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Chief Executive’s foreword

I’'m very pleased to present our Business Plan for 2009-10 — my first as Chief Executive of the
Tribunals Service.

Tribunals deal with more than half a million cases a year involving some of the maost vulnerable
people in society and it is crucial that we continue to develop the Tribunals Service to deliver the
best possible service for our customers. So, | am pleased that 2008-09 has been a successful year
for the Tribunals Service. We have delivered two major milestones:

= in November we implemented the first stage of the procedural and Judicial reforms provided
for in the Tribunals, Courts and Enforcement Act - delivering a new and more effective
structure for tribunal justice;

* in September we opened the first Tribunals Service Administrative Support Centre in
Birmingham — enabling us to develop and deliver more efficient and effective administrative
support to tribunals.

2009-10 is about building on these achievements:

 implementing the next phases of the Tribunals, Courts and Enforcement Act and ensuring we
support the new judicial structures effectively;

= ensuring that where improvements in process and productivity are identified in our new ASC
they are replicated across the country wherever possible;

= meeting the challenge of increased workloads in some of our largest jurisdictions through
improved efficiency and effectiveness across the Tribunals Service.

We will do this by working with our colleagues in the tribunals’ Judiciary: the success of the
Tribunals Service so far has been based on strong foundations built with the Judiciary. I'm looking
forward to continuing and further developing our relationship as we move forward together.

We will also continue to work in partnership with:

= colleagues in the Ministry of Justice: successful and efficient delivery of our objectives relies
on the contribution of colleagues across the department. We will continue to work with them
to find the most effective way of delivering tribunal business so that we can contribute to the
delivery of the Department’s Strategic Objectives;
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= our wider stakeholders: ranging from departments whose decisions are challenged to individual
users or groups that represent them. Each is key to successful delivery of the tribunals system
and we remain committed to working with them so that we can deliver more effectively.

Finally, nothing could be achieved in the Tribunals Service without the tremendous efforts of the
people that work within it. I'm proud of what they have achieved so far and confident that they
will rise to the challenges that 2009-10 will bring.

Tribunals Service Chief Executive
Kevin Sadler
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Purpose, Vision and Values

Purpose, Vision and Values

Purpose

The primary tasks of the Tribunals Service are to:

= Provide a responsive and efficient tribunals administration;

= Promote and protect the independence of the Judiciary;

 Contribute to the improvement of the quality of decision-making across government; and
= Reform the tribunals justice system for the benefit of its customers and the wider public.
Vision

In delivering our primary tasks we aim to be a modern, customer-focused organisation that
delivers excellent performance in improving the quality of original decision-making and the
resolution of tribunals disputes.

To achieve this, we will:

» Work effectively in partnership with the Judiciary and others;

= Drive up standards of original decision-making;

 Use creativity and innovation to transform service delivery;

= Provide customers with choice, where possible, in the way they access services;

= Engage with everyone — staff, customers and other stakeholders — at each stage of the
business; and

= Make efficient and effective use of resources.

Values

We will value:

= Customers — putting our customers first;

* Achievement — valuing our people and their contribution to service delivery;

« Leadership and Teamwork — giving people the freedom and support to succeed;
= Personal Responsibility — doing as we promise and making a difference; and

= Diversity — recognising that we are all different.

Section One Purpose, Vision and Values



Introduction

Introduction

In May 2007, we published our Strategic Plan “Delivering the Future, One System, One Service”
which set out our long term strategy for a radical programme of tribunal reforms, coupled with a
commitment to continuous improvement in the day to day service we offer to our customers. A
copy of our Strategic Plan is available on our website at www.tribunals.gov.uk

This is our business plan for 2009-10. It contains our business priorities and objectives for the
year ahead. It is an ambitious plan, which sets out what we are aiming to deliver within the
resources available in order to take forward the implementation of our long-term strategy.

We plan to make further significant strides towards delivering the programme of reforms set out
in our Strategic Plan, including finding alternative ways of resolving disputes for our customers,
and implementing the second phase of the Tribunals, Courts and Enforcement (TCE) Act.

