
HMCTS: Digital Support Pilot

Delivery Guide for Managers/Centre Managers

Phase 4 - 1 October 2020 - 31 July 2021

Update to project timescales:

The below information was communicated to centres delivering this project on
the 12th May

Please find below the amended dates to this project:

● Last day of referrals from HMCTS = Friday 16th July
● Last day of delivery/appointments = 31st July
● Final date to add any appointments to CaptureIT = 7th August

This means that all appointments must be added to CaptureIT by Saturday 7 August
at the very latest otherwise they won’t be counted.

The final payments for this project will be released during August.

This delivery guide is aimed at those directly delivering the HM Courts and Tribunals

Service (HMCTS) Digital Support pilot and provides information on using CaptureIT and

There is a project landing page here: HMCTS Landing Page The page features

recordings of the project (held 30th September) and the Q&A session (held 7th October)

as well as delivery guidance documents, downloadable posters and videos from HMCTS.

For clarity, we refer to people who need and use HMCTS as ‘users’ throughout this guide

and the project.

http://www.onlinecentresnetwork.org/assisted-digital
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Introduction to the Project

About HMCTS

HM Courts and Tribunal Service (HMCTS) is an agency of The Ministry of Justice (MOJ).

The Government is investing £1 billion to reform and modernise the UK's justice system

and make justice services more efficient and accessible to everyone.

About the project

HMCTS knows that not everyone has the skills, abilities or access to use the new online

services on their own and want to provide 'Digital Support' for them. To do this, Good

Things Foundation will work with Online Centres to identify and support those who need

Digital Support with the services, and HMCTS will offer telephone support through their

Customer Telephone Service Centres (CTSC), referring users to centres where

applicable.



This project is a great opportunity both to support the transformation of the UK’s justice

system, and to help the Government learn about how to deliver digital support and

design a service in communities that works for the people who need it.

The start and end dates of Phase 4 of the project are: 1 October 2020 - 31 August

2021

What we want to learn and how

Good Things Foundation and HMCTS are evaluating this project in detail to understand

what works and what doesn’t work. Ultimately, we want to know how Digital Support

can help HMCTS users, which users and why.

Following the end of Phase 3 in August 2020, together with HMCTS, we evaluated the

pilot to date which also reviewed how changes have been implemented due to changes

to face to face delivery options with the introduction of social distancing measures in

response to the Covid-19 pandemic.

As we move into Phase 4,  we are extending the Digital Support programme for another

twelve months to formalise delivery via remote channels and trial a new method of

counting outputs. Through this last phase of delivery, we will continue to evaluate and

test the Digital Support service, it's impact and cost effectiveness, enabling HMCTS to

make decisions about further delivery and scaling within courts and tribunal models of

the future.

Your expertise and insight is vital to this learning and we want to work closely with you

every step of the way! We aim to answer these questions through:

● The data you input into CaptureIT

● Telephone calls with the Good Things Foundation Network Team, where you can

share what is and isn’t working.

● Telephone calls and interviews between you and the Good Things Foundation

Team and HMCTS researchers

● Telephone calls and interviews between HMCTS users and the Good Things

Foundation Team and HMCTS researchers. For this it is vital that you complete



the consent details that will be held on CaptureIT. More detail about consent is

provided later in this guide.

What is Digital Support?

Digital support is help for people who need to use online services but don’t have the

skills, ability or access to do so on their own.

During this project, Online Centres will help people complete online forms for the

following HMCTS services:

● Civil Money Claims

● Divorce

● Probate

● Single Justice System

● Social Security and Child Support (PIP, ESA appeals and Universal Credit appeals)

● Help with Fees (an additional form that customers can complete if they are on

low income/welfare benefits that may waive or reduce their court fee for any of

the above services they may apply for)

Your job will be to guide users through these forms and help them understand the

online guidance, aiming to complete the online form.

Support will look slightly different for each user and according to how you deliver the

appointment, however you can tailor the session to meet their needs. For example,

some users will want you to explain each step of the form, while other users may be

more independent and need to call on you when they are stuck.

You can deliver Digital Support through a face to face appointment (according to

capacity in your centre and the ability for social distancing according to the latest

Government guidelines), or deliver support remotely via a telephone call or through

video software (WhatsApp, Skype etc).

