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Foreword 
 
by Richard Dennis, The Accountant in 
Bankruptcy and Agency Chief Executive 
 
Every year we produce a business plan setting out what 
we will aim to achieve in the coming year. This is always 
the result of a good deal of careful thought, pulling 
together thoughts from across the office through small 
staff engagement sessions and senior management 
discussions, and considering the views of the board and 
Scottish Government ministers and colleagues. We publish just before the start of 
the year, so the business plan can be reflected in each team and individuals’ 
objectives for that year. The preparation was no different this year – and most of this 
document was ready for publication in mid-March. 
 
Of course, the world then changed on us as Scotland moved into lockdown and our 
overriding priority was to move our focus fully onto how we can play our full part in 
helping Scotland respond to the COVID-19 pandemic. The pandemic has introduced 
a large degree of uncertainty, and it has not been possible to fully amend the 
document to reflect the new situation in which we find ourselves – for example, the 
budget numbers set out here are all those from before the emergency. 
 
The last three months have tested and stretched the Agency like nothing before. The 
speed with which we were able to adjust to moving all our operational teams to fully 
home-working, and the extent to which we have delivered our service with no 
noticeable interruption for our clients and their advisers has been most impressive. 
Our policy team in its entirety, and several other volunteers from across the office 
have been redeployed to priority work elsewhere in the Scottish Government. In 
spite of that, the Agency brought forward a package of measures for both the 
Coronavirus (Scotland) Act 2020 and the Coronavirus (Scotland) (No.2) Act 2020 to 
make debt relief and debt protection more accessible to those who will need it as we 
move into the recovery phase. 
 
Our Efficiency and Technology teams have not only bought, built and delivered new 
laptops to over 75% of our staff to enable home-working, but have implemented all 
the system changes required by the new Acts. This was particularly challenging on 
the No.2 Act as there was only a week between the policy being settled and the Act 
coming into force. Our operational teams have changed their own policies, and 
produced the necessary guidance and support for stakeholders to make this all 
function smoothly. The work of the agency remains fully supported by our corporate 
teams who are essential for business continuity providing a range of services from 
managing and distributing mail correspondence with our stakeholders to ensuring 
our suppliers are paid on time. All this at a time when we are still coming to terms 
with the radical change in our role in the Debt Arrangement Scheme – which will 
again be vital in helping people through the many personal financial crises the 
pandemic will cause. 
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I am hugely proud of the way in which all our staff have risen to the challenge, and I 
am immensely grateful for their continued commitment and dedication. It is worth 
highlighting that 13 long serving members of our team are leaving as part of a 
voluntary early severance scheme at the end of June, and I would pass my special 
thanks to them – not only for pressing on up until their last days in the office, but also 
for their contribution over the years. 
 
The rest of the year – and probably far beyond – will continue to be extremely 
challenging. We can expect a significant increase in new case volumes as the 
economic consequences of the pandemic drive more people into a position in which 
they need the statutory debt solutions. It will be some time before we can return to a 
“more normal” way of working – and we will need to work out what that more normal 
way of working actually looks like. We will want to keep driving the policy agenda 
forward to do what more we can to help – particularly by finding a way of making the 
best of the temporary changes introduced by the emergency and expedited 
legislation permanent, and in responding to the Economy Committee of the Scottish 
Parliament’s report on Protected Trust Deeds. And we will need to help Ministers find 
a way of taking forward their overarching review of bankruptcy solutions that was 
halted by the pandemic. 
 
So a tough and unpredictable year ahead. That means that whilst we will strive to 
deliver all that is set out in the following pages, we will need to be agile and able to 
respond to whatever comes our way, reprioritising as we need to. So bear with us! 
Our response to the pandemic so far suggests we are in good shape to deal with 
what the future has in store. 
 
 

 
 
 
Dr Richard Dennis 
The Accountant in Bankruptcy and Agency Chief Executive 
 
1 June 2020



AiB MISSION AND PURPOSE 

5 
 

Accountant in Bankruptcy (AiB) – Mission and purpose 
 

 
 

 

AiB is an Executive Agency of the Scottish Government responsible for delivering a 

service for the people of Scotland. We are first and foremost an operational delivery 

body responsible for administering statutory debt solutions. This is both our mission 

and our primary purpose, but to do this we need to understand who our customers 

are and what their needs are. This is reflected in our three business strategy 

purposes focusing on products, processes and people. 

