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Our Purpose  

Effectively administer pensions and support over half a million of Scotland’s key workers – 
paying pensions accurately and on time  
 

Our Vision  

We will help protect our members’ financial futures by giving them greater understanding and 
control of their pension  

 

Our Strategic Aims           Our Ways of Working 
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What’s inside 
 

         Page 4: Chief Executive foreword 

         Page 6: Who we are 

         Page 11. Our roadmap 

         Page 25. Measuring progress 

         Page 35. Additional Reading 

 
 

 

 

 

 

 

 

 

 

Serving those who serve Scotland 
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Chief Executive 
foreword 

 

 

    

    

  

 

 

David Robb 

Chief Executive 

 

 

 

 

 

 

 

 

 

 

 

Building a better SPPA for 
tomorrow, today   

I’d firstly like to thank all of our people at the 
SPPA for their commitment to our 
customers and for continuing to deliver 
successful pension administration in a 
challenging environment. Our people are our 
greatest asset and their dedication during 
the last couple of unprecedented years for 
the Agency has been impressive – with 
changes to our ways of working enforced by 
the pandemic, an interim structure and 
operational challenges. 

Platform for sustainable improvement 

I am pleased 2021-22 ended with more 
stability than it began. This stability is the 
platform for our sustainable improvement 
plan that will set us up to deliver an 
improved customer service, improved 
capability through developing our people 
and a clearer return on the investment for 
the Scottish Government and the taxpayer. I 
am confident that we as a team are already 
moving quickly in the right direction.   

 

 

 

Better value for our members 

Strong teams that grow sustainably provide 
consistently better value. For us this means 
better value for our members, their families 
and the people of Scotland. We are now in 
the process of delivering this by 
strengthening our capability and making 
clear operational improvements. We are also 
focusing on how we can always pay pensions 
accurately and on time and give back more 
control to our members.  

That can only be done by continuing to work 
in collaboration – spending time with our 
members, Pension Boards, Management 
Advisory Board and leveraging the vast skills 
and digital capability on hand as a Scottish 
Government. For us to deliver something 
bigger, we have to be part of something 
bigger as we prepare to serve our members 
into the future.  

That is why it is important we reposition who 
we are - to better meet the needs of those 
who rely on us the most, while harnessing 
the skills and experience of all our talented 
people.  (continued on page 5) 
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Chief Executive 
foreword 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

(continued)  In preparing this new Corporate 
Plan our goal was to form a realistic picture 
of our strengths and weaknesses and ensure 
that the Agency promotes transparency in 
both areas so that we recognise and build on 
our success and take a proactive approach to 
being better in the areas that have been 
most challenging.   

A proud heritage 

It is a privilege to lead this great Agency, with 
talented, dedicated people, a proud heritage 
and a real desire to provide a better service 
to over 500,000 of Scotland’s key workers. 
We have also been at the forefront of 
developing and delivering key pensions 
policy in Scotland for over 20 years and will 
continue to meet new challenges as they 
arise. We also recognise, however, that  our 
future strategy has not always been 
consistent and, as pensions have become 
more complex through scheme 
diversification, we have not been able to 
move our technology or ways of working 
along at a pace that we all would have hoped 
for.   

 

 

 

With further significant change on the 
horizon, we are now firmly focused on 
seizing the opportunity to make 
improvements.  

Our systems re-procurement provides the 
perfect opportunity to embrace better digital 
technology and to modernise processes.  

Resetting our strategy  

The strategy we are now setting out will 
address these challenges and make the 
most of the opportunities that lie in front of 
us.    

To do this we have set ourselves clear and 
ambitious Strategic Aims and Priorities 
aligned to our ways of working and vision.   

These will improve how we work, provide 
clearer value for money and enhance our 
service to the people of Scotland. I look 
forward to making progress and would very 
much welcome your feedback and support 
as we set the Scottish Public Pensions 
Agency up for long-term success.   

David Robb, March 2022 
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Who we are 

Our structure 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The SPPA currently has 330+ people working 
across the Agency. We are split into four 
business areas: 

 Operations 

 Finance, Procurement and Risk 

 People, Strategy and Communications 

 Policy 

Executive Team 

Our Chief Executive is David Robb. You can 
read David’s bio here.  

Our Executive Team are: 

 Craig Gardiner: Chief Operating Officer 

 Karen Morley: Head of Finance, 
Procurement and Risk 

 Garry Cossar: Head of People, Strategy 
and Communications 

 Iain Coltman: Head of Policy 

You can find out more about our Executive 
Team here. 

 

 

 

 

Pension Platform Programme 

We also have a Pension Platform 
Programme team in place that will grow as 
the Programme moves forward.  

