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The Advisory Board 

Chief Executive’s Office, Kilwinning 

Tuesday 14 February 2017 at 10:30 

 
Present: 
  

 

Richard Dennis (RD) The Accountant in Bankruptcy and  
Agency Chief Executive (Chair) 

John Cook (JC) Executive Director of Case Operations 
Yvonne MacDermid (YM) Non-executive Board Member 
Laurie Manson (LM) Non-executive Board Member 
Mike Norris (MN) Non-executive Board Member 
  
In attendance:  

Amanda Dowse (AD) Head of Finance 
Lisa Shaw (LS) Head of Governance 
Stuart Riddell (SR) Secretary 
Graham Alexander (GA) Observer - Legal secondee 
Lynsey Moffat (LM) Observer - Procurement and contracts 
Caitlin Docherty (CD) Observer - Executive support  
  
Welcome, introduction, apologies, acceptance of previous minutes and matters 
arising from previous minutes 
 
1. The Chair welcomed everyone to the meeting and introduced Mike Norris 
attending his first meeting as a NEBM. Apologies were noted from Kate Dunlop and 
Bryan Jackson. There were no previous action points. 
 
2. The previous minutes were agreed.   

 
Declaration of any Conflict of Interest 
 
3. YM noted her standing interest as CE of Money Advice Scotland who receive 
funding from AiB and raised potential conflict on the budget agenda item due to this. 
MN raised potential conflict with the agenda item on DAS and PTD reviews due to his 
work as a creditor. RD stated all potential conflicts to be manageable and the board 
agreed neither YM nor MN would be required to stand out any discussion. 
 
Chief Executive Update 
 
4. JC informed volumes continued to increase across all products, with DAS DPP 
numbers climbing slowly and PTD volumes showing quickest growth. The board 
discussed current strong advertising in the trust deed sector and agreed this active 
marketing was likely driving demand. Current advertising campaigns by Creditfix and 
Trust Deed Scotland were noted. LM asked how these campaigns were brought to 
AiB’s attention. LS replied that AiB have recently been advised indirectly of one 
campaign but generally there is no prior notification – AiB have to respond reactively 
to misleading advertising rather than approving it prior to launch. She further noted 
that AiB’s own planned marketing for DAS is in development. 
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5. RD discussed the recent CAS vote, which cleared the way for them to 
continue to be a key player in the money advice sector. This tied in with a wider 
review of advice services. RD noted early findings from the review which showed the 
SG are presently funding 163 advice providing organisations, including 92 telephone 
helplines. He also raised the issue of the future of Money Advice Services with 
decision on this to be made in Westminster. Scottish Ministers were keen to discuss 
the way forward with Treasury colleagues, and had written suggesting a meeting 
(after the Board meeting, Treasury have written back accepting the need to meet.)  
 
6. RD informed the fees order was due to be signed off by Ministers on Thursday 
(16 February) before heading to the parliament.  
 
7. RD discussed SG budgets including spending announcements. Details for 
2018-19 and beyond could well be delayed until after the new autumn budget.        
 
Q3 Financial Monitoring Report TAB(16-17)36 
 
8. AD introduced the report informing of a net surplus of £43k compared to a 
budgeted surplus of £359k. This negative variance was predominantly due to 
negative variances in operating costs, operating expenditure and sponsorship. As 
such, end of year forecasts are over by £173k (£673k compared to £500k budget). 
Bankruptcy recoveries were down by £596k versus budget at end of Q3. AD noted 
that January RPPs were £100k more than budget. Income from supervision and audit 
fees on bankruptcy cases where a private trustee is appointed was £470k less than 
budget, partly due to a change of the supervision fee from £210 to £70 and the 
related impact of low case volumes. PTD income was reported at £369k higher than 
budget due to number of supervision fees raised being higher than expected but with 
a positive variance of £491k. DAS income was on budget.  
 
9. AD informed of an overspend in case outlays of £131k which included £107k 
from loss or damage to a third party property as discussed at the previous board. IP 
fees had an overspend of £56k due to volumes being higher than budgeted. Capital 
expenditure was higher than planned for the year due to the spend on the air 
conditioning system and IT development. The SG have approved additional budget to 
cover additional capital requirements and property damage this year. 
 
10. AD informed that debt over 30 days old totalled £354k. Aged debt older than 
120 days had shown an increase from £80k in Q2 to £114k in Q3. One organisation 
was responsible for more than half of this and for 38 per cent of the total debt. A 
complaint has been raised with the RPB but there has been no response as yet. 
From 3 April 2017, it is the intention of the Agency to charge interest at 8% for debt 
over 30 days. MN observed certain organisations focus on generating new customers 
and are challenged when dealing with old activity. YM queried whether the current 
increase in aged debt could be linked to a recent marketing drive for new customers. 
The board briefly discussed historic remedies that had been tried by AiB.  
 
