
 



 



 



 



 



 

Our Objectives and measuring success: Service 

Objective 1: Customer Experience 

We will deliver a consistent, 
accessible, and efficient experience 
across our services, making it easier 
for our customers to interact with us, 
building trust and satisfaction. 

Objective 2: Data Utilisation 

 
We will improve our data coverage and 
utilisation to enable confident, 
evidence-based decision-making. 

Objective 3: Automation and 
Simplification   

We will increase our administration 
automation and simplification to 
reduce manual and paper-based 
processes. 

At the end of this plan: 

• our Customer Insight Strategy and 
policy development will have led to 
improved customer experiences and 
service quality  

• our work to support solicitors will 
mean they are better equipped to 
manage legal aid administration. 

We will know we are on track through: 

✓ our performance KPIs 
✓ customer feedback and insight 
✓ reviewing the impact of our policy 

changes 
✓ the level of complaints we receive 

about our service 
✓ the level and type of interactions we 

have with solicitors. 

 

At the end of this plan: 

• data capability and skills will have 
improved across the organisation 

• a revised measurement framework 
will allow us to better measure 
organisational performance and 
outcomes. 

 
We will know we are on track through: 

✓ reviewing against our baseline data 
maturity assessment how: 

✓ we access, use, and share data across 
the organisation 

✓ we have used data to support 
improvements  

✓ our capability and skills have changed  
✓ evidencing that our approach to data 

protection, security, and records 
management is robust and resilient. 

 

At the end of this plan: 

• we will have fewer avoidable 
customer interactions, and remaining 
interactions will be more meaningful, 
productive, and efficient. 

 
 
 
We will know we are on track through: 

✓ customer feedback and insight 
✓ showing how our processes and 

systems have changed. 

 



 
Our Objectives and measuring success: People 

Objective 4: Capability, 
Leadership and Resilience 

We will ensure our people are skilled, 
supported, and equipped to meet 
current and future business needs. 

Objective 5: Engagement, 
Wellbeing and Reward 

We will strengthen our people 
engagement and wellbeing through a 
fair, inclusive, and supportive 
employee experience.  

Objective 6: Adaptability, 
Workforce Planning, and Service 
Redesign 

We will utilise our people where and 
when they add the greatest value to 
develop efficient, future-ready, and 
responsive services. 

At the end of this plan: 

• our career pathways will be visible 
and clearly defined 

• we will be better equipped and 
capable to manage organisational 
change 

• we will have improved our resilience 
and leadership capability.  

 
 
 
We will know we are on track through: 

✓ feedback from our people 
✓ evidence of the effectiveness and 

impact of corporate training.  

 

At the end of this plan: 

• our people will have participated in 
and influenced our ongoing 
programme to review our people 
policies and supporting guidance 

• Our staff will have benefited from the 
implementation of a wellbeing 
strategy 

 
 
 
We will know we are on track through: 

✓ feedback from our people 
✓ evidence of employee input into policy 

and guidance changes. 

At the end of this plan: 

• we will be using workforce planning 
tools and techniques to anticipate 
skills, capacity and capability needs, 
and inform budget, resourcing, and 
development decisions  

• we will have redesigned services to 
better align with customer needs, 
implement changes flowing from 
regulations or deliver against 
Ministerial priorities.  

We will know we are on track through: 

✓ feedback from our people 
✓ alignment of our skills and resources 

with our business needs 
✓ delivery of agreed service redesign 

initiatives aligned to corporate 
priorities. 

 



 
 Our Objectives and measuring success: The Future 

Objective 7: Change for the Better 

We will deliver a programme of 
continuous improvement to enhance 
service delivery and efficiency. 

Objective 8: Influencing Change 

We will strengthen our position as a 
trusted independent authority on legal 
aid to deliver and shape reform that 
supports a just, safe, and resilient 
Scotland. 

Objective 9: Legal Aid Reform 

We will provide clear and evidence-
based advice to Ministers setting out 
our vision for a future legal aid system. 

At the end of this plan: 

• changes to judicare processes will 
have improved customer experience, 
service quality, and operational 
efficiency 

• we will be better able to plan, 
prioritise, and measure the impact of 
our work.  

 
We will know we are on track through: 

✓ feedback from our people 
✓ feedback and insight from our 

customers 
✓ enhanced business planning and 

corporate governance. 

 

At the end of this plan: 

• we will have contributed data, 
evidence, and insight to inform 
change and improvement across the 
justice system 

• partners and stakeholders will have a 
wider appreciation of the role of legal 
aid, and our role in its operation and 
development. 

We will know we are on track through: 

✓ feedback from our stakeholders and 
partners 

✓ evidence of the influence of our 
evidence and insight on justice 
delivery and reform.  

 

At the end of this plan: 

• our support will have enabled Scottish 
Government to secure the passage of 
the primary and secondary legislation 
needed to deliver a reformed legal aid 
system 

• we will be prepared for any changes to 
our functions contained in a new 
statutory framework. 

We will know we are on track through: 

✓ evidence of the influence of our 
advice on the direction and detail of 
legal aid reform.   

 



 



 


