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We provide the administration  
of justice to enable the independent 
judiciary to make decisions. 
 
Our services are:  
Just
Accessible
Proportionate

HMCTS purpose



The people we are serving

Victims

Witnesses

Defendants

Jurors

Claimants

Defendants

Non molestation 
orders

Housing 
authorities

Appellants 

(usually against 
another govt 
department’s 
decision)

Divorcing families

Local Authorities

Executors

Adopting families



Paper, paper, paper



We have £1bn to change…
Paper based systems & poor IT infrastructure, 
which drives over reliance on physical hearings  
to move cases forward. 
Justice system designed around professionals  
rather than the people we serve.
Arcane processes that are hard to administer  
& even harder to navigate.  
One size fits all means that court is used to  
solve issues better dealt with elsewhere.
Resource and time allocation does not reflect the work 
being done – simple things can take a lot of time.



What makes a good customer experience in HMCTS?

Being listened to was found to 
be the most influential factor on 
customer experience

Time taken was found to be the 
least influential driver, although 
it is still important

Increasing visibility of the 
process is important in 
improving customer’s 
perceptions across the whole 
journey

Visibility can be improved by 
providing more information
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Listened to

Good information

Can do what they need to do

System open and accessible

Experience of staff

Able to take part with confidence

Understand what is happening

Physical environment

Time taken
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The HMCTS Promise



Tools to make justice more human

1. The Human Voice of Justice
2. Measuring what matters
3. Transformed services



 The Human Voice of Justice….



“The following narrative is not given as an 
excuse but as an explanation as to why 
judgment was entered after you had 
submitted your Notice of Discontinuance.”



“I am sure you appreciate that the court 
cannot remove all human error from its 
processes.  I am upholding your complaint; 
however, I do not feel that the error made by 
the court necessitates a compensation 
payment.”



The Human Voice of Justice

The human voice of justice is our 
new tone of voice and has three 
easy to remember commitments. 
It’s not a list of rules. 

1.We’ll listen to you.
2.We’ll explain everything clearly.
3.We’ll guide you. 



“I’m sorry you’re unhappy with the way we’ve 
handled your complaint so far. I’ve checked all 
the details and it’s clear we’ve made mistakes 
that have delayed your case. I’m very sorry 
these happened. I’m increasing our offer of a 
goodwill payment (ex gratia) to £650 because  
of this.”



“Of all the many initiatives and projects that we have seen in HMCTS,  
the human voice of justice has had the most impact on us.  
My colleague waves the guidance at anyone in her office she feels could 
benefit. It has spearheaded a complete culture change. 

Once you make that shift to thinking of appellants, litigants in person  
and our other users as just people who are unfamiliar with the process, 
not lawyers, that need straightforward help, there is no going back.”

Staff feedback



Measuring what matters….



Just

Accessible Proportionate 

Low barriers to 
access

It feels just to me

Just, 
Accessible, 

Proportionate

Cost and 
complexity match 

the issue 

Simple routine 
things are easyI access it when I needed 

it Did the effort and risk 
match the benefit? 

Justice matters…



TIME

QUALITY COST

But how do you measure it? 



Perception

Effort Experience

Effort to 
access was 
reasonable/ 

fair

What do people think 
and feel about our 

services? 

Processes that 
are unreliable 

may feel unjust

Effort 
mitigating 

failure

How hard is it to 
use our services? 

Do we do what we 
say we will, and fix 

it effectively if  
we don’t?

Just,  
Accessible, 

Proportionate

We’re combining Perception, Effort & Experience



• Contacts per outcome (Effort)
• “Never events” (Experience)
• “Confidence” in the system(Perception)

For example:



 Reformed services….



Online



People seeking a divorce…

“The service was a lot easier because I use a wheelchair and didn't have to go out; I also found it very easy as an 
autistic person to get support from the team.” (User, 2018)

“It was marvellous, pain free and less stressful than the paper form which I tried several years ago to complete but got 
fed up of it being rejected.” (User, 2018)

“I found it very helpful that it was so factual, it helped to keep the emotion out of what is a very difficult process. (User, 
2018)

“This was a very easy to navigate, logical form. It was also intuitive." (User, 2018) 

People who need a grant of probate…

“Very pleased to have access to this service - I have lung cancer and am undergoing Chemotherapy at Christies, 
getting around town to solicitors, govt offices etc is very difficult for me. I also have never needed a cheque account so 
this saves me getting a postal order (and parking problems at the PO). Thanks again.” (User, 2018)

I found the online option extremely useful for someone like me in their later 60s very easy to follow.” (User, March 
2018).

OK, so what do users think?



People issuing a civil money claim…

 “I am 71 years old and not quite computer friendly but I think it is a very good web site and quite 
easy to use.” (Claimant, 2018)

“PSU welcomes the new online system… a clear step forward for people who are comfortable 
with online processes.” (Personal Support Unit, 2018)

People tracking their social security & child support appeal:

It’s easier to track it this way rather than waiting on hold for half an hour waiting to get through to 
somebody.” (User, May 2018).

People making a plea online:

“Comments perfect, if only all government and other services worked like this.” (User, 2018)

And more…



Thank you…



We’ll be back in  
In the meantime, why not  
grab a tea or coffee outside?

1:50-2:10PM

BREAKOUT
BREAK 20 MINUTES