We are on course to deliver our planned reforms. Last year saw the successful completion

of the first phase of the implementation of the TCE Act. This created three of the first-tier
chambers (Social Entitlement, Health, Education and Social Care and the War Pensions and
Armed Forces Compensation Chamber), alongside the Administrative Appeals Chamber of the
Upper Tribunal. We have also implemented a new ‘pathfinder’ Administrative Support Centre
in Birmingham, where best practice and procedure will be piloted for roll out to our other back
office centres. This plan sets out the next phase of our programme.

Our performance framework for 2009-10 includes three targets that measure the key
performance aspects of our business:

 Speed of our service
e Customer satisfaction, and

= Reducing our operating costs

Our primary target is to improve on the overall speed of our service achieved last year, such that
75% of tribunal applications will be met within target time. Secondly, we will survey customer
satisfaction levels and set an improvement target to be achieved by March 2010. Thirdly, we

will deliver a real reduction in our net operating costs, adjusted for inflation and workloads. Set
against a backcloth of increasing workloads, this represents a challenging agenda for the Tribunals
Service to deliver. Further detail on our performance framework can be found on page 10,
“Contributing to the Performance and Efficiency Programme.”
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Our five overarching strategic objectives are to:

= Deliver effective services within the tribunals. )
» Focus on customers and the wider community.
= Make efficient use of available resources and infrastructure.
= Build our capacity to deliver through our people.
\ = Work effectively with the judiciary and other stakeholders. )

In particular we will focus our effort on the following key priorities, each of which will
play a central role in achieving our objectives:

- Performance: Delivering the Ministry’s strategic objectives through our contribution
within the Access to Justice Business Group;

- Resources: Contributing to the Performance and Efficiency Programme (PEP) by
identifying and working towards increased efficiency and effectiveness;

- Improvement: Implementing the second phase of the TCE Act, delivering a new structure
for tribunal justice;

- Decision Making: Upholding the independence of the Judiciary and working with our
stakeholders to improve the quality of original decision making and the end to end
experience of our users; and

- Engagement: Investing in our people to ensure delivery of a first class, public service to
our customers.

Each of these key themes is now set out in further detail within the next chapter, and
the work programme associated with them is given at Table B on page 17 of this plan,
summarised under our five strategic objectives.
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Business Priorities

Performance: Delivering the Ministry’s strategic objectives

The Tribunals Service is part of the Access to Justice Business Group in the Ministry of Justice,
which was established to improve the management of resources to deliver improved services for
all Access to Justice users.

Since its creation last year, the Access to Justice Business Group has been working on delivering
synergies and efficiencies across the justice system to provide better access to justice for all at
a lower cost to taxpayers. A key part of this initiative is to develop more effective and closer
working between its operational agencies. This includes:

= Her Majesty’s Courts Service (HMCS);
= Tribunals Service;

= Legal Services Commission; and

« Office of the Public Guardian.

The group is responsible for the sponsorship of 29 legal and judicial public bodies.

The Access to Justice Business Group leads on delivery of the second of the Ministry’s four
departmental strategic objectives. This is to:

( ‘Deliver fair and simple routes to civil and family justice’ )

The key aims of this objective are to:
= increase the efficiency and effectiveness of the civil, administrative and family justice systems;

= provide early advice and support to enable disputes to be resolved out of court or tribunal
wherever possible; and

= deliver an accessible justice system that provides support where it is needed.

The Tribunals Service supports this departmental objective through delivering its own strategic
objectives, as measured by the key performance indicators set out later in this plan.
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Resources: Contributing to the Performance and Efficiency
Programme

The Performance and Efficiency Programme (PEP) has been set up by the Ministry of Justice to
deliver performance and cost efficiencies throughout the organisation. The Tribunals Service has
agreed to deliver efficiency savings of £12.1M, of which our PEP programme savings target is
£8.2M. Our PEP programme consists of three principal areas: operational processes, overheads
in the field, and corporate support structures. To deliver the program, we will adopt a best
practice approach to streamline our processes and develop the optimum way to implement
improvements.

We will also work with our procurement division and delivery partners across the Access to
Justice Business Group to find innovative ways to deliver a more efficient and cost effective
service. One such initiative that has already produced significant savings and will continue to do
so during 2009-10, is working closely with Her Majesty’s Courts Service to make better use

of our combined estate. In addition, we will continue to take advantage of opportunities to
rationalise our own estate where this does not diminish the service to our customer, and to plan
for and address key property events due to arise in 2009-10.