Our strategic purposes help set out key priorities to ensure we can play a full part in 

helping to deliver the National Outcomes the Scottish Government wants to see. 

The Scottish Government delivers outcomes against 11 National Outcomes, in turn 

supported by 81 national indicators. The work carried out at AiB impacts on all 11 

outcomes to some element through the indicators. These outcomes also address the 

17 United Nations global sustainable development goals. 

The products administered by AiB impact directly on the national indicator for 

unmanageable debt. We aim to ensure Scottish insolvency and debt management 

legislation and services effectively address the challenges society face today. 

 
 
 
 

http://nationalperformance.gov.scot/
https://www.un.org/sustainabledevelopment/sustainable-development-goals/
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AiB - Engaging, improving and delivering 
 
Our debt solutions are intended to help those individuals and businesses in financial 

difficulty and in need of remedy alongside the creditors owed money including sole 

traders, small businesses, credit unions, banks and local authorities. In order to 

deliver our products we work with our stakeholders who include: 

 those who work in the free money advice sector through organisations and 

local councils 

 the insolvency sector, insolvency practitioners and their staff 

 the Scottish Courts, Sheriff Officers and Messengers at Arms 

 all those involved in debt solution processes 

To engage with our stakeholders AiB runs a number of working groups, standing 

committees, forums and events, and conducts social research. We encourage our 

staff to reach out, to visit money advisers and insolvency practitioners to see how 

they approach their work, and we return this invitation with our teams regularly 

shadowed by those within the sector. 

AiB has robust governance in place with our Advisory Board providing vital challenge 

and direction, and supported by its various committees and the Senior Management 

Team. 

Only through having strong and effective stakeholder networks can we really strive to 

achieve continuous improvement. We need our stakeholders both internal and 

external to steer the effective functionality of our IT systems, to help us ensure we 

are delivering our services properly, to challenge unknowns and convention where 

the people of Scotland will reap the benefit. 

We will use our stakeholder groups to share what we are doing. We will continue to 

communicate through our website, social media, newsletters and stakeholder groups 

and we openly welcome our stakeholders’ views on delivering continuous 

improvement across the statutory products we deliver. 

And AiB will adhere to our core values of remaining independent (in our decisions), 

responsive (to the needs of our stakeholders), accountable (for the actions and 

decisions made in the discharge of our duties), transparent (about decisions, 

process and finance), fair (by using all available information to make the fairest 

decision and treating everyone with consistency) and open (in our mission, our goals 

and all we aim to deliver). 

How AiB will deliver in 2020-21 

AiB’s three strategic purposes are to deliver our statutory duties, to continuously 

improve and to engage our stakeholders. Our detailed business objectives for 2020-

21 (pages 9-14) explain what we will be doing in the next year to help deliver this 

strategy and support Scotland’s National Outcomes. These objectives detail areas 

where we will address our social and environmental responsibilities through 

sustainability activities and changing service approaches. 



AiB MISSION AND PURPOSE 

7 
 

Finance: AiB 2020-21 income, budget and resource 
 
The cost of running the Agency in 2020-21 has been budgeted at £10.9m in 
resource and £0.8m capital. This has been funded mainly by fees and charges 
(operating income) raised from bankruptcy, trust deeds and DAS cases, with 
additional funding of £2.2m coming from the Scottish Government as shown in table 
1 below: 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
In 2020-21 AiB has a planned spend of £0.8m to expand and improve system 
functionality, accessibility and resilience of our main case management systems. 
Table 2 sets out the Agency’s budget requirements for next year along with detail of 
planned spend on IT: 
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Key performance indicators 
 

AiB’s key performance measures indicate performance based upon three main 
criteria: time, cost and quality. These measures are paramount in evidencing 
continuous improvement activity as per the AiB 2025 Business Strategy and this 
2020-21 Business Plan. 
 
