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CRIMINAL INJURIES COMPENSATION AUTHORITY

BUSINESS PLAN 2008-11

FOREWORD

The Criminal Injuries Compensation Authority provides a valuable service to members of society
who have suffered at the hands of violent criminals. We know that we can never fully
compensate victims or crime, but we can recognise their suffering and provide some financial
support which may help them move on.

We want to improve the service we provide by processing claims quicker while ensuring that we
investigate them fairly. Our applicants have told us that they understand that it takes time to
look into their claim and collect the evidence we need to be accountable to the taxpayer, but
they want the process to be as straightforward as possible and to be kept informed of what is
happening. Therefore, we are going to make simplified procedures and improved communications
two of our main priorities over the next three years.

Since coming into post at the end of last year, | have had the chance to take stock of the
organisation and | am convinced that with the support of our new Management Board and our
teams of experienced staff that we have all the right ingredients to make the improvements to
which we aspire. With the support of our sponsor department, we have been able to develop new
processes and procedures which have reduced the live caseload to below 80,000 for the first time
in 20 years. The next big step in our change programme will be to restructure the organisation
on the 1% of July 2008. The new structure will bring together previously separate teams which
deal with cases at the different stages in the process, we believe that this more cohesive
approach will result in less duplication of work and better feedback loops from which we can
learn to improve the quality of our decisions.

We will also be arranging our operations teams geographically to allow the case officers to
establish better working relationships with the police and medical authorities in their area. A
pilot exercise has shown us that this pays real dividends in terms of the response times for
collecting the information we need to asses a claim.

The purpose of this plan is to say where we want to be in 3 years time and to set out how we will
know that we have arrived there.
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Background

The Criminal Injuries Compensation Authority (CICA) administers the criminal injuries
compensation scheme throughout England, Scotland and Wales. We are a Non-
Departmental Public Body which pays compensation to eligible applicants who have been
the victim of a violent crime. Awards are determined by a tariff, with fixed compensation
for each type of injury. Since the scheme began in 1964, we have paid out more than
£3.5 billion to over one million claimants.

Governing Body

In May 2007, responsibility for the sponsorship and day-to-day management of the
Authority transferred from the Home Office to the newly-created Ministry of Justice.
CICA’s current governance arrangements are as summarised in Appendix 1.

Funding Arrangements

CICA is funded by central government, with the majority of its funding being provided
through its sponsor department. The Scottish Government pays the Ministry of Justice a
contribution towards the administrative costs of the Authority and the Panel, and
compensation costs under the scheme, (currently around 11%).

Location

All CICA services are located and provided for in Glasgow. We previously had offices in
London but a decision was taken in July 2006 to close the Authority’s London office. This
project was completed in March 2008 and involved the transfer of existing casework files
to Glasgow; and supporting London staff to find new posts within the Civil Service.

Management Team

Our new senior management team has been in place since December 2007, following a
period where the Authority was run by an interim management team. Our team is
building on the work of the interim team with the aim of delivering a more efficient
process and organisational structure. Our new structure is shown in Appendix 2.

Reports by the National Audit Office and House of Commons Public Accounts
Committee

In December 2007, the National Audit Office (NAO) published a report on the performance
of the Authority based on their findings during a detailed on-site audit in the summer of
that year'. The House of Commons Public Accounts Committee (PAC) subsequently held
an evidence-gathering meeting on the NAO report, at which our new Chief Executive gave
evidence. Both the NAO report and the PAC were critical of CICA’s performance across a
range of areas, and provided a number of recommendations and actions. These are being
addressed through the change programme already being taken to improve performance.
The targets set out in this Business Plan therefore reflect these developments.

