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JR A JUST AND
EQUAL SOCIE

Everyone’'s rights need to be protected

We champion the work of Law Centres
across the UK, support the services they
provide, and campaign together on a
national scale for equal access to justice for
everyone.

> JOIN THE FIGHT FOR A FAIRER SOCIETY
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SERVICES

WELFARE
BENEFITS

We help local people to
understand...

HOUSING

If you have a housing
matter...

IMMIGRATION AND
ASYLUM

Our highly experienced
immigration...

GRENFELL
SUPPORT

Daily legal advice Monday
fo...

EMPLOYMENT
ADVICE

Unfair dismissal,
discrimination,
redundancy...

ok

CRIMINAL JUSTICE

Our Crime Team deals

»
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The HMCTS Reform Programme

What we’ve achieved

Reformed projects are having a significant impact on those who need our
justice system, as well as helping the most vulnerable in our society. There's
been widespread uptake. We’'ve received almost 2 million digitally submitted
cases to our reformed services. These include:

e immigration and asylum

e divorce

e probate

e money claims

e low-level criminal cases using the Single Justice Procedure
e government benefit appeals

e family public law cases

International Forum on Legal Aid ‘ J‘L Law
2023 1r Centres
(/ Network



“Technology should
help users resolve
disputes easier and
cheaper... it is here to
stay and the legal
sector is not exempt”

Sir Geoffrey Vos

Master of the Rolls and Head of Civil Justice in
England and Wales
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Review of Civil Legal Aid

Technology and digitalisation can enable better services...

O 6 + Inthe short-term, this could help optimise legal processes, synthesise vast swathes of information, and increase
accessibility for many users

+ Inthe longer-term, it has the potential to transform the civil legal aid system and the entire legal sector more broadly

... However, the use of digital and technology should not exacerbate access to justice gaps
O '7 + Many studies evidence the scale of digital exclusion (e.g. lack of easy access to laptops) for millions of people (Ofcom
2023), disproportionately among those groups most likely to seek civil legal aid
« Further,in many cases, a people-centred, face-to-face form of legal support is required to resolve civil issues
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Our digital programme objectives

Law Centres embrace digital as a mechanism for
improving client services.

Services are better, easier and cheaper.

LCN recognises there are differing levels of digital
maturity across the Network. We aim to ‘raise the game’
for all Law Centres.

We approach digital through a design lens.
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Workstream

Initiatives

What have we been doing?

Understand the needs

of Law Centre staff
and help-seekers

Robust user
research

Data
strategy

Equip Law Centres to
become resilient and
future-

proof

IT

Upgrade

infrastructure

Enable a common
approach to digital

innovation to be

adopted across the

Network

Design System
for the Network

Training &
Upskilling

Website

Respond to the needs
of Law Centres and
their communities

strategically

Case
Management

Platform

Enquiry
Desk

1:1 Digital
support

Back-office

Other service
initiatives




ICT Infrastructure Upgrade

Active users - Microsoft 365 Services Active users - Microsoft 365 Apps Email activity Microsoft Teams activity
. . « wae « g
877 active users 729 active users . o 550.0K activities . 47.0K activities v =
Total number of unigue active users per Microsoft 365 Service Total number of unigue active users per Microsoft 365 App Mumber of send and receive actions over the selected time period Total number of Teams activities over the selected time period
16K 16K 493K 295K
12K 12K
336.9K 221K
308 790
224.6K 14.8K
404 335
122K TAK
0 0
Exch.. OneD.. Shar. Team.. Yamm.. Exce.. OneM.. Outl.. Powe.. Proj.. Team.. Visi.. Word tota. o o —
MW Active Users [l Total Users M Active Users [l Total Users et  Rece.  Read Chan_  Chat. 1.  Tota
View more View more View more View more
OneDrive files SharePoint files Office activations Yammer activity

Total Yammer activity over the selected time period
3.9M files stored . - 8.2M files stored . ::- 3.0K activations

Latest number of files in OneDrive Latest number of files in SharePoint Total number of Office activations over the selected time period

5.5TB 106.1K 28K

Looks like no one is using this product yet

4278 T9.6K 22K
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Law Centres Platform

0D Help Centre

Law Centre Guides
Shared Resources

AskLCN

D) Getinvolved

Network Events
Training Sessions

Current Vacancies

O Connect

Find Members

Contact Law Centres

Join Discussion Groups

O ThelLatest

Projects

Funding Opportunities
Updates from the Network
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BackOffice