Our performance is primarily measured by reference to the:

» Top-level key performance indicators (KPIs);
= Primary performance indicators; and
= Public Service Agreement (PSA) indicator on Migration

Top-level key performance indicators (KPI’s)

The Tribunals Service has three top-level indicators aimed at measuring the key performance
aspects of our business: speed of our service, customer satisfaction and our annual running costs.

KPI'1 | 75% of tribunal applications are dealt with

within target time.

Consolidated performance figure across
the Tribunals Service (derived from
individual performance indicators for each
jurisdiction).

KPI2 | The percentage! of our customers who | Survey measuring customer satisfaction
are satisfied with the service they receive. | across all tribunals.
KPI'3 | To reduce annually the operating costs of | Measure to demonstrate annual

the Tribunals Service in real terms.2

reductions in operating costs, excluding
re-structuring and adjusted for workload/
inflation.

L We will survey customer satisfaction in March 09 and set an improvement target for 2010.

2\We are committed to achieving efficiency savings of £12.1M in 2009-10.

Tribunals Service Business Plan 2009-10
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Primary performance indicators

The Tribunals Service has developed indicators for individual tribunals, which aim to meet a 75%
waiting time target and thereby contribute to the achievement of the top level indicator KPI1.
These can be found at Annex A. For 2008-09, we expect that these individual targets will be met
by most jurisdictions but not by all. The variation seen in individual tribunal waiting times over the
past two years indicates that we still have work to do in order to achieve a more consistent level
of performance across our jurisdictions.

During 2009-10 we will build on the work started during the latter half of last year to establish
definitions for — and to begin measuring — end-to-end 3 delivery times. We will work with judicial
colleagues to monitor and assess potential improvements in end-to-end target times, leading to
a new set of customer focussed outcome based targets by the end of the year.

Public Service Agreement (PSA) indicator on Migration

The Tribunals Service commitment to improve performance across its business can also be
reflected in its participation in the joint PSA on Migration, shared with the Home Office, the
lead on delivery. We contribute to this PSA by continuing to focus on the speedy conclusion of
asylum appeals, in line with our primary performance indicators. The key delivery priority that
we contribute directly to is captured within the PSA as follows:

Fast-tracking asylum decisions, removing those whose claims fail and
integrating those who need protection

Our joint performance target with the UKBA is to ensure that 90% of new asylum cases are
concluded (granted or removed) within six months by the end of 2011. As part of the series of
‘stepping stones’ towards achieving this target, we will work effectively with UKBA to ensure that
75% of new asylum cases are concluded within six months, by the end of December 2009.

3 The end-to-end experience is defined as starting from that time that a customer lodges an appeal through to the conclusion
of their hearing.
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Improvement: Implementing the second phase of the Tribunals,
Courts and Enforcement Act

The TCE Act received Royal Assent on 19 July 2007 and introduces a new two-tier tribunals
structure for most jurisdictions — the First-tier Tribunal and the Upper Tribunal. Both tribunals
consist of chambers grouping together jurisdictions dealing with similar work or requiring similar

skills.

[First-tierTribunaI Chambers

Social Entitlement
Health, Education and Social Care

General Regulatory

Tax

Lands, Property and Housing

War Pensions & Armed Forces Compensation

\

Upper Tribunal Chambers

Administrative Appeals
Finance, Tax, Charity and Land

Registration
Lands

The first phase of the implementation was completed in November 2008, establishing three

of the First-tier Chambers:

- Social Entitlement (incorporating the Social Security & Child Support (SSCS), Criminal Injuries

Compensation and Asylum Support);

- Health, Education and Social Care (incorporating Mental Health, Special Educational Needs &
Disability and most of the Care Standards jurisdictions); and

- The War Pensions and Armed Forces Compensation (transferring the Pensions Appeal

Tribunal).

The Administrative Appeals Chamber of the Upper Tribunal will hear onward challenges on
points of law from the First-tier Chambers, as well as first instance appeals from some of the

current Care Standards jurisdictions.

