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Delivery of Strategic Objectives
Select our relevant Strategic Objective(s).
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:	
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 performance 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.  It will be published on our website.		
Executive Summary:			
Members should note that the figures reported are a three-month average – that is, they reflect the position for October, November and December 2025 as a whole. 
Applications: Overall performance is very good with all 14 benchmarks ‘better than’. 
Accounts: The quarter to December 2025 shows a mixed position, with three reported as ‘better than’, ten ‘met’ and six ‘worse than’.
As reported in November, a customer satisfaction survey was carried out in October 2025 for both Applications and Accounts. While completion rates remain low, they have shown improvement and consistency in scores.
Previous Consideration 
Meeting: November 2025.
Details: 	
Applications: Overall performance is very good with all 14 benchmarks ‘better than’. 
Accounts: The quarter to September 2025 has overall been very strong with seven reported as ‘better than’, seven ‘met’ and five ‘worse than’.
Report
Application Performance 
1. Civil Applications
The overall performance in civil applications remains very good with all civil benchmarks recorded as ‘better than’ over this reporting period.
2. Criminal Applications
The overall performance in criminal applications has been good, with all six benchmarks recorded as either ‘better than’ or ‘met’ in the three months. The average durations for solemn and summary criminal cases are a good indication of performance with both below the benchmarks.  Solemn was 5.8 days in December, compared to the 6.0 days benchmark, with Summary at 7.9 days, compared to the 9.0 days benchmark. We have less control over the other benchmarks as they are largely dependent on the quality of applications initially submitted.  
3. Children’s Applications
The overall performance in children’s applications remains very good, with all benchmarks recorded as ‘better than’.
4. Surveys and Quality
As reported in November, a customer satisfaction survey was carried out in October 2025. While completion rates remain low, around 11% have shown improvement and consistency in scores.
Satisfaction rates are:
	Application type
	2024 percentage satisfaction
	2025 percentage satisfaction

	Civil 
	64%
	78%

	Criminal 
	67%
	68%

	Children’s 
	80%
	80%



The survey also provided free text comments that have been shared with the team to celebrate success and will support business plan priorities for the coming year. Below are some examples:
“I find all my queries are answered promptly and when calling for advice, the call handlers are extremely helpful and friendly. I have not experienced any difficulties with criminal applications in the last three months.” 
“The department does not pick up the phone and calls go to answer phone. Urgent requests are therefore difficult to make.”
“I think in general there has been a huge improvement in relations between SLAB and the profession. There are still niggling minor issues, especially with ABWOR, but in general things are going in the right direction.” 
“Could the Legal Aid Online be changed so that if you change the solicitor on an entry from the nominated Solicitor – who is automatically selected – then the Solicitor who you change it to is automatically selected for the next entry?”  
“For an AWI, I submitted a case report to explain why I consider it appropriate to proceed with an application for guardianship of her son, despite an unfavourable MHO report. The application was considered quickly and the application upheld, allowing me to proceed with urgency to raise and seek interim orders from the court.”
Accounts Performance 
5. Civil Accounts
The overall performance of civil accounts remains the same as last reported with two of the five reported as ‘met’ benchmark and the other three reported as ‘worse than’ benchmark.
As reported in November, we identified a systems issue that has meant we are having to pay older accounts where no task was created. This is impacting negotiations for all three legal assistance types. We are confident that performance will start to improve as we clear the remaining accounts that are impacted by this.
6. Criminal Accounts
The overall performance in criminal accounts has remained very good with seven reported as ‘met’ benchmark and two ‘worse than’ benchmark.  
Negotiations is the one being reported as ‘worse than’ due to the same issues noted above. 
7. Children’s Accounts
The overall performance of children’s accounts remains very good with three reported as ‘better than’ benchmark, one reported as ‘met’ benchmark and one ‘worse than’ benchmark.
Negotiations is the one being reported as ‘worse than’ due to the same issues noted above.
8. Surveys and Quality
As reported in November, a customer satisfaction survey was carried out in October 2025.  While completion rates remain low, circa 11%, they show improvement and provide useful insight.
Satisfaction rates are:
	Accounts type
	2024 percentage satisfaction
	2025 percentage satisfaction