Find out more about our Pension Platform 
Programme here 

 

 

https://pensions.gov.scot/about-us/our-executive-team
https://pensions.gov.scot/about-us/our-executive-team
https://docs.google.com/presentation/d/e/2PACX-1vQU5rTjkBMdXSra_lcwbHmbVYH1eQa9ABCPzqoxcGaYQ3HZAZrpbwGNyL_NQqZ5eVPqnK3NGUROI1Tl/pub?start=false&loop=false&delayms=3000&slide=id.g11a6c12dc23_2_76
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Who we are 

People report 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Our People 

Recruitment and resourcing has been a top 
people priority in the past year. Despite the 
challenging external recruitment market, 63 
new colleagues joined us and they have 
brought a wealth of new skills and 
experience to the SPPA.   

In the year ahead we have committed to 
build an effective workforce plan which will 
make our recruitment profile more 
predictable, and ensure that we make better 
use of our people’s skills, knowledge and 
experience, in order to retain, engage and 
invest in our people.  

Engagement 

In 2021 we began an engagement agenda 
which focused on the development of a clear 
strategic narrative, listening effectively to our 
people, continuing to develop line 
management skills, and building our 
organisational integrity. This work will 
continue to progress in 2022.  

 

 

 

 

Health and wellbeing 

The past two years of the pandemic have 
been challenging for many of our people, 
both personally and professionally. As a 
result we have committed to Health and 
Wellbeing as one of our core people priorities 
for the year ahead, along with a renewed 
focus on Equity, Diversity and Inclusion – not 
only meeting our commitments as part of 
the wider SG, but ensuring that we build a 
more supportive, welcoming and equitable 
workplace.  

The Agency will grow over the coming year, 
to support our key commitments on the 
Pension Platform Programme and the 2015 
Remedy Programme (see page 22). We 
intend to do this in a way that benefits the 
whole Agency, develops our culture and 
helps us to continually improve.  
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Who we are 

Management 
Advisory Board and 
Pension Boards 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Management Advisory Board  

The Management Advisory Board (MAB) is 
made up of highly skilled and experienced 
non-executive members who provide the 
Executive team with counsel, guidance and 
support to best deliver the Agency’s strategic 
commitments. It meets on a quarterly basis 
and consists of the following non-Executive 
Members :  

 Mark Adderley  

 Ian Forbes  

 Helen MacKenzie  

 Jane Malcom  

 Norman McNeil  

 Vacancy (to replace Liz Holmes)  

You can find out more about our MAB on our 
website. 

 

 

 

 

 

 

 

 Audit and Risk Committee  

The Audit and Risk Committee (ARC) is a 
subcommittee 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, meets on a quarterly basis 
and consists of the following non-Executive 
Members :  

 Ian Forbes  

 Helen MacKenzie (Chair)  

 Vacancy (to replace Liz Holmes)  

You can find out more about our ARC on our 
website. 

 

 

2022 improvement 

This year, we are committed to working 
more closely with our MAB and ARC 
members to capitalise on their skills and 
experience through a calendar of regular 
engagement outside the quarterly meetings.  

 

https://pensions.gov.scot/about-us/management-advisory-board
https://pensions.gov.scot/about-us/management-advisory-board
https://pensions.gov.scot/about-us/audit-and-risk-committee
https://pensions.gov.scot/about-us/audit-and-risk-committee
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Who we are 

Pension Boards and 
Scheme Advisory           
Boards 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Pension Boards 

We have four Pension Boards covering our 
Police, Firefighters, NHS and Teachers 
Schemes. The Boards have an equal number 
of employer representatives and member 
representatives and are each led by an 
Independent Chair and Independent Vice-
Chair. Pension Boards are responsible for 
assisting the Scheme Manager with the 
governance and administration of the 
Scheme. This includes ensuring compliance 
with the Scheme regulations, and any other 
relevant legislation and requirements as set 
out by The Pensions Regulator in relation to 
the Scheme. 

Every individual who is a member of the 
Pension Board must possess a substantial 
knowledge of the Regulations and other 
legislation governing the Schemes, and have 
knowledge and understanding of the law 
relating to pensions. The Pension Boards 
meet four times a year.  

 

 

 

 

 

Scheme Advisory Boards 

The five Pension Scheme Advisory Boards 
provide advice to Scottish Ministers on the 
desirability of changes to the Scottish 
schemes.  

Boards comprise employer and member 
representatives, and board members have 
wide ranging experience of workforce issues 
and public sector pensions. SPPA provides 
secretariat support for the four unfunded 
schemes, and chairs the police and 
firefighter boards. 
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Building a Better 
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Building a Better 
SPPA 

Our roadmap 
 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

      

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2022/23: Stability and improvement 

2026/27: Delivering our Vision 

2023/24: Transition phase 1: Better processes 

2024/25: Transition phase 2: Reducing our cost to serve 

2025/26: Better SPPA: Enhanced automation, capability and ways of working 

Our roadmap takes 
us on a journey to 
stabilise, improve, 
and deliver on our 
vision. 
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Our business 
priorities 
 

Our business priorities have 
been developed by listening to 
our people, our members and 
many key stakeholders, whilst 
linking in with the Scottish 
Government’s National 
Performance Framework. 

