
From:  [redacted@gov.scot - S38(1)(b)]   
Sent: Monday , June 26, 2023 12:19 AM 
To: SSD : Programme Management and Delivery <DLODOVSSDPMD@gov.scot> 
Subject: RE: Update on UCD: Embedded Service Team Model 

Hi everyone,  
 
We would like to update you on the new approach we’re taking with our user-centred 
design team. You may have heard some news on this already, so I’m writing today to 
make sure everyone is on the same page and feels well supported. 
 
First and foremost, designing services around the needs of our clients, in line with 
our values of dignity, fairness and respect remains fundamental to how we work. 
User-centred design will continue to be core to our success - and UCD specialists 
will always be key members of our multi-disciplinary delivery teams.  
 
We now are moving into a pivotal phase in the programme, with Disability Benefits 
delivered into Live, and Scottish Carers and our final benefit deliveries well 
underway, we need to now begin to evolve our shape and structures. The 
programme will end in the financial year 2025/26 and so we are thinking about 
transition and “Safe Exit”, alongside our delivery. 
 
Over the years, we have developed a large centralised UCD team, which has been 
successful in helping us rise to the challenge of our biggest and most complex 
deliveries. It’s become our biggest teams in the programme – and the most 
established UCD team in Scottish Government. 
 
We believe that now is the right time to move forward from our central team model 
and return to embedding research and design more directly within service teams. 
People who’ve been in the programme since the early days may remember this is 
similar to how we started in Low Income Benefits. 
 
We really do appreciate how difficult change can be, and we have had some good 
sessions with [redacted s38(1)(b)] and the UCD leads to listen to feedback from the 
team, work through the plans and answer questions. We are committed to listening 
to your questions and addressing any concerns as far as possible. 
 
We think that there will be a lot of positives from embedding more closely in service 
teams. User-centred design specialists will be full team members and get to work 
with product and service managers over a more sustained period. This means that 
they will have the opportunity and time to develop domain knowledge and expertise 
in the product. People should also feel better supported and have a stronger voice in 
helping to shape the direction of the service. From a programme perspective, this will 
also better support our plans for transition of capabilities, as we will be able to take a 
more incremental approach to this.  



 
Design standards, communities of practice and professional development will 
continue to be led by [redacted s38(1)(b)] the Head of UCD, along with a small 
central team, sitting under [redacted s38(1)(b)] We also want to keep the benefits 
and efficiencies of cross programme working, so this will be supported by the 
practice leads, although they will be spending more time in projects doing delivery. 
The central team will also retain some of the other UCD specialisms such as 
Interaction Design, Performance, Design and Research Operations and 
Accessibility. The Content Design team will also move to [redacted s38(1)(b)]  
team, providing the opportunity to join-up with the Centre of Excellence.  
 
Our Service Designers and User Researchers will be embedded in project teams 
within service areas. The central team will keep a strong link into the Content 
Design, Service Design and User Research Leads - a percentage of their time will be 
focussed on working with the central team to support their respective design 
practices, leading communities of practice, focussing on professional development 
and being an escalation point for designers across the programme. 
 
What does this mean for our teams and UCD people? Nothing is changing in terms 
of the core work we’re asking our teams to do. This will bring UCD specialists closer 
to service delivery teams and embed design specialists within the core, 
multidisciplinary product teams, sitting alongside product managers. The only thing 
that should feel different is that if you are a civil servant then you may have a new 
line manager, and they may, in some cases, be from another digital specialism. It’s 
important to reinforce that a key part of the discipline leads role will be supporting the 
practise and professional development of civil servant design specialists, along with 
the Head of UCD.  
 
Changes in the structure and set up of our teams can feel quite unsettling, so we are 
working to give certainty to everyone and confirm their teams and line managers. 
This will be happening over the next week, but we don’t expect that many people will 
be moving from where they are right now. Any changes in line management will also 
not happen overnight and we will be working this through with discipline leads and 
line managers to communicate any changes directly with you over the next 2-3 
weeks.  
 
