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Important Notice

Deloitte LLP (“Deloitte”) is acting for Scottish Futures Trust Ltd (the “Client”) on the terms set out in the Award Letter dated 24 January 2019 and Call Off Order Form under RM3745 dated 29 January

2019 (the “Engagement Letter”) in connection with the review of Scottish Government (SG) Estates, Facilities and Security Services (EFS Services) Delivery Structure (the Review) and will not be

responsible to anyone other than the Client for providing advice in relation to the Review.

This document, which has been prepared by Deloitte, has been prepared for the sole purpose of providing the report to the Client envisaged in Annex 1, page 3 (Proposed Scope of Services) of the

Engagement Letter.

The information contained in this document has been compiled by Deloitte and includes material obtained from information provided by the Client, discussions with management of SG and published

sources which Deloitte use regularly but has not been verified. This document also contains confidential material proprietary to Deloitte.

This document and its contents are confidential and may not be reproduced, redistributed or passed on, directly or indirectly, to any other person in whole or in part without the prior written consent of

Deloitte.
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3.3.1 Maturity Assessment - Approach

A maturity assessment was carried out in a workshop with the Director, HoF and representatives of SFT on 28 February 2019.  The framework used for the assessment is shown 
below. Items 1 – 7 are taken from real estate industry good practice, used by Deloitte with real estate clients across public and private sectors. Items 8 and 9 are drawn from 
Deloitte experience of good practice in the security and business continuity fields. A well-established industry H&S maturity tool, which is used to define an organisation’s 
current level of H&S maturity, has informed item 10. Items 8 – 10 have been included to reflect (a) the scope of functions within EFS Services and (b) those areas where the 
impact of risks occurring would be high. 

Item Emergent Understanding Excellence

1. Property 
Strategy

No property plans and unaware of importance to link property 
plans with business plans

Some plans in place on Property & FM and related to corporate objectives Comprehensive strategic plans in place to reinforce corporate 
objectives

2. Standards/ 
Policy

No documented policies and unaware that common standards 
are a key way to manage demand

Some policies in place, limited understanding, not uniformly enforced across 
business

Comprehensive policy framework in place, owned by businesses and 
enforced

3. Financial 
Planning

No plans which break out occupancy costs. Unable to analyse 
cost base or business unit locations

Property costs recorded on a stand alone system which allows reports to be 
run which detail spend by service category. Reports showing breakdown of 
BU occupations by location available

Property costs recorded on an integrated system, which allows 
reports to be run that cross-reference products by location and allows 
analyses of BU cost bases

4. Supplier 
Relationships

Services provided on an ad hoc basis, varying across business 
units and controlled by line management

FM and property services procured individually using a procurement 
strategy, which compares in-house against those which could be provided 
externally

Property and FM services provided together as appropriate. Services 
procured according to a supply strategy, utilising processes to 
manage and challenge suppliers. Cost/ value trade off optimised

5. Manage 
Demand

Business and users contact the EFS Services directly and are
provided with the products and services as demanded. Little 
or no interaction by EFS Services and budget holdings

Businesses and users contract EFS Services through defined channels and 
are provided with products and services against a product list or service 
level set by the businesses

Demand channelled through buyers and helpdesks operating ‘red’ 
and ‘green’ routes. EFS Services work closely with the wider 
organisation to identify drivers of cost base and costs/ quality trade 
offs

6. Manage 
Supply

External contractors not managed. Contract arrangements left 
in place over time without review 

Relationships with external contract managed at a local level. Limited 
recognition for need to manage internal suppliers commercially

Relationships managed through supply managers. Internal and 
external supplier managed on the same basis. On-going review of 
supply arrangements

7. Performance 
Management

Performance of internal and external supplier not monitored. 
No data to establish whether performance is failing

Heads of Function (HoF) monitor external contractors performance against 
KPIs and agreed service levels. Performance failure addresses through 
meetings

Suppliers self-monitor, sharing data with wider EFS Services, who 
undertake spot checks. Failures are quickly addressed and contracts 
allow for deductions for service failures

8. Security Undefined security strategies, policies, procedures, reporting 
mechanisms and governance structures. Security risks are not 
analysed, tracked, treated or reviewed. Minimal awareness 
and enforcement of basic security practices is minimal.

Established and documented security governance and operating model. All 
security processes for key activities are defined and documented. Risk 
management is sound and complete, with all aspects of the process 
documented and repeatable. 

Capable of agile response to change in security threat or business 
imperatives. Risk management is proactive and forward-looking, 
using latest tools and techniques and industry best practice. 
Continuous review of operational security processes and procedures,
and a strong security culture within the organisation.

9. Business 
Continuity

Ownership of BC not clearly defined. Some BC arrangements, 
but established in isolation from core business. Little, if any 
continuity planning undertaken. 

Established governance and operating model, with some executive 
involvement. BC policy defines roles and responsibilities, and auditable 
controls. Key risk scenarios integrated into planning, and clear escalation 
process in place. Some crisis training in place.

Business-integrated governance model, and BC in alignment with 
business strategy and change management. Business-wide planning, 
maintenance and monitoring software implemented. Risks identified, 
reported, and mitigated, and validated by external experts. Advanced 
training procedures

10. Health & 
Safety 

Safety is defined in terms of technical and procedural 
solutions, and compliance with regulations. Only seen as 
responsibility of Health & Safety department.  

