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Context:

Legal Aid Agency

e Employs c.1,200 people
e Administers £2bn of public money (representing >22% of overall MoJ spend in 2022/23)

e Processes >400k applications for legal aid (2021/22). 94% of civil applications were processed within 20
working days except for the most complex cases and 100% of criminal legal aid applications were processed
within 2 days.

e Processes 1.2m bills (2021/22). 99% of bills were processed within 20 days against a target of 90%.

e Answers 130,000 calls to our call centres (2021/22)
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e Contracts with ¢.2,200 civil providers; c.1,600 crime providers and makes payments to ¢.3,600 advocates

e Majority of staff work in case management teams, handling applications from clients (members of public) and
bills (from providers - often solicitors) or in contract management teams

e NAO agreement of <1% margin of error

¥&
e Deliver 98% initial transactions online, but rely on systems which a majority (85%) are at end of life or "_
beyond Digital
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Deliver a world-class justice system that works for everyone in society

Changing the user experience of justice - simpler, faster & better for everyone

Protect the public from serious offenders &

improve safety in prisons Led by users Driven by data

Flexible in our
We will create a We will ensure the approach

: user centred right data is : :
Reduce reoffending mindset & true ava?ilable P We will be nimble,
multidisciplinary right time for the Lisliaty) ELIElEE)

q where it is right to
Deliver swift access to justice eI T EEEpE do so

Provide
straightforward &
sensitive access to
compensation

Deliver simple, Deliver modern, joined Create simplified
clear, fast services up services for prison and more reliable
for probation colleagues and access to legal
colleagues prisoners aid services

Modernise Courts &
Tribunals services
(Reform)

Build a modern
Lasting Power of
Attorney
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Secure, de-risk and make visible the health of our top 45 business critical systems

Design, deliver and maintain sustainable core technology services and an exceptional workplace technology experience

e
Build strong digital & technology capability Drive proportionate functional standards Build an open, collaborative culture 5.\
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Our services, users and product teams

How we group our products

Most of our products fit in to one of the following product groupings. These are outline on our

product strategy for 2023-25.

Access to legal aid

Information and
advice

Applications

Enabling access to Applying for legal
justice for everyone in representation in court
society through easy to allows for simple and

understand and efficient access to
efficient access to legal justice to everyone in
aid services society

Information and advice Applications strategy
strateqy document document

LAA Digital — Welcome to LAA Digital

Payment of legal aid

Support the
authorisation and
assurance of bills for
legal aid by providing
accurate, timely and
accessible information

Billing strateqy
document

Payments and
finance

Fast, reliable and
accurate payments and
financial reporting to
keep Legal Aid
sustainable and
available

Payments and finance
strategy document

Supporting the
outcomes of products
and services across

the Access and
Payments service
EICE

[e}
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https://docs.google.com/presentation/d/1bkcwCWryIDfOcm-MMF06jCAWqNv647af_5POdSSs2PI/edit#slide=id.gfdf50c9dc6_0_24
https://docs.google.com/presentation/d/1xNYVyyhk-saPzWSRwkBrLbCQqkw0RnLSLT0W3O3uLbQ/edit#slide=id.gfdf50c9dc6_0_24
https://docs.google.com/presentation/d/1nl4gOo3IOIhWAOULAF8fwwUqzctjoPVVOXGNq2B9vcA/edit
https://docs.google.com/presentation/d/1IUDV66M8RERX8VwmqtIboI6Yn08iRfI6WJ6fMiOUiO4/edit#slide=id.gfdf50c9dc6_0_24
https://docs.google.com/presentation/d/1U2RhHppVsSbRn8PVq7C_z74RaUQexin5lUSqJMFkxk0/edit

Our services, users and product teams

22 products in 5 product groups (overview)

Informat.lon and Applications Payrpents and
advice finance

DISCOVERY ‘

BETA ® 0000 ® ® ®
Ve o0 ®
LVE (LEGACY) ® o0 0000 000 o0

s19sn Aq pa| pue ejep Agq usaup ‘uonesiuebio s|qixay v W

(e
)
Justice
Digital



Our services, users and product teams

22 products in 5 product groups (in detail)