[redacted - s38(1)(b)]  will continue work to support our UCD team into the new 
model over the coming weeks, so if you have any questions please reach out to  
[redacted -  s38(1)(b)] 
 
Thanks, 
[redacted s38(1)(b)] 
[redacted -  s38(1)(b)] | Deputy Director | Social Security Programme Management 
and Delivery Division 
Social Security Directorate | Scottish Government l [redacted -@gov.scot s38(1)(b)] 



 
From: > [redacted@gov.scot- 38(1)(b)]   
Sent: 23 May 2023 07:30 
To: [redacted@gov.scot- 38(1)(b)]   
Subject: RE: UR team recruitment - potential risks 
 
Hi [redacted -  38(1)(b)]   
 
[redacted  - 38(1)(b), 30(b)(i) and on 30(b)(ii)] 
 
[redacted  - 38(1)(b)]  Service Owner | Social Security Programme Management and Delivery 
Division 
Social Security Directorate | Scottish Government  
--------------------------------------------------------------------------------------------------------------------------------- 
From: > [redacted@gov.scot- 38(1)(b)]   
Sent: 19 May 2023 15:27 
To: > [redacted@gov.scot- 38(1)(b)]   
Cc: > [redacted@gov.scot- 38(1)(b)]   
Subject: RE: UR team recruitment - potential risks 
 
Hi [redacted - 38(1)(b)] 
 
[redacted - 30(b)(i) and 30(b)(ii)] 
 
Cheers 
[redacted - 38(1)(b)] 
 
redacted - 38(1)(b)] Head of Strategic Design, Future Modelling, and UCD 
 
--------------------------------------------------------------------------------------------------------------- 
From: [redacted@gov.scot  - 38(1)(b)] 
Sent: 19 May 2023 11:27 
To: [redacted@gov.scot  - 38(1)(b)] 
Subject: RE: UR team recruitment - potetial risks 
 
[redacted - 38(1)(b)] 
 
[redacted - 30(b)(i) and 30(b)(ii) 
 
[redacted - 38(1)(b)] Scottish Government  Social Security Programme Management and 
Delivery Division – Social Security Directorate | 4 Atlantic Quay, 2nd Floor | | Dial  [redacted 
- 38(1)(b)]  redacted@gov.scot  - 38(1)(b)] 
 
Keep up to date with the development of our new social security powers:  
W: beta.gov.scot/policies/social-security/ 
T: @ScotGovSocSec 
 
---------------------------------------------------------------------------------------------------------------- 
 
 
 

http://beta.gov.scot/policies/social-security/
https://twitter.com/@ScotGovSocSec


From: [redacted@gov.scot]  - 38(1)(b)] 
Sent: 19 May 2023 11:20 
To: [redacted@gov.scot]  - 38(1)(b)] 
Subject: FW: UR team recruitment - potential risks 
 
Hi again [redacted  - 38(1)(b)] 
 
[redacted - 38(1)(b), 30(b)(i) and 30(b)(ii) 
 
Cheers 
[redacted  - 38(1)(b)] 
 
 
[redacted  - 38(1)(b)]| Head of Strategic Design, Future Modelling, and UCD 
 
--------------------------------------------------------------------------------------------------------------------------- 
 
[redacted – Out of Scope] 



From: [redacted@gov.scot  - 38(1)(b)] 
Sent: 22 June 2023 12:52 
To:  redacted@gov.scot  - 38(1)(b)]  
CC: [redacted@gov.scot  - 38(1)(b)] 
Subject: Checking in with your SMs regarding UCD resourcing 
 
[redacted - 30(b)(i) and 30(b)(ii)] 
 
Scottish Government  Social Security Programme Management and Delivery 
Division – Social Security Directorate | 4 Atlantic Quay, 2nd Floor | redacted  - 
38(1)(b)] : [redacted@gov.scot  - 38(1)(b)] 
 
Keep up p to date with the development of our new social security powers:  
W: beta.gov.scot/policies/social-security/ 
T: @ScotGovSocSec 
 
------------------------------------------------------------------------------------------------------------- 
From: : [redacted@gov.scot  - 38(1)(b)]  
Sent: 21 June 2023 17:17 
To: : [redacted@gov.scot  - 38(1)(b)] 
Subject: Checking in with your SMs regarding UCD resourcing 
 
