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Agency Overview 
Who we are 

 

The Scottish Public Pensions Agency (SPPA) is an Agency of 
the Scottish Government. Our principal purpose is to 
administer pensions on behalf of the Scottish Government 
for Teachers, the Police and Firefighters as well as for 
employees of the National Health Service in Scotland.  
 

 

We have responsibility for: 
 

 Developing the regulations covering the National Health Service 
Superannuation Scheme (Scotland)(NHSSS), Scottish Teachers' 
Superannuation Scheme (STSS), Police and Firefighters pension Schemes in 
Scotland. 

 

 Developing the regulations for Scotland’s Local Government Pension 
Scheme.  

 

 Determining appeals made by members of these Schemes. 
 

 Providing pension administration services to third parties on a contract basis. 
Current customers include the Scottish Parliamentary Pension Scheme and 
the Legal Aid Board for Scotland. 

 

 Administering, on behalf of the Scottish Ministers, the public service pension, 
premature retirement compensation and injury benefit schemes for which 
the Scottish Ministers have administrative responsibility.       

 
 
 
 

 Preparing, in accordance with government policy, the regulations governing 
these and other schemes for which the Scottish Ministers have regulatory 
responsibility. 

 

 Following regulatory guidance and codes of practice issued by The UK 
Pensions Regulator in observance of its powers under the Pensions Act 2004. 

 

 Advising the Scottish Ministers on public sector pensions policy.  
 

 Becoming a national centre of excellence for the administration of public 

pensions and the provision of policy advice. 
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Agency overview 
Vision, Mission and Strategic Aims and Objectives 

Our Vision 
 
To provide excellent customer service, 
combining skills and technology to 
maximise efficiency and deliver best value 
to taxpayers in Scotland 
 

Our Mission 
 
To put our customers’ needs at the heart 
of all we do 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Our Strategic Aims and 
Objectives 
 
Our Strategic Aims are aligned to the 
Scottish Government’s National 
Performance Framework. They reflect our 
vision, mission, priorities and people 
(customers and colleagues). 
 
 Customer First: Better understand 

what matters most to our customers, 
Improve the customer journey and 
experience 

 
 Operational Excellence:  Take 

ownership for what we do, build 
sustainable quality into our operation 

 
 Developing our People: Attract, 

develop and retain talented 
colleagues, continually improve and 
share best practices 

 
 Collaborate Effectively: Improve 

colleague collaboration, evidence 
clear improvements in our wellbeing, 
diversity, inclusion and sustainability 
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Agency overview 
Our Senior Leadership Team 

In January 2021, the SPPA made minor 
changes to its Senior Leadership Team 
structure. When previous Chief Executive, 
Penelope Cooper,  joined the Scottish 
Government as Director of Outbreak 
Management in November 2020, Matt 
Valente (previously SPPA Head of Business 
Management) became Interim Chief 
Executive. Matt left the Agency in April 
2021 and was replaced by David Robb. 
 
 
The interim changes have meant that the 
Agency is better prepared to meet our 
short-term priorities and maintain our 
customer commitments.  
 

 

 

 

 

 

 

 

 

 

 

 

 

Our Senior 

Leadership Team 
(as at 31 March 2021) 
 
 David Robb: Interim Chief Executive 
 
 Garry Cossar: Interim Head of 

Colleague Experience 
 
 Dev Dey: Head of Customer Services 
   
 Rachel Miller: Interim Head of 

Operational Excellence  
 
 Andre Morelli: Head of Digital 

Transformation and IT Operations 
 
 Karen Morley: Head of Finance, 

Procurement and Risk 
 
 Tom Nash: Head of Regulatory 

Affairs  
 
 



7 

 

Agency overview 
Management Advisory Board and Audit and Risk Committee 

Management Advisory Board 
 
The Management Advisory Board is the 
main strategic decision making body. It 
meets on a regular basis and membership 
includes non-executive members who 
were appointed following an open 
recruitment exercise. 
 
