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FOREWORD BY THE ACCOUNTANT IN BANKRUPTCY
AND AGENCY CHIEF EXECUTIVE, ROSEMARY
WINTER-SCOTT
The past year has been a busy and productive one for AiB. We have experienced
significant change during this period and the success of the organisation has
to be down to the dedication and commitment of the staff and support from
our stakeholders.

This is my first Business Plan for AiB – having only taken up the post of The
Accountant in Bankruptcy and Agency Chief Executive on 1 October 2009. For
me it has been a very steep, but enjoyable learning curve. I wish to publicly
thank the staff of AiB and a growing number of stakeholders who have helped
me in these first key months. I have taken over an organisation that, thanks to
my predecessor, has achieved a huge amount, especially since its relocation
from Edinburgh to Kilwinning. I see my role as building on that strong base,
ensuring that recent changes are well embedded and focusing on developing
strong and effective stakeholder relationships that will support us in the
challenging times ahead. I recognise that we will not always reach agreement
with all our stakeholders on key issues – but I do want us all to be able to be
involved in an informed debate about issues, so that we end up with the best
possible policies and processes for debt relief and debt management in Scotland.

Recognising that AiB has a number of roles, I have worked with staff and Board
members to help us to be able to describe to others what we do and hence
dispel the fears that AiB is set on “taking over the world” or “empire building”.
We have placed an increased focus on the rationale of AiB – what we are about,
what we do and what we should not do and we have hence clarified our
mission where AiB will seek:

To ensure access to fair and just processes of debt relief and debt
management for the people of Scotland, which takes account of the
rights and interest of those involved.
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Ensuring this access to fair and just processes of debt relief and debt
management for individuals in Scotland will enable us to deliver on the
relevant National Outcomes. We will achieve this through the following
functions (recognising our unique role):

– Supporting Ministers to develop & refine policy

– Supervising the bankruptcy process

– Delivering, with stakeholders, a range of options for individuals seeking
debt relief and debt management

– Delivering best value public services

A large part of my work in the last few months has involved supporting the Home
Owner and Debtor Protection (Scotland) Bill. I am pleased that with a lot of
support from my policy team and considerable engagement with stakeholders
in recent months the Bill was successfully passed on 11 February 2010. I wish
to thank those who have met with the Ministers and officials to work with us to
refine the Bill and clarify any misunderstandings. Passing of the Bill means
that we will, in due course, see a new certificated route into bankruptcy which
will provide access to debt relief for some who cannot currently meet the
criteria for making themselves bankrupt. We will also introduce provisions to
allow trust deeds that exclude the debtor’s sole or main residence to become
protected and extend existing protections for the family home in bankruptcy to
trust deeds. A further provision in the Bill removes the requirement to advertise
certain notices in the Edinburgh Gazette and the format and contents of the
Register of Insolvencies will be reviewed to take account of this change. Our focus
will now be on ensuring that the Statutory Instruments that support the Bill are
effective and that the required AiB systems, including the revamped Register
of Insolvency, are in place to enable the Bill to be successfully implemented.
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The next year will be equally challenging for AiB and all of us working in the
debt relief and debt management sectors. The economic situation will no
doubt continue to contribute to a relative high number of people needing to
access our services in Scotland. In response to this there will be a number of
new challenges for AiB looking forward to the next financial year which will be
covered by this Business Plan.

On behalf of the Minister for Community Safety I will be chairing a short-life
Working Group on Protected Trust Deeds. This group will seek to achieve
sector-led recommendations for a coherent approach, including if appropriate,
legislative and non-legislative measures, to ensure the Protected Trust Deed
process in Scotland is fit for purpose and that it strikes the best possible
balance between the needs of debtors and the rights of creditors.

There will also be further public consultation to build upon those measures
introduced by the Home Owner and Debtor Protection (Scotland) Bill and in
further acknowledgment of the work of the Debt Action Forum. The consultation
will seek responses from interested parties on a number of issues in
recognition of the First Minister's commitment to exempt the main dwelling
house from land attachment and to thoroughly review what more can be done to
ensure that those who become bankrupt are not made homeless unnecessarily.

In the coming year we will also focus on developing stronger stakeholder
relationships and more effective stakeholder communications. To augment our
stakeholder engagement we will arrange a series of regular national meetings
and regional events to enable us to share information and increase dialogue with
stakeholders. We will ensure that stakeholder considerations are embedded in
all our work. To make us more accountable and transparent we will change the
composition of the AiB Board. We will also seek to embed current systems and
ensure that we always apply sufficient rigour in our processes, placing greater
emphasis on how we do things – rather than focusing on the achievement of
numerical targets. To support this and to ensure that we have the appropriate
skilled resources within AiB, we will develop a qualifications strategy for the
organisation which includes insolvency administration.
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Finally, given the economic situation we will be supporting the drive to deliver
best value public services by placing more emphasis on moving towards the
full cost recovery of all AiB’s costs. This will require us to continually look at
not just what we do but how we do it and how we recover our costs through
fees and charges.

The key to our continuing success in delivering these objectives will be our staff
and relationships with stakeholders. With the continued support of staff and
the effective involvement of stakeholders we will, I believe, be able to meet the
challenges ahead.

It is intended that the actions and targets contained in this plan should form a
basis for moving forward. During the coming year we will report regularly to our
staff and stakeholders on our progress.

Rosemary Winter-Scott
The Accountant in Bankruptcy and
Agency Chief Executive

FOREWORD
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OUR ROLE AND PURPOSE

WHOWE ARE

Accountant in Bankruptcy (AiB) is an Executive Agency of the Scottish Government
under the terms of the Scotland Act 1998. The Agency operates independently
and impartially while remaining directly accountable to Scottish Ministers. The
Chief Executive is also The Accountant in Bankruptcy (The Accountant), who is
an Independent Statutory Officer and an officer of the court appointed under
section 1 of the Bankruptcy (Scotland) Act 1985, as amended.

WHATWE DO

AiB aims to ensure access to fair and just processes of debt relief and debt
management for the people of Scotland, which takes account of the rights
and interests of those involved.

The Scottish Government’s purpose is to focus government and public services
on creating a more successful country with opportunities for all of Scotland to
flourish, through increasing sustainable economic growth.