Some users will be able to complete their online form in one submission, whilst others

may need more than one appointment.  We want to give you the freedom to deliver



support in the best way for your centre and the user as long as you provide a consistent

service in line with the Service Standards.

For Phase 4, as noted in more detail further in this guide, centres will now be paid for

per person / per service supported so although the final outcome desired is the

submission of a completed online form, we understand that users could change their

mind or may need more than one appointment to be supported. This is where we are

recognising any time you may spend providing support through an appointment, as long

as other guidelines are met (entering your appointment details within 7 days onto

CaptureIT for example, covered in more detail further in this guide).

It's also worth noting that any digital skills training is not funded by HMCTS, nor  are any

paper forms completion being covered by this pilot.

Reiterating Legal Advice

Digital support is not legal advice. HMCTS are able to offer procedural guidance on

their services, however they are not permitted or trained to give any legal advice. This is

to ensure HMCTS remains unbiased in the facilitation of the court service. This applies

to HMCTS funded projects too, so it is critically important that you abide by the same

rule in the delivery of this pilot if you are not qualified to give legal advice. We

understand that the boundaries between legal advice and assistance are sometimes

blurred. Here are some definitions that may help:

Digital Support

Digital support is help for people who need to use online services but don’t have

the skills, ability or access to do so on their own. This could be face-to-face, on the

phone or through webchat to provide access to a digital device; help people

understand online guidance provided; help people navigate the online form and

get to the point of completion. The online guidance provided may be legal

information.



Legal advice

Legal advice is providing your opinion to an individual about how they should deal

with a specific legal matter. Legal advice consists of much more than just

representing somebody in court. For example, filling out legal documents for

another person, giving advice on what they should write in legal forms, and

speculating about the outcome of a case all count as providing legal advice.

Because these situations all affect the legal rights of individuals, it can be illegal in

some circumstances for anybody who is not licensed to practice law to provide

legal advice. If you are qualified to give legal advice you may offer this to your

users but if you are not please refer to an organisation or representative who can

before supporting the user to access the online service

Based on these definitions of Digital Support and legal advice, here is some guidance on

what support you can offer during Digital Support appointments:

You can:

● Read out and paraphrase the information on the screen to help users

understand the form.

● Point out important facts on the screen / form that users may overlook.

● Explain the process, timescales and what happens next.

● Help them with their spelling and/or grammar if they ask this of you.

● Type on behalf of users if they are unable to do so for themselves. If you do

this, you must ensure that you capture the users consent - this is known as

proxy form completion. You may capture this consent by any processes

you may have within your centre. It is vitally important that you do ensure

that the user has verified the information you have completed on the form

on their behalf and that you have captured consent. This is a legal

requirement and the responsibility of the centre. You should store your

consent and keep this for your records, retaining securely until 6 months

after the project ends.



● Listen and reassure where you feel able to.

● Ask them if they’ve had any advice and help them find out where they can

go.

If users need legal advice

● If the HMCTS user needs 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) then you can offer

this to the user at the time of the appointment.

Providing feedback

We’re aware that many HMCTS users will need both assistance and legal advice when

filling out online forms. We are hoping to mitigate this through early signposting for the

user to receive legal advice as set out above - but we want to make sure we have

continuous feedback on how this is going from your perspective and how it affects the

digital support you are offering.

Please let us know if the distinction between assistance and legal advice is causing

problems, or if you have best practice about how to manage it better. Ultimately, we

want to be able to improve the experience for HMCTS users and better support you to

support them!

Who will you support?

At this stage, support is open to anyone who doesn’t have the skills, capability or access

to use HMCTS online services themselves.

Users eligible for assistance are:



● People who do not have the digital skills or confidence to complete online

forms themselves e.g. can’t navigate websites, use keyboards or upload

documents

● People who do not have the capability to complete online forms themselves

e.g. physical or mental health problems, learning difficulties or language

barriers

● People who do not have access to a suitable digital device or internet

connection

HMCTS are still offering paper based forms, so people aren’t forced to use online forms -

it’s their choice. Paper forms can be found online. It’s important to note that HMCTS are

not funding any assistance with paper forms .

We would like to learn more about the different types of people that need Digital

Support, to ensure we reach them and respond to their needs as well as we can. So we

will be asking for your feedback on who the support is helping, how and why. We will

continue to conduct centre and user interviews throughout Phase 4.