Non-Executive Members of the board are: 
 
 Mark Adderley 
 
 Ian Forbes 
 
 Liz Holmes 
 
 Helen Mackenzie 
 
 Jane Malcolm 
 
 Norman McNeil 
 
Short bios and meeting minutes can be 
found on our website here 

 
 
 
 
 
 
 
 
 
 
 
 

 

Audit and Risk Committee 
 
The Audit and Risk Committee is a sub-
committee of the Management Advisory 
Board and meets on a regular basis. The 
Committee’s responsibilities are to provide 
advice on issues of risk and controls, 
finance, governance and assurance.  
 
It is made up of three non–executives from 
the Management Advisory Board.  
 
 Helen Mackenzie (Chair) 
 
 Ian Forbes  
 
 Liz Holmes  
 
Meeting minutes can be found on our 
website here 
 
 

https://pensions.gov.scot/about-us/management-advisory-board
https://pensions.gov.scot/about-us/audit-and-risk-committee
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Our 2021-22 priorities 
 

In order to deliver our Vision, Mission and be better set up to 
meet our Strategic Aims, the following are our 2021-22 
priorities.  
 

Customer First 
 ‘Brilliant basics’ focus on delivering the core services to a high standard to meet 

current and future customer needs. 
 

Operational Excellence 
 Create a platform for sustainable long-term success through our Pension 

Platform Programme.  
 Review and strengthen our internal controls and risk approach. 
 Strengthen our management information strategy. 
 Improve our efficiency and effectiveness through a thorough review of business 

processes.  
 

Develop Our People 
 Develop and support our people through our new ‘colleague journey’ programme 
 

Collaborate Effectively 
 Strengthening and widen our stakeholder engagement. 
 Enhance our Corporate Governance structure and standards. 
 
In order to safely deliver this and improve our performance, we have plans in place for: 
 
 A continued safe and operationally effective response to COVID-19 
 An improved customer journey 
 A better colleague experience 
 Delivery of the Pension Platform Programme 
 Meeting our regulatory commitments 
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Our 2021-22 priorities 
An effective response to COVID-19 

To date, we’ve followed Scottish and UK 
Government Guidance and taken the 
appropriate preventative measures 
internally. The SPPA Business Continuity 
Plan has been in place for a considerable 
period of time and this has focused on 
making sure we have robust contingency 
plans, whilst looking after our colleagues 
by providing recognised guidance and 
education.  

Working with the Scottish Government 
(SG) and our own Business Continuity 
team, we pulled together an internal 
communications plan based on colleague 
wellbeing – with safety at the core. This 
involved regular and official streams of 
information from Scottish Government 
and with agreed SPPA specific 
interventions.  

 

 

 

 

 

 

 

 

 

 

 

 

Our COVID-19 plan has been is based on 
applying the information we have been 
presented with to our unique environment 
and putting the Agency on the front foot 
for the future progress of the pandemic. 
Our plan has three basic tenets: 

 Colleague welfare: Making sure our 
colleagues are informed with the 
right information at the right time – 
and are equipped to do the job.  

 Stakeholder management: 
Providing our wide array of key 
stakeholders with timely and relevant 
communications that reinforce our 
plans, deliver confidence in our 
operation and mitigate any 
reputational risk.  

 Operational activity: Having a clear 
view on all operational considerations 
and how the changes to our ways of 
working and processes are reflected 
in our communication processes and 
channels.   
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Our 2021-22 priorities 
Improved customer journey 

Customer Service excellence 
 
Our efforts are focused on delivering 
excellence in customer service. As a 
delivery arm of the Scottish Government 
responsible for pension administration, 
our ‘customers’ include scheme 
pensioners, current and deferred 
members and employing organisations in 
the public sector schemes (for which 
responsibility rests with the Agency).   
 
We are committed to putting our 
customers at the heart of every decision 
we make. In the last three years we have 
invested in our people and capability to 
deliver continuous improvement while 
adding capability within our resource and 
more robust processes in our operation. 
We have a wide range of member 
customers, with varied digital expectations 
– influenced by their aptitude, levels of 
online access, first language, the type of 
services required, and other personal 
circumstances.   
 