Information and
advice

Applications

cCcQ

BETA

Check if your client qualifies for legal aid

LIVE

Check if you can get legal aid

CHS

LIVE (LEGACY)

Call handling system (Civil Legal Advice helpline)

FALA

Find a legal advisor

LIVE

BETA

Apply for civil legal aid

BETA

Apply for criminal legal aid

BETA

Review criminal legal
aid applications

BETA

Review civil legal aid
applications

LIVE (LEGACY)

CCMS Civil applications

Client and cost management system

LIVE (LEGACY)

Crime core applications

Payments and

finance

BETA

Non-standard crime claims

CIS

Corporate information system

BETA

Payments and finance

LIVE (LEGACY)

LIVE (LEGACY)

CCMS Civil billing and all payments

Client and cost management system

Assess a claim
(Crime higher)

CWA

Contracted work administration
(Crime lower and contracted civil)

LIVE

Claim for payment
(Crime higher)

pisco

Billing

DCES

Debt Collection Enforcement Service

BETA

Eligibility platform

DART

Data and reporting

CCMS platform

Client and cost management system
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TECHNICAL DEBT

e Debt can help you achieve your goals
e Debt carries an implied future cost

e Debt can grow to become a significant burden
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TECHNICAL DEBT TRAP

Not this: ...or this will happen.

Add new capabilities Enhance existing capabilities

Manage complexity

O
@)
—
=)
2}

Enhance existing capabilities Add new capabilities

Unstructured experimentation
. Unplanned work / interruptions
Manage complexity

Unplanned work / interruptions
Unplanned work / interruptions




CASE STUDY
Tackling problem debt

In applications for
criminal legal aid

L

Team name - Deck title




THE STTUATION

@ Time consuming and difficult

o Lots of evidence and information required

@" Multiple steps and manual connection of systems to inject data
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THE IMPACT

e Gaps in information
e Unnecessary administrative burden
e Anincrease in the potential for errors and time taken to process applications

e We believe that this also has an impact on the likelihood and ability of individuals
to apply for and be correctly assessed as eligible for legal aid
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THE CONSTRAINTS

e The product used for applying for criminal legal aid is owned by a third party supplier
e Any changes are high cost with an extremely long lead time
e The contract comes to an end in 2024

e The products used for assessing applications are legacy systems which are very risky
to make changes in

e Thereis a large scale policy change due to come into effect in 2025 which impacts all
of the criminal legal aid systems and products
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“Why can’t you give us an API so we can
automatically populate the application with
information from our own systems?”

~ SOLICITOR

s1asn Aq ps| pue ejep Aq usaup ‘uonjesiuebio ajqixa) v

Iz
1)
Justice
Digital



| 48 Legal Aid Agency

+ 1) Lagal Rop Usa
 2) About You: 1
 3) Abiout You: 2
' 5) Interests of Justice: 1
8 Interests of Justics: 2
v ) Evidence: 1
#) incoma
18) Evidence: 2
1) Legal Representation
12) About The Information
13) Daclarations.
14) Privacy Notice
18) Submit

Aooessibilty Holp

CRM14: Application for Legal Aid in Criminal Proceedings

Your Income and Your Partner's Income
ttems marked # must be completed
Your Income and Your Partner’s Income
* 1] Do you o your partner raceive any of the banefits isted hers?
es
oMo
You
Income Suppert
Income- Related Empioyment and Suppon Allowsncs
(E54)
Guaranise Staie Pension Credt
Income- Based Jobseskar's Allowance (JSA) 3

SpeliCheck | _Save | | Exit | <<Back | Memts

Your Partner
Income Suppart
Income- Retaled Employment and Support Alowance
{ESA)
Guarartee State Pension Credit
Income- Based Jobseskar's Alwancs (154}

