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Social Security Scotland ‘Our Charter’ Measurement Framework User Guide

What is the Charter Measurement Framework
This framework is a co-designed list of measures
relating to the commitments set outin Our Charter.
Over the next few years we will collectinformation
ordataforthemeasures, putitinto the framework
andthen publishtheresults; thiswilldotwo things.
Firstly, itwill showhowSocial Security Scotland and
the Scottish Governmentare getting on with delivering
the commitments. Secondly, it will help Social Security
Scotland andtheScottish Governmentto constantly
improve whattheyare doing.

Please note, the Charter Measurement Framework is
notthe onlymeasurementbeingdoneforthesocial
security system in Scotland; please see for example
the statistical publications page of the website.

This user guide sets out;

e Whodevelopedtheframework

e Whattheframeworkwillmeasureandwhen

e Howthemeasureslineuptothe commitments

e Wherewewill gettheinformation (ordata)fromto
fillinthe framework

e Howtoreadtheframework.

Who developed the Framework?

The Charter Measurement Framework (the framework)
was co-designed by theScottish Government, Social
SecurityScotland and adiverse group of peoplewith
livedexperienceofthesocial security system (known
as ‘CoreGroup 2’). Groups who represent people

with lived experience (stakeholders), and SCoSS; the
ScottishCommissiononSocial Security havegiven
valuable advice and inputto the framework.

Government officials collected information from
seven workshops with Core Group 2, two stakeholder
meetings, twomeetings with SCoSS and from Social
SecurityScotland staff overaperiod of five months.
Social researchers then analysed the information and
used itto produce the framework.

What does the Framework measure?

The Framework has four sections that match up

with Our Charter. The first three sections are about
how Social Security Scotland operates and delivers
benefits, sothemeasures aredesignedtotellushow
theagencytreatsclients, if staffarewell supported,
how the systems are working and how clients are
experiencingthesystems.Thefinal sectionismostly
about Scottish Government commitments which relate
to policy making about benefits andwhatthe system
shoulddoasawhole, sothe measuresinthatsection
aredesignedtotelluswhatisbeingachievedoverthe
longer term.

When will the framework be filled in
andpublished?

Some of the measures will not be relevant until all the
benefits being devolved to Scotland are rolled out.

We will publish the framework with all those that are
relevanteveryyear startingin 2020.

We will collecttheinformation needed tofillin the
framework (data) using a variety of different research
methods andwewilluse some of the datathatSocial
Security Scotland is already collecting.

e Ayearly ‘all clients’ survey, thefirstoneis planned
forwinter2019/20.Thisdatawill beusedtofillin,
forexample, the percentage of people who said they
were treated with kindness

e Management information, this is datathatis
collected allthetimeto see howwell systems are
working forexample, callresponse times

o Staff survey and additional staff research, this will
beusedtofillin,forexample, the percentage of
staff saying they have the tools they need to do their
jobwell

e Researchorganisedspeciallyto showwhetherornot
a benefitis meeting its aims - evaluation

e Other data collections methods like interviews
with Social Security Scotland Managers and
Stakeholders,andreports puttogether by the Scottish
Government to show its activity to supportthe
Charter commitments.

Forafulllistofallthe measuresand howwe will
collect thedataneededtofilltheminpleasesee
http://www.gov.scot/ISBN/9781839602450
Please note, wherever possible we will analyse
the data we collect for the framework by
protected characteristics (and other demographic
characteristics). Thisisessentialinorderthatwe
can assess whether Our Charter is being delivered
comprehensivelytoallgroups.


http://www.gov.scot/ISBN/9781839602450
http://www.gov.scot/ISBN/9781839602450

How do the measures match up to the
commitments?

Our research found that it was important to people
that the framework covered most of the commitments
inthe Charterbutthatitisalsoeasytoread, clear
andsimple. Obviously itis difficult to achieve both
these things and we havewrittenareportthatsets
outindetail howthis was done

http://www.gov.scot/ISBN/9781839602450.

Inbrief: atfirst, we started putting in measures for
each commitment in the Charter. We found that many
of the commitments need more than just one measure
and as there are around 50 commitments in total we
would have needed well over 100 measures. The results
would have made aframework thatwas toolongand
complicated so not simple or easy to read.

We then asked people with lived experience which
commitments were the mostimportant to them to try to
cutdownonthenumberofmeasurestomakeiteasier
to read. This was also unsatisfactory as the framework,
although simple and easy to read would not have
covered most of the commitments.

Finally it was decided to look for similar or overlapping
commitmentsinthefirstthree chartersections. This
helpedustoreducethenumberofmeasures needed,
whilst making sure most of the elements of the Charter
arecovered.

Peoplewith lived experience also decided thatthe
framework should have a one-page overview, or
summary, of the key information from the framework.
Thiswillshowpeople,ataglance,howOurCharteris
being delivered.