Delivery Model and User Journey

Overview of pilot and Phase 4 updates

Taking feedback and evaluation gathered from centres through Phases 1 - 3 of the pilot

to date, and also taking into consideration the impact on delivery due to the Covid-19

pandemic, we have made some changes that will be introduced as part of Phase 4

delivery.

The two main points that have changed for centres are the acceptable, fundable

support and outcomes for each appointment; and that support can now be delivered

remotely as well as by face to face.

Phase 4 - Remote delivery

Due to how changes have been implemented from face to face delivery options with the

introduction of social distancing measures in response to the Covid-19 pandemic, we

are now allowing remote delivery support for HMCTS services.



Support can be delivered by methods that suit both your centre staff / volunteers and

the user via either:

● Face to Face (according to government guidelines and if your centre can provide

suitable social distancing)

● Remote delivery via telephone

● Remote delivery via web-based software (for example Skype, Zoom, WhatsApp)

Phase 4 delivery model - fundable support

Centres will now be funded for per person / per service supported. This has changed

from the previous  model where centres would only be funded for a completed and

submitted online form. This is in recognition of the additional support work that can

often be required for HMCTS services yet, can sometimes also mean that centres were

not previously paid for the time and effort taken to support users during appointments.

Per person / per service means:

● You will only get paid for a user if they have received support for a new service

that they have not previously been supported with.

● Centres will only get paid for completing one appointment regardless of the

number of appointments the user actually receives (as long as the appointment

data is added to CaptureIT within 7 days, please see the Service Level Standards

section with more information).

● Centres will not need to complete and submit an online form to be paid, although

please remember that this is the actual aim of the pilot to understand the

process of digital support to use HMCTS online services.

Here's a table to highlight some examples of what would and wouldn't be classed as

fundable support:

User Service
Appt
No.

Outcome
Within 7

days?
Eligible? Why?

Mr Smith SSCS1 1
Emotional
Support

N N
Support given but not

added to CaptureIT within
7 days SLA

Mr Smith SSCS1 2
Looking for

evidence
Y Y

Support given but was
added to CaptureIT within

7 days SLA



Mr Smith SSCS1 3
Submitted
online form

Y N

We have already paid for
Appt.2 / SSCS1

Centres only get paid per
person / per service so
they have already been

paid for Mr Smith's SSCS1
appeal

Mr Smith
Help with

Fees
1

Submitted
online form

Y Y

This is a second service
for Mr Smith so we can
pay this, it was entered
on CaptureIT within 7

days (SLA)

Mr Smith
Single

Justice
System

1
Submitted
online form

N N

This is a third service for
Mr Smith so we could

have paid this. However
the centre did not add the

CaptureIT within 7 days
(SLA) so this is not eligible

Phase 4 delivery model - acceptable delivery

Acceptable forms of delivery can also now include supporting people remotely via

telephone, video or web services support as well as continuing with face-to-face

support where social distancing and safe Covid precautions are able to be implemented.

You are also able to be funded for some elements of supporting a customer throughout

an appointment that doesn't necessarily end in the submission of an online completed

form, although that is the overall main aim of this pilot so we can track the case through

through the HMCTS as part of the overall reform programme.

As part of the support provided through the appointment, we would like to know what

happened and you will see these options on CaptureIT to select:

1. Supported the customer to find case updates using online services (e.g. Track

your appeal)

2. Supported user to prepare for the online form and / or sorting through

evidence and getting ready to upload / send to HMCTS

3. User changed their mind before submission



Services included in Phase 4

There are only specific online services that centres should included as fundable

activities as part of this pilot:

HMCTS Online Services Links

Apply for a divorce https://www.gov.uk/apply-for-divorce

Apply for Probate
https://www.gov.uk/applying-for-probate/a
pply-for-probate

Appeal a benefit decision (SSCS1)
https://www.gov.uk/appeal-benefit-decision
/submit-appeal

Make a money claim online https://www.gov.uk/make-money-claim

Where Help With Fees is needed to
make an application for one of the
above services -
Get help paying court and tribunal fees

https://helpwithcourtfees.service.gov.uk/ch
ecklist?_ga=2.76150485.1937639899.159768
0260-1307673170.1579604961

Make a plea online
https://onlineplea.cjscp.org.uk/onlineplea/st
art.xhtml

We are aware that centres may provide additional support to HMCTS users, but for the

purposes of this pilot and fundable activities - you should only be including the above

services on your CaptureIT appointments.