3) Are you or your partner amployed ss
ther 3 company Girector or 3 sharenolder
* You Yos @No 7]
* 4] Do you or your pariner, tagether, in total betore tax or
any other deduction, of mere than £12, 475 (£239.50 a week)?
Yes [
1™
5 for you and your pariner.
You Your Parter
Employment (wage or salary) amount ] amount
avery wvory
0
Chilg Benfit amount ] amourt
every o] avery =
Wiorking Tax Crecits and Chad Tax amount ] amourt
Crodts
every | avery =l
Universal Crodit smoun ] amourt
every o avery o
Total of other banedis amount amourt
avory 5 avory =l
Maintanance incame. smount ] amourt
every | avery =l
Pensons amount ] amount
avry =l overy =
Any other source of income. amount ] amourt
avory o] avery O
Student grant Shtent prant
Money Irom friends. and/ar famiy Manay trom friends andlor family
Manienanca Maintanance
Board o rent rom farsly lodger Board ar et from tamiy ackger
or tenant or tanant
Rental income Rartalincoma
wha allows you e 1 their who allows you access io their
asaes or asmels on monoy.
Csher Sourcn Otber Source
&£ £

* 6] Da you or your partner have any income, savings of assets which are under 3 restraint
‘order or a freezing order?

Yos
Mo

Spoll Chock | Save | Exit | <<Back | Meat>> |

| 88 Legal Aid Agency

) Loga Rep e
2 A You: 1
- 0 Avoua vou: 2
v ) iterests of Justice: 1
- O varustsof Justica:
 MEvidemce: 1
+ Bincons
v 10) Evidence: 2
¥ 1) Lagsl Reprasantation
1) Abous The informatian
P —

1) Privacy Notca

161 Ofica Usa.

Itemms maruss ® must be compieres

can be found n the-
o i

e Logal A

Fublc rpresacinton
it whan my soaci and b court receree my lter

e Lagal Aut Agancy, s agants,

I Conrte & oy "
sartrer

« Hor Revenus and Cusioms
© My bank o bullding s0ciety
+ Any local governmant body or ather public body wah which | interact.
. e feematon wnd
pm—————
'
] ond
7 pang o gl costs
| am etigbie 1 50, wheter of

ey datecca

= Under n Income Contribution Qnter during my cas,
« O 1 am comviciod, under a Final Contibuon Gedar a the end of my case,
» o bt

Tundarstand sl

0 1 8 convicind 00 crdred 10 oy et 8 Final Corlibulion Ontar,

. tares
Erought against ma, or boh.

n widton 0 e

s e under
2 chargs bag placed on my hoe
v v e Dacaration and Fres Notic sbove.

Full narme.

et
provaed s e e
Coclared + - - s

Fullname st b

™ (i1 <] dwa =] voar 018

gal Servce Provor's LAA Aczount. BTN
s

Prict | _Spon Check | _Show Message | _Sond to e Stage | Sare | B0 | c<Back | x>

Axemtiey Moy
CRM14: Application for Legal Aid in Criminal Proceedings
Daclarations _prim | _Spon Groca | Sho Message | _Semd o hes Sage | Smve | 6an | s Back | em=> |

siasn Aq pa| pue ejep Aq uaaup ‘uopesiuebio a|qixayy v

(o
SR
Justice
Digital



“Extra processing steps, double searching,
unlinking-relinking to locate correct case,
filling out the spreadsheet — all of this added
to extra stress when processing...as
caseworkers are aware of time-standards
and allocation”

~(CASEWORKER
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wh Sarven X | © Mew

E———_ |

‘eforms.Jegalservices. gov.uk

eForms

Legal Aid Agency

Y e i = |

Wtresh view |
—— T —
cruia
Casewoner Rsconed |
T a2 Gottier 0
0 [Gethex 0
22 [Geiex o
NCT Direct Standara 15 =TS U
[CRI14 Post Subm asion Ewdence
Caseworker Recones
CAT T Swnaars 5 [Gotnen 0
orer a TGothex o
Non-eans Tesied Swnderd a [oatNex o
NG Rocel 2
NCT. Sundara a owinex 0
NCT Drect Standard O FRE t
IABLILINGBTL 7
0 e 8 Sewch 8O Sew

| m Legal Aid Agency

Libra Search Parameters
Hearing
Libra Courthouse Date

SOUTHAMPTON
(THE AVENUE)