Hi all 
 
[redacted – 30(b)(i) and 30(b)(ii)] 
 
Cheers 
 [redacted  - 38(1)(b)] 
 
[redacted  - 38(1)(b)] | Head of Strategic Design, Future Modelling, and UCD | Social Security 
Programme Management and Delivery Division | Social Security Directorate  
[redacted@gov.scot  - 38(1)(b)] | Home-based 
 
 

 
 
  Please consider the environment before printing this email. Thank you! 
 

http://beta.gov.scot/policies/social-security/
https://twitter.com/@ScotGovSocSec


From: [redacted@gov.scot  - 38(1)(b)] 
Sent: Wednesday, June 21, 2023 10:24 AM 
To:   [redacted@gov.scot  - 38(1)(b)] Susan Scotland <Susan.Scotland@gov.scot> 
Subject: RE: Update on UCD: Embedded Service Team Model 
 
 
Thanks [redacted  - 38(1)(b)] 
 
 
[redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
 
Thanks, 
 
 [redacted  - 38(1)(b)]| Head of User Centred Design 
 
Strategic Service Design & Future Modelling | Social Security Programme 
Management and Delivery Division – Social Security Directorate | Scottish 
Government 
Email: : [redacted@gov.scot  - 38(1)(b)] 
 

 
 
---------------------------------------------------------------------------------------------------------------- 
From: [redacted@gov.scot  - 38(1)(b)] 
Sent: Wednesday, June 21, 2023 9:09 AM 
To [redacted@gov.scot  - 38(1)(b)]  
Cc: redacted@gov.scot  - 38(1)(b)] Susan Scotland <Susan.Scotland@gov.scot> 
Subject: RE: Update on UCD: Embedded Service Team Model 
 
Hi [redacted - 38(1)(b)] 
 
Sue Scotland and  [redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
 
[redacted - 38(1)(b)] 
[redacted - 38(1)(b)]| Deputy Director | Social Security Programme Management 
and Delivery Division 
Social Security Directorate | Scottish Government [redacted@gov.scot  - 38(1)(b)] 
-------------------------------------------------------------------------------------------------------------------------- 
 
From: [redacted@gov.scot - 38(1)(b)]  
Sent: Wednesday, June 21, 2023 7:39 AM 
To: [redacted@gov.scot - 38(1)(b)] 
Subject: RE: Update on UCD: Embedded Service Team Model 
 
Hi [redacted 38(1)(b)] 
 

mailto:Susan.Scotland@gov.scot


[redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
Thanks, 
 
redacted 38(1)(b)] | Head of User Centred Design 
 
Strategic Service Design & Future Modelling | Social Security Programme 
Management and Delivery Division – Social Security Directorate | Scottish 
Government 
Email: redacted@gov.scot - 38(1)(b)] 
 

 
 
---------------------------------------------------------------------------------------------------------------------------------- 
 
From: redacted@gov.scot - 38(1)(b)] 
Sent: Monday, June 19, 2023 12:42 PM 
To: Lisa Baron-Broadhurst <Lisa.Baron-Broadhurst@gov.scot>; Leanne Carson 
<Leanne.Carson@gov.scot>; Susan Scotland <Susan.Scotland@gov.scot>; Johanna Gray 
<Johanna.Gray@gov.scot>; Social Security Programme Division - C3 Group 
<SocialSecurityProgrammeDivisionC3Group@gov.scot>; [redacted@gov.scot - 38(1)(b)] 
 
Subject: Update on UCD: Embedded Service Team Model 
 
Hi,  
 
As you all know, the Programme will come to an end in the financial year 2025/26. 
With Disability Benefits delivered into Live, and Scottish Carers and delivery well 
underway, and our final benefit deliveries kicked-off, the Programme is starting its 
third phase ‘Safe Exit’. 

 
[redacted  - 30(b)(i) and 30(b)(ii)] 
 
Over the years we have evolved our UCD capability into a large, centralised, design 
team model, which has worked really well as we grew to deliver our largest and most 
complex benefits. The user-centred design team have enabled service teams to 
successfully design devolved benefits around the needs of Scottish clients, and have 
become one of the most mature UCD functions in Scottish Government.  
 