Safety is seen as business risk, with some senior management involvement 
in accident prevention. Safety performance actively measured, and data 
used effectively. Majority of staff accept personal responsibility for their own 
health and safety. 

Strong commitment to safety across organisation, with proactive 
measures in place to prevent accidents. Prevention of injury/harm to 
employees both at work and at home is core SG objective. Uses 
indicators to monitor performance, but not performance-driven due 
to confidence in safety processes. 
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3.3.4 Maturity Assessment – Basis of Assessments (1)

The table below summarises the basis of the assessments as illustrated on slide 21. 

Item
Current state 

rating
Basis of assessment

Reasonable ambition 
12 – 18 months

Basis of assessment

1. Property
Strategy

• SG Estate Strategy due to be published shortly, which all future projects will
be assessed against

• Needs to be translated to core SG estate
• There are individual strategies but they are not integrated with corporate and

business plans
• When new activities are introduced, HR consequences are tested but it is

assumed that all other enabling activities can be aligned to support the new
activity

• There is no 5 – 10 year business strategy to drive the Estates Strategy and
there is not an annual planning process that brings together business
requirements, staff numbers and enablers such as estates

• There is lots of work in place and in train to build on
• SG Estate Strategy soon to be published
• Prioritisation plans are being developed bottom-up to link to this
• In 12 months time SG expect to be on a journey towards end state where

there is an asset plan and implementation plan which brings together
business requirements and technical estates factors to underpin decision-
making

2. Standards/
Policy

• Processes not always written down, mixed picture. Where not in place there is
a reliance on custom and practice and knowledge of key individuals

• Work underway between SBC and PD to write up desk instructions
• Work underway in SWP to improve change control processes
• Lack of awareness across business about standards in place

• Potential to build on work underway between SBC and PD to formalise
processes and desk instructions across EFS Services (“flowcharts”)

• Should be easy to identify priorities for action – e.g. improving integration of
decision-making

3. Financial
Planning

• Business users are not aware of the costs of occupying the estate
• Therefore opportunity costs related to the estate do not inform business

decisions
• MI is available on estates cost per building but not cost per occupant or cost

per business unit
• This year’s budget planning round has included greater emphasis on estate

condition and need for investment to retain fitness for purpose

• Reasonable objective for 12 – 18 months is transparency of MI to inform
decision-making (cost per person / business unit)

• Integrated systems cross FS / PD and Finance ) is a longer term 
ambition

4. Supplier
Relationships

• Clear business case underpins sourcing strategy for FS • Maintain current

5. Manage
Demand

• Although FS is delivering well operationally, resourcing constraints mean
managing demand is largely reactive

• First step strategy (1 above)
• Then clear articulation of service standards
• And transparency of cost implications of required standards (links to 3)

6. Manage
Supply

• Mature contracting environment
•

• – exit
from current contract, mobilization of new supplier, new contract 
requirements around socio-economic impacts

•

7. Performance
Management

• Clear performance regime in place with MITIE and Sodexo (two main
contractors) – reporting activity sits with suppliers

•

•
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3.3.4 Maturity Assessment – Basis of Assessments (2)

The table below summarises the basis of the assessments as illustrated on slide 21. 

Item
Current state 

rating
Basis of assessment

Reasonable ambition 
12 – 18 months

Basis of assessment

8. Security • • Security team has identified actions that need to be taken to bring maturity 
up to Understanding 

• Confident that this is an achievable goal within next 12-18 months

9. Business
Continuity

• Emerging function, but on the journey to understanding (as highlighted in
slide 17)

• Business Continuity meeting with senior management team
• Wider business awareness of business continuity is gaining momentum (eg

going to SG Executive Team next month), expecting to see maturity increase
over next 12-18 months

10. Health &
Safety

(Description provided outside of workshop)
• Clearly defined roles and responsibilities at site level
• Documented within H&S management system detailing specific responsibilities
• H&S liaison officers deliver services across the core SG estate
• Corporate H&S Committee chaired by DCMSF and attended by chairs of local

committees (site level), trade unions, HR, wellbeing dept and H&S Branch
• Committee acts as the gateway for new H&S processes and procedures
• New processes and procedures passed through consultation with key

stakeholders, regulatory bodies, unions and HR prior to approval by DCMSF
• Increased headcount resulting in reactive approach to H&S
• Wider EFS Services not engaging H&S sufficiently increasing demand on H&S
• New ways of working impacting H&S requirements
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4.0 Action Plan
4.1 Approach
4.2 Prioritisation
4.3 Activities to Address Key Themes
4.4 Action Plan for Key Themes 
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Appendix C: Glossary

A full list of acronyms used within this report has been given below. 

Overview

EFS Services Estates, Facilities, and Security Services 

SG Scottish Government

SFT Scottish Futures Trust

(D)CMSF (Director for) Communications, Ministerial Support & Facilities 

FS Facilities Services

PD Property Division

SBC Security & Business Continuity 

BC Business Continuity

SWP Smarter Workplaces Programme 

DPC Director for Procurement & Commercial

HoF Heads of Function 

CRE Corporate Real Estate 

H&S Health & Safety 

BAU Business As Usual

BU Business Unit

KPIs Key Performance Indicators 

FM Facilities Management 

AQ Atlantic Quay

SPFM Scottish Public Finance Manual 

SPCD Scottish Procurement & Commercial Directorate

SLA Service Level Agreement

SRM Supplier Relationship Management

Glossary of Acronyms
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