The evolution of our digital services over 
the next five years will be driven by 
business factors and the expectations of 
our users and stakeholders.  There will be 
opportunities arising from advances in 
technology that will support our digital 
solutions, as well as constraints relating to 
our legacy digital technologies, resource 
availability, and how easily we can obtain 
solutions in the market.    
 
In the last four years, we have seen a 13% 
increase in the number of members active 
in the schemes under administration – and 
a 29% increase in the number of 
pensioners in those schemes, with 569,000 
members in total either currently active, 
deferred or receiving a pension. 

COVID-19 response 
 
During 2021-22 we will continue to ensure 
that all pensions are paid on time and that 
members continue to have access to key 
services during the ongoing COVID-19 
pandemic. 
 
Although we have had to make changes 
to our operation based on protecting our 
colleagues, we will ensure that all 
complaints are dealt with professionally, 
fairly and in a timely manner.  
 
We will also continue to ask members for 
feedback and work collaboratively with 
our key stakeholders including employers 
representatives to ensure that our service 
meets the standards and expectations of 
those that we serve.  
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Our 2021-22 priorities 
A better colleague experience 

Colleague wellbeing 
 
We currently have around 320 colleagues 
working at the SPPA. The COVID-19 
pandemic has meant that we have 
relocated almost all of our colleagues to a 
remote working environment (with a small 
number of Business Support colleagues 
remaining in place to deliver critical 
Facilities, Mailroom and IT requirements). 
 
Therefore, the mental and physical health 
of our colleagues is a key priority. We 
promote personal wellbeing and mental 
health through regular management 
conversations, wellbeing calls from our 
People Services team and through 
promotion of our collaboration with 
charity partner The Scottish Association for 
Mental Health.  
 
We support a wide range of family-friendly 
policies such as flexible working (including 
a number of alternative working patterns 
such as term time working), parental 
leave, paternity leave, special leave, career 
break opportunities, and childcare 
vouchers.  As an Agency of the Scottish 
Government, our colleagues are invited to 
participate in the annual Civil Service 
People Survey.   
 

Colleague engagement 
 
Colleague feedback from surveys, line 
managers and the Great Place to Work 
Group has indicated that the biggest 
‘engagement’ challenge during COVID 19 
has been ‘being part of the team’. To 
respond to this we created a ‘Stay 
connected’ campaign. Stay Connected 
promotes more and better colleague 
collaboration and interaction through a 
multitude of different channels. 

We already have a large array of internal 
channels available to colleagues, but this 
will put a firmer focus on connecting with 
each other at a time where traditional 
ways of working and interaction are 
affected, with potential negative effects on 
inclusion and morale. Although most of 
the interventions are light touch, this is the 
preferred interface for colleagues an ability 
to better connect with each other. This is 
not purely social as we will also create new 
ways of promoting operational excellence, 
recognition and leadership visibility.  
 
We also recognise the importance of good 
industrial relations and we are committed 
to effective colleague communications.  
The monthly ‘leadership’ sessions provide 
colleagues with regular briefings on 
developments and a forum to discuss 
issues and ask the Senior Leadership 
Team questions. Our ‘open door’ policy, 
‘drop-in’ sessions and wellbeing 
workshops reinforce the commitment to 
colleagues and physical and mental 
health being a priority. 
 

Equality and diversity  
 
We are an equal opportunities employer 
and follow the Scottish Government’s 
commitment to treat everyone with 
dignity and respect. We are also 
committed to meeting public sector 
duties under the Equality Act 2010. 
 