Using a National Performance Framework, the government’s purpose is
delivered through 9 Purpose Targets, supported by 5 Strategic Objectives with
15 National Outcomes as the clear and consistent set of priorities across
government and its agencies. Together with 45 indicators and targets, activity
and contributions are directed towards the single overarching purpose.

Part of the Justice and Communities directorate, the Agency shares the
outcome-focused approach to performance, which is reflected in the priorities
detailed in this Business Plan.

OUR ROLE AND PURPOSE
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FIGURE 1.
SCOTTISH GOVERNMENT’S NATIONAL
PERFORMANCE FRAMEWORK

PURPOSE

PURPOSE TARGETS

STRATEGIC OBJECTIVES

NATIONAL OUTCOMES

NATIONAL INDICATORS AND TARGETS
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To demonstrate alignment with these national priorities, the Agency will provide
the fair and just processes of debt relief and debt management for individuals
in Scotland in order to help deliver on the following National Outcomes:

• We realise our full economic potential with more and better employment
opportunities for our people

• We have tackled the significant inequalities in Scottish society

• We have strong, resilient and supportive communities where people take
responsibility for their own actions and how they affect others

• Our public services are high quality, continually improving, efficient and
responsive to local people’s needs

We will achieve this through the following key functions, whilst recognising our
unique statutory role:

• Supporting Ministers to develop and refine policy

• Supervising the bankruptcy process

• Delivering, with stakeholders, a range of options for individuals seeking
debt relief and debt management

• Ensuring best value services to our customers

AiB’S MISSION

To ensure access to fair and just processes of debt relief and debt management
for the people of Scotland, which takes account of the rights and interests of
those involved.

OUR ROLE AND PURPOSE
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OUR VALUES

We will ensure that our activities are:

• independent;

• responsive;

• accountable;

• transparent;

• fair; and

• open

KEY FUNCTIONS

Our key functions can be further defined as listed below:–

SUPPORTING MINISTERS TO DEVELOP AND REFINE POLICY BY:

• developing policy for personal and corporate insolvency and diligence in
Scotland

• developing policy for the Debt Arrangement Scheme (DAS)

SUPERVISING THE BANKRUPTCY PROCESS BY:

• supervising the regulation of the bankruptcy process including the
performance of trustees and commissioners in the exercise of their
statutory duty

• regulating and supervising the registration and administration of Protected
Trust Deeds (PTDs), including the performance of trustees

• investigating and applying for Bankruptcy Restriction Orders or agreeing
Bankruptcy Restriction Undertakings (BRO/BRU)

• maintaining a public Register of Insolvencies (ROI), which records details of
bankruptcies awarded by the Scottish courts or by the Agency

OUR ROLE AND PURPOSE
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• maintaining a record of PTDs, BROs and BRUs as well as company
insolvencies on the ROI

• registering company insolvency documents required to be filed by receivers
and liquidators in terms of the Insolvency Act 1986

• maintaining the DAS register

DELIVERING, WITH STAKEHOLDERS, A RANGE OF OPTIONS FOR
INDIVIDUALS SEEKING DEBT RELIEF AND DEBT MANAGEMENT BY:

• determining debtor applications for bankruptcy

• acting as trustee in all bankruptcies awarded by the Agency, where The
Accountant does not appoint a person to be the trustee

• acting as trustee in all bankruptcies awarded by the Sheriff courts, where a
Sheriff does not appoint a named person to be trustee

• acting as interim trustee before the award of bankruptcy except in those
cases where an alternative interim trustee is appointed when nominated by
the petitioning creditor

• acting as trustee as appointed by the Sheriff on the resignation or death of
the original trustee where no new trustee is elected

• undertaking the functions of the commissioners in bankruptcies where
none are elected by creditors

• approving Debt Payment Programmes (DPPs) and approving money advisors

ACHIEVING BEST VALUE SERVICES TO CUSTOMERS BY:

• reducing the requirement for public funding

• embedding efficient systems and processes

OUR ROLE AND PURPOSE
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NATIONAL
OUTCOMES

KEY FUNCTIONS &
AiB BUSINESS STRATEGY

AiB BUSINESS PLAN

BRANCH PLAN

EMPLOYEE OBJECTIVES
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STAKEHOLDERS

AiB’s stakeholders include the following people and organisations:

NB: Please note this list is not exhaustive and work will continue in 2010-11
to explore our stakeholder engagement.

OUR ROLE AND PURPOSE
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POLICE

DEBTORS

INSOLVENCY PRACTITIONERS

REGISTERS OF SCOTLAND

DEBT ADVISORY GROUPS

SHERIFF COURTS

SCOTTISH CONSUMER COUNCIL

CREDIT UNIONS

SCOTTISH MINISTERS

PUBLIC SECTOR BODIES

MONEY ADVICE SCOTLAND

NATIONAL ARCHIVES OF SCOTLAND

SCOTTISH GOVERNMENT

LAW SOCIETY FOR SCOTLAND

COUNCIL OF MORTGAGE LENDERS

INSTITUTE OF CHARTERED ACCOUNTANTS
OF SCOTLAND (ICAS)

CROWN OFFICE

INSOLVENCY SERVICE, ENGLAND, WALES
AND NORTHERN IRELAND AND ABROAD

COURT OF SESSION

CITIZEN’S ADVICE SCOTLAND

INSTITUTE OF PAYROLL PROFESSIONALS

SCOTTISH PARLIAMENT

SCOTTISH COURT SERVICE

CREDITORS

CREDIT ENFORCEMENT AGENCIES

SCOTTISH CLEARING BANKS

HM REVENUE AND CUSTOMS

SHELTER

COMMUNITIES SCOTLAND

EQUAL OPPORTUNITIES COMMISSION

GENERAL PUBLIC

LOCAL AUTHORITIES

EUROPEAN COMMISSION (EU INSOLVENCY
LEGISLATION)

SMASO – SOCIETY OF MESSENGERS-AT-
ARMS AND SHERIFF OFFICERS

INSOLVENCY PRACTITIONERS ASSOCIATION
(IPA)
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MEASURING SUCCESS

To monitor the effectiveness of business delivery across the key functions we
will regularly review performance and outputs across targets.

Key Performance Indicators (KPIs) have been set by the Agency and used for a
number of years as tools to report on progress of delivery of the organisation’s
goals and objectives.

During 2009-10, we reviewed our KPIs to ensure they are fit for purpose,
reflected our core functions and were relevant to the National Outcomes, our
customers and stakeholders. The KPIs, detailed below, will allow us to collate
information to establish a benchmark during the 2010-11 and enable us to
more effectively measure and monitor our performance.

