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Delivery of Strategic Objectives
Select the Strategic Objective(s) relevant to the issues.

1. Our timely, clear and consistent decisions on legal aid applications and accounts deliver a positive customer experience

	The purpose of this paper is to report on operational performance as at 31st May 2024.



	Link to Board or Committee Remit

	To monitor the performance of the operational departments.



	Link to Risk Management

	A range of risks that we face may result in our resource being diverted from the delivery of our corporate objective to deliver a high-quality customer service. Our benchmarks are a direct way in which we can measure whether this is happening.



	Publication of the Paper

	The Board has previously agreed that this paper should be published as a matter of course. 



	Executive Summary

	Members should note that the figures reported are a three-month average, that is reflect the position March, April and May as a whole.

Applications: 
Overall performance is very good with all benchmarks Met or Better Than.

Accounts: 
Good improvements made in civil legal aid with overall performance in other areas remaining broadly in line with expectations.


Previous Consideration

	Meeting
	Detail

	May 2024
	Applications: 
The performance across Applications was good, however a system issue is currently corrupting figures. The commentary explains the issue and a resolution is being sought from our Digital Services team. 
Accounts: 
Overall the performance has remained broadly in line with expectations with good improvements made in civil legal aid and no areas of concern.

	

	Report



Applications Performance
1. Civil Applications
The overall performance in civil applications remains very good with all civil benchmarks recorded as Better Than. This is despite four of the five benchmarks having been made more challenging for this financial year.

2. Criminal Applications
Performance has improved after the previously reported system issues with the affected Not Considered cases having now worked through the system. All the benchmarks were met in April and May. While in part this reflects changes to the solemn benchmarks, underlying performance also improved from April onwards as some recent staffing pressures eased, and this is being maintained. 

3. Children’s Applications
Overall performance in children’s applications remains good with all benchmarks either Met or Better Than.  
4. Surveys and Quality
The latest micro Customer Satisfaction survey was carried out in November 2023 and a detailed update can be found in February 2024 performance board report.  
Quality checks across all application types remain high, between 98%-100%.

Accounts Performance

5. Civil Accounts 
The overall performance of civil accounts remains very good with four of the five benchmarks reported as either Met or Better Than. Performance on negotiations has improved, from last being reported as Worse Than the benchmark to now being reported as Better Than, despite the benchmark itself being tightened for this year.  
Although civil A&A and ABWOR are now reporting as Worse Than, this in the main relates to a large volume firm which has been slow in responding to our questions regarding their claims for fees and outlays.
6. Criminal Accounts
The overall performance in criminal accounts remains in line with expectations.
Currently we are reporting two Better Than, four as Met, and three as Worse Than the benchmarks. 
The criminal teams are dealing with the increase in the volumes of accounts due to the clearing of backlogs and increasing levels of activity within the justice system, with reduced staffing levels. A review of the resourcing alongside cross-training is anticipated to support better performance overall for accounts, but this will take time.
7. Children’s Accounts
The overall performance of children’s accounts remains very good with all five benchmarks reported as Better Than or Met benchmark, again in the context of three of the five benchmarks being made more challenging for this year.

8. Surveys and Quality
No survey or independent quality checks have taken place in the period reported on. However, the team have implemented additional checking to ensure consistency of decisions as an interim measure.
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	Governance Links 

	1
	Finance and Resources
Resources are key to the delivery of good performance. There are no significant additional resourcing issues to flag to the Board which have affected the performance reported.

	2
	Risk 
Applications
This report gives assurance that we are managing the functional risks identified in relation to: (i) Failure to accurately assess applications and increases in accordance with SLAB's policies and procedures; and (ii) Failure to take operational decisions within agreed service standards.
Accounts
This report gives assurance that we are managing the functional risks identified in relation to: (i) Failure to pay solicitors within a timeframe that is acceptable to the profession and enables management of the Legal Aid Fund; and (ii) Inconsistent approach to assessment of accounts.


	3

	Legal and Compliance

No issues of note.


	4
	Performance

No issues of note.


	5
	Equalities Impact

An impact assessment is not required for this paper.

	6
	Privacy Impact and Data Protection

No privacy or data protection issues identified.  

	7
	Communications and Engagement

This paper has been agreed for publication and we are also publishing separate information regarding our performance via our website. 



	Conclusion and next steps

	Members are asked to note the report.