2017 – 2018 Draft Agency Budget TAB(16-17)37 
 
11. AD introduced the paper. The base requirement was set using forecast figures 
for 2016-17 adjusted for one-off spends/efficiencies and reducing refunds to the 
public purse to reflect fewer cases being closed off with ingathered funds. The 
forecast also reflects pending fee changes from 3 April 2017. AD reported a budget 
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shortfall versus requirement resulting mainly from a capital budget shortfall. To help 
address the shortfall, AiB was exploring the options set out in the paper, which would 
also allow for a small contingency. LM noted this was not a significant contingency 
and there may be a need to allow for more. RD responded that income forecasts had 
been conservative. LM continued that behavioural driven cost reductions were harder 
to predict. LS added that contracts cost monitoring was already underway, to which 
RD noted legal services accounted for £1m and provider contracts £4m of the annual 
contract spend. LS further advised that the provider contract procurement exercise 
had closed and there had been sufficient bids received to suggest the outcome would 
be competitive.  
 
12. The board briefly discussed legal implications of increasing use of AiB’s legal 
secondee but it was recognised there remained key processes where the legal 
contract had to be utilised. GA informed all legal secondee advice was tracked and 
recorded in a central knowledge bank. LM highlighted the risk of subtle changes in 
each case scenario meaning a central bank could become meaningless. LM 
discussed the challenge of addressing subtle nuances in queries and offered her 
experience and assistance in developing AiB’s internal process. The board was 
informed that the bankruptcy restrictions team were looking to make efficiencies 
through staff training with an aim to circumvent initial court costs. 
 
13. RD informed the income forecast for 2017-18 was expected to be around 
£1.3m less than 2016-17, and for 2018-19 it would be around £2.9m less than in 
2017-18. He said it was likely impossible to achieve such levels of savings. He 
highlighted the necessity to achieve the right balance in savings and requested the 
board keep close sight on AiB’s savings activities. The board briefly discussed the 
value of and possibility of access to consigned funds.  These were currently around 
£1.5m to £2m per year. 
 
DAS and PTD Reviews TAB(16-17)38 
 
14. The board was informed of recent consultations on DAS and PTDs and the 
planned way forward. RD informed that he would be meeting with the Minister during 
the week commencing 20 February to discuss the issues. It was felt that too many 
DAS cases were becoming PTDs within the first few years. Overall this was seen as 
concerning market activity and similar habits had been noted with the IPA market in 
England and Wales. The “average” PTD was showing lower debt levels, average 
income was lower and number of homeowners with equity was down. Proposals for 
equity realisation were rare. It was further informed that three firms generated 80 per 
cent of new business, one of which accounted for 50 per cent of new business. It was 
noted there had been a recent strong promotion of early exit loans, though take up 
seemed limited. It was further highlighted that PTDs are voluntary.  
 
15. The board discussed the variations in dividends between low and high equity 
PTDs. It was felt surprising that creditors would vote to protect trust deeds where so 
little was on offer. MN noted that creditors had a focus on fairness to customers. The 
board discussed the practicality of moving category one disbursements into the fixed 
fee. MN gave his view on aggressive regulation being welcomed by the majority of 
the IP market. The board discussed impacts on the market, forecasting challenges, 
related issues for UKIS, and ethical issues. 
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16. DAS concerns were more operationally based – both around the risk shown in 
the risk register around FCA authorisation, and with a high level of discrepancies in 
individual case records. YM asked if a product hierarchy could be introduced to 
legislation to prevent debtors being sold the wrong debt solution. JC informed this 
had been examined before but had not been hugely popular within the sector. MN 
recommended looking at the Dutch system where sequential products were 
mandatory.  
 
DASH Replacement TAB(16-17)39a,b 
 
17. JC advised of the initial costs of the current DASH system and that around 
£1m had been spent to date on this and subsequent upgrades. He informed server 
support for the system is due to end between July 2019 and January 2020. The 
supporting paper by Neil Logan gave recommendations for a new system including 
greenfield development with an anticipated cost between £1m and £1.5m. 
Procurement of a new system would under the SG framework.  
 
18. JC informed that a full business process review had been conducted with a 
focus on step reduction and efficiency in DAS processes. The board discussed DAS 
processes and it was felt the current system lacked efficiency and was too 
bureaucratic. Issues existed around PDs not notifying of non-payment. Introduction of 
automatic payment updates would reduce the draw on the SG purse. Sector 
feedback on the quality of the current DASH was poor, scoring around 50 per cent, 
however the feedback also highlighted that users felt the system was reliable. The 
budgetary impact of a new system could be spread with half the spend included in 
the 2017-18 budget.  
 
