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WRITTEN SUBMISSION FROM SALUS 
 

SALUS UPDATE REGARDING PROVISION OF PERSONAL INDEPENDENCE 
PAYMENT SERVICE (PIP) 
 
1. Purpose 
 
Paper provides Committee members with an update on PIP related activity to April 
2014. 
 
 
2. Background  
 
Salus are a supply chain partner of Atos Healthcare for the delivery of Personal 
Independence Payment assessment in Scotland. Salus provide consultation venues 
in Glasgow, Edinburgh, Hamilton, Kilmarnock, Ayr, Dumfries, Stranraer and Brodick. 
Atos Healthcare and other partners have responsibility for areas outwith those listed. 
 
PIP service has been actively processing face-to-face consultations for nine months, 
commencing July 2013.   
 
To date approximately 10,700 appointments have been offered, with over 6,800 
individual consultations completed.  
 
To date 5 complaints have been received (rate = 0.0007% - none upheld).   
 
Due to the high quality of consultations to date, no penalty credits have been 
sanctioned. 
 
 
3. Consultations 
 
Following improvements to IT and fine tuning of the assessment tool, staff are 
completing an average of 4 consultations per day. At times this proves difficult when 
claimant presentations are complex. However the consultation duration is 
determined by the claimant. The claimant should be satisfied that they have had 
enough time to provide an accurate account of their position. 
 
As such 90-110 mins appointments are provided at present.  
 
Salus hope to provide over 31,000 appointments by December 2014. 
 
Atos Healthcare and DWP have informally stated  that Salus are among the best 
service providers  relating  to the quality of reports submitted. 
 
 
4. Workforce 

 
Currently 25.5 WTE health professionals are in place; this will rise to 37 WTE by 
August, assuming all posts are filled.  
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5. Complaints 
 
Five complaints have been received to date (rate = 0.0007%). None have been 
upheld. (3 in relation to venue directions, 1 regarding furniture & 1 regarding staff). 
 
 
6. Consultation 
 
Salus invited 12 disability related groups to the Glasgow assessment centre prior to 
commencement of the service in June 2013. Seven representatives attended and an 
open discussion on concerns for claimants, the consultation process and Salus 
ethos within the service was undertaken.  
 
Salus presented to the Scottish Social Security Consortium in November, 
demonstrating a claimant journey in full and illustrating the descriptors used within 
the assessment process in full. This was well received by the group. However the 
group were concerned that 120 minutes may be too long for a disabled person to 
undertake.  
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