Prior to holding your appointments, it may be worth referring to the Appointments

Checklist which will help provide additional information to support both yourself and the

HMCTS user.

Service Level Agreements and completing CaptureIT

Phase 4 includes a requirement that all centres must add appointments on to CaptureIT

within 7 days or they will not be funded.

In order to provide correct information to HMCTS, we need to have accurate and timely

data available.

https://www.gov.uk/apply-for-divorce
https://www.gov.uk/applying-for-probate/apply-for-probate
https://www.gov.uk/applying-for-probate/apply-for-probate
https://www.gov.uk/appeal-benefit-decision/submit-appeal
https://www.gov.uk/appeal-benefit-decision/submit-appeal
https://www.gov.uk/make-money-claim
https://helpwithcourtfees.service.gov.uk/checklist?_ga=2.76150485.1937639899.1597680260-1307673170.1579604961
https://helpwithcourtfees.service.gov.uk/checklist?_ga=2.76150485.1937639899.1597680260-1307673170.1579604961
https://helpwithcourtfees.service.gov.uk/checklist?_ga=2.76150485.1937639899.1597680260-1307673170.1579604961
https://onlineplea.cjscp.org.uk/onlineplea/start.xhtml
https://onlineplea.cjscp.org.uk/onlineplea/start.xhtml


We are also aiming to speak to users about their experience of using HMCTS online

services, and we need to do this in a timely manner so we need appointment data to be

completed quickly so we can contact the user.

In order to comply with the 7 day SLA requirement, we suggest that you should be

completing CaptureIT during the appointment whilst the user is present where this is

practicable.

HMCTS Call Centre Referrals - Courts and Tribunals Service Centre (CTSC)

The journey of a user and the Courts and Tribunals Service Centre (CTSC) referral

process is laid out in this diagram:



If you need information on adding/editing calendars within Bascamp then please see

the Delivery Guide for Advisors/Tutor/Volunteers

Proxy form completion and consent

Because of Covid-19, Good Things Foundation centres have had to change their delivery

model to enable them to support users who are unable to attend face to face

appointments. HMCTS have therefore agreed to allow appointments to take place

remotely, provided the user is aware the service is being completed online and can

check and review what has been submitted into an online form.

This means that centres are therefore now able to complete forms by proxy provided

the user understands the service is being completed online and can check what is

entered into the form.

Gathering consent therefore, for proxy form completion is very important and is a

legal requirement that will be the responsibility of the centre to obtain. Consent

can be gathered in any way that suits your centre the best via your normal processes

(as was discussed during our 10 June workshop that many centres have these

processes already in place).

Important:

You will be asked as part of CaptureIT to 'sign' a disclaimer as follows:

"By ticking this box, I am confirming that the user has had the opportunity to

review and has consented to the information on this form. I understand the legal

consequences of not acquiring consent from the user and this appointment may

not be funded by HMCTS. "

If your centres does not have it's own processes already in place, then here are some

examples you could use:

● Record your telephone conversation (with permission of the user)

● Send off a paper form for them to sign and return for your records

● Obtain a text message

https://docs.google.com/document/d/1-BfQfzPMZssjdVU3TBpeApkbIX_95_wsljNPIy0ocYY/edit#


● Record your video conversation / webinar / Skype call

Recruitment through Online Centres (e.g through your partners, or through

'walk-ins' / 'call-ins')

1. As part of this project you should identify people that need help with HMCTS

online forms through your centre and/or your networks. We have provided

promotional posters and leaflets - see HMCTS Landing Page for the available

material (Downloadable posters section). You can also create your own posters if

these are not suitable.

2. Using the guide in “who will you support?", you can determine whether people

are eligible for digital support.

a. If you’re unsure of the user’s eligibility or the forms they need to

complete, you can pass on the relevant CTSC number (in the Useful

Numbers section) to the user, so they can call directly to discuss their

situation and requirements.

b. If you believe they are able to do the form themselves with telephone

support, we recommend you signposting to the relevant CTSC for

troubleshooting.

c. If they wish to complete the forms by paper instead, you may wish to find

and print the forms for them using the online form finder.

