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To design the entire 
system around the 50,000 
that end in a hearing 
rather than the 2 million 
that come through the 
door seems to me not to 
be serving the majority of 
the people in that system 
particularly well
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Modernising the Courts and Tribunals Service
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By the end of 2018-19 we will have spent 
£546m, £83m less than the spending 
envelope in PBC4 on reform, and our 
benefits to date of £158m have 
exceeded planned levels for this point in 
the programme… Tools, such as benefits 
dashboards at portfolio and programme 
levels, are also being developed to 
facilitate the easier dissemination of 
benefits information in a timely manner 
for decision making to drive and 
enhance a benefits-led approach and 
also to track the realisation of benefits 
against the programme’s critical success 
factors and operational metrics.
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5. Continuous online resolution

Social Security and 
Child Support Tribunal

personal independence 
payment (PIP)
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Submit a PIP appeal online Text notification Track progress to decision

Continuous online resolution: progress so far



The early evaluation of an appeal with the 
opportunity to gather further information and 

resolve it online without a hearing. 
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Email invitation to go online and 
provide information 

● Email invites the appellant to 
provide information to the 
tribunal

● The panel are identified by role: 
helps humanise the process

● The appellant is given a deadline

● Each appellant must create an 
account to protect information



Judicial user interface



Question dashboard 

● Information about the 
appeal (name, reference)

● A list of questions that the 
tribunal panel has created 

● A deadline (extendable by 
one week)

● A link for providing 
additional evidence



Questions from the tribunal 

● An example of a question 
that could be asked by a 
tribunal panel 

● Each question should 
extract as much 
information as possible 
(using a broad subject and 
sub-questions)

● Option of saving an 
answer to submit later  



Uploading evidence 

● The appellant can upload 
evidence, such as a 
doctor’s letter  

● It can be posted instead; 
or sent later

● Information about 
uploading  supporting 
evidence is displayed only 
if appellant requests it



Question in draft 

● You can even save an 
answer as a draft

● That allows the appellant 
to review the answer with 
a friend or adviser before 
submitting it 



Confirming the 
submission 

● Last chance to change 
anything.



All questions are 
answered 

• The tribunal reviews the 
answers

• It invites comments 
from DWP

• Within a week, the 
tribunal will tell the 
appellant how it wants 
to proceed.



Tribunal’s preliminary view
• Tribunal has reviewed answers from appellant and comments from DWP

• The tribunal has enough information to make up its mind without a hearing 

• It cannot issue a decision without hearing the parties

• Instead, the tribunal sends the appellant and DWP a reasoned view of case

• This is a type of early neutral evaluation

• The appellant can either accept the view or reject it — as can the DWP

• Either side can insist on an oral hearing; but this is likely to be rare 



A view is offered 

• Appellant is told that the 
tribunal have reached a view 
on the appeal

• Appellant invited to read the 
view online and decide 
whether to accept it



Preliminary view (upper part 
of screen)

• Begins with a summary of 
the view 

• Appellant told how this 
compares with DWP’s 
initial decision.

• If appellant agrees and 
DWP do not object, this will 
become the decision 



Preliminary view (middle part 
of screen)

• Reasons for the view, written 
by the panel

• It’s hoped that appellants 
will be more willing to 
accept the view if they 
understand the reasons for it 

• Appellant can also view 
technical information



Preliminary view (lower part of 
screen

• Applicant has choice of 
accepting the view or having 
a hearing

• Deadline for response



Are you sure?

• Last chance to phone a 
friend



View accepted

• Wait a week to see 
what DWP say

• If DWP don’t agree, 
tribunal will decide



Appellant chooses 
hearing 

● A new panel will 
decide the appeal 

● This means the 
decision could be 
‘different’.

● Appellant asked: do 
you still want a 
hearing?



Appellant is asked why

● This is to help the 
tribunal  understand 
why appellants are 
choosing a hearing  
rather than accepting 
the view



Hearing to be booked 

● The case will be dealt 
with in the normal way —
though the tribunal will 
know what has happened 
previously 







HM Courts & Tribunals Service









• Use of digital systems
• Use of technology for hearings
• Cases dealt with proportionately
• Use of simpler, accessible rules
• Authorising staff  to perform 

routine judicial functions
• A modern court estate, properly 

staffed













HMCTS faces a daunting challenge in 
delivering the scale of technological and 
cultural change necessary to modernise the 
administration of justice, and achieve the 
savings required. It has responded to early 
concerns by extending the timetable and 
improving its governance and programme 
management. But there is a long way to go 
to achieve the planned transformation and 
overall HMCTS is behind where it expected 
to be at this stage.





Public Accounts Committee, July 2018

HMCTS’s £1.2 billion programme to modernise courts is 
hugely ambitious and on a scale which has never been 
attempted anywhere before… Despite extending its 
timetable from four to six years, HMCTS has already fallen 
behind, delivering only two-thirds of what it expected to at 
this stage, and it still has not shared a sufficiently well 
developed plan of what it is trying to achieve.



Public Accounts Committee, July 2018

The pressure to deliver quickly and make savings is 
limiting HMCTS’s ability to consult meaningfully with 
stakeholders and risks it driving forward changes before it 
fully understands the impact on users and the justice 
system more widely… Without a better grip on these 
wider issues, there is a significant risk that HCMTS will fail 
to deliver the benefits it expects.



As of January 2019, we have fully 
delivered 20 of the 23 indicators 
we planned to meet at this stage, 
and which we provided to the 
committee in June 2018.

• Better overall experience
• More accessible
• Clear proportionality











Joshua Rozenberg QC (hon)
Email  joshua@rozenberg.net

Website www.rozenberg.net
Twitter @JoshuaRozenberg

Facebook @JoshuaRozenbergQC

https://long-reads.thelegaleducationfoundation.org
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