Date of

Family
il First Name DOt®

08/03/2028  WARD

Libra Search Results Summary

Case Session  Family First  Date of 2
Number Date  Name Name Birth  NINO  Offence Short Title
WARD  E— ) W— 0107 Ve icle when slcchol level
001 - Faded to comply with the
JooM 05/03/2021 WARD  SESS—SOS requirements of pos ustodial
supenvision
002 - Fated to comply with ¢
0N 05/03/2021  WARD WS reduirements of post-custodial
sugervision
o cle with a proportion
NN 1032021 WARD  S—S0O of 8 zpeciied contralied drug sbove the
cpeciied me
2 2 — 70 W0 T S0 o property
IGERNERENN 16/05/2021 WARD 1970 valued under £
INMMMMMMN /052021 WARD ES—570 002 - Threat to damage / destroy

Ipwi Chack | Sendto Next Stage | Save | Bxit
nterests of Justice test

<< Bocr

~

seen brought agsinst you?
Gate of Offence

Naion oraer Ton

with which you are charged:

Srave ofterces

#ohving sesou

ierce or damage, ard sencus

xces rrtiving vikence o darmage, and 33 sefious

agamst chicren

i3 cf anoresty (specied ciences and cftences
00 orless)

of dnhonesty (speched cfiences and cences
000 ta does not exceed £100.000

exceeds £
s omer oftences

st publc ustice and sendar offences
o ot
305 of dishonesty (NN vabue: e value imch

detendants i this case?

\/ ariminal cases or charges against you or your

&y harepont com ROC Sewdh
Case Management Guidance * Intranet - Crime SOPs  Offence class and Case View-only
[
Class
TG e Mances agansl The Person AcT TEET 5.7
[Abduchion of defective from parent exual Ofences Act 1056 821 0
[REcion of rmaried G irder T8 Trom parert vl Offonces A T955 5 20 7
[ABGICHoN of unmamied g under 18 fom parent [Sexual Ofences Act 1056 &.10 L2
[Rbucton ol woman by Torce woal Offonces Ac T0S8 5 T 7
R TOB 51T L
) [Rbuse of posion et ovial Ofencens At 20008 3 o
[RGss of posiion ol rust Gausing & child 10 6ngage n sexual [Sexual Offences Act 20055 T 1)
1 actraty
[AbUse of posdion of rusl Causing a chikd valch sexua actvity Ad 20035 10 D
12
0 (KbGse of st sexul aciily in e presence of & chid A 20T 18 1) Yi
>
Case Type  Offence Class
Woekbook Stathtes < G Foadback o Mkrosaf
AT e . . - 0 T .
e 2 hreps legalservices.gov.uk ~ RO Seach o ~ B Sewch o
Mot Asessrmt Aderivi MAAT Liba Sec
A s Campete one o more reasons. For each ’
T T p—— e 1«‘...”.,.” I Merton any evidence mat
Rep Ordler Decision Date Rep Order Decision  Retral? 1ose my Soecty I y matierin B0 proceecings
i ox s mater The probaron servce w
MAAT identifier Appiication Signed Date’  Dste of Receipt Hearing Dste BT T4 | e o S B o,
e _ _— 1n Court Cumtody? 5 sernence o o noncustocs |
o5 e o) o o e e 1 el wih m or T g once.
by i v i f peon 21 P o o 57
Magisurate Court Mogisyate
Number 10J Decision h
suter seckoun damage o my reputatir
Case URN in Common Piatiorm? o o aw may ve invcived (ahether anng fim
o ot e of om)
10 understand the cour proceedings or presert my
1od Result Nots
2010 be vaced of merviewsd on my benai
nay nvotve axper Cross-examinaton of 3
e a0 expert ot )
O ancmer person (such as he persan making a
)t 2 ropresenied |
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QUR SYSTEM

Making an
i application

Providing
evidence

Notifying
provider

-

Submitting
claims

enefit checker

et
Check benefi
entitlement
{DWF)

MAAT API

Reviewing a

Recerding

application decisions

I
Providing

defendant

Integration i
i with MAAT |
i DB i
4

" Checking Y !
cking Updating court; | Sending rep i
EEEEE tem: {Lil:ra}E arders !
(Libra) systems i
£, e

| Checking
! court data
(Libra)

i Checking
i courtdata
i (C.Platform)
e

CDA

pdating court:
systems |
(C.Platform) ;
. __#'

