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How to use this document 
When helping a customer with their online form you should go through these steps each time 
from the point of first interaction. 
 
For all appointments you should refer to the General Checklists for appointments, then refer 
to Individual Service Checklists to ensure the customer has everything they need for the 
appointment. 
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General Checklists 
Before Appointments 

BEFORE APPOINTMENT  Complete 

1. Call customer to arrange appointment 

❏ Confirm you are speaking to the right person.  

❏ Introduce yourself and your centre.  

❏ Using the information you have in the referral form, confirm what 

assistance they need eg. “My understanding from HMCTS is that 
you need help with an SSC1 form, is that right?”  

❏ Explain the help you can/can’t offer eg. “I can help you through 

the application, I can help you understand the form/the 
process/use the website but I can’t give you any legal advice on 
things like what to say in your application to the tribunal. Is this 
ok?”  
❏ If they need legal advice and you do not offer this at your 

centre, signpost them to where they could go and 
recommend they get advice before the appointment with you.  

❏ If your centre does offer legal or certified advice in areas 
that are relevant to HMCTS (eg. family law or welfare/benefits) 
you can offer advice before or after the appointment but not 
during. We recommend that you have a separate session for 
this advice. 

❏ Briefly explain how the appointment could work (who would help 

and facilities at your centre). Ask if they have any needs or 
preferences eg. private room, wheelchair access, hearing loop. 

❏ Remind them to bring relevant information, documents & 

ID/confirmation text on arrival. See below specific service 
sections for details. 

❏ Arrange a date & time for appointment. 

❏ Provide any relevant information you have on how to get there. 

❏ Explain what to do & who to contact if they wish to cancel or 

rearrange. 

❏ Ask them if they have any other questions. 

 

2. Send confirmation text to customer (with consent from the customer)   

3. Log appointment on CaptureIT.   
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On Arrival 

ON ARRIVAL  Complete 

Confirm who they are 
You can ask for the appointment confirmation text or any ID they have.  

 

Help them to acclimatise to the building  
(eg. where the toilets are, whether they’d like a drink of water etc) 

 

Confirm what assistance they need eg.  
“My understanding is from HMCTS that you needed assistance with 
SSC1, is that right? What would you like to get out the appointment 
today?” 

 

Ask them if they have the relevant information and documents needed 
for completing the form as per checklists for this service below. 

 

Explain the help you can/can’t offer eg. 
“I can help you through the application, I can help you understand the 
form/the process/use the website but I can’t give you any legal advice 
during the appointment on things like what to say in your application 
to the tribunal. Is this ok?”  

 

Ask them how they’d like to receive assistance from you today eg. 
“I can sit with you and help you through each page, or if you would 
prefer, I can leave you to it and I'll be over there if you need any help.” 

 

Start supporting them with the online form   

 
End of Appointment 

AT THE END OF THE APPOINTMENT  Complete 

Ask if they’d like written documentation or printed information of what 
they’ve done or what they need to do  
eg. Gov.uk confirmation/information, signposting details, HMCTS 
number to call, the email address they set up etc. 

 

Ask if they’d be happy to complete a customer survey   

Update CaptureIT with outcome of appointment   
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Individual Service Checklists 
 
1. Help with Fees 
 

Preparation for appointment 

Gov.uk link  https://www.gov.uk/get-help-with-court-fees 

Webinar link  https://www.youtube.com/watch?v=kbWa0Nhm3BA 

 
Need to Know 
 
Customer has National Insurance number 
If the customer has their National Insurance number and all documents / information to hand 
you can proceed with an online assisted form. You will be notified upon completion of a Help 
With Fees reference number which the customer will need. You may also need this if the 
customer needs assistance with a second online form as part of this project.  
 
Customer does not have National Insurance number 
If the customer applying does not have a National Insurance number then they will need to 
complete a paper form. If they complete a paper form, this will not be classed as an output for 
this project. Please note the customer will then receive a reference number through the post 
from HMCTS which can take up to 21 days to be received.  
 
NB If a client needs multiple services which require help with fees for, they need a new Help 
with Fees reference number to include for each service. 
 

Required documents / information 
❏ National Insurance number 
❏ Court or tribunal form name 
❏ Case or claim number (or ‘notice to pay’) (if they have one) 
❏ Most recent bank statement for all current accounts 
❏ Most recent payslip (if they have one) 

 
They may also have to give details of income, savings and tax return (if the person is 
self-employed). 
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2. Divorce 
 

Preparation for appointment 
 

Gov.uk link  https://www.gov.uk/apply-for-divorce 

Webinar link  https://www.youtube.com/watch?v=eXpouHZCZ1k 

 

Need to Know 
In order to complete this form online, the person must have the ability to pay the court fee of 
£550 or they will not be able to complete the online form. This can be done by credit or debit 
card. 
 
