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Paper No. Below the Line 10.1 

Prepared By People Services  

Purpose Note 

Sponsor Ally MacPhail  

 

1. Background 

1.1. We have presented some of the key areas of work across the People and Place 
function for the attention of Executive Advisory Body. 

1.2  The detailed data on workforce composition as at the end of December 2024 is 
available in the published dataset which can be found at Social Security 
Scotland - Social Security Scotland workforce statistics to December 2024 and 
included at paper 10.2.  

1.3  Data for period ending 31 March 2025 is still awaited due to the implementation 
of Oracle Cloud and will be published when available. Locally held data has 
been used in the report and withheld under Freedom of Information on the basis 
it is exempt under section 22 (1) – future publication. 

2. Key points 

2.1  [REDACTED]  

2.2  [REDACTED] 

2.3 We have a robust governance process in place to manage workforce through 
recruitment controls, and Deputy Directors continue to ensure all possible 
alternatives to fill posts have been considered prior to any recruitment.  

2.4 We have started to receive sickness absence data from Oracle and at the 
quarter ending March 2025 our Average Working Days Lost was [REDACTED].  
The top 3 reasons for absence are mental health, cold/flu/respiratory, 
stomach/bowel. We continue to deal with a high number of complex long term 
sickness cases, focussing our wellbeing offer on stress, anxiety and other 
mental health issues, resilience and change, to try to address the underlying 
causes of absence.   

2.5 The Client and Staff Insights team are, with the support of Trade Union 
colleagues, commencing a research project to build a data-informed and better 
understanding of the issues affecting staff absence and wellbeing at work. The 
report is expected in August this year.    

https://www.socialsecurity.gov.scot/reporting/publications/social-security-scotland-workforce-statistics-to-december-2024
https://www.socialsecurity.gov.scot/reporting/publications/social-security-scotland-workforce-statistics-to-december-2024


 

   

2 

2.6  All People teams are now engaged with the Programme closure and the design 
of the Future Operating Model for our organisation. Primarily this is focusing on 
the establishment of a new Change and Digital Delivery function which will 
include transferring staff with key skills and capabilities from the Programme 
that don’t already exist in Social Security Scotland.  As part of this, we continue 
to manage internal stakeholder relationships, including with Scottish 
Government People Directorate and our trade unions. 

2.7  A new Strategic Workforce Forum has been established and will provide 
strategic oversight, guidance, and decision-making support regarding strategic 
workforce planning and affordability measures within the organisation.  The 
forum, whose strategic approach will increasingly be informed by work on the 
Future Operating Model as that work matures,  reports to Executive Team, is 
jointly sponsored by Finance and People Divisions and is made up of senior 
leaders from across the organisation.  

2.8  Forum ways of working are being established with existing groups including 
Finance and Investment Forum with whom it will work closely, and other 
appropriate groups to develop a holistic organisational view.  

2.9 We are continuing to roll out our Approach to Performance (see Annex A below) 
across the organisation to support our desired performance culture.  It has now 
been implemented in Child Disability Payment, Adult Disability Payment, Health 
and Social Care, Fraud and Error, Client Experience, People and Place, and the 
Chief Digital Office. Implementation is currently underway in Business Change. 

2.10 The approach is delivering a significant increase in organisational performance 
capability, colleague engagement, and manager confidence.  We have also 
seen stronger collaboration between enabling and operational delivery which is 
helping to drive improved business outcomes.  

2.11 We continue to embed our behaviours framework, the Three Cs, across the 
organisation.  We are also seeing a big increase in interest in the work from 
colleagues in core Scottish Government and we are supporting a small case 
study, led by Scottish Government’s Societal Impact and Wellbeing Team. 

2.12 We saw good engagement from all parts of the organisation with Learning at 
Work week with 3,974 attendees on sessions across the week. Evaluation 
feedback is excellent again this year with an average rating of 4.8/5.  

2.13 In May 2025, we launched the revised organisational approach to 
mainstreaming inclusive communication and equality. This included internal 
publication of a revised strategy supported by a range of support materials. Our 
Mainstreaming Equality Report 2025 was also published externally as required 
by legislation.   

3. Conclusions 

3.1. Executive Advisory Body is asked to note the work taking place across People 
Services. 
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3.2. We would appreciate any suggestions or advice members may have regarding 
the content of the report. 
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Annex A – Approach to Performance 
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Dignity, fairness, respect.

