
1

2020 BUSINESS STRATEGY
DOCUMENT



2

Contents

Introduction by the Accountant in Bankruptcy 3

1. About AiB 3

1.1 Mission 4

1.2 Values 4

1.3 Statutory and general functions 4

1.4 AiB’s role as an Executive Agency of the Scottish Government 5

1.5 Scottish Government’s 2020 vision (SG2020) 5

1.6 Where AiB fits in to SG2020 5

1.7 Scottish Government goals 6

1.8 What AiB will do to support realisation of these Scottish Government

 goals 6

2. Our strategy 7

Strategic purpose 1: Deliver core products 7

Strategic purpose 2: Continuous improvement 7

Strategic purpose 3: Build and maintain effective stakeholder relationships 7

3. How AiB will deliver our strategy 8

3.1 Strategic purpose 1 8

3.2 Strategic purpose 2 8

3.2.1 Theme 1: Processes 8

3.2.2 Theme 2: Digital 8

3.2.3 Theme 3: Efficiency 8

3.2.4 Theme 4: People 8

3.2.5 Theme 5: Governance 9

3.3 Strategic purpose 3 9

4. Measuring success 10

AiB 2020 Business Strategy



3

Introduction by the Accountant in Bankruptcy
and Agency Chief Executive

This is our 2020 Business Strategy, outlining our business direction
and defining the strategic purposes we will follow over the next
four years.

The strategy is written taking full account of the economic and
political uncertainty caused by the result of the referendum on
leaving the EU - one result of which is that we do not yet have our
budget allocation from the Scottish Government for 2017-18 or
forward years.  These may have a very significant impact both on
the workload the Agency has to face and the resources we have to tackle it - insolvency numbers
have already started to tick upwards after the very steep decline of recent years, but the degree
and timing of impact from Brexit is at this stage unpredictable.  The plan instead focusses on what
we know - that we need to continue to deliver debt relief and debt management options that
meet the needs of the people of Scotland in the most efficient and effective way possible.

2015-16 was a year of very significant change for the Agency with the coming into force of the
fully revised bankruptcy legislation and the moves to our new IT system.  As our annual report
shows, those changes were delivered successfully - a testament to the commitment and ability of
those who work here.  The skills they bring, and the work done last year, stands us in good stead
to deal with what the future will bring us.  And we will press ahead on making improvements both
to policy and process where opportunity allows - such as plans to replace the existing DASH IT
system (that supports the Debt Arrangement Scheme) and to carry forward the modernisation of
those parts of the corporate insolvency rules for which we are responsible

This document sets out the 3 key strategic purposes that will provide an umbrella to our business
activities. These activities will allow us to deliver our corporate mission and will provide a focal
point in development of annual and longer term Agency corporate and business plans.

Dr Richard Dennis
The Accountant in Bankruptcy and Agency Chief Executive
6 July 2017

AiB 2020 Business Strategy



4

About AiB

1.1 Mission

The core purpose of the Agency is captured in our mission statement:

1.2 Values

Our core organisational values mirror those of the Civil Service as a whole. We will embody the
values of integrity, honesty, objectivity and impartiality in our work. In doing so we will ensure
our activities remain independent, responsive, accountable, transparent, fair and open.

1.3 Statutory and general functions

Our mission and values are embedded in the core functions of the Agency:

● delivering, with stakeholders, a range of options for individuals seeking debt relief and
debt management

● supervising insolvency in Scotland

● providing statutory information by maintaining a public register of insolvencies and the
DAS register

● supporting ministers by developing policy

● protecting creditors and the general public

● achieving best value services for customers
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1.4 AiB’s role as an Executive Agency of the Scottish Government

We develop our work to support the Scottish Government’s purpose and the delivery of national
outcomes.

To effectively do this we have to work closely with our wider stakeholder base. This includes
Scottish Government colleagues, insolvency and money advice specialists, courts and court
representatives, debtors, creditors, cross-border and international insolvency organisations and
our peers in other jurisdictions

As an Executive Agency of the Scottish Government, we share the values and goals of the
government and continually evolve our culture and habits to best help AiB contribute to the
realisation of the SG2020 vision.