As we get to the later phases of the programme, it’s only right that we review and 
iterate our shape and structures. We believe it is the right time for us to move away 
from the ‘centralised UCD’ function and instead return to properly embedding UCD 
specialists directly within service teams. This is very similar to how we started in Low 
Income Benefits, but with the added benefit of experience.  
 

mailto:Lisa.Baron-Broadhurst@gov.scot
mailto:Leanne.Carson@gov.scot
mailto:Susan.Scotland@gov.scot
mailto:Johanna.Gray@gov.scot
mailto:SocialSecurityProgrammeDivisionC3Group@gov.scot


[Redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
Nothing is changing in terms of the core work we’re asking our teams to do. This 
move will bring UCD specialists closer to service delivery teams and embed design 
specialists within the core multidisciplinary product teams, sitting alongside product 
managers. 
  
[Redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
 
[Redacted  - 38(1)(b)], | Deputy Director | Social Security Programme 
Management and Delivery Division 
Social Security Directorate | Scottish Government [Redacted@gov.scot  - 
38(1)(b)]  
 
 



From: [redacted@gov.scot - 38(1)(b)] 
Sent:  21 June 2023:  10:54 
To [redacted@gov.scot  - 38(1)(b)]  Johanna Gray Johanna.Gray@gov.scot 
Subject:  UCD Budget Savings 
 
Hi 
 
[redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
Cheers 
[redacted  - 38(1)(b]  
 
[redacted  - 38(1)(b] | Head of Strategic Design, Future Modelling, and UCD | Social Security 
Programme Management and Delivery Division | Social Security Directorate  
E|[redacted@gov.scot - 38(1)(b)] Home-based 
 
 

 
 
  Please consider the environment before printing this email. Thank you! 
 
 

mailto:Johanna.Gray@gov.scot


 
 
From [redacted@gov.scot  - 38(1)(b)] 
Sent: 19 June 2023:  17:19 
To: Lisa Baron-Broadhurst <Lisa.Baron-Broadhurst@gov.scot>; Leanne Carson 
<Leanne.Carson@gov.scot>; Susan Scotland <Susan.Scotland@gov.scot>; Johanna Gray 
<Johanna.Gray@gov.scot>; Social Security Programme Division - C3 Group 
<SocialSecurityProgrammeDivisionC3Group@gov.scot>; redacted@gov.scot  - 38(1)(b)] 
 
Subject: Update on UCD: Embedded Service Team Model 
 
Hi all 
 
[redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
 
Many thanks 
[redacted  - 38(1)(b)] 
 
 
redacted  - 38(1)(b)]| Head of Strategic Design, Future Modelling, and UCD | Social Security 
Programme Management and Delivery Division | Social Security Directorate  
E [redacted@gov.scot]  - 38(1)(b)]| Home-based 
 
 

 
 
  Please consider the environment before printing this email. Thank you! 
 



From: [redacted@gov.scot - 38(1)(b)] 
Sent: 19 June 2023 07:31 
To: [redacted@gov.scot - 38(1)(b)] 
Subject: RE: Cross checking UCD assignments to SPB 
 
[redacted  - 30(b)(i) and 30(b)(ii)] 
 
 
Cheers 
[redacted  - 38(1)(b)] 
 
[redacted  - 38(1)(b)] | Head of Strategic Design, Future Modelling, and UCD | Social Security 
Programme Management and Delivery Division | Social Security Directorate  
E [redacted@gov.scot  - 38(1)(b)] | Home-based 
 
 

 
 
  Please consider the environment before printing this email. Thank you! 
 