 

Each priority focuses on us 
delivering pensions accurately 
and on time  

 

 

 

 

 

 

1. Member driven 
operational 
improvement  

2. Successfully progress 
the Pension Platform 
Programme  

3. Mobilise and motivate 
our people  

4. Improved performance 
reporting    

5. Develop and sustain an 
effective workforce plan  

 

 

 

 

6. Improved external 
engagement 

7. Embed the new risk 
management and 
reporting frameworks   

8. Better support and 
deliver regulatory 
change 

9. Embrace hybrid 
working and become an 
employer of choice 

10. Have a positive impact 
on our environment.  

  

 

 

 

 



 14 

1. Member 
driven 
operational 
improvement 

 
What  

 

 Better business intelligence 
and planning 

 Increased engagement 
with our stakeholders 

 Improving our risk 
framework   

 Continuation of our 
calculations and internal 
process review. 

 

 

 

How 

 Review our Operations processes and 
operating model to understand where 
it can become more efficient and make 
the right improvements. 

 Use our new management information 
dashboard to support decision making 
using feedback from our people, 
members and stakeholders to ensure 
that we are set up and organised in the 
right way to deliver. 

 Use our customer service performance 
data to identify areas of improvement 
to review internal processes and target 
the right problems, in the right way, at 
the right time  

 Continue to work with our current 
platform supplier to review our systems 
processes to ensure that we are 
maximising value and minimising 
inefficiency.  

 

 

 

 

 

 

 Implement a workforce planning model 
to enable us to identify skills gaps and 
career pathways to ensure that our 
people are set up for success, and that 
we have continuity plans in place to 
ensure that we can continue to meet 
the needs of our members.  

 A new technical training and assurance 
team will improve skills development 
across customer services following 
significant recruitment in 2021. Risk 
based checking and authorisation 
oversight will ensure that what we do is 
done correctly.  

 The new operational delivery team will 
identify and assist in making process 
improvements and efficiencies, acting 
as a role model for change.  

 Implement a programme of customer 
engagement improvement to enhance 
and develop our online and social 
media presence.  
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2. Successfully 
progress the 
Pension Platform 
Programme 

 
What 

 

 Improve our 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  

 

How 

 Deliver a business case that clearly 
demonstrates and evaluates the 
options available to SPPA for ensuring 
the Pension and Payroll administration 
platform will meet the needs of the 
Agency’s Strategic Objectives and also 
be economically advantageous to SPPA, 
Scottish Government and Taxpayers.  

 Implement commercial/contract 
management that supports the 
business case and clearly outlines the 
approach for the provision of a future 
pension and payroll administration 
platform.  

 We will complete our procurement 
exercise, with a contract award being 
made in August 2022 to the successful 
vendor 

 A full review of our business readiness 
will be conducted and reviewed by the 
programme board, ensuring that the 
Agency is prepared for the contract 
award and transition phase of the 
programme 

 Plan for implementation and transition 
to a future platform   

 

 Effective delivery and implementation 
of the chosen solution – subject to the 
outcome of the business case and any 
subsequent procurement.  

 Manage a clear tender process that will 
award the contract(s) for the future 
provision of payment and pension 
administration platforms in line with 
the Agency’s current and future 
requirements, to enable the proper 
expiration of the current contract.   

. 
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3. Mobilise and 
motivate our 
people 

 
 
 

What  

 We will get the best from our 
people, their skills, knowledge 
and ideas.   

 Better engage our people 

 A proactive approach to 
Health and Wellbeing 

 Development of our Equality, 
Diversity and Inclusion    
agenda 

 

 

 

 

How 

Engaging our people is a key priority. A 
strong focus in 2021/22 produced positive 
results as we achieved an increase in all 
nine ‘key themes’ of the Civil Service People 
Survey, including a 3% rise in the 
Engagement Index. Our engagement focus 
this year involves: 

 Having a strong narrative: our 
corporate plan is a reset that is more 
realistically aligned to the ‘now’ of the 
Agency.  

 Listen and share: ‘bring the outside in’ 
by providing better collaboration 
platforms using key groups such as 
our Colleague Collaboration Group, 
Risk and Change Champions and 
Mental Health first aiders 

 Rebuilding confidence in change and 
embedding a digitally-mature, 
continuous improvement culture.  

 

 

 

 

 

 

Health and Wellbeing: In order to improve 
health and wellbeing in the workplace, 
having the right systems, policies, 
procedures and protection in place is vital.  

We are committed to:  

 Raising awareness of health and 
wellbeing related issues  

 Developing expertise in how we 
effectively and compassionately 
address issues  

 Working closer with 
our charity partner 
SAMH  

 

Equality, Diversity and Inclusion: We are an 
equal opportunities employer and follow the 
Scottish Government’s commitment to treat 
everyone with dignity and respect.  