KPI-1: Time  The working time spent by AiB staff in processing individual 
applications. Improvement in this measure will show that operational processes and 
information technology are becoming more efficient. 
 
KPI-2: Time  The actual time it takes from receipt of an application to reaching the 
decision on award. Improvement in this measure will reflect stakeholders being 
better equipped to deal with the application requirements through effective 
information technology and better shared knowledge of process. 
 
KPI-3: Cost This shows the cost to administer or process each of the three main 
products. Improvements against the baseline measure will show effective use of 
forecast models and application of efficiencies across the administration of products. 
The target for this measure is to make a 3% efficiency saving against the budget 
costs for the reporting year. 
 
KPI-4: Quality Results from our bi-annual customer service survey in 2018 allowed 
us to develop a course of action to improve the quality of service. The full report is 
available on our website. The quality measure is based on our processes and 
consistency in dealing with the customer base - including debtors, creditors and both 
public and private sector money advisers. 
 
KPI targets for 2020-21 are shown in the following table: 
 

 2020-21 targets 

 Bankruptcy Trust deeds DAS 

KPI-1 2.5 days 2 days 6 days 

KPI-2 9 days 10 days 35 days 

KPI-3 £tbc £tbc £tbc 

 

KPI-4 improve on the 88% customer satisfaction rating achieved in 
2018 
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AiB 2020-21 BUSINESS 
OBJECTIVES 

Objective 1 - Strategic focus:  
Delivery of core products 

 

We will: 
 

 continue embedding functionality and process to the Debt Arrangement 
Scheme to realise the potential of the eDEN case management system for 
AiB and our stakeholders 
 

 apply the new DAS regulations and deliver the payments distributions 
function as required  
 

 continue to develop our in-house case management for full administration 
bankruptcies for which we are trustee along with our supervisory capability 
for all bankruptcies, supported by improved IT functionality.  
 

 continue work seeking a replacement for the common financial statement 
 

 progress our IT asset replacement programme ensuring we have the right 
equipment in place to effectively deliver AiB’s services to all stakeholders 
 

 continue to train staff and maintain/increase knowledge and awareness of 
cyber resilience matters. A rigorous programme of testing will continue. We 
will renew our Cyber Essentials Plus accreditation 
 

 make necessary preparations for the commencement of our new 
Insolvency Services framework in June 2021, Chartered Surveyor contract 
from December 2020 and IT Support contract from April 2021  
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AiB 2020-21 BUSINESS 
OBJECTIVES 

Objective 2 - Business focus:  
Continuous improvement 

 

We will: 
 

 upgrade our servers to ensure platforms are resilient and as robust as 
possible and to embrace new technologies 
 

 conduct additional testing of our business continuity model, to ensure 
capture and understanding of all essential disaster recovery processes, and 
to enhance staff awareness 
 

 increase our use of available technologies to raise the number of 
automated case administration processes in our move toward becoming a 
paperless office 
 

 review AiB team functions to take account of technological advances and 
use this opportunity to add further value to our other tasks and processes 
 

 continue to promote use of AiB’s Knowledge Bank in informing and making 
policy decisions 
 

 continue work around EU Exit and the implications for cross border 
recognition in insolvency matters 
 

 deliver improvement to BASYS, eDEN and ASTRA functions 
 

 finalise a five year IT strategy based upon changing stakeholder needs and 
future system requirements 
 

 act on stakeholder feedback and conduct a full review of AiB case 
management systems’ reporting functionality 
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AiB 2020-21 BUSINESS 
OBJECTIVES 

Objective 3 - Business focus: 
Stakeholder engagement  

(internal and external) 

 

We will:  
 

 continue early engagement with our stakeholders through working groups, 
committees and events to support their needs and inform our decisions and 
the advice we put to Ministers.  For the foreseeable future, this will be 
through “virtual” meetings rather than physical ones.  
 