1.5 Scottish Government’s 2020 vision (SG2020)

SG2020 is an Scottish Government wide approach about becoming the organisation it needs and
wants to be for the future. Be an organisation that is:

Open

● Accessible, trusted, an engaged and credible partner
● Clear about our role, and our expectations of others
● Valuing diversity and representative of the communities we serve

Capable

● World-class in our approach to government: transforming Scotland by designing and
delivering excellent public services and supporting Ministers

● Accountable, efficient and effective in our performance and approach to tax-raising and
spending

● Competent, professional, inclusive, skilled and knowledgeable: proud of our role as civil
servants, an exemplar of fair work, and an employer of choice

● Well-led, with consistently good management of people and change

Responsive

● Ambitious for Scotland, confident that we can improve outcomes for the people we serve
● Focused on priorities, flexible and effective in how we match our resources and capabilities
● Designing places, networks and systems to make what we do simple and better connected

1.6 Where AiB fits in to SG2020

The 2016 Programme for Government was launched in September 2016 and sets out the
Government’s goals in creating a Scotland with a resilient and growing economy, an education
system that enables true equality of opportunity for all, public services that are efficient, fair,
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 flexible and valued, and a vibrant, open and inclusive cultural life. UNCITRAL1The United Nations
Commission on International Trade Law, the World Bank and the IMF all stress the importance of
an effective and efficient insolvency regime in enabling economic growth.

Although personal insolvency is only a small part of this, AiB will support the SG2020 goal and will
strive to be an open, capable and responsive organisation. Our staff will make AiB a key
contributor to the continued aim of building a country where strong public services are
underpinned by a successful economy. We will share the vision of a fair, equal and prosperous
nation with opportunity for us all to grow and thrive.

1.7 Scottish Government goals

The 2016 Programme for Government includes goals with a likely impact on the work of AiB. It
states “having the right advice available is essential to support the most vulnerable, and plays a
vital role in tackling inequality and supporting inclusive growth. At present, the advice landscape is
fragmented with many providers and does not reflect that consumers often have interlinked issues,
such as debt as a result of struggling to pay household bills.”

The Scottish Government will undertake work to better understand the advice landscape. They will
use this to support the goal of bringing Scottish Government advice services together to make it
easier for people to receive advice that can help to find long-term solutions.

The Scottish Government has published a Fairer Scotland Action Plan, bringing together the
actions that will be taken across Government to tackle poverty and inequalities. The plan will set
out how incomes can be maximised and address the poverty premium many people on low
incomes face. This will include establishing a programme of financial health checks for those on
low incomes, increasing benefit take-up for those eligible, and working with energy providers.

Present Government goals with an impact on the work at AiB include:

● The implementation of devolved powers in the Scotland Act 2016
● Encouragement and support of third sector organisations to fill gaps and provide

alternatives in service of provisions including banking, payday loans and debt management
● Development of a Consumer and Competition Strategy and legislation for a unified

consumer body

1.8 What AiB will do to support realisation of these Scottish Government goals

We will use our network of contacts and colleagues in Scottish Government to ensure we fully
engage with any projects and work streams where AIB policy and process will be affected. We will
develop our business objectives to meet the needs of the Scottish Government in achieving these
goals. As defined in section 2 of this document, we will promote a shared strategy throughout the
Agency in order to better deliver our statutory functions and our goals for the people of Scotland.

1 The United Nations Commission on International Trade Law
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2. Our strategy

AiB aims to place Scotland as a world leader in terms of both practice and provision of debt
solutions.

Our strategy is structured to three focussed business outputs. These are the delivery of our
mission, continuous improvement, and the need to optimise engagement across our full range of
stakeholders.

Our drive to develop our organisation focuses on:

● improving our business strategy and our business management
● encouraging innovation and quality initiatives
● aiming for best results, and
● maintaining and improving our customer, employee and stakeholder relationships

In our ongoing effort to improve products, services and processes we may seek gradual
improvement over time or rapid and immediate improvement. Continuous improvement will be
embedded in the culture of the Agency and its staff and will help drive our future planning.

Strategic purpose 1: Deliver core products

We will ensure Scottish insolvency and debt management legislation and services effectively
address the challenges society face today and will provide a service for debt management and

debt relief which remains fit for the current climate.

Strategic purpose 2: Continuous improvement

We will continue a process of focussed change aimed at increasing the effectiveness and
efficiency of AiB and develop functional policies and processes targeted at fulfilling our mission.