Policies are in place to guard against 
discrimination, and as an Agency of the 
Scottish Government, the Race Equality 
Framework for Scotland 2016-2030 is 
adhered to with on-going development of 
in-house structures and systems to ensure 
that equality is an integral part of thinking 
and behaviour.   
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Our 2021-22 priorities 
Pension Platform Programme 

Central to our vision is greater customer 
control through automation and 
digitisation of our services. Making better 
use of digital tools, and smarter ways of 
working will free up our time to offer 
better support our members. As outlined 
in our Digital Strategy a key priority for the 
Agency remains the delivery of our new 
pension platform which will improve 
usability, accessibility, resilience, 
availability, scalability, quality and security. 
 
Delivery of our Pension Platform 
Programme is a key priority over the next 
five years as we more effectively put our 
customers first in every decision we make 
and process we design.   
 

To support this, we will implement a 
Programme of major change to our core 
pensions platforms, consisting of: 
 
 Improved core administration and 

payroll systems 
 Enhanced self-service portals for 

members and employers 
 Improved management and 

operational reporting 
 Open and extractable calculations 

and business rules. 
 
In all areas the Programme will deliver 
improved usability, accessibility, resilience, 
availability, scalability, quality and security. 
It is currently exploring the priority and 
means of delivering these functions.  
 

Date Activity 

September 2021 

 

Mandatory Pre-Procurement Gate and Gateway 0 assurance approvals 
for the platform element of the programme.  This will be followed by 
formal approval of the Platform Outline Business Case by the 
programme board at the end of September. 

October 2021 Ministerial approval of the Platform Outline Business Case. Approval will 
allow the procurement exercise to commence. 

November 2021 Launch of the procurement exercise for the platform—in essence 
procuring a partner for the provision of Pension and Payroll 
administration services and support beyond March 2026, when the 
current contract for those services expires. 

April 2022 Platform procurement exercise ends and tender evaluation is 
undertaken. 

July 2022 Contract award following Ministerial Approval of Full Business Case in 
June 2022 

September 
2022 

Transition to the new Pension and Payroll Platform commences. Three 
years + contingency allowed. 

2021/22 key dates 

https://pensions.gov.scot/sites/default/files/2020-12/SPPA_Digital_Strategy_0.pdf
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Our 2021-22 priorities 
Operational excellence 

Our approach 
 
The SPPA is committed to ensuring that 
the service we provide to our members is 
of the highest standard, sustainable both 
now and in the future, with continuous 
improvement being at the core of our 
operation. We will do this by working with 
all relevant stakeholders to enhance our 
change and project management 
frameworks to ensure that we are able to 
deliver small business changes, projects 
and programmes on time and to a high 
quality with appropriate planning, control 
and oversight. The ongoing maturity of the 
newly formed Operational Excellence 
team and change management function 
will enable us to achieve this. 
 
We will improve the quality and availability 
of key performance and management 
information to allow for timely and 
enhanced decision making at all levels of 
management within the Agency.  
 
Analysing data and performance metrics 
to pro-actively identify issues and risks 
allowing for swifter resolution and 
improvement to the service that we offer. 
This will be delivered through the 
formation of the new planning and 
performance team with dedicated 
business analysts and business 
intelligence analysts working to review key 
processes and producing management 
information and dashboards to identify 
opportunities, risks and issues effectively. 
 
We will improve organisational efficiency 
through process review and 
improvements, working with IT to deliver 
system improvements and supporting 
business areas to improve colleague 
performance. 

Our carbon footprint 
 
The Climate Change (Scotland) Act 2009 
places climate change duties on Scottish 
public bodies. Each year we submit our 
climate change duties report, detailing the 
climate change performance of our estate 
for that financial year, to the Scottish 
Sustainable Network. As an Agency of the 
Scottish Government, we adopt many of 
the policies and practices established by 
the Scottish Government which then 
inform our actions. 
 
We recognise the importance of tackling 
climate change and we are committed to 
reducing our impact on the environment 
through effective sustainable 
management of our operations and 
estate. 
 