If they do not have access to these funds but they may be eligible for some support - take a 
look at the “Help with Fees’ section first. 
 
NB if they do submit an online form for Help with Fees and they then come back to you to 
apply for a divorce online and they are assisted to complete a second online form - that can be 
classed as TWO separate outputs.  
 

Required documents / information 
❏ Identification 
❏ Confirmation of appointment (usually a text from the centre) 
❏ Husband or wife’s full name and address 
❏ Original marriage certificate or a certified copy (and a certified translation if it’s not in 

English) 
❏ Proof of name change if customer changed it since they got married - for example the 

marriage certificate or a deed poll 
❏ Information/contact details about any co-respondents eg in cases of adultery 

 
They may also need to provide 
❏ Information about if they are based in England or Wales 
❏ Reason for Divorce (Behaviour, Adultery, Separated for 2 years with consent, 

Separated for 5 years with consent, Desertion) 
❏ Details of any previous court proceedings 
❏ Financial order 
❏ Court fee of £550 (to be paid online so they will need their debit or credit card) 

 
If address of husband or wife unknown please visit: 
https://www.gov.uk/divorce-missing-husband-wife 
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3. Social Security and Child Support 
SSCS1 forms e.g. PIP,  ESA and Universal Credit appeals 
 

Preparation for appointment 

Gov.uk link  https://www.gov.uk/appeal-benefit-decision 

Webinar link  https://www.youtube.com/watch?v=sSdo1KeLrFo 

 
Need to Know 
Please note: new claims are not eligible for this programme. Any customers wishing to make a 
new claim should be referred to DWP.  
 
A reminder that this project is for the Courts and Tribunal services - they are an independent 
service and only deal with ‘appeals’ against fines or benefit decisions that may have been 
made by other Government departments.  
 

Required documents / information 
❏ Mandatory Reconsideration Notice - the customer will get this after they ask for the 

benefit decision to be looked at again 
❏ National Insurance number 
❏ The claimants date of birth 
❏ The claimants contact details and preferences 
❏ Details of anyone helping with the appeal (if you’re using a representative) 

 
 

 

4. Single Justice System 
 

Preparation for appointment 

Gov.uk link  https://onlineplea.cjscp.org.uk 

Webinar link  https://www.youtube.com/watch?v=Iy-OueZwdZQ 

 

Need to Know 
This is a new service being trialled and will ultimately replace other legacy services on gov.uk 
but for now this project only covers Transport for London fines. New services may be added 
throughout this year and we will update this section as and also communicate to you when 
they are confirmed.   
 

Required documents / information 
❏ Single Justice Procedure Notice  
❏ National Insurance Number  
❏ Details of income, benefits and outgoings  
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❏ The person’s employer details  
 

For not guilty pleas:  
❏ Witness’ name, address, age and date of birth  
❏ Any dates the person can’t attend court  

 
 

 

5. Probate 
 

Preparation for appointment 

Gov.uk link  https://www.gov.uk/wills-probate-inheritance 

Webinar link  https://www.youtube.com/watch?v=ZcN75nyKOa8 

 
Need to Know 
It costs £215 to apply for probate if the value of the estate is more than £5,000. It’s free if the 
value is less. 
 
Extra copies of the grant of probate cost 50p each.  
 
Applicants will need to pay online by debit or credit card. If they do not have access to these 
funds but they may be eligible for some support - take a look at the “Help with Fees’ section 
first. 
 
NB if they do submit an online form for Help with Fees first and they then come back to you to 
apply for probate online and they are assisted to complete a second online form - that can be 
classed as TWO separate outputs.  
 

Required documents / information 
❏ The original will and codicils (if there are any) of the person who died  
❏ The death certificate of the person who died (this must be the original or a certified 

copy)  
❏ The Inheritance Tax form  

 
They may also need to know of any other executors applying, or the reasons why they aren’t 
applying. 
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6. Civil Money Claims 
 
Preparation for appointment 

Gov.uk link  https://www.gov.uk/make-money-claim 

Webinar link  Please note, there is no webinar available for this service 
currently. 

 
Required documents / information 
❏ Name and address. 
❏ Name and address of the person or organisation you are claiming against. (This can be 

the principal place of business). 
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