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Report details
Report to:			The Board
Meeting date:		17 March 2025
Report title:			Performance Benchmarks 2025-26
Report category:		For decision
Issue status:			Business as usual
Written by:			Adam Ford and Linda Ross
Director responsible:	Adam Ford
Presented by:		Adam Ford
Contact details:		fordad@slab.org.uk  
Delivery of Strategic Objectives
1 – Administration: Our timely, clear, and consistent decisions on legal aid applications and accounts deliver a positive customer experience.	
Link to Board or Committee remit:	
The Board has authority to approve changes to the Benchmarks.
Link to Risk Management:			
Corporate Risk 4 seeks to manage the risk that if our procedures are not up to date and staff training not carried out our service delivery will be negatively impacted.
Publication of the paper:			
We consider this paper suitable for publication.	
Executive summary: We have reviewed the benchmarks to be set for 2025-26 and the proposed changes are set out in this report. They reflect the customer’s experience of the legal aid journey from start to finish and so are impacted by the quality of material we receive and the responsiveness of the solicitors to request additional information. Incorporating these factors into the measurement of our own performance encourages us to find ways of exerting a positive influence on them, for example by continuously improving our systems, guidance, and communication.
In Operations, improvements have been suggested for three of the 14 benchmarks. In Accounts, improvements have been suggested for 10 of the 19 benchmarks. This improvement reflects both the embedding of the April 2024 solemn fee changes, and the work highlighted when the 2024-25 benchmarks were set to review the cases managed across teams. The latter has been improved with a programme of cross training across the teams.  
Previous Consideration 
Meeting:	December 2024.
Details: 	Board received regular reports on performance against benchmarks. The 2024-25
                              benchmarks were agreed by Board in May 2024.
Report
1. Background
When the benchmarks were introduced, we envisaged that the indicators would be mostly Met (green) in a year with maybe one or two Better Than (blue) periods and one or two Worse Than (yellow). Benchmarks are only one indicator of performance – it is a decision-support tool and should not be used as the only way of judging performance in a department. The teams are involved in other areas of corporate priorities, such as GALA policy development and operational input into reform proposals. These other activities are reflected in our business planning process rather than SOPOR. The team resources are regularly monitored to ensure a balanced delivery of all activity and changes made within teams to support our objectives, where necessary.

Our performance looks at duration of processing applications and accounts, measured on a three month average from receipt to decision or payment being made, quality checks and customer satisfaction. A customer focused approach is taken with the ethos of delivering better customer experience and outcomes while improving efficiency by getting things right and assisting applicants and their solicitors to get things right, at the first opportunity. 

While setting the benchmarks, we consider the trends in application/account types and volumes alongside any known changes in the wider justice sector, such as new regulations or fee reform. This includes uncertainty over the future volumes of cases/accounts and the impact of the court backlog – changes in the case mix and internal resourcing pressures. Cognisance is taken of the other business plan activity and knowledge of the teams.  
The benchmarks are set to be challenging but achievable. Sections 3 and 4 provide an explanation for proposed changes in the benchmarks.
Accuracy checks continue to be carried out. In Accounts, the team undertake quality checks which informs both internal and external training or support. New mechanisms for capturing customer feedback will be developed in the coming year as part of the Customer Insight Strategy.
2. 2025-26 Benchmarks
A review of the benchmarks has been carried out, considering past performance and anticipated changes in the coming year. Appendix 1 shows the details of the proposed indicators.
3. Application Benchmark
Civil Applications
In 2024-25, four of the five KPIs saw more demanding benchmarks set. Performance remained high with all 12 reporting periods showing performance exceeding all the five benchmarks. In 2025-26, we are proposing changes to KPI 1 and KPI 3 to reduce the average duration to bring performance closer to Met rather than Better Than. 
Adults with Incapacity has a statutory period of 14 days which must be allowed for representations when an opponent is involved. This led us to maintain the benchmark at 14 days, even though performance is regularly better than this as in most circumstances there is no opponent as such. 
While the small number of cases involving opponents will continue to take a minimum of 14 days, we have decided to reduce the benchmark to better reflect average performance.
Criminal Applications
In 2024-25, all three solemn and one of the summary KPIs were eased partly to try and align solemn/summary reporting and to focus the benchmark level as a better indicator of work being done.  
Given the level of changes made at the last benchmark review, the reasons behind these changes and the subsequent consistency of performance, it is felt that an extended bedding in period for these changes will be the best approach rather than pressing for further realignment at this time, therefore there are no changes proposed. 
Children’s Applications
For 2024-25, the benchmark for one of the three KPIs was changed. In 2025-26 we are proposing one further change, this time to the benchmark for average durations, to reflect a sustained improvement in performance against this measure. 
4. Accounts Benchmarks 
In Accounts, improvements have been suggested for nine of the 19 benchmarks. 
They are, in the main, a lot bolder than the more gradual incremental improvements previously but are representative of the positive work that has been done within the teams over the year and reflects the cross-training that has been undertaken with an overall accounts team-based approach.
Civil Accounts
Performance of KPIs (1 & 2) has been a little mixed, however, other teams within accounts have been cross trained to support specific areas of Civil accounts to allow for improvements this year. 

Given a forecast for high volumes of civil legal aid and Immigration & Asylum accounts, and additional work related to interim accounts, a conservative approach is being taken to initial accounts, but for Negotiations a consistent and bold approach is being proposed across all aid types.

