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Background

[ERN

.1 The attached report details error corrections and analysis undertaken by

Social Security Scotland’s Fraud and Error Resolution Unit throughout Quarter

3 of the 2024-25 operational year.

Key Points

N

.1 Key highlights are shared in Part 1 of this report.

Conclusion/ Recommendation

w

.1 The Committee is asked to review and comment on progress made during
Quarter 3 of 2024-25.
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Part 1: Error Interventions Performance
Key Highlights
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Part 2: Developing capability
Highlights

We have made progress with initiatives which impact on the efficiency and
effectiveness of the services we deliver within Fraud and Error Resolution Unit:

e Cross-skilling Disability Error Interventions Officers on multiple Disability
benefits continued in Quarter 3 — we are now including Pension Age Disability
Payment. This provides more flexibility within the team to respond effectively
to demand wherever it materialises. We have used this flexible resource in
Quarter 2 to support Client Service Delivery in efforts to clear a backlog of
Adult Disability Payment correction cases.

e Successful recruitment of 4 Disability Benefits and 6 Low Income and Carers
Benefit Error Interventions Officers, who commenced training at the start of
Quarter 4.

We also have progressed a number of activities in collaboration with our colleagues
from different workstreams, to share intelligence on our error risk profile and to
contribute to plans to mitigate:

e Developing approach to proactive error detection within the Low Income and
Carers Benefits Error Interventions Team, with aim to increase our proactive
detection activity in Quarter 4.

e Developing our approach to provide more detailed, real time feedback to
Client Service Delivery Colleagues.

We continue to support and contribute to the Carers Support Network Group and

Disability Payment Correction groups to identifying emerging trends and provide

technical support.
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Annex A
Detected Error Performance — Further Detail

Low Income and Carers Benefits
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Detected Error Performance — Further Detail

Disability Benefits
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Outbound Payment Resolution Quarter 3

The Payment Resolution Team issues manual payments where payments cannot be

issued via the system due to user error or system faults.
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As expected, Quarter 3 has seen an increase in overall exceptions, primarily due to
returned Winter Heating payments which were issued in December 2024. The

clearance of these are being prioritised.
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