	Civil Accounts
	64%
	68%

	Criminal Accounts
	64%
	66%

	Children’s Accounts
	– 
	75%



The survey also provided free text comments that have been shared with the team to celebrate success and will support business plan priorities for the coming year. Below are some examples:
“Every account is abated no matter what. We are told that we cannot charge for ‘admin’ despite the work done being necessary to carry out our duties not only to the client but to the courts and to SCRA and the hearing system. The system is broken and needs overhauled rather than sticking plasters being applied.” 
“Staff always very helpful and knowledgeable.” 
“The accounts process is one of the most challenging elements of using legal aid.” 
No independent quality checks have taken place in the period reported on. However, the team have implemented additional checking in the team to ensure consistency of decisions.
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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 note the performance recorded in this report. 
Appendix and/or further reading links
Guide to the SLAB Operational Performance Overview Report (SOPOR).
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CIVIL

Current 

Benchmark

Better is  Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Current 

Zone defn

First Decision Average Duration (AWI) 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 15%

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) 61.0 Lower Better than Met Better than Worse than Met Met 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

- - - - - - - - - 78% - -

Accuracy

100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100%

CRIMINAL

Current 

Benchmark

Better is  Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Current 

Zone defn

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

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

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

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

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

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

Solicitor satisfaction

- - - - - - - - - 68% - -

Accuracy

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

CHILDRENS

Current 

Benchmark

Better is Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Current 

Zone defn

First Decision Average Duration (Sheriff Court) 6.0 Lower Better than Better than Better than Met Met Worse than Met Better than Better than Better than Better than Better than 10%

First Decision % Granted (Sheriff Court) 81.0% 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 (Sheriff Court) 8.0% Lower Met Better than Met Better than Better than Better than Better than Better than Better than Better than Better than Better than 10%

Solicitor satisfaction

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

Accuracy

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

APPLICATIONS


image3.emf
CIVIL

Current 

Benchmark

Better is Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Current 

Zone defn

Average Calendar days to bank:

Civil A&A  & ABWOR 17.0 Lower Better than Better than Better than Met Met Met Met Met Worse than Worse than Worse than Worse than 10%

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

Negotiations 23.0 Lower Better than Better than Better than Met Met Met Met Met Worse than Worse than Worse than Worse than 12.5%

Initial Assessments % paid in full 80.0% Higher Better than Better than Better than Met Met Met Met Met Met Met Met Met 5%

Ratio of Negotiations to Initial Assessments

9.0% Lower

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

Solicitor satisfaction

- - - - - - - - - 68% - -

Accuracy

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

CRIMINAL

Current 

Benchmark

Better is Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Current 

Zone defn

Average Calendar days to bank:

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

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

Criminal ABWOR Non-automatic 10.0 Lower Better than Better than Better than Met Met Worse than Worse than Met Better than Met Met Worse 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 Better than Better than Better than Better than Better than Met 10%

Solemn 18.1 Lower Worse than Worse than Met Met Met Better than Better than Better than Met Met Met Met 10%

Negotiations 23.0 Lower Better than Met Met Met Met Better than Met Met Worse than Worse than Worse than Worse than 12.5%

Initial Assessments % paid in full 93.0% Higher Met Met Met Met Met Met Met Met Met Met Met Met 3%

Ratio of Negotiations to Initial Assessments

4.0% Lower

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

Solicitor satisfaction

- - - - - - - - - 66% - -

Accuracy

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

CHILDRENS

Current 

Benchmark

Better is Jan-25 Feb-25 Mar-25 Apr-25 May-25 Jun-25 Jul-25 Aug-25 Sep-25 Oct-25 Nov-25 Dec-25

Current 

Zone defn

Average Calendar days to bank:

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

Childrens legal aid 19.0 Lower Met Better than Better than Better than Better than Met Met Met Met Worse than Worse than Worse than 10%

Negotiations 23.0 Lower Better than Better than Better than Met Worse than Worse than Better than Met Worse than Worse than Worse than Better than 12.5%

Initial Assessments % paid in full 57.0% 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 5%

Ratio of Negotiations to Initial Assessments

26.0% 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

- - - - - - - - 75% - -

Accuracy

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

ACCOUNTS