To embed this we are developing a clear plan 
to educate our people on key diversity and 
inclusion tenets. Following a focus on 
menopause awareness, we have upcoming 
campaigns focused on neurodiversity and 

race awareness. 
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4. Improved 
performance 
reporting 

 

 
What  

 Create a new corporate 
office team 

 Develop multi dimensional 
KPIs 

 Create an effective 
performance rhythm 

 Develop increased 
performance capability 
across the Agency. 

 

 

 

How 

 Our primary objective is to create KPIs 
that all of our people feel they 
contribute to. Our focus has been on 
providing a link between individual 
responsibilities and Agency priorities 
and performance measures. We have 
therefore created KPIs (see page 28) 
that our people can identify with and 
collectively work towards - the 
strength of bringing the outside in.  

 We will provide regular, meaningful 
management information and 
accurate data to drive better evidence 
based decision making, direction and 
purpose.  

 Our new corporate office will focus on 
embedding a performance rhythm that 
complements our individual 
performance cycle by providing 
monthly reports together with clear 
explanations on recent performance 
and its recommendations. 

 

 

 

 

 

 We recognise the importance of 
sharing our performance with our 
stakeholders. We will take ownership of 
analysing data to produce regular 
insightful reporting on business 
performance for use by various 
stakeholders and engage regularly to 
maintain this improvement.   

 A business intelligence roadmap will be 
developed to improve the quality of 
analytics outputs and capability across 
the Agency. This includes a review of 
existing business intelligence tools and 
skills, and a move towards self service 
report creation for managers. This 
roadmap will outline our internal 
calendar of engagement to senior 
stakeholders including our executive 
team and departmental heads.  

 We will also use our business 
intelligence to undertake horizon 
scanning to inform on future trends 
and items that may impact the Agency 
and its planning processes. 
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5. Develop and 
sustain an 
effective 
workforce plan 
 

 

What  

 Develop a workforce plan 

 Increase our capability 
across the Agency 

 Implement functional 
flexibility to better deliver 
our priorities. 

 Clear succession planning 
and less key person 
dependency 

 

 

 

How 

 We will focus on delivering the 
recommendations of the Scottish 
Government's Internal Audit team 
Capability and Capacity review. 

 We will develop a clear workforce plan, 
driven by People Services and our 
Finance team that is subject to periodic 
review and challenge. Supporting 
policies and procedures will be 
produced and shared to encourage buy
-in and consistency of approach.  

 We will develop and maintain a profile 
of current workforce and skills, 
including those with high potential 
identified through performance 
management. This will be matched 
with our short and medium term 
business priorities.  

 Key person dependency will be 
identified so that appropriate 
contingency arrangements are in place 
should critical posts become vacant. As 
well as increasing the resilience within 
the organisation, this will improve 
development and engagement.   

 

 

 

 We will continue to consider external 
workforce factors to reflect what is 
happening in the industry, as well as 
broader society, as part of our workforce 
plan.  

 Key processes will be documented as 
part of succession planning and 
contingency arrangements put in place, 
providing delegated responsibility.  

 Current programmes and projects will 
be reviewed and assessed as to 
whether they have a consistent 
approach to identifying the skills and 
resources needed to support the 
delivery of business priorities. 
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6. Improved 
external 
engagement 

 

 
What  

 Implement a ‘bring the 
outside in’ campaign and 
agenda 

 Develop an employer brand 
and build confidence and 
trust in our operation 

 Revamp our existing 
engagement process 

 Interact with more impact 
with our key stakeholders.   

 

 

How 

 The SPPA is supported by a number of 
groups and bodies that bring a vast 
array of experience, skills and 
knowledge. In 2022-23 we will do more 
to bring the outside in to ensure that 
we are making best use of the support 
being offered to us.  

 We will make engagement part of our 
business as usual rhythm. This will allow 
us to be smarter in our decision making 
and enhance our skillsets in many areas 
including performance reporting, risk 
management and customer service.  

 Our new corporate office will make sure 
external engagement is firmly 
established within our corporate 
rhythm, with the relevant parties to 
arrange a regular calendar of external 
engagement and communications.  

 As hybrid working is introduced we will 
be looking at new opportunities to 
utilise our Tweedbank office including 
through partnering with local 
organisations to deliver financial 
education in the Scottish Borders 
community.  

 

 We will support the NHS vaccine 
administration programme by 
providing the NHS Administration team 
with a safe working environment at our 
office. 

 We will utilise social media to promote 
financial education and communicate 
important information in a variety of 
ways to reach a wider audience - 
looking at ways to further opportunities 
with community partners such as 
Borders College. 

 We will embrace the benefits of hybrid 
engagement by opening up our office 
to external stakeholders such as our 
Pension Boards and Management 
Advisory Board for both formal and 
informal engagement. 
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7. Embed the 
new risk 
management 
and reporting 
frameworks 

 
What  

 Identify key strategic risks 
and build strong controls 

 Develop a new risk 
management framework 

 Educate our people on 
what risk means for the 
Agency 

 More regularly evaluate our 
risk governance and 
controls across the Agency 
at all levels   

 

 

How 

Adopting a positive approach to managing 
risk is a priority to ensure effective risk 
management. We aim to:  

 Form a baseline of excellent corporate 
governance and management 
practices. 