KPI 1: To adjudicate and inform the outcome of debtor applications on receipt
of all relevant information

KPI 2: To increase the percentage of cases where a dividend is paid out to
creditors

KPI 3: To promptly determine accounts on receipt of all relevant information
from trustees and agents

KPI 4: To adjudicate and inform the result of the Debt Arrangement Scheme
applications on receipt of all relevant information

KPI 5: Improve customer experience

KPI 6: Increase employee engagement

KPI 7: To reduce unit cost of sequestration

KPI 8: To reduce unit cost of DAS/DPP

OUR ROLE AND PURPOSE
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Key function KPI

1. Supporting Ministers to develop and refine policy

2. Supervising the bankruptcy process KPI 1: To adjudicate and inform the outcome of
debtor applications on receipt of all relevant
information

KPI 2: To increase the percentage of cases
where a dividend is paid out to creditors

KPI 3: To promptly determine accounts on
receipt of all relevant information from trustees
and agents

3. Delivering, with stakeholders, a range of options
for individuals seeking debt relief and debt
management

KPI 4: To adjudicate and inform the result of the
Debt Arrangement Scheme applications on
receipt of all relevant information

KPI 5: Improve customer experience

4. Achieving best value services to customers KPI 6: Increase employee engagement

KPI 7: To reduce unit cost of sequestration

KPI 8: To reduce unit cost of DAS/DPP

The link between AiB’s key functions and KPIs can be best demonstrated in the following diagram:

OUR ROLE AND PURPOSE
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REPORTING

Our framework for planning and performance management helps ensure that
we achieve what we set out to do in our plans by creating a continuous loop
between planning, implementation, monitoring and reporting.

The five year Business Strategy 2006-11 is supported by our annual Business
Plan and individual Branch Plans. The Business Strategy will be reviewed
during 2010-11.

Our Business Management Team ensures that planning and performance
monitoring are integrated by reviewing progress against the plans and by
monitoring performance quarterly against the Business Plan and our KPIs.

The Agency publishes its annual review of performance and progress in the
Annual Report, which is reported to the Scottish Parliament within six months
from the year end.

Our staff are involved in the planning of business activity for their area of work
and their personal objectives for each year reflect the overall business and
team objectives. The performance of individuals is measured through the
Scottish Government’s Performance Appraisal Scheme.

The Agency is committed to continuous improvement and we will ensure that
findings from our range of audit functions (external audit, internal audit and
Audit Committee) and feedback from our staff inform our planning processes.

Further information on the Agency can be found on our website:
www.aib.gov.uk.

OUR ROLE AND PURPOSE
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PLANNING AND
PERFORMANCE FRAMEWORK

5 YEAR

BusinessStrategy

1 YEAR

BusinessPlan

1 YEAR

BranchPlans

1 YEAR

AnnualReport
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BUSINESS PLAN 2010-11 OUTLINE AND PURPOSE

The outline and purpose of this, the Agency’s plan for our activities in 2010-11,
should be familiar to those who take an interest in our work.

The underlying long term strategy for the Agency is summarised in our 2006-11
Business Strategy.1 This describes the direction of our work and aspirations
for the future development of the Agency.

This document highlights the key activities for the ongoing year that are critical
for the Agency to meet its aims and work towards its mission. Relating directly
to the Business Strategy, the Business Plan broadly charts the Agency’s goals
alongside expected resources for 2010-11.

The operational plan is supplemented by more detailed Branch Plans and by
individual work objectives, which together assist staff in understanding the role
they play in contributing to the Agency’s ability to realise its vision. These plans
are used in the management and monitoring of operations.

To meet the activity and targets for 2010-11 we will continue to utilise a
combination of retained income and Scottish Government funding, with a view
to moving towards a reduction in dependency on allocated funding.

During the year ahead we will build on our achievements to date and take every
opportunity to examine the way we work across every area of our business.

This is a challenging agenda, which we are looking forward to delivering in
partnership with our stakeholders.

BUSINESS PLAN 2010-11 OUTLINE AND PURPOSE
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The Business Strategy outlined five key themes, which will drive achievement
of our key functions. These will continue to focus business delivery for 2010-11:

1. Developing Policy – to develop policy relating to bankruptcy, Protected
Trust Deeds and the Debt Arrangement Scheme.

1.1 Develop and implement legislative changes to the Debt Arrangement
Scheme (DAS)

1.2 Progress the Debt and Homes (D&H) Consultation

1.3 Support the Working Group on Protected Trust Deeds (PTDs)

1.4 Implement part 2 of the Home Owner and Debtor Protection (Scotland)
Act 2010 (HO&DP) and supporting legislation

1.5 Continue to manage the ongoing policy development

2. Modernising Services – delivering modern services that meet the needs of
customers and stakeholders.

2.1 Introduce improvements to the Register of Insolvencies (ROI) to meet
all customer needs

2.2 Delivery of web based portal for providers of insolvency services

3. Supporting the Business – providing the foundations for an efficient and
effective business.

3.1 Develop a new Case Management System

3.2 Develop and implement a stakeholder engagement strategy and
engagement plan

3.3 Continue to ensure AiB systems are effective and efficient

3.4 Continue to embed the culture and process of Change Management

3.5 Continue Work on Procurement Services

BUSINESS PLAN 2010-11 OUTLINE AND PURPOSE
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4. Managing the Business – developing the capabilities required to manage
the business effectively.

4.1 Review of Low Income Low Asset (LILA) Procedure to increase the
rigour in the process

4.2 Continue to move towards full cost recovery

4.3 Review how to integrate contract management best practice into
Agency operations

4.4 Develop membership and expertise of the Agency’s Board

4.5 Develop and implement operational policy for new legislation

5. Investing for the Future – investing in AiB’s people

5.1 Introduce a training qualifications strategy (including insolvency) for AiB

5.2 Improve employee engagement

Delivery outcomes for these objectives are detailed in the ensuing table.

BUSINESS PLAN 2010-11 OUTLINE AND PURPOSE

15

http://www.aib.gov.uk/guidance/publications/corporate/busplan201011


THEME 1: Developing Policy

To develop policy relating to bankruptcy, Protected Trust Deeds and the Debt Arrangement Scheme

1.1 Develop and implement legislative changes to the Debt Arrangement Scheme (DAS) Business owner: Sharon Bell

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Produce revised legislation for
the DAS to allow greater access
to the Scheme for debtors.