Executive Team - People 
& Finance mode

Approach to Performance
10 September 2024
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Our organisation’s approach to performance 

Local

Divisio
nal

Organisa
tion

Delivery focus (process & behaviours)

Performance enablers (hygiene)Service design (affordability)

• Create and embed our operating rhythm across the organisation.

• New ways of working with more control and better return on investment 

• Highly effective management practices delivering Quality

• Using robust management tools, e.g. plan-do-check-act

• Managing to expectations; using Key Performance Indicators and data

• Holding to account within the line, ie. robust conversations

• Holding enabling functions to account, ie. receiving agreed service

• Optimise existing service model

• Create future service design 

• Apply workforce design principles

• Streamline teams, functions, etc

• Optimise operating models

• Identify current and future savings

• Set SMART objectives for everyone

• Set shared objectives where needed

• Priorities given customer test

• Performance conversations evidenced

• Invest in capability development

• Actively review stop-start-continue

• Behaviours and benchmarking

• Client Focused

• Affordability

• Us maturing

• End of Programme

• Performance is 

needed

• Lessons learned

• External scrutiny 

Context Goals

• Outcome driven

• Improved Delivery 

Standards

• People &   

Performance  

Focussed  

improvement

• Increased 

Collaboration

• Improved Engagement

• Increased 

management capability
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Slide 3 

 

The 3 Cs behaviours

Really 
CARE
about

People

Value for 
Money

Performance

ImprovingEfficiency

Productivity

Quality

Really 
CURIOUS

about

People

Value for 
Money

Performance

ImprovingEfficiency

Productivity

Quality

Really
CONTRIBUTE

to

Bringing 
Energy

Taking Pride

Sense of 
Achievement

Brilliant at 
the Basics

Bringing 
Ambition

Stretching 
Yourself

Being 
Passionate

Having 
Purpose

Innovation

Working at 
Pace

Making a 
Difference

Less Talking, 
More Doing
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[REDACTED] 
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Slide 5 

 

Stakeholder 
Warm up 

(2-4 weeks)

Manager 
Learning 

(2 days)

Delivery 
Focus

(12 weeks)

Embedding 
Good Habits

Enhanced 
Performance

(from week 6)

Approach to Performance

A reminder of how it works
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Benefit 
Operations

Organisation
Design 

Interventions

Enabling 
Areas

Transition 

Q4 Q1 Q4 Q2

Approach to Performance – Implementation Plan

Q2 Q3 Q1 Q3

20242023 2025

Client Experience

Next Steps -
Benefit 

Performance 
Review TBC

10 Sep

Completed/Underway Planned

Adult Disability 
Payment

Health and Social 
Care

Child Disability 
Payment

Low Income 
Benefits

Local Delivery

Pension Age 
Disability

Carer’s Additional 
Person 

FCS Fraud and Error

People and Place

CDO - Product, 
Architecture and Live

OSP – Business 
Change

CDO –Phase 2

OSP –Phase 2
Finance and 

Corporate Services

KPI’s developed

Approach developed

Terms of Reference 

Development of Product Dashboards (ALL)

Launching in ADP- TBC

Full Launch 
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Approach to Performance – Discussion 

• Significantly raising our capability to deliver on a wide range of outcomes

✓ Delivering strong results in quality, performance, manager capability and behaviours

✓ Providing business areas with financial resilience as demonstrably doing more with the 

same/less.

✓ Improving relationships with enabling functions

✓ Showing what an inclusive performance culture looks like

✓ Wider messaging of Approach to Performance linked to behaviours 

• Agency-wide plan accommodates controlled roll out with room for acceleration of priority 

areas – how do we support and resource acceleration? 

• Maturity of Approach to Performance opens up greater opportunities to improve governance 

between performance of benefits and investments in improvement.
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• From Nov 2023 – date the Approach to Performance continues to rapidly deliver significant 
results in outcomes and capability. 
Decision: Executive Team to endorse attached roll out plan across Agency, with commitment 
to resource effective delivery of approach.

• Agree further communications and wider commitment to Performance Culture, 

Behaviours, Approach to Performance.

Decision: Executive Team to endorse and prioritise.  

Approach to Performance – Decisions 

 

 