*Compensating victims of violent crime: Report by the Comptroller and Auditor General; HC 100 Session 2007-2008;
SE/2007/250; 14 December 2007



1.7

Key achievements: 2007- 2008

Despite a significant period of change in 2007-08 the Authority:

made 39,146 tariff scheme awards, paying out £206 million and 37 pre tariff scheme
awards, paying out £29 million and spending the allocated budget made available;

resolved more tariff and pre tariff cases (65,248) than we received (53,317),
exceeding our target by 2,838 cases;

continued to reduce the overall appeal rate from 4% to 3.7%;

initiated a programme to improve staff awareness of scheme policy through new
guidance;

announced a new case working model to enable a more efficient case handling process
resulting in faster decisions;

continued improvements to technology to allow immediate progression towards new
case working model;

improved our internal communications network to enhance staff communications and
to establish a formal network between the Authority and its key stakeholders; and

introduced a new freephone helpline for applicants which is already resulting in earlier
sifting and consequently, faster decisions being made.



AIMS, VALUES AND OBJECTIVES

Our aim is to provide an efficient and fair service to innocent victims of violent crime.
order to achieve this we will:

Process applications as quickly as possible whilst investigating claims fairly;
Treat applicants with sensitivity and courtesy at all times;

Help people understand the service we provide and keep applicants informed;
Support our staff to perform to their full potential; and

Be accountable for the service we provide and the public funds we spend.

In delivering the above objectives we will observe the key principles and values of the
civil service; honesty, integrity, impartiality and objectivity. Additionally we have
adopted some specific values which describe the way in which we will work:

We will treat victims of crime with respect and sensitivity;
We will talk to each other openly, honestly and politely;
We will ask for help when we need it and we will give help when we are asked,;
We will make it easy for people to tell us when they are unhappy;
we will deal with issues through proper processes
when an issue has been dealt with, we will let it go
We will listen to each other’s views;
We will do what is needed of us willingly and with good spirit; and
We will thank people when they have done a good job.



3. THREE YEAR BUSINESS PLAN

The Business Plan for the next three years provides for specific outcomes which we
believe will help to help us towards achieving our aim and objectives. The first set of
tables show where we want to be in three years time and how we will know that we have
made the improvements to which we aspire. The plan then goes on to say how each of our
four Directorates will contribute to our desired corporate outcomes.

Table 3.1
Desired Outcome Measures of Success
2010/11
ORGANISATION & PROCESSES
1. Improved Governance and a) Clearer authorising environment
resolution of current status b) Clear constitution and framework agreement in
place
2. Efficient Organisational Structure a) Reduced staff turnover
b) Reduced absence rates
c) Higher levels of staff satisfaction
d) Minimal use of consultants and agency staff
3. Effective performance a) All staff understand their role in delivering the
management framework Authority’s objectives
b) Achievement of targets across each of the three
years of the plan
4. Reduced case load a) Significantly lower number of active cases
5. New case working model providing a) Significantly lower number of active cases
improved process efficiency b) Improved cycle times for dealing with cases at each

stage in the process
c) Improved applicant satisfaction
6. Improved quality of output a) Higher levels of customer satisfaction
b) Lower percentage of decisions being overturned at
review and appeal
c) Fewer complaints up-held
7. Improved customer service a) Customer Service Charter in place
b) Targets associated with CICA customer service
standards are being met including evidence of
improved handling of telephone enquiries
c) More experienced staff providing applicant support
d) Evidence of positive customer feedback on:
e Complaint handling
» Ease of making an application (simplified forms)
e Extent to which they were kept informed of

progress.
8. Better awareness and targeting of a) Fewer ineligible applications
scheme b) Better understanding of client base

c) Less reliance on paid representation by applicants
9. Improved process and relationships a) Improved feedback from stakeholders
with stakeholders b) Improved response times from third parties
c) Improved working relationships with stakeholders
and early provision of information from third parties




Desired Outcome

Fl

Measures of Success
2010/11

ANCE & TECHNOLOGY

10. Improved use of technology to a) New (or enhanced) case-handling system fully
support CICA service delivery and operational
internal monitoring arrangements. b) Increased numbers of applications received on-line
and/or by phone
c) Paper based filing eliminated for all cases opened
after 2009
11. Better use of shared services with a) Reduced unit costs for each case processed by the
outsourcing decisions made on a Authority
value for money basis. b) Improved cycle times for case handling
12. Robust Business Continuity Plan a) No problems with business continuity or failure to
(BCP) including disaster recovery in recover from any disaster within targets timescales
place
13. Improved Financial Management a) Quicker processing times
b) More accurate programme planning
¢) In-house valuation skills
14. Robust management accounting a) Unit costs reduced
with effective budget process and b) Delegated authorities working effectively
delegated cost control c) Improved procurement practice with better levels of
service from contractors
15. Effective risk management and less a) No materialisation of risks or,
opportunity for fraud b) where risks do materialise, successful mitigation
c) Less external fraud
d) All cases of suspected internal fraud fully