19. JC advised the go live target of July 2019 would differ from previous CMS 
projects as there were no new regulations affecting the development. This would 
mean staff could become involved at an earlier stage and would have a fuller 
understanding of the end user requirements. YM noted the DAS KPI figure could be 
used as evidence to support the project. JC informed the KPI figure was due to both 
internal and external administration error but that the new system would remove the 
need for clerical calculations. JC further noted that the development of a new DAS 
system fell in line with the long-term IT strategy which had previously been approved 
at board.  
 
20. YM was supportive of the proposed change and noted that more DAS DPPs 
would increase Agency income. She also welcomed the proposal of change from 2 
per cent to 4 per cent for fees. The question remained open as to the budget 
however the paper in discussion highlighted the savings which could be made by 
adopting a new system. MN said there was no merit in any delay for the project and 
LM concurred. The Non-Executive Board Members gave full support of and 
immediate start to the project, however, emphasised the need for a contingency 
given budgetary uncertainty.     
 
Vulnerable Person Policy TAB(16-17)40 
 
21. LS introduced the policy and set out its direct link to the Agency’s standards of 
service, inviting comments from board. She noted the challenge of maintaining 
consistency across customer service and for the purpose of this policy, all debtors 
were considered as vulnerable people. The draft policy was aimed at providing staff a 
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clear recourse to action in the event of dealing with a debtor who indicated a threat to 
their or others’ physical wellbeing. The issue of AiB’s position as a service delivery 
agency, and not an advice giving agency was highlighted.  The board discussed 
whether adding clear parameters and context as to AiB’s involvement versus money 
adviser role was needed. 
 
22. LM asked what training AiB staff currently had in dealing with vulnerable 
people. LS informed staff received customer service training and that AiB had staff 
trained in mental health awareness. YM recognised the challenges and offered 
access to further training opportunities. 
 
23. MN raised a number of points on the policy: 
 

 would we ask the individual’s permission to record a vulnerability? 

 would AiB have a process to remove vulnerability ‘flags’ as an 
individual’s circumstances could change? 

 should AiB consider introducing subject matter experts on vulnerability 
that highly vulnerable customers could be directed to? 
 

 conducting a recourse analysis would help in developing a set of FAQs 
which would provide reassurance to vulnerable customers in certain 
circumstances 

 could a MALG representative be brought into the office to provide an 
assessment?  

 
24. The board agreed the policy was a solid starting point but additional context 
and possibly research was needed before finalising.  
 
Customer Experience Survey TAB(16-17)41 
 
25. LS invited comment on the customer satisfaction survey noting very positive 
overall results. LM asked for thanks to be extended to all staff on behalf of the board. 
MN noted the survey responses objecting to early office closure on a Friday and 
whether it would be worthwhile monitoring telephone call volumes to investigate this 
further. 
 
Agency Quarterly Report and Performance Dashboard TAB(16-17)42a,b 
 
26. LS introduced the quarterly report and invited any questions. The board were 
generally content with the report detail. LM asked if the objective progress legend 
was suitable. LS noted some objectives were cyclical and as such could never reach 
completion. The progress markings would be reviewed as part of the 2017-18 
reporting requirement.  
 
27. LS introduced the performance dashboard and informed the cost KPI targets 
had been adjusted due to changes in the overheads calculations. The DAS KPIs 
were above target but this was attributable to internal and external administration 
issues with mitigations having been put in place. The reduction in sickness absence 
was agreed by the board as a success.  
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Q4 Corporate Risk Register TAB(16-17)43 
 
28. LS informed that overall the register was very positive with only one corporate 
risk at amber.LS provided a full update on  the associated procurement process an 
advised that sufficient numbers of bids had been received to ensure a competitive 
process.  
 
HR Report TAB(16-17)44 
 
LS noted key figures from the report as sick absence reducing, staff headcount 
reducing to 147 but with a relatively high by comparison FTE of 126.9. Stress 
remained as third highest absence reason but the overall percentage of absence 
related to stress had increased.  
 
People Survey Results TAB(16-17)45 
 
29. LS introduced the paper and invited comments. MN asked about the 
leadership and management engagement scores. RD informed recent all staff 
sessions had been well received while LS added different options to raise senior 
management visibility were being looked at.   
 
 
Business Plan – Verbal Update 
 
30. LS informed the business plan for 2017-18 would continue the consolidation 
theme and that objectives were currently being assessed. Staff planning sessions 
had taken place and all feedback was being considered. The board had previously 
discussed the Business Strategy and this would form the background for developing 
objectives. The board would be consulted through correspondence for any required 
input or advice. 
 
ACTION: Mike Norris to be sent copy of Business Strategy document  
 
AOB, Thanks and Actions 
 
31. There was no other business. 
 
Key messages 
 

 Board thanks to be extended to all staff for very positive customer experience 
survey results 

 

 Board thanks to be given for immediate sight of all news releases and 
announcements  

 
 
The date of the next meeting is 10th May 2017 
 
Stuart Riddell 
Secretary  
14 February 2017 