 Provide a sound basis for integrating 
risk management into decision-making. 

 Put in place mitigating actions to 
manage identified risks. 

 Make sure that the objectives of the 
SPPA are not adversely affected by 
significant unanticipated risks. 

 Have reliable contingency 
arrangements in place to deal with the 
unexpected which may put service 
delivery at risk. 

 Deliver periodic assessment of the 
SPPA’s attitude to, and appetite for, risk 
and promote a more innovative, less 
risk-averse culture where taking 
appropriate risks in pursuit of 
opportunities to benefit the SPPA is 
encouraged. 

 Make the management of risk an 
integral part of the SPPA’s Business 

Strategy and Directorate Plans. 

Our principles 

As part of our planning and delivery process, 
our principles help us to achieve our desired 
outcomes – being responsive to change and 
the delivery of our objectives. These are: 

 Engage stakeholders – recognising 
capabilities to help or hinder outcomes. 

 Provide clear direction – understanding 
roles and responsibilities. 

 Inform decision making – linking with 
business planning and monitoring.. 

 Enable continuous improvement – 
using lessons learned to avoid waste 

 Create a supportive culture – 
embracing considered risk-taking. 

 Achieve measureable value – using 
resources effectively and improving 
governance. 
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8. Better support 
and deliver 
regulatory 
change 

 
What  

 Increase our flow of 
accurate information 
surrounding regulatory 
updates 

 Improved assignment of 
regulatory responsibility 

 Clear business impact 
assessments in place 

 Setting ourselves up to 
deliver 

 

 

 

How 

 We will keep track of regulatory 
content from a multitude of sources, 
and regulatory responsibilities will be 
made much clearer.  

 Agency subject matter experts (SMEs) 
who understand the laws/regulations 
and have sufficient knowledge will be 
identified.  

 We will clearly document these roles 
and responsibilities, establishing 
accountability in the complete 
information lifecycle from the time a 
new alert is delivered to the time it is 
successfully implemented. 

 Collaboration with external 
stakeholders will be crucial when 
regulators need to be informed on 
any changes in the Agency’s overall 
processes, policies, controls, or other 
factors. 

 We will deliver the regulatory 
changes associated with the 2015 
Remedy efficiently and on time, in 
partnership with stakeholders.  You 
can find out more about the 2015 
Remedy on page 23 

 

 Every regulatory update will be 
assessed in terms of the business 
impact it has on the Agency. This 
will be rolled up to provide a 
holistic view of the impact across 
the Agency and on our key 
stakeholders. 

 We will formulate action plans, listing 
out tasks that need to be assigned to 
relevant users.  We will define 
standard workflows for the review 
and approval processes with 
escalation capabilities when the 
tasks become overdue.  

 We will develop our pensions 
regulator code of practice dashboard 
to allow for easier tracking of our 
adherence to these regulations, and 
to identify any areas of concern. 

 We will meet regularly with our 
regulators as part of our external 
engagement plan. 
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Explaining the 
2015 Remedy 
 

The 2015 Remedy 

On 1 April 2015 public sector pension 
schemes were reformed and the Career 
Average Revalued Earnings (CARE) 
pension scheme was introduced. Most 
pension scheme members were moved 
from their legacy scheme (final salary) to 
the reformed (CARE) scheme, but some 
protections were put in place for members 
who were close to their retirement date. 
These protections meant that older 
members stayed in their pre-reform 
schemes. The Court of Appeal found that 
this discriminated against younger scheme 
members.   

The government is removing this 
discrimination for the period between 1 
April 2015 and 31 March 2022. This is known 
as the remedy period. 

 

 

 

 

 

 

 
 

 

 

When does this take place? 

From 1 April 2022 all of our NHS, Teachers, 
Police and Fire members will become 
members of the 2015 pension scheme and 
the pre-reform schemes will be closed to 
any further pension build-up. This means 
that members affected by the 2015 remedy 
and who choose to retire after 1 April 2022, 
will be entitled to both legacy and 
reformed scheme benefits. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 
 

Communication 

Our aim is to more effectively engage with 
the right people at the right time to keep our 
members better updated on what the 
changes mean for their financial future.  