----------------------------------------------------------------------------------------------------------------------------------- 
 
From: [redacted@gov.cot  - 38(1)(b)] 
Sent: 19 June 2023 07:25 
To: [redacted@gov.scot  - 38(1)(b)] 
Subject: RE: Cross checking UCD assignments to SPB 
 
Morning [redacted  - 38(1)(b)] 
 
[redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
 
[redacted  - 38(1)(b)] 
[redacted  - 38(1)(b)]| Deputy Director | Social Security Programme Management and Delivery 
Division 
Social Security Directorate | Scottish Government l [redacted@gov.scot   - 38(1)(b)] 
 
-------------------------------------------------------------------------------------------------------------------------------------- 
 
From: [redacted@gov.scot  - 38(1)(b)] 
Sent: Friday, June 16, 2023 11:21 AM 
To: [redacted@gov.scot  - 38(1)(b)] 
Subject: RE: Cross checking UCD assignments to SPB 
 
Hi [redacted  - 38(1)(b)] 
 
 
[redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 



 
 
Cheers 
[redacted  - 38(1)(b)] 
 
[redacted  - 38(1)(b)] | Head of Strategic Design, Future Modelling, and UCD | Social Security 
Programme Management and Delivery Division | Social Security Directorate  
E; [redacted@gov.scot   - 38(1)(b)] | Home-based 
 
 

 
 
  Please consider the environment before printing this email. Thank you! 
 
------------------------------------------------------------------------------------------------------------------------------------- 
From: [redacted@gov.scot - 38(1)(b)] 
Sent: 15 June 2023 17:11 
To: [redacted@gov.scot  - 38(1)(b)] 
Cc: [redacted@gov.scot - 38(1)(b)] 
Subject: RE: Cross checking UCD assignments to SPB 
 
Hi [redacted  - 38(1)(b)] 
 
[redacted  - 30(b)(i) and 30(b)(ii)] 
 
Cheers 
[redacted  - 38(1)(b)] 
 
 
[redacted  - 38(1)(b)] | Head of Strategic Design, Future Modelling, and UCD 
 
================================================================================= 
 
From: [redacted@gov.scot  - 38(1)(b)] 
Sent: 15 June 2023 14:10 
To: [redacted@gov.scot - 38(1)(b)] 
Cc: [redacted@gov.scot   - 38(1)(b)] 
Subject: RE: Cross checking UCD assignments to SPB 
 
Hi [redacted  - 38(1)(b)] 
 
[redacted  -  30(b)(i) and 30(b)(ii)] 
 
 
 
[redacted  - 38(1)(b)] 
Deputy Programme Delivery Lead 



Scottish Government Social Security Programme 
Victoria Quay, Edinburgh EH6 6QQ  
Mobile: [redacted  - 38(1)(b)]  
Email: [redacted@gov.scot  - 38(1)(b)] 
 
 
From: [redacted@gov.scot  - 38(1)(b)] 
Sent: 15 June 2023 10:15 
To: [redacted@gov.scot  - 38(1)(b)] 
Cc: [redacted@gov.scot  - 38(1)(b)] 
Subject: Cross checking UCD assignments to SPB 
Importance: High 
 
Hi [redacted  - 38(1)(b)] 
 
 
 
[redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 
 
 
Cheers 
[redacted  - 38(1)(b),] 
 
 
[redacted  - 38(1)(b)] | Head of Strategic Design, Future Modelling, and UCD | Social Security 
Programme Management and Delivery Division | Social Security Directorate  
E: [redacted@gov.scot  - 38(1)(b)] | Home-based 
 
 

 
 
  Please consider the environment before printing this email. Thank you! 
 
 



From : [redacted@gov.scot  - 38(1)(b)] 

Sent:   19 June 2023 12:42 

To_ Lisa Baron-Broadhurst <Lisa.Baron-Broadhurst@gov.scot>; Leanne Carson 
<Leanne.Carson@gov.scot>; Susan Scotland <Susan.Scotland@gov.scot>; 
Johanna Gray <Johanna.Gray@gov.scot>; Social Security Programme Division - C3 
Group <SocialSecurityProgrammeDivisionC3Group@gov.scot  [redacted@gov.scot  
- 38(1)(b)] 

  

Subject : Update on UCD – Embedded Service Team Model 

Hi,  

As you all know, the Programme will come to an end in the financial year 2025/26. 
With Disability Benefits delivered into Live, and Scottish Carers and delivery well 
underway, and our final benefit deliveries kicked-off, the Programme is starting its 
third phase ‘Safe Exit’. 