Strategic purpose 3: Build and maintain effective stakeholder relationships

We will work collaboratively across the Agency, Scottish Government, and our broad stakeholder
base, both at home and internationally, in order to help best deliver our core products and to

achieve continuous improvement.
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3. How AiB will deliver our strategy

3.1 Strategic purpose 1

We will deliver the administration of Scottish debt solutions in personal insolvency and the Debt
Arrangement Scheme. We will maximise the use of digital services to best enable our stakeholders
access to core products and information, ensuring these services keep pace with technological
advances and societal needs. We will engage with our stakeholders in reviewing, determining and
implementing best policies and processes to enable the delivery of these services.

3.2 Strategic purpose 2

Our continuous improvement will focus on five key themes.

3.2.1 Theme 1: Processes

We will ensure the best use of available information to allow our staff to deliver
products and services to the highest professional standards.

3.2.2 Theme 2: Digital

We will continue a digital by default approach to ensure the services AiB provide 
offer best value through efficient systems, practices and processes, ultimately 
reducing reliance on public funds to deliver those services.

Continued improvement of our digital approach is supported through our 2015-20 
ICT Strategy

3.2.3 Theme 3: Efficiency

We will make maximum use of limited inputs to achieve time, money and resource
efficiency, ensuring we pursue opportunities for maximising value for money.

3.2.4 Theme 4: People

Through focused planning and staff engagement we will endeavour to close any
gaps between the current reality of staff experience and the aspirations set out in the
People Strategy. We will share the practices and values of SG2020 and maintain a
flexible and skilled workforce, both motivated and engaged, who are highly capable
and responsive to change
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3.2.5 Theme 5: Governance

We will make our corporate governance visible to all stakeholders to help provide
clarity and assurance on the processes and practices applied by AiB. In line with the
SG2020 programme, we aim to better enable a faster corporate decision-making
process that will allow AiB to more readily achieve its short and long-term goals.

3.3 Strategic purpose 3

Building and maintaining effective stakeholder relationships will focus on the following aspects:

3.3.1 We will share best knowledge and practice, build the reputation of the Agency while
raising its profile, make capacity to anticipate events rather than react, value a digital
first approach, and remain an accessible, trusted, engaged and credible partner.

3.3.2 We will investigate and report bad practices, creating relationships with those stake-
holders who can influence and prevent bad practice in areas of insolvency and debt
advice work where the Scottish Government does not have authority, in order to
protect the interests of debtors and creditors.

3.3.3 Our communications strategy captures our plans to maximise our communications
through a digital first approach, raise press and media awareness, and build on
stakeholder engagement and marketing the services and outcomes delivered by AiB.

Strategic purpose 3 is supported by our 2016-19 Communications Strategy.
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4. Measuring success

Corporate and Business plans

Our annual plans will contain focused objectives around the delivery of our services and creation
of future provision. Progress reports on these planned objectives will be produced quarterly and
reviewed at various levels including individual, Senior Management Team, the AiB Advisory Board
and the Fraser Figure (Directorate link between AiB and the Scottish Government).

We will ensure our corporate and business plans remain consistent with AiB’s strategic purposes.
These plans will be published on the AiB website.

Corporate and Branch Key Performance Indicators (KPIs)

We will continue to monitor and evaluate our key performance measures of time, cost and quality
and ensure suitable actions are taken based upon the outcomes of this data. The corporate KPI
measures will be reported upon quarterly and published on the AiB website.

Each delivery team will maintain progress against team performance targets which will be
monitored by management on an ongoing basis with any required actions communicated to all
affected stakeholders.

Sector stakeholder engagement

We will hold annual stakeholder sessions for our key stakeholder groups. These will focus on our
policies, processes and overall service provision.  We will ensure appropriate action is taken as a
result of all feedback from these engagements.

We will maintain open channels with our stakeholders through tri-annual Debt and Insolvency
Services Stakeholder Forums (DISSF), through newsletters and social media contact, and through
daily business contact across all areas of AiB.

Customer Surveys

We will undertake a two-yearly customer satisfaction survey to gauge how well we are delivering
our service to a range of stakeholder groups. We will ensure appropriate action is taken as a result
of these surveys. Results of these surveys will be published on the AiB website.

We will also conduct ad-hoc surveys to better inform any change process or to help with the
continual improvement of our service provision.

Staff Surveys

We will undertake an annual staff engagement survey in line with both the Scottish Government
and the wider Civil Service. AiB will always take action in addressing issues raised in these surveys.
Results of these surveys will be published on the AiB website.
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