Q1 and 2
1. Collect statistical data from
DAS system to inform changes.

1. To inform who is using DAS. 1. Report detailing the findings
from the statistical data.

2. Consult with stakeholders to
establish how the changes may
impact on them and to seek
views on how the revised
process will operate.

2. To refine the consultation
results to clarify how the
potential changes will work and
at what points transfer of
responsibility occurs etc. Clarify
how the funding of DAS will be
paid for over the longer term.

2. Instructions to Scottish
Government Legal Department
(SGLD) colleagues to draft new
regulations for DAS.

3. Speak to main stakeholders –
MAS2/CAS3 & social inclusion
regarding the guidance and
training needs of users.

3. Develop guidance material
which will support training
requirements of the money
advisers.

3. Draft new user’s guidance
notes and other supporting
materials.

THEME 1 DEVELOPING POLICY
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3 CAS – Citizens Advice Scotland
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THEME 1: Developing Policy

To develop policy relating to bankruptcy, Protected Trust Deeds and the Debt Arrangement Scheme

THEME 1 DEVELOPING POLICY
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1.2 Progress the Debt and Homes (D&H) Consultation Business owner: Sharon Bell

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Undertake a consultation on
(D&H).

Q2 and 3
Develop and issue a consultation
on Debt and Homes.
Have a number of stakeholder
events to clarify the purpose of
the consultation and to gain
additional background
information from the
stakeholders.

We will seek responses from
interested parties on a number
of issues in recognition of the
First Minister's commitment to
exempt the main dwelling house
from land attachment and to
thoroughly review what more can
be done to ensure that those
who become bankrupt are not
made homeless unnecessarily.

Implement the resulting (D&H)
Bill.

Translate the D&H consultation
responses into policy to inform a
Debt and Home (Scotland) Bill
(D&H Bill).

Q3 and 4
Subject to the D&H consultation
responses produce a draft Bill
and supporting documents.

The Bill and supporting
documents will be required by
the Parliament to facilitate the
lead Committee’s understanding
of the policy intention of the Bill.

Bill being considered by a
Parliament Committee.

Recruit and establish an
Edinburgh based D&H Team.

To have resources available to
take forward the resulting Bill,
established close to the
Parliament, Ministers and
stakeholders.

Staff in place in Edinburgh.
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THEME 1: Developing Policy

To develop policy relating to bankruptcy, Protected Trust Deeds and the Debt Arrangement Scheme

THEME 1 DEVELOPING POLICY
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1.3 Support the Working Group on Protected Trust Deeds (PTDs) Business owner: Sharon Bell &
John Cook

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Facilitate the Working Group on
Trust Deeds by providing
operational, supervisory and
policy information relating to
PTDs.

Q1-2
1. We will attend the PTD
Working Group meetings
providing any necessary
information and data.

1. To assist the Group in their
analysis of PTDs to ensure that
the PTDs are still fit for purpose
in the 21st Century.

1. PTD Working Group will
produce recommendations
which will become normal
practice.
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THEME 1: Developing Policy

To develop policy relating to bankruptcy, Protected Trust Deeds and the Debt Arrangement Scheme

THEME 1 DEVELOPING POLICY
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1.4 Implement part 2 of the Home Owner and Debtor Protection (Scotland) Act 2010 and
supporting legislation

Business owner: Sharon Bell

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Continue to develop the Scottish
Statutory Instruments that
support the Act.

Q1 and 2
1. We will consult with
stakeholders on the drafting and
implications of the regulations.

1. To ensure that the
regulations are fit for purpose
and deliver the policy intentions.

1. Regulations laid before
Parliament and commenced.

2. We will speak to
stakeholders, including ICAS,4
IPA,5 MAS and CAS, regarding
the guidance and training
needs of users.

2. Develop guidance material
which will support the money
advisers and insolvency
practitioners in delivering the
policy intentions.

2. New user guidance notes and
other supporting material, forms
and website information to
assist users.

4 ICAS – Institute of Chartered Accountants of Scotland
5 IPA – Insolvency Practitioners Association
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THEME 1: Developing Policy

To develop policy relating to bankruptcy, Protected Trust Deeds and the Debt Arrangement Scheme

THEME 1 DEVELOPING POLICY

20

1.5 Continue to manage the ongoing policy development Business owner: Sharon Bell

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Continue to review Corporate
Insolvency legislation.

Q1-4
1. Speak to stakeholders,
Insolvency Practitioners (IPs),
ICAS, R36.
2. Consult with UKIS,7
Companies House &
Westminster Policy officials.
3. Identify interaction between
Corporate Insolvency and
Bankruptcy.

1. Recommendations on how CI
in Scotland should be developed.
2. Disentangling the UK and
Scottish rules.
3. Clear demarcation of AiB and
UKIS.

Revised legislation and new
rules.

Implement further procedures
from Bankruptcy and Diligence
(Scotland) Act (BAD) Act 2007.

Q1-4
Review Act and commence the
outstanding parts working
closely with stakeholders such
as ICAS, MAS, CAS & Scottish
Courts, Banks & SMASO8 and
other interested parties.

New regulations as well as new
court rules in Act of Sederunt,
guidance and information
documents.

Legislation will have been
commenced and guidance
material updated to reflect
changes.

6 R3 – Association of Business Recovery Professionals
7 UKIS – United Kingdom Insolvency Service
8 SMASO – Society of Messengers-At-Arms and Sheriff Officers
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THEME 2: Modernising Services

Delivering modern services that meet the needs of customers and stakeholders

THEME 2 MODERNISING SERVICES
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2.1 Introduce improvements to the Register of Insolvencies (ROI) to meet all customer needs Business Owner: John Cook
Delivery Owner:9 Keith Jenkinson

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Implement change
introduced by the Home
Owner and Debtor Protection
Act on notification of
insolvency information.
Specifically we will develop a
bulk data transfer facility for
subscribers and improve
user interface facilities on
the ROI by introducing
increased search
functionality.

Q1-2
1. Work closely with policy
colleagues to ensure that change
can be implemented in accordance
with ministerial expectations.
2. We will engage with
stakeholders to identify
requirements for data transfer.
3. Identify increased search
parameters for the ROI.
4. Work with Change Programme
colleague to develop IT solutions.
5. Produce updated guidance for
ROI users.