OoLASA

i Checking :
i courtdata !
i (Libra) i}
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Defendants

Lack of
trust

Lack of
awareness

Providers

Inpuventer
information

Eligibility

Caseworkers

Quality of
information received
from providers

Inefficiency with

E order or type
@ (manual) of tasks
x T —

P S

g Multiple systems
and lack of

3 integration

]

O

Unreliable
systems
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Idea generation

your

What would do to solve this?

amothes

Retrieve the records
of a defendant from a
single place

Integrate with HMRC,
DWP and the Police

Better integratiol
with HMCTS

Give real time updates
on applications for
oviders

Give defendants pat
Fighe responsibilig) of
entsipg informytion
whehappying

automate Input

Allow providers.

Automate decision

making

Al to make
decsions
on a110]

Asingle product to

process applications

Increase funding

More
- Funding

Transfer the decision
making to providers

Reduce Info

Bulld on dq
@@ rtured bl
Police

Provide better
guidance to providers

Redesign the content

and interface for
caseworkers

Intutitive

X design =

Assess in
one click

Make certain fields

mandatory

Redesign the content

4

Repiace
erorms w

o 0ew Crime
Apply service
o
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and Interface for
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Validate data before
submission
-
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HIGH

Impact / user value

N\ g M
- rpovdifore
- BV APPLYING

|
e,

! 0 Y
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IF...

We simplify evidence requirements and allow
the person applying to only provide information
that is:

® The minimum necessary to assess
eligibility

Relevant to the circumstances

@® Notinformation we can already access
from LAA or other government
departments’ systems

@® \alidated for errors and completeness

THEN...

Providers will find it easier and quicker to submit
an application

Caseworkers will receive more accurate and
complete information and have to carry out
less manual work, meaning they can
process applications more quickly

LAA would find it easier and quicker to
implement changes and continuously
improve the application journey

[e}
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WETOOK ON MORE DEST...

G GOV.UK Apply for criminal legal aid Apply for criminal legal aid

Startansopikation Tesklst Desbosd Startanapplication Tasklist Dashbsard

mrororre: R ——
EETREIRETN 1 . apeototype. Same things may notwork as sxpected.

Back

Enter the case details .
Confirm the case details

Unique reference number (URN)

URN
This should reduce the amount of information you need to enter about
the case. Casetype Summaryonly
Court hearing the Wastminster Magistratas Court
case
Offence Forgery and misuse of driving dacuments
Co-defendants Alex Welsh

Joe Taylor

Are these details correct?

Ow

O No, | need ta change these details

s1asn Aq ps| pue ejep Aq usaup ‘uonjesiuebio ajqixa) v

etact Fesdbock Pricrosicy Acesmilty st

OGL Al

il uner the Quen Goremement Licen

What happens next

We'll use this information to check if this case needs a
Justification for legal aid
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BUT WROTE 1T OFF ON OTHER PARTS...

1) Legal Rep Use
" 2) About You: 1
" 3) About You: 2
" 5) Interests of Justice: 1
" 6) Interests of Justice: 2
 T)Evidence: 1
" B} Income
" 10) Evidence: 2
1) Legal Representation
+ 12) About The Information
 13) Declarations

14) Privacy Notice

16) Official Use

Items marked * must be completed
Why do you want legal aid? (7]
1 to 9 are possible reasons. Complete cne or more reasons. For each reasan
you have chosen it. Mention any evidence that supports your choice of a reas
1) Itis likely that | will lose my liberty if any matter in the proceedings is de

2) | have been given a sentence that is suspended or non-custodial. If | br
be able to deal with me for the original offence.

3) Itis likely that | will lose my livelihood.
4) Itis likely that | will suffer serious damage to my reputation.

lgun

5) A substantial question of law may be involved (whether arising from leg
or other source of law).

6) | may not be able lo understand the court proceedings or present my o
7) Witnesses may need to be traced or interviewed on my behalf.

8) The proceedings may involve expert cross-examination of a prosecutio
expert or not).

9) It is in the interests of another person (such as the person making a co
that | am represented

10) Any other reason

Apply for criminal legal aid

PR IA AW This is a prototype. Some things may not work as expected.