 continue active engagement with insolvency stakeholders to help promote 
evidence based policy development 
 

 continue working with all stakeholders in ensuring eDEN, BASYS and 
ASTRA deliver on expectations and requirements 
 

 we will conduct a user survey before March 2021 to help measure the 
impact and success of improvements to our case management systems 
 

 explore and promote collaborative technologies to provide secure 
communications processes with stakeholders 
 

 commence work on the provision of an AiB IT Helpdesk for all stakeholders, 
internal and external 
 

 aim to conduct the bi-annual customer satisfaction survey in October 2020. 
The results from this will inform our key performance indicator on quality of 
service 
 

 continue our executive directors’ involvement in the International 
Association of Insolvency Regulators, and build on emerging relations with 
the World Bank and UNCITRAL, forging relationships for development 
discussion and sharing of best practice 
 

 (AiB senior managers will) actively promote development action based 
upon staff feedback and engagement scores identified through the annual 
AiB staff survey (part of the wider Civil Service staff survey) 
 

 keep our door open to fresh talent – when circumstances permit - through 
Developing Young Workers programme, Modern Apprenticeships and 
supportive work schemes 
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AiB 2020-21 BUSINESS 
OBJECTIVES 

Objective 4 - Business focus:  
Agency governance  

and achieving best value  

 

We will: 
 

 continue to promote commercial awareness across key business areas 
aimed at helping the Agency maximise value from contracted services 
 

 continue to promote financial acuity in our business decisions through 
identifying efficiencies and always looking to maximise value for money to 
the public purse     
 

 refine our succession plan and will recruit new members to our Advisory 
Board 
 

 undertake a full review of the operation and effectiveness of our groups and 
committees. This will help ensure we are achieving the best outcomes for 
our stakeholders and maximising how knowledge is shared through these 
channels 
 

 continue to expose the business to independent review and will undertake 
an internal audit review of  AiB’s payments distribution function in 2020-21 
 

 deliver against our action plan to address recommendations following AiB 
receiving Gold award in the 2019 Procurement and Commercial 
Improvement Programme (PCIP) audit 
 

 (Our policy and compliance team will) continue a programme of internal 
case operations audits to ensure our process and practice are fully 
delivering against legislative requirements 
 

 continue development and implementation of an assurance mapping 
process to bring added transparency to our governance processes and to 
support the continual improvement of our business and financial 
governance 
 

 ensure operational processes and records management are compliant with 
the General Data Protection Regulation 
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AiB 2020-21 BUSINESS 
OBJECTIVES 

Objective 5 - Business focus:  
Environment and social  

 

We will: 
 

 continue a drive to reduce our organisation’s carbon emissions and will be 
carbon neutral in 2020-21 
 

 continue to increase the number of activities conducted electronically as we 
progress towards becoming a paperless office 
 

 look to reduce our and our stakeholders’ needs to travel by making better 
use of our upgraded conference room technologies.  
 

 continue to deliver on the actions set out in out the Agency’s 2019 
Biodiversity plan  
 

 continue supporting and recognising our staff by offering regular staff 
sessions and feedback forums. This will be evidenced through the 
Investors in People programme and our Healthy Working Lives efforts, for 
both of which we will aim to retain Gold status 
 

 continue to deliver the actions set out in our Corporate Parenting plan 
 

 develop a new Agency Sustainability Plan in line with Scottish Government 
carbon reduction targets. This will look at office environmental issues and 
habits, link to our procurement processes, address travel options and 
promote best practice with our staff and stakeholders  
 

 

  

https://www.aib.gov.uk/corporate-parenting-plan-2018-21-reviewed-october-2019
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Contact AiB 

 
AiB will undertake all the activities described in this plan throughout 2020-21. Further 
information on the business and activities of AiB can be found on the Agency’s 
website: 
 

www.aib.gov.uk 
 
The website features links to documents, reports and publications and has a 
regularly updated news section. 
 
AiB activity can also be followed on Twitter: 
 

@AiB_updates 
 
 
The AiB Communications team maintains all the Agency’s web functions. If you have 
any queries regarding any of the content, please contact the team: 
 

aib_communications@gov.scot 
 

 

http://www.aib.gov.uk/
https://twitter.com/AiB_updates
mailto:aib_communications@gov.scot