To comply with legislative
change and to provide an
improved ROI service to meet
the needs of our customers.

Service improvements will be
delivered, specifically a bulk data
transfer service.

9 Where there is a significant strategic change it will be managed through
the formal Change Programme Team led by Keith Jenkinson
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THEME 2: Modernising Services

Delivering modern services that meet the needs of customers and stakeholders

THEME 2 MODERNISING SERVICES
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2.2 Delivery of web based portal for providers of insolvency services Delivery Owner: Keith Jenkinson

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Complete the development
of web based accounts
functionality for providers of
Insolvency Services.

1. Will be run as a project within
the Change Programme
ensuring cross Agency coverage.

Q1 and 2
2. Requirements will be
developed, delivered and tested.
Going live during Q3.

1. Allow contracted suppliers to
interact electronically with the
Agency via the ‘portal’ resulting
in efficiencies in service delivery.
2. Will contribute to a reduction
in the Agency’s carbon footprint
and reduction in overheads such
as postage.

The efficient delivery of services
and the realisation of business
efficiencies in staff and other costs.
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THEME 3: Supporting the Business

Providing the foundations for an efficient and effective business

THEME 3 SUPPORTING THE BUSINESS
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3.1 Develop a new Case Management System Delivery Owner: Keith Jenkinson

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

1. Maintain progress on
delivering a web services based
business information system
that allows the efficient and
effective management of
sequestration cases and
payment plans (under the Debt
Arrangement Scheme (DAS));
and provide transactional
functionality such as the
submission of ‘on line’
applications.
2. Maintain our current
business information system
(MIDAS) including essential
development of any business
critical functionality and as a
result of legislative changes.

Q1-4
1. Will be run as a project within
the Change Programme ensuring
cross Agency coverage.
2. Driven by the Project Board,
and using the Requirement
Workshops approach, we will
define the project scope and
business functional requirements
across all business areas. These
will be submitted to our software
development partner for delivery.

1. To ensure a stable
electronic platform for our
current and future business
requirements.
2. Critically consider all new
and statutory requirements
with a view to enhancing
MIDAS functionality.

1. We will have a system that
provides the functionality
necessary to ensure efficient and
effective delivery of services and
specifically the functionality to
support all AiB transactional
activity (e.g. on-line applications).
2. Continuing delivery of service.
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3.2 Develop and implement a stakeholder engagement strategy and engagement plan Business Owner: Francesca Vacca

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Improve stakeholder
relations through
planned engagement
and communications
activity.

Q1
1. Consult with key groups on current
versus desired outputs/outcomes.
Produce an engagement strategy and
plan in consultation with internal and
external stakeholders.

Q1-4
2. Devise an events programme and
appropriate communication tools,
tailored to stakeholder and Agency
needs, increasing effective two-way
dialogue and improved engagement
practices.

Q1-3
3. Develop the current Business User
Group (BUG) to address broader, cross-
sector issues in both legislative and
non-legislative response, and offer a
central, collective body of expertise on
insolvency matters in Scotland.

1. To ensure we understand the
wide ranging needs and views of
stakeholders.
Improved engagement is an
integral part of developing our
understanding of how we impact
on stakeholders and our future
plans and priorities.
2. To ensure that the Agency is
seen as accountable and
transparent to stakeholders and
that they know they are valued.
3. To reinforce a joined-up
approach in evaluation of, and
response to, industry and
customer needs.
4. To deliver effective debt
management and debt relief
solutions and ensure added
value as a Government service
through collaborative working.

1. Effectiveness will be measured
directly through ongoing contact
with stakeholders.
2. Engagement and attendance at
events will be high with positive
feedback received.
3. Developments and
improvements will be delivered by
the Agency with minimal and/or
quick resolution of issues with
stakeholders.
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3.3 Continue to ensure AiB systems are effective and efficient Business owner: Graeme
Perry/Annette Burns

What we will do How and when we will do it Why we will do it How we will know it has
been achieved

Work to roll out the
electronic ‘Account
Workbook’ to ‘old contract’
agent sequestration cases.

Q1
1. Produce implementation plan.
2. Identify agents to acts as
pathfinders for use of the new
accounts workbook.
3. Provide guidance for operation of
the Account Workbook.

Q2-4
4. Roll out the workbook to agents
providing training as required.

1. To modernise the accounts
process negating the requirement for
laborious manual checking.
2. To release resource concentrating
efforts on areas that add value to our
process.
3. To remove the requirement for
paper accounts information to be
produced and sent to AiB reducing
pressure on mail room staff.

By imbedding the electronic
Account Workbook into our
process so that it becomes
the standard tool for the
completion of agent accounts.
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THEME 3: Supporting the Business

Providing the foundations for an efficient and effective business

3.3 Continue to ensure AiB systems are effective and efficient
(continued)

Business owner: Graeme
Perry/Annette Burns

What we will do How and when we will do it Why we will do it How we will know it has
been achieved

Review the need for
retention of paper Sederunt
books and implement an
alternative approach.

Q1-3
1. We will liaise with Policy
colleagues to establish the
legislative requirements for the
Sederunt book process.
2. Consult with stakeholders to
establish how the changes may
impact on them and to seek views
on how the revised process will
operate.
3. Liaise with Change Programme
colleagues to develop a new
internal process.
4. Produce an implementation
plan to introduce the new process.

Q2-4
5. Review effectiveness of revised
process.

1. To ensure that the Sederunt book
process is fit for purpose in today’s
climate.
2. To remove burdensome
bureaucracy from the bankruptcy
administration process.
3. To release resource concentrating
efforts on areas that adds value to
our process.
4. To reduce carbon emissions by
increased reliance on electronic
documents.

Through the introduction of a
new Sederunt book process
that reduces paper records
and is less labour intensive.
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THEME 3: Supporting the Business

Providing the foundations for an efficient and effective business

.3.3 Continue to ensure AiB systems are effective and efficient
(continued)

Business owner: Graeme
Perry/Annette Burns

What we will do How and when we will do it Why we will do it How we will know it has
been achieved

Review and consolidate
processes and relevant
guidance.

Q1-3
1. We will update the Standard
Operating Procedures (SOPs) for
existing process and produce new
SOPs covering new legislation.
2. Liaise with Policy colleagues to
ensure our guidance is consistent
with new legislation.
3. Review the MIDAS User Guide
to ensure it is fully up to date.
4. Devise a single repository for
guidance by incorporating SOPs
and the user guide into a single
document.