Tribunals Service Business Plan 2009-10
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This financial year will focus on the second phase of implementation and will involve the transfer
of the remaining tribunals in to the new chambers structure. The table shown below sets out the
timetable for Phase Two.

Table A: Timetable for Phase Two of the TCE Act Implementation

Q1 Tax Chamber e Comprises the work of the General and
Special Commissioners; VAT and Duties
tribunal and section 706/section 704
Tribunal.
Finance & Tax Chamber « Hears appeals from the First-tier Tax
Upper Tribunal Chamber
Lands Chamber e Lands
Upper Tribunal
Q2 General Regulatory Chamber « Charity Appeals, Reviews and
(Part 1 — proposed content) References
e Consumer Credit
* Estate Agents Appeal Panel
» Transport Tribunal*
Date | Asylum & Immigration Chamber Subject to Government decision on whether
to proceed with integration of the Asylum and
TBC Immigration Tribunal into the new system
Q4 General Regulatory Chamber e Gambling Appeals Tribunal
(Part 2 — proposed content)  Claims Management Services
e Information Tribunal
e Immigration Services
» Adjudication Panel for England
Finance & Tax Chamber Upper « Financial Services and Markets
Tribunal * Pensions Regulator Tribunal
Health Education & Social Care « Family Health Services Appeal Authority
Chamber

4 Decisions from the Driving Standards Agency will be transferred to the First-tier tribunal and be dealt with by the General
Regulatory Chamber from September 2009. Appeals from Traffic Commissioner decisions will be dealt with by the Administrative
Appeals Chamber of the Upper Tribunal.
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Decision Making: Upholding the independence of the Judiciary
and working with our stakeholders

Judiciary

The Tribunals Service is committed to upholding the independence of the Judiciary and ensuring
the provision of an independent and efficient system of justice across the tribunals organisation.
Through our Tribunals Judicial Office, we provide a dedicated support organisation to the
Judiciary in relation to their statutory responsibilities under the new TCE Act 2007. In addition,
we will be supporting the development of a programme for improving judicial welfare and
extending appraisal, as well as a three-year judicial training plan. We will work with the courts’
Judicial Office and the Judicial Studies Board on these initiatives.

Stakeholders

The Tribunals Service continues to work with its stakeholders to ensure we consult thoroughly
on potential new tribunal policy, funding and other implications for the Tribunals Service.

Following the transfer of the Social Security and Child Support Tribunal into the new unified
Tribunals structure, we are working with the Department for Work and Pensions (DWP) and
Her Majesty’s Revenue and Customs (HMRC) to improve the end-to-end appeals process
for the customer. In co-operation with the UK Border Agency (UKBA), we will work towards
transferring the Asylum and Immigration tribunal into the new tribunals structure. We will
also engage with UKBA, both to monitor the volume and impact on appeals of the phased
implementation of the new points-based system, and to improve the forecasting of appeals
in this potentially volatile area in order that we may be better prepared to deal with surges in
workload.

Following the passage of the Employment Act 2008, we will be working with the Acas and the
Department of Business Enterprise and Regulatory Reform (BERR) to successfully implement
and evaluate the revised Dispute Resolution procedures effective from April 2009. These
changes, in conjunction with an increased Acas conciliation capability, aim to increase the number
of employment disputes resolved without recourse to a formal hearing.

We continue to work closely with the Administrative Justice & Tribunals Council, an advisory
body that keeps under review the administrative justice system as a whole with a view to keeping
it accessible, fair and efficient. The Council retains a broad interest in our work, particularly in
respect of enabling the early resolution of disputes out of tribunal, and providing support to the
users of tribunals where it is needed. We also liase with stakeholder groups that represent the
interests of our customers, e.g. by holding representative user group meetings and other forums
across our regions at a local level.

Tribunals Service Business Plan 2009-10
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Engagement: Investing in our people

Customer Service

The Tribunals Service continues its commitment to improve customer service across the
organisation. We want to achieve a culture across Tribunals Service whereby equality and
diversity are key to design and delivery of policy, legislation and services to staff and the public.

We continually assess levels of customer satisfaction through regular customer surveys. An
improvement target for customer satisfaction will be set in March 2009, and we will also continue
to monitor performance against our Customer Service standards, as listed at Annex A.

