








   
 

   

 

client (usually 3 days after the 
outcome letter has been issued). 

• Check client's preferences for alternative 
formats, such as easy read, Braille, or a 
different language. If yes, check translation 
process was completed. 

 

• Check for representative or correspondence 
address. 

 

Correct Manual Letter 

• Check letter issued is correct, such as 
supporting information letter or award letter. 

 

• Check correct letter template is used.  

• Check letter reflects the decision and 
amount on SPM. 

 

• Have all adaptable fields been updated?  

Personal Information 

• Full name.  

• Address.  

• Postcode.  

• Correct date.  

• Social Security letter head used.  

• Correct signature is on the letter.  

• Check return address on the letter.  

Overall Format 

• Correct spelling and grammar.  

• Any manual content uses Plain English.  

• Ensure the correct format is used and font is 
Arial 12pt as per Social Security Scotland 
guidelines. 

 




