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Delivery of Strategic Objectives
Select the Strategic Objective(s) relevant to the issues.
1. High Quality Administration - Our timely, clear and consistent decisions on legal aid applications and accounts deliver a positive customer experience. 
2. High Quality Delivery of Client Legal Services and Targeted Funding – Our Client Legal Services and targeted funding deliver high quality and accessible information, advice and representation. 
3. Investing in our people - Investing in our people to develop the skills and ways of working needed to deliver our mission both now and in the future. 
4. Shaping the Future – Our insightful, evidence – based and outcome – focused advice to Ministers supports their decision making on the future of legal aid and SLAB.

	Link to Board or Committee remit

	The Board has reserved authority to approve SLAB’s annual business plan and is responsible for overseeing progress against its delivery.



	Publication of the paper

	We consider this paper is suitable for publication. 



Previous consideration
	Meeting
	Detail

	19 February 2024
	The Board were presented with progress against the 2023-24 business plan as at the end of the third quarter. The paper was discussed and noted by members.



	Report

	1. This report presents for Members the end year position for projects that made up the Business Plan for 2023-24.
2. The appendix includes commentary on each workstream in the plan along with the planned outputs and delivery status. A wider report and assessment of what the organisation has delivered in 2022-23 will follow in September when the Board considers the draft Annual Report and Accounts. A summary of progress is as follows:

	Corporate Objective 2023-24
	Workstream
	Delivery

	Objective 1: Our timely, clear and consistent decisions on legal aid applications and accounts deliver a positive customer experience
	Development and launch of a Customer Insight Strategy
	↔

	
	Upgrade certain legal aid applications using the REACT user interface development tool
	↔

	
	Guidance on the Administration of Legal Assistance project (GALA)
	ü

	
	Standardised Discretionary Allowances & Contributions
	↔

	Objective 2: Our client legal services and targeted funding deliver high quality and accessible information, advice and representation
	Review delivery models for our legal services to respond to contextual changes
	↔

	Objective 3: We support our people to develop the skills and ways of working needed to deliver our mission, both now and in the future
	Pay and grading review
	ü

	
	Reforms to the SLAB pension scheme
	↔

	
	Development of a leadership programme
	ü

	Objective 4: Our advice to Ministers supports their decision making on the future of legal aid and SLAB
	Development of a workforce plan
	↔

	
	Contribution to SG Research Advisory Group on legal aid payments
	↔

	
	Legal aid reform
	↔

	
	Development of a communications strategy
	ü

	
	
    Development of a data analytics strategy


	↔

	ü    Delivered within the year 
↔ Due for delivery in future year and on track 
↔ Due for delivery in the year but delayed 

	 



	 
	 

	 
	 
	 

	
	 
	 

	
	 
	 






	
	Governance links 
Any relevant information linked to key heads of corporate governance

	1. Finance and resources
	Delivery of the business plan needs to be delivered within available administrative funding. Availability of resources has the potential to impact on the delivery plans of individual projects.

	2. Risk
	Each project within the business plan will consider risk, with risks escalated as appropriate.

	3. Legal and compliance
	We are required by our framework agreement with Scottish Government to have a business plan in place and published on our website. Progress against the plan is monitored by the Board and the Scottish Government.

	4. Performance
	Performance against the plan is measured through the established business planning update process.

	5. Equalities impact
	Equalities issues are a key driver for much of the activity within the business plan. All activity that results in changes to policies or procedures will be subject to equalities impact assessment.  

	6. Privacy impact and data protection
	N/A

	7. Communications and engagement
	Communications on progress are made to staff in year and board papers outlining progress made are published.



	Conclusion and next steps

	The Board is asked to comment on our delivery in 2023-24.



	Appendix/further reading

	Appendix 1 – Delivery against the Business Plan 2023-24 at April 2024.
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Appendix 1. Delivery against the Business Plan as at April 2024
Strategic Objective 1: High Quality Administration
	2023-24 Business Plan Workstream
	Delivered?
	Key Outputs

	Development and launch of a Customer Insight Strategy
	↔ Due for delivery in the year but delayed 
	Strategy published; internal and external communication

	The Customer Insight Strategy aims to set out how SLAB will keep up to date with changing information about our customers and their opinions of our services in a holistic approach.

Insight is about having a real understanding of what customers want based on who they are and what their views are. Meaningful customer insight is provided by evaluating and translating information, gathered in a variety of ways. Different types of information must be linked together to achieve the maximum value from it.

The aim is that this will result in evidence that enables us to better target changes to our procedures and inform the way that we set and measure indicators of performance.

The work is well underway but has been delayed slightly. The Strategy will be considered by the Executive Team shortly.