Dashboard

HR Overview
A dashboard capturing key information about the cumrent workforce,
As of 10-Aug-2023 11.58 Viewing as Alex charies Change

Recruitment Status - All Roles B Current Workforce #
Recruitment. Record Type Workforce: Record Type
Record Count
4 Employee Contractor @@
. Volunteer @ Empioyee @
g Trustee @ Trustee @
[ Contractor Volunteer @
- 2
2
& 12
0 - -
Preparation Advertised Offer Made Offer Accepted
Reciuiment Status
View Report (Recruitment Status - All Roles View Repart (Workforce (Curent) - Contact and NOK)
Induction Status = Staff Asset Register =
nduction Status A
Name: Name Asset Name Asset Type 1 Purthase Date | Date Provided | Date Refur
3 Inprogress
Complete @ Laptop & Charger 14/03/2022 17/03/2022
5 2 Employee no.2 Laptop & Charger -
&
o Sam Jones Leptop & Charger 01/03/202 .
g
i Test Emplayes Laptop & Charger
Test Emplayes Laptop & Charger 08/D2/2022 -
0
Mebi Mabile & Charger 31/03/2022
Employee Volunteer “ coE s e
TestEmployes  Mebile 25 Mabile & Charger 1470 2022 -

Workforce: Record Type

View Report (Induction Report (A Stafl, &1l Time)) View Report (Siafl Asset Regisier

+ Follow | #% | Refresh Edit | ¥
Onboarding - Status =
Onboarding Status
4 Ofier Made @
§ Ofter Accepted
“ 2 Draft Contract Sent Il
g Onbearding Completed
= Pre-Checks @
0
o & -
& &«
& ﬁf o
& < &

HR ContractAgreement. Record Type

‘iew Report (Onboarding - Al

Assets given to Staff -
Asset Name

4 Laptop 35724

Mobile 26 B

Record Caunt
r

o - -

Employee no.2 Sam Jones Test Employee Volunteer Test

Mame: Name

iew Report (Staff Assel Register)

Uses Salesforce to manage back-office functions like grant,
contact and volunteer management, as well as HR and other office

management related tasks.



Demand Management
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G Law . .
d'h_ Centres Andrew Sprinz at Live Law Centre Q

Clients Received messages Sent messages Manage your centre

Send message Seah B

Search for and send messages to existing clients, view message histories,
or add new clients before sending them messages.

Name Mobile Sent To Received From Opted Out?

Andrew Flett +447421745395 1 0 no m
Julie Bishop +74217456333 0 0 no m
Tori Ellaway +447421745693 0 0 no m
e N T . e | oo
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EnquiryDesk

External
EnquiryDesk

~.

") g
) Enquiry reference number E’: Enquiry Summary \ -.- Close with outcome
Auto-generated Staff member updates ‘ At taian Staff member updates
Staff member

Enquiry activity T e Client Contact updates
Auto-updated | Staff member updates | Mark as Pending

/

Mo o Staff member updates

s—u ‘:‘ EnquiryDesk automatically M Statiaties A0 ; s
number of enquiries received; enquiries’ format; areas of

merges enquiries from i % T
. law across enquiries received; enquiries signposted;
returning help-seekers. S ;
staff/teams enquiries assigned to.

Detailed workflow

External

—~= Case Opened

¢’
@
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https://miro.com/app/board/o9J_kqwCo6M=/?moveToWidget=3074457354868896578&cot=14

EnquiryDesk

== Toolbox gt YourCentre & EmilyMacLoud Q

Search *,
o OF
summary
L = ] -
;1 Exaompls =
.
Enquiry Summary
MpSon
45 = Contact Edit
Type of enquiry.
FIRST HAME Bob
Area(s) of law LAST NAME Simpson
o SEX male
That's everything! Postcode Upcoming kev date? & PRIMARY PHONE 07421745695
PRIMARY EMAIL andrew@flett.cc
ma e la erir tion
! © status
ENGUIRY OPENED 18 Nov 07:10
i LATEST ACTION Assigned to Example Team
[ Help-Seeker consents to the Low Centres sharing their details with our legal advisers for the LrUETEY 22Feb 11:47 b}"
purpose of providing Lagal advice, and using their anonymised data for the purpose of monitoring
and evaluation

Enquiry Summary

Add contact details (name, phone, emalil, postcode, sex)

Add enquiry details (type of enquiry, area of law, key dates, enquiry
summary)



Challenges

It's never finished
It's expensive
Risky / easy to get wrong

Data security

Must invest in developing staff skills

@ Remember

Digital must always be about the people
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