Outputs

Contract sizes are calculated as below:

Contract requirements £1,750 £3,500 £5,250 £7,000

Number of individuals supported with
HMCTS online services

25 50 75 100

Objectives

Support users to complete HMCTS online services included within the pilot (Digital Support)

Help users to progress to independent usage of these online services

http://www.onlinecentresnetwork.org/assisted-digital
https://hmctsformfinder.justice.gov.uk/HMCTS/FormFinder.do


Appointment clarification

For the purposes of this project, an appointment is when the user has either spoken to

you remotely or attended the centre for face to face support. A completion is when the

customer has attended their appointment and completed their form online.

Appointments must only be booked and added to the system when the customer is

ready to complete their form online.

Your outputs will be tracked using the CaptureIT system, where you will log all

appointments and their outcomes. This includes however many appointments that the

user needs. Ideally CaptureIT records should be completed during an appointment, to

ensure as much accurate information is entered. You must complete these records

within 7 days in order to ensure that your appointment is eligible for funding.

Payments

The contract sizes for Phase 4 are paid through 4 phased payments across the project

year:

● 25% October 2020 - initial payment

● 25% January 2021 - based on performance

● 25% April 2021  - based on performance

● 25% July 2021 - based on performance

Updating Your Bank Details

If your organisation updates their bank details

throughout the year, you should load up the

Manage Your Funding page on Online Centres,

and click through to Your Payment Details.

Select your organisation from the drop down

menu and load up the Bank Details. Existing

details are starred out for your security. If

everything is in order, you can confirm these are

correct by clicking Yes, looks good.

If they are not up to date please click Edit to review the details and update them with

your new details.

https://www.onlinecentresnetwork.org/your-centres/manage-your-funding


Once payment has been processed, you’ll get an email to advise that this has taken

place and also when it is expected to arrive in the named account. It does depend on

your bank, but it is usually around 3-5 working days.

If you do not have access to any of these pages please get in touch with us and we can

review the access on your account.

Service Standards

Our aim

Our aim is to deliver an excellent experience for all HMCTS users across all Online

Centres. To achieve this, we want each Online Centre to follow the same processes.

Within this consistent approach, you should then feel free to use your expertise and

judgement to adapt your approach in meeting the needs of individual users and project

requirements.

We expect Online Centres to:

● Ensure all staff and volunteers delivering the service have a current DBS check in

place.

● Ensure all staff and volunteers delivering the service have completed training for

this service.

● Risk assess appointments and drop-ins according to your own organisational

policy.

● Record outcomes in CaptureIT accurately and in time (ideally during the

appointment but within 7 days or this will not be funded)

● Be honest, helpful and polite with users.

● Offer impartial support when helping users with online forms.

● Be sensitive and adapt to the needs of all our users.

● Let users know what happens next and how to check progress.

● Protect the user's personal documents and information and comply with GDPR at

all times.

● Take complaints seriously, investigating them and providing a considered

response.

Social media activity



Good Things Foundation positively encourages Online Centres to get involved in social

media - after all our organisation is all about using digital technology to make things

better!

All we ask is that as Online Centres, you can be seen as an ambassador for the network

and especially an ambassador when linked with projects with our funding partners. As

such, please be respectful and mindful of any comments that are in the public arena

that could be linked back to either Good Things Foundation, Online Centres or HMCTS.

What do we mean by social media?

● Social media networks (e.g. Facebook, Twitter, LinkedIn)

● Commenting on forums, news articles

● Any public online communications

● Any tool or service that facilitates conversations over the internet.

Please also be aware that libel, defamation, copyright & data protection laws apply on

social media as elsewhere.

Contact information

If you have any questions regarding the project please contact:
grants@goodthingsfoundation.org / 0114 349 1658

http://www.opsi.gov.uk/RevisedStatutes/Acts/ukpga/1843/cukpga_18430096_en_1
http://www.opsi.gov.uk/Acts/acts1996/ukpga_19960031_en_1
http://www.opsi.gov.uk/acts/acts1988/UKpga_19880048_en_1.htm
http://www.ico.gov.uk/what_we_cover/data_protection.aspx
mailto:grants@goodthingsfoundation.org

