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“Our justice system matters – for every citizen and for the role 
we play in the world. In just a few short years we will have 
revolutionised how justice is administered with the lives of 
real people at its heart. Even if they only touch it once and 
fleetingly, the experience we want to deliver will be one where 
every user of our services feels that they’ve been treated 
swiftly, fairly and with respect; that what matters most to 
them matters equally to us.”

Our justice system matters



• We will create a straightforward, efficient
court system that works for everyone, so 
that citizens can have the sort of confidence 
in using the system that is already enjoyed 
by our excellent legal services sector.

• We will give special care to those who 
need it – reducing unnecessary stress for 
victims and witnesses, reducing the 
emotional turmoil experienced as a result of 
major life events such as criminal activity, 
death or divorce. 

• We will cement our reputation for global 
legal excellence and enhance the 
reputation of our independent judiciary 
abroad.

The foundation for a world-class court system that works for all

Simplification

• e.g. of languages, 
procedures  and 
processes

Innovation

•e.g. alternative 
methods of dispute 
resolutions, use of 
case officers and 
online legal help

Technology

•e.g. Digitalisation of 
office and 
administrative 
tasks, virtual 
hearings, online 
dispute resolution

Through three basic building blocks:What we will deliver:
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Just, accessible, proportionate

4

Just – decisions and outcomes are fair, the process is free 
of bias, like cases are treated alike, no types of users are 
disadvantaged, all litigants are able to state and defend 
their cases, and the workings of courts and tribunals are 
transparent.

Accessible – the system is simpler to use and available to 
all, convenient for those who cannot easily attend in 
person, and supportive of those not comfortable with the 
law or technology.

Proportionate – the cost, speed, complexity, and degree 
of conflict make sense and are appropriate to the nature 
and value of the dispute at issue.
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…that’s why HMCTS is modernising 

The Government has committed to  investing nearly £1bn to make our 
justice system  stronger, faster and easier to use

Delivering a better customer experience for service users, means 
bringing our justice system up to date with the modern world; 
harnessing advancements in technology to build a faster, more 
accessible service which will benefit those who need it most for 
generations to come 

HMCTS and the senior judiciary  are working in partnership to deliver  an 
ambitious modernisation agenda 

…and we are going to transform in 6 years.  



Key features of a modernised justice system 
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User-led service: in courts and tribunals 

Virtual Hearing
Will mean parties can ‘appear’ in court by 
telephone or video  and are not 
inconvenienced by having to physically 
travel to  a court building

We are aiming to reduce  instances of 
people sitting around at court for hours 
only to find their hearing is postponed.  
Where citizens have to be in court, we 
will ensure that they are  fully informed 
of what is happening and spend only 
the necessary amount of time there 

Our virtual hearing provisions will allow 
victims and vulnerable people to take 
part in proceedings without having to 
meet their attacker face-to-face, 
balancing the vital need for open and 
transparent justice with special care for 
those who need  it



Key features of a modernised  justice system (cont’d)
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User-led service: online and telephone 

…maintaining the human touch

Customer Service Centres 
Will offer support to any customer 
who needs advice on what to do or 
simply prefers the reassurance of an 
expert voice. Trained customer 
service staff will assist customers 
with support where necessary from 

HMCTS experts

Our aim is to  remove doubt, confusion and wasted hours  
for people interacting with the justice system and to  
replace them with certainty, clarity and swiftness 

Online Portal
Will empower citizens to interact 
with the justice system by  
providing a clear access point, 
which is clearly signposted, using 
forms which are easy to follow and 
written in simple English  with 
more accessible information 
guidance and application processes



HMCTS Property Directorate

• HMCTS Property Directorate
HM Courts & Tribunals Service has created a dedicated Property Directorate which is 
responsible for strategic decisions to modernise our court and tribunal estate, implementing 
changes, selling surplus buildings and maintaining and improving the buildings we deliver our 
services from.

• Property Transformation Programme
This programme will enable HMCTS to use its estate more intelligently and flexibly. Where 
possible hearing rooms will become multifunctional allowing for different court and tribunal 
jurisdictions to share locations. There will be a better experience for court users, victims, 
witnesses and the judiciary. 

• A more efficient, flexible and better quality estate
The buildings we have will be used in smarter ways.  The revenue generated will contribute to 
reforming and digitising courts to improve the experience for all court users. Where citizens and 
legal professionals need to be in a court room, we will improve their experience with modern 
buildings fit for the delivery of 21st century justice services. 
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Developed with input from service 

user groups- inc. the HMCTS led 

Equality Engagement Group

Ensuring access to justice regardless of digital capabilities 

ASSISTED DIGITAL – Will make sure that users who need it are supported to access our digital services

Inclusive digital services which are more convenient, quicker, 

cheaper, tailored and empowering, will benefit every user. 

Principles: 

- Services will be tailored to the needs of users 

(including legal professionals and members of the 

Judiciary)

- We will consider the needs of a wide range of user 

groups as we develop our plans - including the 

elderly, the young, vulnerable groups, geographically 

remote users and users with low literacy and/or low 

IT literacy

- We will offer multi channel support: web chat, 

telephone assistance, more intensive face to face 

assistance. Access to paper channels in some 

services will be maintained for those who need them

All of our user-facing services will be 

assessed by the Government Digital 

Service to ensure they meet 

government standards

Dedicated Accessibility and 

Inclusion team in HMCTS will work 

to make sure that we are providing 

intuitive, easy to use digital services 

for all users, including the digitally 

excluded and those who experience 

barriers such as impaired vision or 

low literacy



As part of our research activities we are
focusing on specific groups of users to understand
how a modernised justice system could support
their needs, with each selected user group
having its own dedicated researcher.

This involves exploring the user’s needs
and painpoints with the current service,
the context of its use and the psychological
factors that inform decision making.

.

User Research 



A more streamlined  criminal  justice process 

In the Crown and First 
(magistrates’) tier, time taken 
between entering a plea and trial 
and sentencing will be 
significantly reduced

Most summary cases with 
no identifiable victims will 
be removed from the 
courtroom

Criminal Cases will be divided into three tiers depending on their complexity and seriousness

The Common Platform Programme  allows digital access to courts  for professional and citizen users

Youth Service Model- to 
be designed



Change is already happening in our criminal courts
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£

Replacing 

paper 

processes

With digital 

ways of 

working

Digital case system reducing paper in the Crown Courts

Wi-Fi for professional court users

iPads for magistrates with access to vital resources

New online rota service for magistrates

Digital resulting system for magistrates’ courts in pilot



Modernising civil, family and tribunals

Mediation will be offered 
where automated online 
dispute resolution has not 
reached a settlement. It 
reduces costs to litigants and 
witnesses by avoiding travel 
to court and reduces time 
and effort to resolve the 
case, making resolution more 
proportionate 

Automated online dispute
resolution is a form of
dispute resolution which
uses technology to facilitate
the resolution of disputes
between parties.
Enables citizens to invest
time at the beginning of
proceedings to resolve the
case and makes resolution
more proportionate.



What this means for civil, family, tribunal cases

• Better signposting to alternative methods of dispute resolution where 
appropriate

• Better working between agencies
• Faster resolution of cases that do enter the system through  a more 

proportionate and proactive approach supported by technology
• A shift away from adversarial hearings, in favour of mediation and online 

dispute resolution 
• And  improves service when  a hearing is required, including greater use of 

virtual working
• Improved service for business users, citizens and vulnerable users



Thank You 

Questions?