investigated with action as appropriate

STAFF

16. Improved support services for staff a) Fewer decisions overturned at review and appeal
b) Lower live case load and improved cycle times for
case handling
17. Better working environment a) Higher levels of staff satisfaction
18. Enhanced learning and a) Lower turnover of staff
development programme for staff b) Fewer decisions being overturned at review and
appeal
c) Higher levels of staff satisfaction
19. New culture within Authority a) Feedback from surveys shows values are being
adopted
20. Improved internal communications a) Improved staff feedback on communications

3.2 Measurement of Progress

A number of key performance indicators with related targets for the three year period
have been agreed with the governing body. These relate directly to delivery of our
desired outcomes and will be the tool used to monitor progress towards their

achievement.

The way of reporting will be by means of a monthly balanced scorecard. Each Directorate

will contribute to the corporate targets and balance scorecard, but may also have
indicators specific to their own key objectives. Details of our KPIs and targets are

provided at Appendix 3. The template for our balanced scorecard report is provided at

Appendix 4.




3.3

Risk to Delivery

The Authority considers risk in all aspects of its operations (including in the preparation of
this Business Plan), as demonstrated in the Authority’s Risk Register and Risk Management
Framework.

Risk Management is being embedded across the organisation and a corporate register has
been produced, with Directorate and functional registers being established. As part of the
Risk Management Framework, a Risk Committee assesses risk in the Authority and regular
reports are provided to the Management Board and the Audit Committee.

Risk and Control Framework

The Authority’s approach to managing risk is based on a framework of regular
management information, governance procedures including segregation of duties, a
system of delegation and accountability, and procedural guidance and benchmarking. In
particular, it includes:

e maintaining appropriate guidance documentation and procedures for all staff;

» setting budgets and targets, separating duties and specifying authority levels;

» reviews at formal meetings of the Management Board (generally 12 meetings every
year) of performance against plan and budget and of financial, operational, staffing
and training risks, using where possible quantitative indicators;

» regular meetings of the Authority’s independent Audit Committee;

* regular formal meetings with the Authority’s Ministry of Justice and Scottish
Government sponsors;

* as appropriate, formal project management disciplines;

» a programme of assurance reviews and compliance checks by the Authority’s Risk and
Assurance Section;

» risk-based reviews by the Ministry of Justice Internal Audit.



1. Introduction
The Finance Directorate includes four key functions within the Authority:

« Finance: covering financial and management accounting divisions ;

« Information Technology Support: for technology support throughout the
organisation;

« Business Planning and Secretariat: providing governance framework, guardianship,
documentation and monitoring of strategic planning; and

* Risk and Quality Assurance: for provision of risk and control framework, fraud
management and independent oversight review of process generally.

The Finance Director must also provide the required support to the Chief Executive within
the capacity of Deputy Chief Executive.

2. Corporate Contribution

The following table shows how the Finance Directorate will contribute to the delivery of
the desired corporate outcomes over the next three years. In addition, the Finance
Directorate will produce its own detailed action plan which will show how it will assign
responsibility for each of these actions together with timescales for delivery.

Directorate Outcome Key Actions

Corporate Outcome 1
Improved Governance and Achievement of Agency Status

1. Improved Governance and | a) Support CEO in resolving constitutional issues
resolution of current b)  Work with CEO and MoJ to develop a framework
status agreement

c) Implement and support current governance
arrangements

2. New organisational a) Establish and develop permanent finance team
structure implemented b)  Develop SLAs for areas where Finance Directorate

functions provide a service within the organisation

Corporate Outcome 2
Efficient Organisational Structure

3. Reporting framework in a)  Establish balance scorecard reporting for

place with key monitoring of activity against objectives and

performance indicators targets

and measures against b)  Provide comprehensive Business Plan and keep up-

targets through balanced dated on an annual basis

scorecard c) Provide balance scorecard reporting for
monitoring of activity against objectives and
targets

d) Ensure clear flow through corporate and divisional
plans to individual performance agreements