To start this improvement, we have recently 
made changes to the 2015 remedy area of 
our website. These changes were made 
thanks to the great feedback provided by our 
members. Some of the recent changes 
include: 

 The streamlining of information into one 
webpage so that you can easily find the 
information you’re looking for 

 Simplifying the language and removing 
as much jargon as possible to make it 
easier for you to understand exactly how 
the changes might affect you 

 Creating a short video explaining all you 
need to know about the 2015 remedy 

 
Our website also offers a number 
of Frequently Asked Questions as well as a 
handy jargon buster and a page where we 
explain some of the common myths around 
the 2015 remedy.  

https://www.youtube.com/watch?v=f0YSJrU8m8U
https://www.youtube.com/watch?v=f0YSJrU8m8U
https://pensions.gov.scot/2015-remedy/frequently-asked-questions
https://pensions.gov.scot/2015-remedy/jargon-buster
https://pensions.gov.scot/2015-remedy/common-myths
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9. Embrace 
hybrid working 
and become an 
employer of 
choice 
 

What  

 Improved collaboration and 
work/life balance 

 Increased productivity 
through flexible working 

 Geography does not limit 
our capability 

 Tools and equipment to do 
the job safely and 
comfortably 

 

 

 

How 

 We’ve followed Scottish and UK  
Government Guidance and taken the 
appropriate preventative measures 
internally. Working with the Scottish 
Government, we created a hybrid 
working plan based on wellbeing – with 
safety at its heart.   

 As Government restrictions ease and 
office working returns, we recognise 
the benefits of moving towards a hybrid 
model which will allow our people to 
blend office and home based working. 
The safety of our people remains 
paramount, and our business support 
team has worked hard to adapt the 
office to ensure all appropriate 
measures are in place such as physical 
distancing and ventilation.  

 The success of hybrid working will rely 
on us using of our range of MS Office 
tools, and communicating well across 
teams. Hybrid working will become 
another way of working and we need to 
make sure we are best set up to deliver 
the opportunities this offers.  

 

 

 Teams will have different needs and 
preferences, but our hybrid working 
model will make the most of in person 
team collaboration by bringing team 
groups back to the office.   

 

 

2022 improvement  

“Since 1 November nearly 150 of our 
people have come on-site at least 
once and 90% say that it was a 
positive experience. Our aim is to 
keep improving.”  

Steven Noble,  

Business Support Manager  
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10. Have a 
positive impact 
on our 
environment 

 
What  

 Reduce our electricity 
consumption  

 Transform our building into 
a more eco-friendly 
environment 

 Educate our people on 
environmental issues 

 Take part in the wider 
environmental movement 
as part of the Scottish 
Government 

 

 

How 

 The Climate Change (Scotland) Act 
2009 places climate change duties on 
Scottish public bodies.  The SPPA is 
committed to the sustainable 
development of our working practices 
and in reducing the impact of our 
operations and estate.   

 We are committed to reducing our 
impact on the environment through 
effective, sustainable management of 
our operations and estate. 

 We will do this by reducing our overall 
carbon footprint through a reduction of 
our printing and paper based activities, 
reducing wastage, and promoting and 
encouraging the use of our electric 
vehicle car charging points. 

 We will support environmental 
awareness events such as Recycle 
Week and Climate Week. 

 

 

 

 

 

 We will create and establish an 
environmental champions group that 
will help promote good practice and 
establish environmental awareness 
events. 

 We will solidify our commitment to 
improving our environment by 
including environmental performance 
measures in our key performance 
indicators for the first time 

 We will recycle all paper and plastic 
waste where possible, including 
envelopes and returned mail and move 
towards full LED lighting across our 
estate to reduce our electricity usage 
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Building a Better SPPA 
 

 

 

  Measuring 

  Progress 
 

 

 

Serving those who serve Scotland 
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Measuring 
progress 

 
 Effective performance 

rhythm that covers the full 
Agency 

 Multi dimensional Key 
Performance Indicators  
linked to our Vision 

 Clear and timely 
performance reporting and 
tracking 

 

 

 

 

 

 

 

 

The value of a plan is the decisions and 
actions it creates and the positive 
outcomes it produces. Being able to 
measure our performance against our plan 
is therefore as important as the plan itself.  
The Agency has historically not effectively 
tracked performance against our plan. Our 
new Corporate Office therefore has two 
key priorities – effective planning and 
effective performance reporting.  

Another change is that our Key 
Performance Indicators (KPIs) are now 
multi-dimensional, touching on all areas of 
the Agency. Feedback from our people and 
key stakeholders found our previous 
objectives to be too secular and this had a 
preventative impact on performance 
management, development, and, for our 
people, understanding the basic question 
’how are we performing’. 

 

 

 

 

 

 

To address this we have created KPIs that 
every one of our people can impact.  These 
will be supported by performance indicators 
which will provide effective monitoring of 
our performance linked to our Agency  vision 
priorities and strategic aims. Our Agency 
roadmap (page 12) will track the ‘what’, but 
our new performance rhythm will provide us 
with timely indicators as part of our annual 
business plan. This will ensure that, as we 
progress through 2022/23, we remain on 
track with our overall corporate vision. How 
we link this together is detailed below: 

  

 

 

 

 

Vision 

Purpose 

Strategic Aims 

Individual/Team/Department 
performance indicators 

KPIs 
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Measuring 
progress 

Our Key 
Performance 
Indicators 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

1. Increased member satisfaction 

2. Effective engagement with all of 
our members and stakeholders 

3. Better engagement with our 
people 

4. Improved Capability 

5. More efficient processes 

 

 

 

6. Demonstrable improvement in 
financial and commercial 
awareness 

7. Measurably increase risk 
awareness across the Agency 

8. All regulatory requirements are 
met 

9. A more inclusive and diverse 
SPPA 

10. Protect our environment 

 

Our Purpose:  

Effectively administer pensions and support 
over half a million of Scotland’s key workers 
– paying pensions accurately and on time. 
 