1. To ensure all Guidance material is
accurate and up to date so that the
processes we deliver are compliant
with legislation.
2. To simplify the provision of
guidance for staff.

All Guidance material has
been reviewed and a new
‘one stop’ document will be
available for staff.
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3.4 Continue to embed the culture and process of Change Management Business owner: Keith Jenkinson

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

The Agency will build on the
success of the Change
Programme structure which
manages, controls and
delivers all projects within its
scope. Over the period a
framework will be developed
with business areas which
will enable all other changes
to business processes to be
managed and controlled
through a simple, efficient,
transparent and structured
process.

Q1
1. Building on Programme and Change
Control Board (PCCB) ratification of the
4 stage Change Concept.
2. Communication Strategy developed.
3. Series of staff and management
workshops with supporting Intranet articles.
4. Setting up of Working Group (which
includes range of business representatives)
to develop Change Request Process – e.g.
web based advice and form; setting up
dedicated ‘Change’ mailbox.

Q2
1. Pre launch lunchtime staff awareness
sessions re change process.
2. Intranet articles to advertise new
process; Ensure clear guidance is uploaded
to Intranet.
3. Launch new process.

To ensure efficient,
effective management
and delivery of change
for the benefit of the
Agency as a whole.

We have in place a universally
accepted and well used business
process which has been
developed with staff and
management ‘buy in’.
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3.5 Continue Work on Procurement Services Business Owner: David Wallace

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Continue work towards
full implementation of
the Agency’s 2007-11
Procurement Strategy.

Q1
1. Build on the first Procurement Capability
Assessment by reviewing internal processes and
guidance for all staff involved in the purchasing
of goods and services.

Q1-4
2. Continue to work with procurement colleagues
in Procurement Scotland and the Central
Government Centre of Procurement Expertise
(CGCoPE) to migrate to collaborative contracts
for goods and services where ever possible.
3. Develop procurement strategies for
commodities of high operational significance to
the Agency, in particular:
• Legal Services; and
• Sheriff Officers
4. Procurement Strategies will be agreed for the
above commodities by end Q2 and, if appropriate,
with procurement activity during Q3-4.

1. To ensure that
efficient and effective
procurement of goods
and services contributes
to the National Outcome
to ensure our public
services are high quality,
continually improving,
efficient and responsive
to local people’s needs.
2. In particular
contribute to the Agency’s
Key Performance
Indicators KPI 7 & KPI 8
to reduce the Unit Costs
of our activities.

Increase efficiency in
procurement and contract
management of major
commodities will be quantifiable
through financial information.
Savings from collaborative
contracts will continue to be
attributable to the Agency
through government wide
management information.
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4.1 Review of Low Income Low Asset (LILA) Procedure to increase the rigour in the process Business owner: Annette Burns

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Introduce an evidence
requirement to the Debtor
Application process to ensure
that eligibility criteria is verified
prior to adjudication.

Q1
1. Devise stakeholder engagement
strategy and produce communication
plan.
2. Meet with stakeholders to consult
on proposals and develop the revised
process.
3. Liaise with Policy colleagues to
make suitable alterations to the
debtor application form.
4. Liaise with Change Programme
colleagues to validate the new
internal process.
5. Produce implementation plan.

Q2-4
Review effectiveness of revised
process.

To ensure that the debtor
application process is
sufficiently robust to
protect the gateway to
debt relief.

By the introduction of the
evidence requirement to debtor
applications supported by a new
debtor application form.
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4.2 Continue to move towards full cost recovery Business owner: James Wallace

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Seek annual year on
year reductions in SG
funding.

Q1
1. Review the budget setting
process, and implement
improvements as required.
2. Continued use and
improvement of the financial
model and management
accounting function.
3. Regularly review key financial
systems to ensure robust
internal control is maintained.

Q2
4. Establish regular efficiency
identification and reporting to
the Board and Audit Committee,
along with the development of
appropriate performance
reporting.

1. Budgetary control within AiB will be
instrumental in ensuring AiB develops
further capacity to prepare robust
budgets in support of business plans.
2. The financial modelling and
management accounting function are
key business processes to ensure
accurate monitoring and forecasting of
both income and expenditure.
3. Sound internal control is key to the
continued good governance of AiB and
will support the drive to reduce reliance
on SG funding. We will be supported in
maintaining sound internal control by the
reviews carried out by Internal and
External Audit.
4. AiB will be able to appropriately
demonstrate that we are securing best
value in the delivery of our business
while delivering a reduced reliance year
on year on SG funding.

Year end SG funding drawn down
will be reduced in 2010/11
compared with 2009/10.
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THEME 4: Managing the Business

Developing the capabilities required to manage the business effectively

4.2 Continue to move towards full cost recovery (continued) Business owner: James Wallace

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Regular reviewing of
business modelling
and fee structure.

Q3
1. Creation of a process to support
regular review of the fee structure
within AiB and prepare proposals
for improvements with a view to
rationalising and simplifying the
fee structure.

Q1
2. Regular communication with Change
Management Branch to ensure Finance
reflect developments in business
modelling within financial plans.

1. The business modelling process
and the fee structure within AiB
will be key factors in supporting
the delivery of annual reductions
in SG funding drawn down.

The financial model will predict
accurately the income and
expenditure of the Agency.
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4.3 Review how to integrate contract management best practice into Agency operations Business owner: David Wallace

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Following the first full year
of the new Insolvency
Services Contract, review
its operational and
contract management
elements to ensure that
business case savings are
being met.

Q1-3
1. Post the first full year of operation,
we will review structure, operational
effectiveness and sharing of best
practice emerging for the year 1
contract management information.
2. The Agency’s first Procurement
Capability Assessment will be
presented to the Board and will
include assessment of best practice
contract management.
3. The AiB Board and Audit Committee
have agreed that SG Internal Audit
should include the operation of the
contract on their audit programme.
Their report will be available in Q3.
4. The outputs of these independent
reviews will inform how to best
integrate contract management best
practice across the Agency.

1. The Insolvency Services
Framework Contract is the
Agency’s single biggest
contract in financial terms
and is business critical to the
delivery of the Agency’s core
services. Its efficient delivery
is an important contributor to
the Agency’s Key Performance
Indicators KPI 2, KPI 5, KPI 7
and KPI 8.