We have established a Tribunals Service Customer Service Network that will lead the
organisation in improving all areas of its customer service and to realise efficiencies and establish
best practice across Tribunals Service. Through this network, we will develop and implement

a Customer Improvement Plan that includes work to address information provision as well as
other work aimed at improving satisfaction levels. The plan will be implemented by June 2009.

Transforming Tribunals Programme

Through our Transforming Tribunals Programme, our focus this year is to implement key
legislative changes, complete the final stage of our Pathfinder Administrative Support Centre
(ASC) Project and rollout our new Caseflow system. These changes will help reduce our overall
costs, improve our efficiency and enable the organisation to make further changes in subsequent
years to improve service to its customers.

This financial year, we will implement the second phase of the TCE Act structure. By October,
we will have moved the functions of the Employment Tribunal from Stratford to a new hearing
centre in East London. By December we will complete the third stage of our Pathfinder ASC
Project in Birmingham when the Midlands based Employment tribunal-processing work will move
across to the new ASC. This follows the move of both Social Security and Child Support Appeals
and Asylum and Immigration Tribunal work into Pathfinder during the latter part of last year. Our
evaluation of this project will contribute to decisions with Access to Justice colleagues on how
we take forward the Pathfinder model.

Caseflow, a joint project between Tribunals Service and the Acas, is an electronic case
management system that will bring greater efficiency and flexibility to processing and
administering claims to the Employment tribunal. It is currently planned to roll out this system to
our Employment tribunal offices by March 2010.
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A key part of our commitment to making improvements and delivering efficiency savings across
Tribunals Service is through the implementation of Lean®. This will help to ensure that our
processes are efficient and as consistent as possible and central to achieving this will be involving
our staff in devising improved ways of working. Our aim is to create a culture of continuous
improvement to bring lasting and effective change.

We successfully piloted Lean methodology during 2008-09. Building on this pilot work we

are now committed to rolling out a Lean programme across the Tribunals Service from early
2009-10 and extending to future years. This involves training a complement of Lean Change
Agents, through a central Lean Academy, to work with our staff in developing and introducing
new standard processes, and implementing a more visual, focussed approach to performance
management.

5 Lean is a methodology for continually improving performance in the workplace in terms of quality, cost and customer satisfaction.
Lean aims to eliminate waste in processes so that time is more efficiently spent and greater value gained.

Tribunals Service Business Plan 2009-10
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Work Programme 2009-10

Table B: Work Programme for 2009-10

This table sets out our detailed work programme for the year ahead. The initiatives in this
work programme are presented under each of our five Strategic Objectives, as outlined in the
introduction to this plan.

Strategic Objective One: Delivering effective services within the tribunals

The Tribunals Service continues its reform agenda, as part of its modernisation programme. This
year will see us completing our Pathfinder ASC Implementation, completion of the second phase
of the TCE Act, and the rollout of the Caseflow Project across the Employment tribunals.

Objectives Quarter6

Administrative Support Centre (ASC) Q4

We will complete the final stage of the Pathfinder ASC Implementation. The last
phase will be completed by March 2010, following the transfer of Employment
Tribunal processing work from the Midlands region.

Hearing Centres Q3

We will establish and bring in to operational use a new Hearing Centre in East London
to replace the current Employment Tribunal Office and Hearing Centre in Stratford.

TCE Act Implementation Q1,Q2, Q4

We will implement the second phase of the TCE Act Implementation project. This (see timetable
will involve the development of the legislation, rules, and supporting operational on page 13)

changes to transfer the remaining tribunals into the new Chambers structure. This
includes Tax Appeals (delivered through the Tax Appeals Modernisation project),
Lands into the Upper Tribunal, and establishing the General Regulatory Chamber.

We will also work with colleagues in HMCS to implement enforcement provisions
relating to tribunal awards and Acas negotiated settlements.

Caseflow Project Q4

Our new case management system for the Employment Tribunal is planned to be
operational in 21 of our 25 Employment Tribunal offices by March 2010.