	Appendices

	Appendix 1: Guide to the SLAB Operational Performance Overview Report (SOPOR)
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CIVIL

Current 

Benchmark

Better is  Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24

Current 

Zone defn

First Decision Average Duration (AWI) 14.0 Lower Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than 10%

First Decision % Granted (AWI) 97.0% Higher Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than 1%

First Decision Average Duration (Other) 67.0 Lower Better than Better than Better than Met Met Better than Better than Better than Better than Better than Better than Better than 5%

First Decision % Granted (Other) 75.0% Higher Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than 4%

% First Decision with Further Work (Other) 10.0% Lower Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than 10%

Solicitor satisfaction

- - - - - 64% - - - - - -

Accuracy

100% 99% 99% 99% 99% 99% 99% 99% 99% 99% 99% 100%

CRIMINAL

Current 

Benchmark

Better is  Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24

Current 

Zone defn

First Decision Average Duration (Solemn) 6.00 Lower Worse than Worse than Worse than Worse than Worse than Worse than Met Worse than Worse than Worse than Met Met 10%

First Decision % Granted (Solemn) 83% Higher Met Met Met Worse than Worse than Met Met Met Met Worse than Met Met 2%

% First Decision with Further Work (Solemn) 12% Lower Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than Met Met 10%

First Decision Average Duration (Summary) 9.00 Lower Met Met Met Met Met Met Met Worse than Worse than Worse than Met Met 10%

First Decision % Granted (Summary) 81% Higher Better than Better than Met Met Met Better than Better than Better than Better than Met Met Met 2%

% First Decision with Further Work (Summary) 15% Lower Met Met Met Met Met Met Met Better than Better than Better than Met Met 10%

Solicitor satisfaction

- - - - - 67% - - - - - -

Accuracy

98% 98% 98% 99% 99% 99% 99% 99% 99% 99% 99% 99%

CHILDRENS

Current 

Benchmark

Better is Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24

Current 

Zone defn

First Decision Average Duration (Sheriff Court) 7.5 Lower Better than Met Better than Better than Better than Better than Better than Met Worse than Worse than Better than Better than 10%

First Decision % Granted (Sheriff Court) 81.0% Higher Met Met Better than Met Better than Better than Better than Better than Met Met Met Met 4%

% First Decision with Further Work (Sheriff Court) 8.0% Lower Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Met 10%

Solicitor satisfaction

- - - - - 80% - - - - - -

Accuracy

99% 98% 99% 98% 98% 98% 98% 98% 98% 98% 98% 98%

APPLICATIONS
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CIVIL

Current 

Benchmark

Better is Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24

Current 

Zone defn

Average Calendar days to bank:

Civil A&A  & ABWOR 19.0 Lower Met Met Worse than Worse than Worse than Worse than Met Met Better than Met Met Worse than 10%

Civil legal aid 25.0 Lower Worse than Worse than Worse than Worse than Worse than Worse than Met Met Met Better than Better than Better than 10%

Negotiations 28.0 Lower Better than Better than Better than Better than Better than Met Better than Worse than Worse than Worse than Better than Better than 12.5%

Initial Assessments % paid in full 76.0% Higher Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Met Met 5%

Ratio of Negotiations to Initial Assessments

12.0% Lower

Met Met Met Met Met Better than Better than Better than Better than Better than Better than Better than 10%

Solicitor satisfaction

- - - - - 64% - - - - - -

Accuracy

- - - - - - - - - - - -

CRIMINAL

Current 

Benchmark

Better is Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24

Current 

Zone defn

Average Calendar days to bank:

Criminal A&A 8.0 Lower Met Better than Met Better than Met Met Worse than Worse than Worse than Worse than Worse than Worse than 10%

Criminal ABWOR Automatic 6.2 Lower Met Met Met Met Met Met Met Worse than Worse than Met Met Met 5%

Criminal ABWOR Non-automatic 12.3 Lower Met Better than Better than Met Better than Better than Met Met Met Met Met Better than 10%

Criminal Automatic 6.2 Lower Met Met Met Met Met Met Met Met Met Met Met Met 5%

Criminal Non-automatic 12.7 Lower Met Met Met Met Met Met Met Worse than Worse than Worse than Worse than Worse than 10%

Solemn 18.1 Lower Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than Worse than 10%

Negotiations 28.0 Lower Met Met Met Worse than Worse than Worse than Better than Better than Better than Better than Met Met 12.5%

Initial Assessments % paid in full 93.0% Higher Met Met Met Met Met Met Met Met Met Met Met Met 5%

Ratio of Negotiations to Initial Assessments

4.0% Lower

Worse than Worse than Worse than Worse than Worse than Worse than Met Better than Met Met Met Better than 10%

Solicitor satisfaction

- - - - - 64% - - - - - -

Accuracy

- - - - - - - - - - - -

CHILDRENS

Current 

Benchmark

Better is Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24

Current 

Zone defn

Average Calendar days to bank:

Childrens A&A & ABWOR 17.0 Lower Better than Better than Better than Better than Better than Better than Better than Better than Better than Met Met Better than 10%

Childrens legal aid 20.0 Lower Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than 10%

Negotiations 28.0 Lower Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than 12.5%

Initial Assessments % paid in full 57.0% Higher Met Met Met Met Met Met Better than Better than Better than Met Met Met 5%

Ratio of Negotiations to Initial Assessments

30.0% Lower

Better than Better than Better than Better than Better than Better than Better than Better than Better than Better than Met Better than 10%

Solicitor satisfaction

- - - - 55% - - - - - -

Accuracy

- - - - - - - - - - - -

ACCOUNTS
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