Criminal Accounts
2024-25 has been challenging in respect of KPIs (10 & 11), with court backlogs being the main issue, which was expected, although performance has been showing improvement in recent months. Given performance and ongoing cross training, we propose a more conservative approach here to change two of the nine KPIs, one of which is Negotiations in line with other areas. 
Use of interim claims on criminal applications continues to be monitored – while some are fixed payments, all outlays required to be assessed on receipt. System changes in early 2025-26 will automatically issue reminders when final claims have not been submitted, which may put further pressure on the teams.
Children’s Accounts
Performance has been good and steady for Children’s. A recent system issue with Negotiations which prevented accounts from displaying in the work queues had an impact on performance. However, this was quickly resolved and durations back on track. 
The team deal with children’s, AWI, MH, permanency and adoption cases – the reduction in receipts for children’s accounts has allowed greater flexibility in the use of the team’s resources.
The Children’s team have been supporting Civil to allow the performance improvement, therefore a conservative approach to these KPIs is proposed to allow that flexibility to continue. 
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5. 2025-26 PERFORMANCE INDICATORS
[image: Summary of performance indicators.]
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Governance links 
1. Finance and resources 			
Resources are key to the delivery of good performance. There are no additional resourcing issues to flag to the Board which have affected the performance reported.
2. Risk	
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
(ii) failure to take operational decisions within agreed service standards
(iii) failure to pay solicitors within a timeframe that is acceptable to the profession and enables management of the Legal Aid Fund
(iv) 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 on our website.
Conclusion and next steps 
Members are asked to approve the 2025-26 benchmarks. 
[bookmark: _Appendix_and/or_further]Appendix and/or further reading links
Guide to the SLAB Operation Performance Overview Report (SOPOR).
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Better Met Worse

Adults with incapacity

1 Average Duration 14.0 days 12 0 0 10.0 days



Reduce to reflect patterns of response which can be 

quicker when there is no opponent in the case.  Met 

zone reduced to make more responsive indicator

2 Percent Granted 97.0% 12 0 0 97.0%



no change

Other subject matters

3 Average Duration 67.0 days 12 0 0 61.0 days



Reduced to reflect more accurately current performance

4 Percent Granted 75.0% 12 0 0 75.0%



no change

5 Further Work 10.0% 9 3 0 10.0%



no change

Better Met Worse

Solemn

6

Average Duration 

6.0 days 0 10 2 6.0 days



no change

7 Percent Granted  83.0% 0 11 1 83.0%



no change

8 Further Work  12.0%

0 8 4

12.0%



no change

Summary

9 Average Duration 9.0 days 3 7 2 9.0 days



no change

10 Percent Granted 81.0% 2 10 0 81.0%



no change

11 Further Work 15.0% 3 9 0 15.0%



no change

Better Met Worse

12 Average Duration 7.5 days 9 1 2 6.0 days



Reduced in line with current performance

13 Percent Granted 81.0% 8 4 0 81.0%



no change

14 Further Work 8.0% 7 4 1 8.0%



no change
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Better Met Worse

Average calendar days to bank:

1 Civil A&A & ABWOR 19.0 days 3 3 6 17.0 days



Forecast for high volumes in Immigration and Asylum, supported by cross 

training in teams

2 Civil legal aid 25.0 days 4 5 3 25.0 days



no change

3 Negotiations 28.0 days 10 0 2 23.0 days



Aim to conclude negotiations earlier.  Gradual approach to making KPI more 

indicative and desire to improve performance.  

4 Initial assessments % paid in full 76.0% 9 3 0 80.0%



Reflecting cross team approach and impact of 2024 fee reform

5

Ratio of negotiations to initial 

assessments

12.0% 12 0 0 9.0%



Reflects the increase interim payments

Better Met Worse

Average calendar days to bank:

6 Criminal A&A 8.0 days 2 5 5 8.0 days



no change

7 Criminal ABWOR Auto 6.2 days 0 11 1 6.2 days



Automatic payments. No change

8 Criminal ABWOR Non Auto 12.3 days 9 3 0 10.0 days



Reflect current performance   

9 Criminal Auto 6.2 days 3 9 0 6.2 days



Automatic payments. No change

10 Criminal Non auto 12.7 days 0 4 8 12.7 days



no change

11 Solemn 18.1 days 0 0 12 18.1 days



no change

12 Negotiations 28.0 days 6 6 0 23.0 days



Aim to conclude negotiations earlier.  Gradual approach to making KPI more 

indicative and desire to improve performance.  

13 Initial assessments % paid in full 93.0% 0 12 0 93.0%



Challenging target.  Met zone reduced (+/-3%) to make more responsive 

indicator

14

Ratio of negotiations to initial 

assessments

4.0% 4 8 0 4.0%



no change

Better Met Worse

Average calendar days to bank:

15 Children’s A&A  & ABWOR 17.0 days 5 7 0 17.0 days



no change

16 Children’s legal aid 20.0 days 8 4 0 19.0 days



Reflect volumes and teams support to other areas

17 Negotiations 28.0 days 9 0 3 23.0 days



Aim to conclude negotiations earlier.  Gradual approach to making KPI more 

indicative and desire to improve performance.  

18 Initial assessments % paid in full 57.0% 4 8 0 57.0%



no change

19

Ratio of negotiations to initial 

assessments

30.0% 11 1 0 26.0%



Improvement reflecting increase interim payments

Comments KPI Measure Benchmark

Performance

Benchmark Change



CHILDREN'S

2024-2025

2025-2026 



[Perf 12 mths to Jan ’25]

Comments KPI Measure Benchmark

Performance

Benchmark Change



CRIMINAL

2024-2025

2025-2026 



[Perf 12 mths to Jan ’25]

ACCOUNTS



CIVIL 

2024-2025

2025-2026 



[Perf 12 mths to Jan ’25]

Comments KPI Measure Benchmark

Performance

Benchmark Change