Reading the Framework

Thefront page gives an‘ataglance’ overview of

how Social Security Scotland is performing in each
section, presented with a few important pieces of data
and information.

Each page of the framework represents a section of Our
Charter. Each pageisdividedintofourrowswhichare
read fromthe top downwards.

e Row 1 is the title rowwhich sets out the name of
the section of Our Charter, forexample, Apeople’s
service

e Row 2 ismadeupofquestions thatwill be answered
aboutthat section, for example, ‘Are clients
experiencing a service that reflects the humanrights
valuesas setoutin Our Charterwheninteracting
with Social Security Scotland?’

e Row 3 setsoutwhatis theideal situationwe wantto
achieve, forexample, ‘Clients receive good service’

e Row 4 will contain datathat can be used toanswer
the questioninrow 2 and demonstrate whether,
ornot, theideals are being achieved.

Thereis moreinformation about how the framework
was developed and how it will be used in the report

http://www.gov.scot/ISBN/9781839602450
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A People’s Service

Social Security Scotland’s Service is Person-Centred

Processes That Work

Average rate of Social Security Scotlandinvolves
positive response to clients in designing servicesthat
are supportive, accessible, simple,

quick and flexible

XX Processes That
Work indicators

I,"

* XX% Clients said they were
treated withkindness

* XX% staff were confident XX% XX%

in delivering a service Average rate of
that reflectshuman positive response

rightsvalues to XXPeople’s
Service indicators

Is Social Security Scotland deliveringwhatthe Charter promised?

A measure that
indicates how

. clients and
A Learning System stakeholders A Better Future

Social Security Scotland’s service think we are doing The Scottish Government will
evolvesinresponsetotheneeds XX develop and maintain social security
and preferences of its clients XX policysothatitisasfairas possible

A measure that ‘ ‘ ‘
indicates how

7N
stakeholders

think we are doing




A people’s service

Are clients experiencing a service that reflects the human rights values as
set out in Our Charter when interacting with Social Security Scotland?

Staff attitudes reflect an
understanding of and
values dignity and respect
as set out in Our Charter

X percentage of clients
said they were treated with
kindness

X percentage of clients said
they felt trusted by staff

X percentage of clients said
staff listened to them

X percentage of clients said
they felt staff did all they
could to make them feel
comfortable

Examples of treatment

that made clients feel
comfortable, kindness, trust,
listening AND examples of
treatment that was less so
AND Social Security action
taken

Clients do NOT experience
discrimination

X percentage of clients said
staff did NOT discriminate
against them

X percentage of clients who
experienced discrimination
said they felt able to
challenge it

X percentage of clients who
felt discriminated against
that did challenge that
discrimination

Examples of good

practice AND examples of
discrimination (if any) AND
Social Security Scotland
action taken

Clients experience good
service

X percentage of clients said
they were kept updated

X percentage of clients said
they thought the decision
was accurate from the first
time

X percentage of clients said
they were paid when Social
Security Scotland told them
they would be paid from the
first time

X percentage of clients said
they were paid the amount
Social Security Scotland told
them they would get from the
first time

How well are Social Security Scotland staff delivering the

charter commitments?

Clients find staff
knowledgeable and

approachable

X percentage of clients said
staff were knowledgeable
about the social security
system

X percentage of clients said
the decision was explained
so that they understood it

X percentage of clients (who
disagreed with a decision)
said they felt able to
challenge it

Examples of when staff were
knowledgeable, of how they
explained decisions well,

of clients feeling able to
challenge AND examples of
not understanding decisions,
examples of why clients felt
unable to challenge AND
Social Security Scotland
action taken

Staff are well trained

X percentage of staff said
their knowledge of social
security in Scotland was
good/ x percentage of staff
said they get the information
they need to do their job well

X percentage of staff said
they knew about a range
of advice and advocacy
services that were
convenient for clients

X percentage of staff
said they knew how to
refer people to advice and
advocacy services

X percentage of staff said
they knew enough about the
appeals process to explain it
clearly to clients

X percentage of staff said
they were confident that
they could deliver a service
without discrimination

X percentage of staff said
they understand client needs

Examples of knowledge
(including knowledge of how
not to discriminate) and
training AND examples of
more support needed by staff
AND Social Security Scotland
action taken

Staff are well supported

X percentage of staff said
they had the tools they
needed to do their job well

X percentage of staff said
they had good support from
their line manager

X percentage of staff said
they would speak up if they
saw issues in the Agency

X percentage of staff say
they feel confident to deliver
a service that reflects the
values of a human rights
based system as set out in
our Charter

Examples of good support
for staff and staff confidence
AND examples of any
additional staff needs, and
why, those who do, lack
confidence AND Social
Security Scotland action
taken



Processes that work

Do processes work?