[redacted  - 30(b)(i) and 30(b)(ii)] 
 

Over the years we have evolved our UCD capability into a large, centralised, design 
team model, which has worked really well as we grew to deliver our largest and most 
complex benefits. The user-centred design team have enabled service teams to 
successfully design devolved benefits around the needs of Scottish clients, and have 
become one of the most mature UCD functions in Scottish Government.  

As we get to the later phases of the programme, it’s only right that we review and 
iterate our shape and structures. We believe it is the right time for us to move away 
from the ‘centralised UCD’ function and instead return to properly embedding UCD 
specialists directly within service teams. This is very similar to how we started in Low 
Income Benefits, but with the added benefit of experience.  

 
[Redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 

 

Nothing is changing in terms of the core work we’re asking our teams to do. This 
move will bring UCD specialists closer to service delivery teams and embed design 
specialists within the core multidisciplinary product teams, sitting alongside product 
managers. 

 

[Redacted  - 38(1)(b), 30(b)(i) and 30(b)(ii)] 

 



 

[Redacted  - 38(1)(b)], | Deputy Director | Social Security Programme Management and 
Delivery Division 

Social Security Directorate | Scottish Government l [Redacted@gov.scot  - 38(1)(b)]  

 

 

 



 
 
From: [Redacted@gov.scot  - 38(1)(b)]  
To Johanna Gray <Johanna.Gray@gov.scot  [Redacted@gov.scot  - 38(1)(b)]  
Thu 15/06/2023 13:01 
Subject: UCD Team List  
 
Hi Jo and [Redacted- 38(1)(b)]  
 
 [redacted  - 30(b)(i) and 30(b)(ii)] 
 
Cheers 
[Redacted - 38(1)(b)]  
 
 
[Redacted- 38(1)(b)] Head of Strategic Design, Future Modelling, and UCD | Social Security 
Programme Management and Delivery Division | Social Security Directorate  
E:   [Redacted@gov.scot  - 38(1)(b)] | Home-based 
 
 

 
 
  Please consider the environment before printing this email. Thank you! 
 
 
 
 



 
From:   [redacted@gov.scot  - 38(1)(b)] 
Sent: 14 June 2023 08:21 
To: : [redacted@gov.scot  - 38(1)(b)] 
Cc: [redacted@gov.scot  – S38(1)(b)]    
Subject: RE: Slides for SMT - key messages to follow 
 
[redacted  - 30(b)(i) and 30(b)(ii)] 
 
 [redacted 38(1)(b)]  Head of Strategic Design, Future Modelling, and UCD 
---------------------------------------------------------------------------------------------------------------- 
From: : [redacted@gov.scot  - 38(1)(b)] 
Sent: 14 June 2023 08:21 
To: : [redacted@gov.scot  - 38(1)(b)] 
Cc: : [redacted@gov.scot  - 38(1)(b)] 
Subject: RE: Slides for SMT - key messages to follow 
 
Thanks  [redacted - 38(1)(b)] 
 
[redacted  - 38(1)(b)  30(b)(i) and 30(b)(ii)] 
 
[redacted - 38(1)(b)]| Deputy Director | Social Security Programme Management and Delivery 
Division 
Social Security Directorate | Scottish Government l [redacted@gov.scot  - 38(1)(b)] 
---------------------------------------------------------------------------------------------------------------- 
From: [redacted@gov.scot  - 38(1)(b)] 
Sent: Tuesday, June 13, 2023 4:28 PM 
To: [redacted@gov.scot  - 38(1)(b)] 
Cc: [redacted@gov.scot  - 38(1)(b)] 
Subject: Slides for SMT - key messages to follow 
 
Hi [redacted - 38(1)(b)] 
 
[redacted  - 38(1)(b)  30(b)(i) and 30(b)(ii)] 
 
Cheers 
[redacted  - 38(1)(b] 
 
[redacted  - 38(1)(b)]| Head of Strategic Design, Future Modelling, and UCD | Social 
Security Programme Management and Delivery Division | Social Security 
Directorate  
E: [redacted@gov.scot  - 38(1)(b)] 
| Home-based 
 

 
 
  Please consider the environment before printing this email. Thank you! 
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