Through benefits tracking, the
benefits anticipated in the
Contract for Insolvency Services –
Vision and Case for Procurement
(www.aib.gov.uk/guidance/
Corporate/SupplyServices/
contractinfo/ContractInsSer) and
associated business case will be
delivered.

http://www.aib.gov.uk/guidance/Corporate/SupplyServices/contractinfo/ContractInsSer
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4.4 Develop membership and expertise of the Agency’s Board Business owner: Rosemary Winter-Scott

What we will do How and when we will do it Why we will do it How we will know it has been achieved

Continue to develop the
governance arrangements
of the Agency to mirror
best practice and improve
strategic decision making
for the Agency.

Q1
1. Review the current balance
of Non-Executive members of
the Board with a view to expand
membership of the Board to
Non-Executive Board Members
with specific industry relevant
expertise.
2. Add regular attendees to the
Board with specific business
area responsibility.

Q1
3. Develop a ‘strategic
dashboard’ for regular reporting
to the Board of AiB’s financial
against performance
information.

1. To ensure the Agency is
more accountable and
transparent.
2. To ensure the Agency is
more responsive and
effective.

The Board will have an increased skills
profile and the wider experiences will
translate into improved decision making.
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4.5 Develop and implement operational policy for new legislation Business owner: John Cook

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

1. Provide comment, statistics
and costs to the Policy
Development Team to support
and assess impact of proposed
changes to legislation.
2. Develop operational policy to
implement new or revised
legislation.

Q1-4
1. Provide feedback to Policy
colleagues on issues stemming
from proposed legislation.
2. COB staff will meet regularly
with Policy colleagues to
contribute to the policy
development process.
3. Consult with stakeholders
over plans for new process.
4. Liaise with Change
Programme colleagues to
validate the new operational
process.
4. Produce implementation
plan.
5. Translate new policy into
operational process.

1. To ensure, Ministers, Policy
Development Team and other
stakeholders are aware of the
views of AiB operational staff
and the possible impact any
considered changes may have
on AiB business.

By successful operational
delivery of revised process with
feedback from Ministers, the
AiB Board and Policy
Development Team.
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5.1 Introduce a training qualifications strategy (including insolvency) for AiB Business Owner: David Wallace

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

Develop a Qualifications Strategy
designed to give Agency staff
access to recognisable and
transferable qualifications
appropriate to their roles.

Q1
1. Complete the recruitment of
an Organisational Development
and Learning (ODL) Manager.

Q2
2. Conduct internal Learning
Needs Analysis (LNA) and
external market benchmarking
of qualification standards.
3. Develop a programme of
secondments to support staff
with wider industry exposure
and expertise.

Q3-4
4. Develop and publish
Qualifications Strategy and
delivery plan.

1. To ensure that all staff have
access to industry standard
qualifications appropriate to
their job roles.
2. In turn this should impact on
all the Agency’s operations, but
in particular contribute to the
Agency’s Key Performance
Indicators KPI 5 & KPI 6.

Agency staff will be able to
demonstrate industry standard
qualifications appropriate to
their role improving both service
delivery but also interaction
and communications with
stakeholders.
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5.2 Improve employee engagement Business Owner:
Organisational Development
and Learning Manager

What we will do How and when we will do it Why we will do it How we will know it has been
achieved

We will coordinate various
strands of activity into a
coherent plan to improve our
employee engagement.

Q1
1. Review results of 2009
Employee Survey and agree an
action plan for engagement
improvement activity for 2010.

Q1-4
2. Undertake a mid-term
assessment of our Investors in
People (IiP) status in Q1 in
preparation for undertaking a
reassessment against the
higher standard in Q4.
3. Build on the award of our
Silver Healthy Working Lives
award and prepare a submission
for the Gold Standard by end Q4.

1. Improving the level of staff
engagement will increase the
quality and efficiency of our
service delivery. This will
contribute to all the Agency’s
Key Performance Indicators.

Improving Employee Engagement
is direct measured through the
UK Civil Service Employee
Survey and is an Agency Key
Performance Indicator (KPI 6).
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THEME 5: Investing for the Future

Investing in AiB’s people

5.2 Improve employee engagement (continued) Business Owner:
Organisational Development
and Learning Manager

What we will do How and when we will do it Why we will do it How we will know it has
been achieved

Contribute to the
environmental
improvement
agenda of the
Justice
Directorate and
the wider SG by
striving to
increase
efficiencies and
reduce carbon
emissions.

Q1-4
1. Review the environmental performance statistics on a quarterly
basis and compare with previous years performance and identify
trends/areas for development and identify initiatives for
improvement as required from the results.
2. Develop a series of targeted publicity campaigns throughout
the reporting year focussing on encouraging behavioural change
of staff to increase efficiency in key environmental aspects.
Q2
3. Formalise the role and structure of the Agency Green team to
enable greater ability to act, a more robust decision making
process and clearer lines of delegation.
4. Carry out a video conferencing process review and promotion
campaign to encourage greater uptake and more joined up
arrangements to reduce the need for business travel.
Q3
5. Liaise with the project team to ensure printing and scanning
facilities minimise paper consumption while meeting business
needs, including investigating the provision of larger printing and
scanning centres within the building and reducing the number of
more inefficient convenience printers throughout the office.

To ensure that we
comply with the
requirements of the
Climate Change
(Scotland) Act 2009
and carry out our
work activities in
line with our
commitment to
minimise the
harmful effect of our
activities on the
environment.

Comparative reductions in
environmental performance
statistics as measured and
reported on annually.
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ACCOUNTANT IN BANKRUPTCY’S RESOURCES

BUDGET

Accountant in Bankruptcy’s operating expenditure is met from a combination
of retained income from its operational activity and allocated funding from the
Scottish Government.

AiB’s increasing workload is reflected in the financial returns and, as part of the
2010-11 Business Plan, the Agency must operate within the allocation provided
by the Scottish Government from the 2007 Spending Review (the mechanism
for setting the Scottish Government’s spending priorities). In the longer term
we plan to reduce our reliance on the public purse by moving towards
implementation of an improved ‘cost pricing’ model.