X percentage of decisions deemed accurate from
the first time/ x percentage of redeterminations
upheld

X percentage of clients paid on time from the first
time/ x percentage of applications processed within
x days

X percentage of clients paid correct amount from
the first time

X of redeterminations were completed on time
Call waiting times

Examples of reasons for redetermination and
why or why not decision was changed, examples
of redetermination process from client and staff
points of view

X percentage of appeals upheld or rejected

Examples of reasons for appeals and why or why
not upheld, examples of appeals process for
positive and negative (if any) outcomes AND Social
Security Scotland action taken

Positive AND negative (if any) feedback from
organisations who work with client groups on
how they think the service is working AND Social
Security Scotland action taken

How accessible are services and places?

X percentage of clients said that application process
was clear

X percentage of Social Security Scotland documents
are available on request in accessible formats

X percentage of clients said that the application
form asked only relevant questions

X percentage of clients say staff adapted to enable
them where they faced barriers to accessing
services

X percentage of clients said their application or
enquiry was handled within a reasonable time frame

X percentage of clients said their time was not
wasted

X percentage of clients that required extra support
said they were referred to relevant support

X percentage of clients said that staff addressed the
communication barriers they faced

X percentage of clients said they had an appropriate
choice in how they communicated with the agency

X percentage of clients said they had an appropriate
choice of how the agency communicated with them

X percentage of clients that challenge a decision
who already have payments continue to receive their
payments

Examples of positive AND negative (if any)
experiences of accessibility (how clients were
enabled) AND Social Security Scotland action taken

X percentage of social security
offices pass the accessibility
checklist (Checklist to be agreed
by disabled people with lived
experience)

X percentage of clients said

it was convenient to get access
to social security places and
services

How is the face to face assessment process for

benefits for disabled people (and people with
health conditions) working for clients?

X percentage of people who needed a face to face assessment

for benefits for disabled people (and people with long term health
conditions) said they felt the assessment was necessary because the
information needed to find out if they were eligible was not otherwise
accessible to Social Security Scotland

X percentage of people who had a face to face assessment for disabled
people’s benefits said the assessment was carried out by appropriately
qualified staff

Case studies on all aspects of the assessment process and results of
the process; Including in-depth assessment of how client wellbeing was
protected and prioritised



A learning system

To what extent Social Security Scotland a learning organisation?

How is Social Security Scotland
involving clients?

Qualitative evidence on any additional support
Social Security Scotland can put in place for
clients

Examples of You said: We did
Staff diversity statistics
Examples of acknowledgment of mistakes

Qualitative evidence on client experience of
the feedback process

Qualitative evidence on client experience of
the complaints process

X percentage of clients said Social Security
Scotland was an open organisation

X percentage of clients said Social Security
Scotland was an honest organisation

Organisations that support clients evidence
on openness and honesty of Social Security
Scotland

Examples of openness and honesty or
otherwise (if applicable)

X number of service level agreements in place
with external partners

Qualitative evidence from organisations that
work with clients on partnership working

X percentage of learning packages delivered to
staff are informed by clients

Qualitative evidence on client involvement in
testing processes

Qualitative evidence on client involvement in
measuring effectiveness



A better future

Did we have effective processes of policy making?

Government
money is
spentfairly

Policy
making
promotes

Policy
making
takes

Social
Security
fits well

Policy
making
shows

Did the Government promote
social security positively?

Scottish
Government
talks

Myth and
Security is stigma
promoted about

Social

with other
policies

the Social
security
principles
atwork

Report of policy activities
and intentions, drawn up
and reviewed with feedback
from stakeholders - formal
advisory groups and
independent organisations

account
of user
experience

Reports of
experience
panels, client
surveys

and co-
production
of the
charter

all groups
in society

Equality,
Children'’s
Rights &
Wellbeing,
and Fairer
Scotland
Impact
Assessments
for the Social
Security Act
and individual
benefits

Equality
Budget
statement
and Fairer
Scotland
Assessment

asa social
human security is
right challenged

positively
about social
securityand
those who
useit

Report of policy activities and intentions,
drawn up and reviewed with feedback from
stakeholders - formal advisory groups and

independent organisations

Did benefits make a difference?

Our benefits
counteract
povertyand
improve

participation
in society

Evaluation
programme
drawing

on the
experience
of those
receiving
benefits

Benefit Fairer
levels rules are
reviewed designed
and and new
uprated in benefits
line with created

inflation

Report on government
activity drawn up and
reviewed with feedback
from stakeholders — formal
advisory groups and
independent organisations

Takeup
improved

Estimated
take up
reported
under the
Social
Security Act.
Evaluation
of take-up
activities
implemented
in the Benefit
Take-up
Strategy
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Contact us

RS 08001822222

@ mygov.scot
YW @SocSecScot

f Social SecurityScotland

TextRelayService: 18001+03002444000
(service for the hard of hearing).
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