Plan for extending the Tribunals Service ‘family’ Q4

We will plan the transfer of existing non-Ministry of Justice tribunals scheduled to join
beyond April 2010 and for the creation of new tribunal jurisdictions in the Tribunals
Service. In support of the government’s policy to ensure all central government
tribunals are eventually brought into the Tribunals Service, we will plan and put in
place the necessary actions to ensure these jurisdictions are established. This includes
those scheduled to join in 2009-10 e.g. the Adjudication Panel for England, Family
Health Services Appeals, and the Reserve Forces Appeals Tribunal.

Data Security Q1-Q4

The Tribunals Service will ensure that Cabinet Office and Access to Justice
requirements on data handling and information security are rigorously applied across
the business.

Corporate Governance Q1-Q4

We will continue our work to embed and develop a robust corporate governance
framework, which has the flexibility to adapt to organisational change.
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Strategic Objective Two: Focusing on customers and the wider community

Our customers are at the heart of the Tribunals Service. Following the Tribunals Service national
survey, we have gained valuable feedback from our customers informing the development of

our service standards and our working practices in offices and venues. This year, we will be
looking to utilise those results to develop and further improve our service. With the Judiciary and
Departments and Agencies, we will ensure that our end to end processes are joined up, efficient,

and deliver consistent standards of service.

Objectives Quarter

Working with the Judiciary we will put in place a programme of engagement with
departments aimed at helping them improve original decision-making.

Customer satisfaction Q1
We will continue to work on improving customer satisfaction levels. Informed by our  (pjan to be
customer survey in March 2009, we will put in place an improvement plan by June 2009 reported on
and set a target aimed at increasing reported satisfaction levels by the end of the year.
quarterly)
Sustainable Development Q4
We will roll out the Environmental Management System to 35 sites within the
organisation, with the aim of applying for accreditation for those sites by the year-end.
Final accreditation to the 1SO14001 standard is expected by the end of the year.
Key Performance Indicators Q3
We will build on end-to-end data collection done in second half of 2008-09, develop
firm proposals and consult with judiciary on the implementation of new end-to-end
Key Performance Indicators and outcome-based targets. The proposed targets will
operate for an initial shadow period to inform new agreed targets to commence in
April 2010.
Decision Making Q2

6 The quarter indicates the time period by which the initiative will be delivered, e.g. Q1 means completion by the end of June 2009,

whilst Q1-Q4 indicates that there are staged delivery points spanning each of the four quarters.

Tribunals Service Business Plan 2009-10
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Strategic Objective Three: Making efficient use of available resources and infrastructure.

The Tribunals Service is committed to the delivery of an efficient, cost effective and streamlined
service. This financial year will see the organisation continuing its drive to bring in greater
efficiency through more integrated and streamlined working with Her Majesty’s Courts Service
and at its operational base.

Objectives Quarter

Reducing operating costs Q4

We will continue to make reductions in the real operating cost of the Tribunals
Service by delivering overall savings of at least £12.1M in 2009-10.

PEP (Performance and Efficiency Programme) Q1-0Q4

Through our continued joint working with the Access to Justice Business Group, we
will identify and take forward savings initiatives within the Tribunals Service. Such
initiatives will be targeted mainly on operational processes, overheads in the field, and
corporate support structures.

Estates Q4

We will work with the Access to Justice Business Group, alongside our delivery
partners in Her Majesty’s Courts Service, to deliver a more effective use of our joint
estate. Specifically, we will look to take advantage of the enforced closure of Cardinal
Tower (Central London) and lease break/expiry opportunities on our ET Newcastle
and Thornaby sites to further rationalise the estate.

IT Q1

We will work with colleagues in the Ministry and our IT suppliers to improve the
way in which we assess the impact, and subsequent delivery, of requests for new IT
initiatives.

LEAN streamlining Q2

We will undertake the training and deployment of LEAN practitioners within business
operations to identify and take forward opportunities for streamlining our processes.

Integration of Tribunals Service operating functions Q4

We will continue to work closely with colleagues across the Ministry of Justice to
identify common functions where costs could be saved or service improved by closer
working.

New Fee Schemes Q4

We will continue the detailed planning and consultation for the implementation of a
new fee scheme for immigration cases, scheduled for implementation early in 2010-11.