We will achieve this through the delivery of our KPIs: 
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Measuring 
progress 

Our Key 
Performance 
Indicators:  

How this will be 
measured 
 

 

 

 

 

 

 

 

 

 

 

What 

1. Increased member satisfaction  

We will increase the number of members 
who feel that we are meeting their 
expectations and are satisfied with the 
service that we provide  

How 

We will achieve this by: 

 Improving customer satisfaction by 2% 
per quarter.  

 98% of complaints will be resolved 
within five days at stage 1 and 20 days 
at stage 2. 

 Our customer contact centre abandon 
rate will not exceed 5% month on 
month by October 2022.  

 

 

 

 

 

 

 

 

What 

2. Effective engagement with all of our 
members and stakeholders 

We will engage more regularly with key 
stakeholders and be more transparent with 
our horizon scanning and reporting. 

How 

We will complete a quarterly stakeholder 
survey and expect a rise in score each 
quarter in the following areas:   

 How easy are the SPPA to 
communicate with. 

 How positive do you feel towards the 
SPPA.  

 How valued do you feel as an SPPA 
stakeholder.  

 How well do you feel the SPPA respects 
individual differences   
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Measuring 
progress 

Our Key 
Performance 
Indicators:  

How this will be 
measured 
 

 

 

 

 

 

 

 

 

 

 

What 

3. Better engagement with our people 

We will improve how our people feel about 
our Agency and our Aims.  

How 

We will achieve an engagement index score 
of 55 (an increase of 3 points from 2021) in the 
civil service people survey, with quarterly 
temperature checks measuring:  

 How proud our people feel when they 
tell others they are part of the SPPA. 

 If colleagues would recommend the 
SPPA as a place to work. 

 How personally attached our people 
feel to the SPPA. 

 How inspired our people feel to do the 
best in their job. 

 How motivated our people feel to help 
the SPPA meet its objectives. 

 

 

 

 

 

What 

4. Improved capability 

We will identify our capability gaps, and 
improve our flexibility and succession 
planning. This will set us up to better meet 
our current and future demands though 
effective workforce planning.   

How 

 Creation of an effective workforce plan 
by 31 August 2022.  

 We will increase the amount of formal 
development undertaken by our people 
across the agency by 10%.   

 Reduce the overall number of seconded 
roles (TRS) to less than 5% of our overall 
headcount  by March 2023  
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Measuring 
progress 

Our Key 
Performance 
Indicators:  

How this will be 
measured 
 

 

 

 

 

 

 

 

 

 

 

What  

5. More efficient processes  

We will increase the efficiency of our 
processes in order to provide a better service 
to our members. 

How 

We will achieve this by: 

 Completing a process audit by July 
2022. 

 Reducing the amount of resource 
required to respond to customer 
contacts 

 Responding to 90% of customer emails 
within 24 hours of receipt (Monday-
Friday). 

 

 

 

 

 

 

 

 

What 

6. Demonstrable improvement in financial 
and commercial awareness  

We will educate our colleagues through 
mandatory training and targeted courses 
and workshops  

How 

We will achieve this by: 

 Ensuring colleagues have completed 
appropriate training for procurement 
and commercial awareness 

 Improving awareness of process costs, 
costs to serve and in turn deliver core 
services within our budget allocations 

 All significant projects will be 
underpinned with a clear investment 
decision, defined budget and return on 
investment which is monitored through 
the project management framework 
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Measuring 
progress 

Our Key 
Performance 
Indicators:  

How this will be 
measured 
 

 

 

 

 

 

 

 

 

 

 

What 

7. Measurably increase risk awareness 
across the Agency  

We will develop a risk mind-set where all 
colleagues understand their responsibilities 
towards reducing, mitigating and controlling 
risks in order to protect our colleagues. 

How 

We will achieve this by: 

 Conducting a risk maturity assessment 
by December 2022  

 Having at least 95% of our people 
complete their data protection e-
learning within 12 months  of their last 
assessment date 

 Having 100% of our IT, Data and 
Governance team to be members of  
the Cyber Information Sharing 
Partnership by June 2022  

 

 

 

 

 

 

What 

8. All regulatory requirements are met  

We will continue to meet all of our key 
regulatory requirements. 

How 

We will achieve this by: 

 100% of eligible members will receive an 
Annual Benefits Statement by 31 
August 2022   

 100% of eligible members will receive an 
Annual Allowance Pension Savings 
Statement by 6 October 2022  

 Annual Report and Accounts  will be 
completed on time as per the reporting 
schedule  

 All freedom of information requests 
(FOI) will be responded to within 20 
working days  
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Measuring 
progress 

Our Key 
Performance 
Indicators:  

How this will be 
measured 
 

 

 

 

 

 

 

 

 

 

 

What 

9. A more inclusive and diverse SPPA  

We will improve the diversity of our 
workforce and inclusivity by ensuring 
colleagues feel valued, respected and 
supported. 