Our total budget for 2010-11 of £13,482,000 compares with a total budget for
2009-10 of £14,152,000. This represents an actual reduction in budget of 5.6%.
This reduction is partly attributed to the generation of efficiency savings
throughout the Agency, including efficiencies generated through the introduction
and use of contracts in areas of spend where we have frequent expenditure,
this includes the move to a new ‘Agents contract’. This efficiency generation is
planned to continue in 2010-11 with efficiency savings planned through, among
other things, better management of our accommodation.

ACCOUNTANT IN BANKRUPTCY’S RESOURCES
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Scottish Government Funding and
Operational Income
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AiB Expenditure Budget 2009-10
(£000)

2010-11
(£000)

Pay Costs 5,016 4,540

Travel & Subsistence 77 56

Accommodation 672 568

General Administration 1,404 1,149

Non Cash Expenditure 346 846

Operational Expenditure 5,642 6,223

Total Revenue Expenditure Budget 13,157 13,382

Capital Expenditure 995 100

Total Expenditure Budget 14,152 13,482

AiB Funding Budget 2009-10
(£000)

2010-11
(£000)

Income from Fees and Recoveries 8,878 9,791

Net Financing from the Scottish Government 5,274 3,691

Total Funding Budget 14,152 13,482

The top level breakdown of our Budget for 2010-11 is:

ACCOUNTANT IN BANKRUPTCY’S RESOURCES
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In 2010-11 we are budgeting for significant reductions in expenditure, including a £669,000 reduction in
the budget for Agency Staff included within the Pay Costs budget. We have reduced the budget for Cleaning
and Security by £91,000 within the overall Accommodation Budget.
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We have increased budgeted expenditure in a number of areas, in part due to
inflationary uplifts but also due to some specific changes planned in 2010-11.
The Operational Expenditure budget includes £1,000,000 for the Change
Management Branch within AiB to fund projects to improve economy, efficiency
and effectiveness within the Agency. The Non Cash Expenditure budget has
increased for 2010-11 to allow for the accelerated depreciation of our current
Case Management System, which we have identified is nearing the end of its
useful economic life.

As in 2009-10 we are budgeting for significant increases in income on the prior
year. AiB is working towards greater cost recovery, as part of this there were new
fees introduced in 2009-10, we are budgeting for the full year effect of these new
fees in 2010-11 leading to increased income, the increment in some fees from
1 April 2010 will have a compounding effect which is reflected in the budget.
AiB is budgeting for income increases from all streams, with the exception of
refunds to the public purse, where the budget has been decreased by £600,000
in light of lower expected recoveries due to the current economic climate.

AiB operates with a number of distinct branches, the way in which our budget
for 2010-11 is allocated is represented thus:

ACCOUNTANT IN BANKRUPTCY’S RESOURCES
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Total 2010/11 Budget by Branch

Corporate Services
Change Management
Policy
Operations

27%

10%

6%

57%

http://www.aib.gov.uk/guidance/publications/corporate/busplan201011


MANAGEMENT STRUCTURE AND STAFFING
AiB’s Board continues to be supported by 2 non-executive members. During 2010-11 will seek to recruit a
further 2 non-executive members to increase the accountability and transparency of the Board.

There are three main business units within AiB – Case Operations, Corporate Services and Policy
Development. Our senior management structure and staff resources as of March 2010 are illustrated
in the following chart:

MANAGEMENT STRUCTURE AND STAFFING
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Policy Development

12.6 staff

Accounts Supervision
Case Management
Case Administration
BR&CT

106.9 staff

Change Management
MIDAS development
Business Modelling
Projects

8.6 staff

Insolvency Service
Contract Management
Procurement

8.6 staff

Finance
Human Resources
Organisational Development
and Communications
Facilities Management

32.0 staff

OPERATIONAL MANAGERS

Policy Manager
Linda Clark
Bill Team Manager
Diane Dunn

OPERATIONAL MANAGERS

Case Operations Branch
Managers
Annette Burns*
Graeme Perry*

OPERATIONAL MANAGER

Change ProgrammeManager
Keith Jenkinson*

OPERATIONAL MANAGER

Commercial Services Manager
Katherine Morrison*

OPERATIONAL MANAGERS

Organisational Development &
Communications Team Leader
Roz McCracken*
Head of Finance
James Wallace*

HEAD OF BRANCH

Head of Policy Development
Sharon Bell
Bill Team Manager
To be appointed

HEAD OF BRANCH

Depute Accountant/
Head of Case Operations
John Cook*

HEAD OF BRANCH

Deputy Chief Executive/
Head of Corporate Services
David Wallace*

NEBMs

Non-Executive Board Members
Fiona Gavine*
Stuart Muir*
To be appointed*
To be appointed*

*BMTMEMBER *BMT MEMBER *BMT MEMBER *BMT MEMBER

CHIEF EXECUTIVE

The Accountant in Bankruptcy/
Agency Chief Executive
Rosemary Winter-Scott*

*BOARDMEMBER

*BOARD MEMBER

*BOARD MEMBER

*BOARD MEMBER
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TIMELINE
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Q1 Q2 Q3 Q4

Apr 2010 May 2010 June 2010 July 2010 Aug 2010 Sept 2010 Oct 2010 Nov 2010 Dec 2010 Jan 2011 Feb 2011 Mar 2011

1.1 Develop and Implement revised regulations for the
Debt Arrangement Scheme (DAS)

1.2 Progress the Debt & Family Homes Bill

1.3 Support the Working Group on Protected Trust Deeds

1.4 Implement Part 2 of the Home Owner & Debtor
Protection (HO&DP) Act 2010 and supporting legislation

1.5 Continue to manage the ongoing Policy Development

2.1 Introduce improvements to the Registers of
Insolvency (ROI) to meet all customer needs

2.2 Delivery of web based portal for providers of
insolvency services

3.1 Develop a new Case Management System

3.2 Develop and implement a stakeholder engagement
strategy and engagement plan

3.3 Continue to ensure AiB’s systems are effective and
efficient

3.4 Continue to embed the culture and process of Change
Management

3.5 Continue to work on Procurement services

4.1 Review of Low Income Low Asset (LILA) procedure to
increase the rigour in the process

4.2 Continue to move toward full cost recovery

4.3 Review how to integrate contract management best
practice in to Agency operations

4.4 Develop membership and expertise of the Agency's
Board

4.5 Develop and implement operational policy for new
legislation

5.1 Introduce a training qualification strategy (including
insolvency) for AiB

5.2 Improve employee engagement
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