We will implement a new improved fee scheme for the Lands Tribunal jurisdictions,
scheduled for implementation in April 2010.
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Strategic Objective Four: Building our capacity to deliver through our people

The Tribunals Service will ensure that its front line, operational and corporate staff have the
necessary capabilities and skills to deliver an excellent service to its customers. To achieve
this, we will develop a strategy on ‘Optimising People Capability’. This focuses on Leadership,
Succession Planning and Talent Management, Skills & Capability, Employee Engagement and

Learning & Development.

Objectives Quarter

The Tribunals Service will work towards an average sick absence of 7.5 days or less
per person per annum.

Learning Needs Analysis Q1-Q4
We will conduct a Learning Needs Analysis across the organisation and a qualifications

audit of all staff.

This will ensure that we can respond to the Government target of 95% of public

sector workers to reach at least National Vocational Qualification Level 2 by 2011 and
produce a Tribunals Service wide Learning and Development Plan that is consistent

with the Ministry of Justice strategy.

Leadership Scheme Q1-Q4
We will drive forward an inspirational leadership scheme.

This will include revising the Leadership Wheel by mapping National Occupational
Standards (NOS) to produce a performance measurement tool. We will also deliver
Leadership Development Programmes for Senior, Middle and first line managers

based on need and establish a coaching culture within the organisation.

Talent Management Framework Q3
We will develop a Talent Management Framework to help us identify Tribunals
Service/Access to Justice talent pools, produce a succession planning model, with

identified business critical roles and populate and re-launch the Future Leaders

scheme.

Training Q2
The Tribunals Service will review the delivery of Business Skills Training to ensure

we are delivering the most cost-effective model and to support the Performance and
Efficiency Programme.

Sick Absence Q4

Tribunals Service Business Plan 2009-10
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Strategic Objective Five: Working effectively with the Judiciary and other stakeholders

The work of the Tribunals Service is carried out largely through our effective working with the
tribunals’ Judiciary and in partnership with other government departments and public authorities.
It is fundamental to our work that we uphold the independence of the Judiciary from the
executive, for the benefit of users and the community. We have developed, and will continue
to develop, adaptable institutions to enable us to take forward initiatives together.

Objectives Quarter

Delivering cost savings in relation to judicial work Q2

We will work with the Judiciary on establishing an agreed plan for delivering
efficiencies to meet our financial target for 2010-11.

Communications Q2

We will develop and implement new proposals for improving effective lines of
communication between the administration and Judiciary, particularly in relation to
expenditure, performance and change.

Judicial Remuneration Terms and Conditions of Service Q3

We will implement the outcome of the Judicial Terms and Conditions and
remuneration reviews.

Judicial training Q3

We will support the Senior President in developing a three-year judicial training plan,
working with the Judicial Studies Board.

Judicial welfare Q2

We will support the Senior President in developing a programme for judicial welfare
and appraisal, in conjunction with the Judicial Office.

Digital recording Q3

We will explore the feasibility of implementing digital recording working with the
Judiciary.

Judicial appointments Q1

We will work with the Judicial Appointments Commission and other parts of the
Access to lustice Business Group to improve the structures and procedures for judicial
appointments.

Co-operative working with the UKBA Q1-Q4

We will work effectively with the UKBA:
- to implement further improvements in our caseload management, contributing to
the joint PSA end-to-end target;

- on their expansion of immigration detention centres by ensuring that the AIT is
adequately resourced for the future handling of video-link bail applications and to
ensure a quality service to immigration detainees; and

- on the new points-based system for migrants (next phases to be implemented by
the UK Border Agency)
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Co-operative working with BERR and DWP

We will take forward the Employment Tribunal related changes arising from the
Government’s independent Dispute Resolution Review. During 2009-10, we will
work with BERR to introduce the necessary delivery processes associated with the
introduction of new legislation (The Employment Act 2008) aimed at simplifying the
end to end dispute resolution process. Our policy teams will also work with DWP
decision-making agencies to streamline the appeals process, leading to an improved
end to end experience for our customers.