How 

We will achieve 75% for inclusion and 
diversity in the civil service people survey, 
with quarterly temperature checks 
monitoring how our people feel about the 
following:  

 I am treated fairly at work 

 I am treated with respect by the people 
I work with 

 I feel valued for the work that I do 

 I think my organisation respects 
individual differences (for example 
cultures, working styles, backgrounds, 
ideas, etc) 

 

 

 

 

 

What 

10. Protect our environment  

We will reduce our operational impact on 
our environment  

How 

We will achieve this by: 

 Creating an Agency environmental plan 
by January 2023.  

 Reducing our volume of printing by 
20% year on year 

 Decreasing our amount of non-
recyclable waste by 25% as part of the 
Scottish Government ‘zero waste plan’  

 Having at least 50% of our people 
attend an environmental training 
session.  
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Financial report 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Improving Cost Transparency 

An important focus for the Agency this year 
is to develop business case capability to 
ensure that we have a strong rationale for all 
spend and a clear return in investment. This 
will ensure that our budget is being spent on 
the things that matter the most, and that we 
can better monitor the benefit of this 
investment. 

 

Reducing Our Cost to Serve 

We will be conducting end to end process 
reviews as one of our business priorities.  Our 
finance team will play an important role in 
this, providing cost review expertise to allow 
us to better understand our processing costs 
and to identify opportunities to reduce these.  
This will provide us with the intelligence to 
target wastage and automation 
opportunities leading to a reduction in cost 
to serve year on year from 2022/23. 

 

Paying Pensions Accurately 

Ensuring that the money we pay our 
members is accurate is a vital part of our 
purpose and commitment to our members. 
We will continue to work with employers to 

ensure that incoming contributions are 
accurate and that we pay out what is owed. 
This will also be served through the work 
that we will be doing to improve the 
accuracy of our internal and online 
calculators.  

 

Headline Budget Figures 

The SPPA assumes the day to day role of 
Scheme Manager as set out in the Public 
Service Pensions Act 2013 for Scotland’s NHS, 
Teachers, Police and Firefighters pension 
Schemes, as delegated by Scottish Ministers. 
It should be noted, though, that from a 
financial perspective for the Police and 
Firefighters’ schemes, ‘administration’ 
includes the provision of financial services 
but not contribution collection, preparation 
of annual accounts, budget or financial 
management. 
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Building a Better 
SPPA 

How it all fits 
together 
 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

  

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Purpose: Effectively administer 
pensions and support over half a million 
of Scotland’s key workers – paying 
pensions accurately and on time.   

Vision: We will help protect our 
members’ financial futures by giving 
them greater understanding and control 
of their pension. 

Deliver excellent 
services for our 

members 

Successfully 
deliver the 

Pension 
Platform 

Programme 

Mobilise and 
motivate our 

people 

Have a 
positive 

impact on our 
environment 

Increased, 
meaningful 

and effective 
external 

engagement 

Embed the 
new risk 

management 
and reporting 
frameworks 

Better support 
and delivery of 

regulatory 
change 

Embrace 
hybrid working 

and become 
an employer of 

choice 

Be change 
positive 

Develop and 
sustain an 
effective 

workforce 
plan 

People 

Improved 
business 

analysis and 
performance 

reporting 

Member 
driven 

operational 
improvement 

Place 

Performance 

Improving 
every day 

Always adding 
value 

Be proud of 
our 

workplace 

Adopt a 
positive 

approach to 
managing 

risk 

Bring the outside in 
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Additional 
reading 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 The SPPA website 

 2020/21 Annual Report and 
accounts 

 Procurement Strategy 

 Digital Strategy 

 Sustainability Report 

 Scottish Government National 
Performance Framework 

 

 

 

https://pensions.gov.scot/
https://pensions.gov.scot/sites/default/files/2022-01/SPPA_Annual_Reports_And_Accounts_2020_21.pdf
https://pensions.gov.scot/sites/default/files/2022-01/SPPA_Annual_Reports_And_Accounts_2020_21.pdf
https://pensions.gov.scot/sites/default/files/2020-02/Procurement_Strategy_2018-2023.pdf
https://pensions.gov.scot/sites/default/files/2020-12/SPPA_Digital_Strategy_0.pdf
https://pensions.gov.scot/sites/default/files/2020-12/SPPA_Sustainability_Report_2019_20_0.pdf
https://nationalperformance.gov.scot/scotland.gov.uk/dc2/FS3_Home/Z619674/Custom%20Office%20Templates
https://nationalperformance.gov.scot/scotland.gov.uk/dc2/FS3_Home/Z619674/Custom%20Office%20Templates
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Serving those who serve Scotland 