	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Upgrade certain legal aid applications (transfers, sanctions and summary criminal legal aid) using the REACT user interface development tool
	↔ Due for delivery in future year and on track 

	Fully tested software interface launched; staff trained

	This is part of the three-year roadmap of development. 2023/24 saw development for view cases, cease to act and transfer.  

	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Guidance on the Administration of Legal Assistance project (GALA)

	 Delivered within the year 

	Impact assessed policies and Decision Maker’s Guidance launched in line with work plan

	The GALA project has been successfully running as a bespoke project for the last 4 years. Its aim was to work through all the types of decisions we make and develop policy statements, internal decision makers’ guidance and update our external guidance. 

GALA will now move to Business as Usual, using the tools the project designed and developed, this includes prioritisation plan, control process and targeted 3 month Sprint activity. This will be overseen, and sprints agreed by a new GALA Steering Group for 24-25. 

	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Standardised Allowances & Contributions

	↔ Due for delivery in future year and on track 
	Advice provided to Scottish Government

	In the GALA project, we identified significant changes that could be made to the way in which standard income and capital allowances are managed in the assessment of financial eligibility. We created a new project to develop proposals and delivered policy advice for consideration by the Scottish Government. Once authorisation is completed, we will complete detailed development, including consultation and system development. We are also developing proposals for changes to the policy on financial contributions for consideration by the Scottish Government.









Strategic Objective 2: High Quality Delivery of Client Legal Services and Targeted Funding
	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Review delivery models for our legal services to respond to contextual changes
	↔ Due for delivery in future year and on track 
	Refreshed strategy for SCL

	In addition to a formal review of the Solicitor Contact Line, we are trialling new ways of working to inform future delivery models and identify ways in which to attract and retain talent. 

Examples include: (1) evaluated pilots of 2 hybrid roles, one involving a geographic split and the other spanning two separate legal disciplines (children’s/criminal law); (2) offering work based learning and internship opportunities to diploma students to raise awareness of our work and attract talent; (3) developing our traineeship programme to include experience in both civil and criminal law. 

We are also bringing more structure to how we use operational insights to support continuous improvement at service, organisational and national levels.


Strategic Objective 3: Investing in our people
	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Pay and grading review
	Delivered within the year 
	Revised pay and grading system launched

	2023/24 saw the review of all job descriptions, evaluation of all job roles and external salary benchmarking. This informed a revised pay and grade structure, which was approved by Scottish Government. All staff were advised on their job evaluation outcome in March 2024.

	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Reforms to the SLAB pension scheme

	↔ Due for delivery in future year and on track 
	Revised pension scheme launched following staff consultation

	An outline business case was submitted to Scottish Government, and we await guidance on the next step.

	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Development of a leadership programme
	 Delivered within the year 
	Leadership and development programme launched

	A 12 month leadership programme was launched for senior managers.


Strategic Objective 4: Shaping the Future
	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Development of a workforce plan

	↔ Due for delivery in future year and on track 
	

	A methodology has been agreed. Further work was paused as the People and OD team focussed on Job Evaluation. A corporate workforce plan will be developed in 2024/25.


	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Contribution to the Scottish Government's Research Advisory Group on legal aid payments
	↔ Due for delivery in the year but delayed 
	Implementation of a SLAB approach to workforce planning

	The Scottish Government established the Research Advisory Group (RAG) on Legal Aid Payment Research. This is the follow up to the previous Legal Aid Payment Advisory Panel and their recommendations. The Scottish Government will commission and manage a research project that aims to inform their decisions on the future payment mechanisms for the delivery of publicly funded legal services. 
The initial SG tender process failed to receive any bids, and the work will now be re-tendered. We have provided input to the tender specification and advice on the approach.

	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Legal aid reform

	↔ Due for delivery in future year and on track 
	Timely advice provided to Ministers

	The Scottish Government stated that it intends to reform legal aid in Scotland. This is based on the independent review of legal aid and the subsequent SG consultation. There is potential to change the current system of legal aid, and SLAB's role. We will assist the Scottish Government with policy development and give advice on preferred options for reform.

We are continuing to assist the Scottish Government with advice on options for reform of the legal aid system to enable Ministers to make decisions about the future.

	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Development of a data analytics strategy

	↔ Due for delivery in the year but delayed 
	Launch of strategy

	We will develop and launch a data analytics strategy. This will consider how our data tools, structures, storage and analysis can better contribute to our corporate objectives.

This will be a new strategy for SLAB and we have begun the project scoping phase. This project has shifted in timescales due to resource allocated to other corporate priorities, in particular, involving the Job Evaluation & Grading project.

	2023-24 Business Plan Workstream

	Delivered?
	Key Outputs

	Development of a communications strategy
	Delivered within the year 
	Launch of strategy

	We have developed and launched a communications strategy with the aim of helping us to achieve the delivery of the 2023-26 Corporate Plan.
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