optional telephony survey offered after any phone call with Social Security Scotland. 
2 An optional form on equalities monitoring and feedback, offered to a client after making an 
application. 