You can read more in our biodiversity 
report here 

https://pensions.gov.scot/corporate-publications/biodiversity-duty
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Our 2021-22 priorities 
Regulatory commitments 

The Government's Approach 
to the 2015 Remedy 
 
Following the public consultation held in 
2020, the UK Government has now set out 
its approach to remedying the age 
discrimination found in the 2015 pension 
reforms.  Having considered the response 
to the consultation, the UK government 
has decided to implement a ‘deferred 
choice underpin’ which was the approach 
favoured by the majority of respondents. 
 
The UK Government has also announced 
that from 1 April 2022 all those who 
continue in service will do so as members 
of the reformed schemes, regardless of 
age, meaning all members will be treated 
equally in future. Benefits earned up to 
that date in the pre-2015 schemes will be 
fully protected, and final salary benefits 
will still be calculated using the salary at 
the point of retirement. 
 
Who is affected by these changes? 
Broadly, any  member of a public service 
scheme between 31 March 2012 and 31 
March 2015 will be affected by these 
changes. If pensionable service started on 
or after 1 April 2012 then there will be no 
affect from  these changes. 
 
What is a deferred choice underpin? 
Under the deferred choice underpin, 
members will remain in, or be returned to, 
their legacy schemes for service between 1 
April 2015 and 31 March 2022. This is known 
as the Remedy Period. Members will be 
given a choice at the point of retirement 
(or when benefits become payable) to 
choose which scheme benefits they wish 
to receive in respect of service during the 
remedy period. Members who have retired 
since 1 April 2015 will also be presented 

with a choice. 
 
Not all members will be better off in the 
legacy schemes, so it is important that 
individual members can choose which 
scheme benefits they want to receive.  
By deferring this choice until retirement, 
members will be able to make a more 
informed choice as to which pension 
scheme benefits are better for them. 
 
What are the next steps? 
The plans require the UK Government to 
pass new legislation, and Scottish 
Ministers will also need to introduce 
changes to the schemes for which they 
have devolved responsibility. This will take 
time. There remain many complex issues 
to consider, including how the new 
arrangements will interact with aspects of 
the individual schemes, as well as tax 
implications for some members. We will 
be exploring these issues with member 
and employer representatives on the 
scheme advisory boards in the coming 
months.  
 
The 2015 Remedy is a significant 
programme of work that will require 
changes to systems, processes, customer 
products and significant stakeholder 
engagement and communications. Policy 
development is well underway with 
primary legislation due in the autumn of 
2021 and development of scheme specific 
secondary legislation has already 
commenced. The programme of work 
associated with data analysis and system 
development is also in progress. will 
continue throughout 2021-22 to ensure 
that the Agency is prepared for 
implementation in line with UK 
Government timescales.  
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Our performance 
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Our performance 
 

As part of our ‘Brilliant Basics’ approach, the SPPA will use 
the following strategic key performance indicators to 
manage and track our performance against our Strategic 
Aims.  Our targets are detailed below. 

 
Customer First 
 
 Improvement in our Net Promoter Score. 
 Increase the number of members using our online services. 
 100% of eligible customers to receive their ABS / AA on time. 
 Pay 98% of new awards within 1 month of due date. 
 Complaints: 98% to be resolved within 5 days for stage 1 and within 20 days for 

stage 2. 
 
Operational Excellence 
 
 Increase productivity in the Agency (customers served per person per day). 
 Operational Cost Improvements: Reduce the cost to serve per member. 
 Quality Assurance: 95% of all checks to be accurate. 
 Financial performance: to deliver a balanced budget for Agency administration 

costs. Measured by full year outturn not exceeding +/- 5% of full year forecast 
outturn. 

 
Develop Our People 
 
 Increase in the number of colleagues having taken part in formal learning. 
 Increase in the number of Scottish Government assisted qualifications. 
 Increase in the annual UK Civil Service Government People Survey in the following 

areas: 
 Reform and culture 
 Leadership and change  
 Learning and Development  

 
Collaborate Effectively 
 
 Obtain 75% approval rating from feedback on colleague engagement events 

(such as our ‘60 minutes with the SLT’). 
 Increase in the colleague engagement section of the annual people survey. 
 Increase in the colleague perma index in the annual people survey. 
 
 