QL-Q4

Developing new legislation

We will work with stakeholders and departments to ensure effective development and,
where appropriate, preparation for the implementation of new legislation, including:

-The Regulatory Enforcement and Sanction Act;
-The Borders, Immigration and Citizenship Bill
-The UK Borders Act

- The Equalities Bill

Q1-Q4

Tribunals Service Business Plan 2009-10
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Annex A: Primary Performance and Customer Service Indicators

Primary Performance Indicators!

Tribunal Performance
Asylum and Receipt in Asylum & Immigration to promulgation by Immigration Judge :
Immigration
Asylum, percentage in 6 weeks 75%
Managed Migration, percentage within 8 weeks 75%
Family visitor, percentage within 10 weeks of bundle receipt 75%
Entry clearance, percentage within 10 weeks of bundle receipt 75%
Employment The percentage of appeals listed for a first hearing within 26 weeks of 75%
Appeal registration
Employment The percentage of single accepted cases where hearing begins within 26 75%
weeks of receipt
Social Security and | The percentage of appeals where the hearing takes place within 14 weeks | 75%
Child Support of the receipt at SSCSA
Adjudicator to The percentage of cases disposed of within 70 weeks of receipt 75%
HM Land Registry
Asylum Support | The percentage of cases to be determined within 12 working days of 100%
receipt (statutory target)
Care Standards The percentage of cases to be determined within 40 weeks of receipt 75%
Charities The percentage of cases to be disposed of within 30 weeks of receipt 75%
Claims The percentage of cases to be disposed of within 50 weeks of receipt 75%
Management
Consumer Credit | The percentage of cases to be disposed of within 25 weeks of receipt 75%
Appeals
Criminal Injuries | The percentage of cases disposed of within 6 months of being ready to list | 75%
Compensation
Estate Agents The percentage of cases to be disposed of within 27 weeks 5%
Appeals Panel
Financial Services | The percentage of cases disposed of within 50 weeks of receipt 75%
and Markets
Gambling Appeals | The percentage of cases disposed of within 30 weeks of receipt 75%
Gender The percentage of cases disposed of within 20 weeks of receipt 75%
Recognition Panel
Immigration The percentage of applications disposed of within 30 weeks of receipt 75%
Services
Information The percentage of cases disposed of within 30 weeks of receipt 75%
Annexes



Lands The percentage of cases disposed of within 50 weeks of registration 75%

Mental Health The percentage of s.2 cases listed for first hearing within 7 days of receipt | 100%
(statutory target)

War Pensions and | The percentage of cases disposed of within 20 weeks of receipt 75%

Armed Forces

Compensation

Pension Regulator | The percentage of cases disposed of within 50 weeks of receipt 75%

Special The percentage of applications where notification of the written decision | 75%

Educational Needs | is issued to the applicant within 22 weeks of receipt

and Disability

The The percentage of all work disposed of within 30 weeks of receipt 75%

Commissioner’s

Office

Transport The percentage of applications disposed of within 16 weeks 75%

Lindicators may change as a result of the implementation of the TCE Act.

Customer Service Indicators

Area Indicator

Replying to Reply to all correspondence within 10 working days of receipt 95%

correspondence

Complaints Reply to administrative complaints, including claims for compensation 90%

and claims for within 10 working days of receipt

compensation

Letters to MPs Reply to Ministerial correspondence within the timetable set by the 95%
Ministerial Correspondence Unit

Written requests | Deal with Freedom Of Information within 20 working days 100%

under the

Freedom Of

Information

Act 2000 and

written subject Deal with Data Protection Act within 40 working days 100%

access requests

under the Data

Protection Act

1998

Answering the Answer telephone calls within 6 rings 95%

telephone
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Annex B: Budget

£M £M
2008-09t 2009-10
Business as Usual 307.4 314
Change Programme 15.2 5
Non-cash costs 5.7 5
less: Income? (29.6) (84)
Net Resource Expenditure 298.7 240
Capital Expenditure 9.0 3.8
TOTAL 307.7 243.8

1 The final delegated funding for the Tribunals Service for 2008-09.

2 Income is mainly derived from National Insurance Fund contributions received from the Department for Work and Pensions.
Estimated income has increased in 2009-10 due to the planned expansion of Tribunals Service fee schemes.
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Annex C: Tribunals Service Regions
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Annex D: Organisational Chart
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