< Back

Based on the details you provided, you do not need
to enter further justification for legal aid

You still need to provide details of your client’s finances before legal aid can be granted

Save and come back later
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T'S A CONSTANT TRADE-OFF .

A

B

C

E

G

H

Category ~ Sectionand —~ What data we need = Variables = When is this asked on = Case = Assurance = Counter fraud = Debt =
question # eforms? management needs needs collection
1 needs needs (inc
Marston CCO
issuing)
14 Personal s2Q2 First name - Always Must have Must have Must have Must have
15 Personal S2Q3 Other names - Always Nice to have Must have Must have Must have
16 Personal S20Q4 Last name - Always Must have Must have Must have Must have
17 Personal §2 Q5 Date of birth Always Must have Must have Must have Must have
18 Personal 52 Q6 National Insurance Number - Always Must have Must have Must have Must have
. Personal szaQr Application Registration Card - Always No need to have  Nice to have Nice to have No need to have
(ARC) Number
20 Application  S2 Q8 Welsh communications - Always Must have Must have Nice to have Must have
21 Personal 52 Q9 and 10 Home address - Always No need to have? Must have Must have Must have
,, Personal S2Q10a Search home address by - Always Nice to have Nice to have Nice to have Nice to have
postcode
Personal 52011 and 12 Correspondance address Your home address Always Must have Must have Must have Must have
2 Your solicitor's address
A different address
o) Personal S2Q12a Search correspondance - Always Nice to have Nice to have Nice to have Nice to have
address by postcode
25  Personal s2Q13 Email address - Always Nice to have Nice to have Nice to have Nice to have
B3l personal s2Q14 Telephone (landline) = Always No need to have  Nice to have Nice to have Must have
Personal s2Q15 Telephone (mobile) - Always No need to have  Nice o have Nice to have Must have
2N Personal s2Q16 Telephone (work phone) - Always No need to have  Nice to have Nice to have Must have
S3Q1and 2 Type of usual home address  a Tenancy (rented) Always No need to have Must have Must have must have
and relationship to owner (if ~ Temporary
temporary home) Your parent's home (you live
with them)
9 Owned by you
Owned by your partner
Owned by you and your
partner jointly
Someone else's home
a0 Personal s3Q3 Under 18 Yes / No Always Noneed to have Noneed to have Noneed to have No need to have
1 Personal S3 Q4 Charged with an adult Yes / No Always No need to have No need to have No need to have No need to have
iz Personal 53Q5 Partner Yes / No Always Must have Must have Must have must have
[ P S AL asmed T Ot m e im atmbism mmed dombm mf  Clemmlo [T P — N PP L W T Rl ot broms rem Y TP | e Y
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LFWE STMPLY FOCUS ON

TECH DEBT, WE'
SOLVE QUR TECF

L ONL
PROBL




PROGRESS CHECK

Before

Process debt Cultural debt Technical debt Policy debt Knowledge debt

Now

Tech Knowledge

Process debt = Cultural debt MVP debt Policy debt debt

Next
Process

Cultural debt

debt

Tech Knowledge

debt

debt Policy debt e

Total problem-space debt |
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HOW T0 MEASURE!

Raw numbers

Tech debt: number of systems; lines of code; %
test coverage

Process: amount of manual data entry; amount of
manual process; number of business rules

Cultural: number of actively involved stakeholders

Solution: MVP scope and roadmap;
decommissioning rate; average age of software

Knowledge: data mapping coverage;
discovery/alpha coverage

Success indicators

Tech debt: lead time; deploy frequency; failure
rate; mean time to restore; chaos/DR/pen
testing

Process: time to complete application; time to
accurate decision; £ per application

Cultural: stakeholder surveys - attitudes to risk,
trust in digital, digital transformation

Solution: delivery success rate

Knowledge: data availability lead time
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IN SUMMARY

e Problem debt significantly impacts our flexibility
e Technical debt is only one aspect of this, there are other types of debt too
e We can't tackle all debt in one go, we often need to take out new ‘loans’

e Making our debt more manageable will allow us to become more flexible and

meet user needs in our new services

e Setting ourselves up for long term flexibility, rather than just short term stability
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Thank you
ANY QUESTIONS!