Directorate Outcome

Key Actions

Enhanced performance
management

a)
b)

c)

d)

Develop directorate action plan and up-date
annually

Monitor progress against action plan and take
corrective action where necessary

Put Directorate Performance Indicators in place;
set targets set and monitor in accordance with
balanced scorecard

Ensure Individual performance agreements in
place by the end of May each year, with clear
links to organisational objectives and values

Corporate Outcome 8

Bette

r awareness and targeting of scheme

5.

Better understanding of
client base

a)

Provide and analyse management information to
enable a greater understanding of client base

Corporate Outcome 9
Improved processes and relationships with stakeholders

6. Improved third party a) Identify all 3rd party relationships within
relationships Directorate
b)  Ensure relationship is owned and is being actively
managed
c) Provide for Service Level Agreements (SLA) as
required
Corporate Outcome 10
Improved use of Technology
7. Comprehensive IT a) Develop IT strategy by reviewing and
strategy in place to understanding business needs
support business needs » Decide on need for hosted environment
for desktop services
b) Ensure new on-line application processing
available
c) Ensure that a new case handling system is
specified, procured and made operational
d)  Work with Corporate Services to develop new
web-site to support on-line services
e)  Ensure telephone system supports business needs
for call handling
8. System generated letters | a)  Work with legal & policy and operations to ensure
are accurate and reflect system generated letters are accurate and up-to
current policy date
Corporate Outcome 11
Better Use of Shared Services
9. Improved procedures for a) Investigate opportunities for use of outsource /
managing retained shared service
awards b) Undertake cost / benefit analysis
c) Embed shared service or take alternative action as
appropriate
10. | Improved procedures for a) Investigate opportunities for use of outsource /
collecting medical shared service
information b)  Undertake cost / benefit analysis
Corporate Outcome 12
Robust Business Continuity Plan
11. | Robust Business a) Develop and maintain BCP together with

Continuity Plan (BCP) in

place

appropriate testing plan

1C



Directorate Outcome

Key Actions

Corporate Outcome 13

Improved Financial Management

12. | In-house skills available a) Develop process and model for internal estimation
to support the valuation of value on tariff cases
of tariff and pre tariff b)  Embed review process for pre tariff valuation
cases c) Move to position where the Authority can
undertake its own valuations supported by an
actuarial validation
Corporate Outcome 14
Robust Management Accounting
13. | Delegated budgeting a) Establish and embed delegated budget process
procedures, and b)  Develop planning models to enable clear
delegated authority correlation between business planning and cost
arrangements in place
14. | Improved procurement a) Identify all existing contracts and create register
process and procedures of contract documentation
b) Implement a programme of re-tendering
c) Complete and implement simplified procurement
and purchasing process and policy
15. | More robust arrangements | a) Ensure that BACS electronic payments are phased
for processing payments in as quickly as possible
16. | Reduce Unit Cost a) Spend agreed percentage of budget allocated at
start of year
b) Put procedures in place to ensure decisions to

reduce costs do not have unintended
conseqguences

Corporate Outcome 15
Effective risk management and less opportunity for fraud

17. | Risk framework applied a) Establish framework for risk and control to enable
throughout the effective risk assessment and control breach
organisation mitigation

b)  Provide framework for risk and control to enable
effective risk assessment and control

c) Provide processes to allow the monitoring of risk
in any major one off activity or project

18. | Whistle-blowing policies a) Finalise whistle-blowing policy and fraud
and procedures in place statement

b) Implement related response plans and staff
instructions
c) Roll-out internal audit plans

Corporate Outcome 16
Improved support services for staff

19.

Clear, concise,
centralised and current
staff policy

a)

Prepare guidance and policy on a range of finance
and technology related areas for inclusion in staff
guidance

Corporate Outcome 18
Enhanced learning and development programme for staff

20.

Comprehensive learning
and development plan in
place

a)
b)

Embed personal development process including
objective setting

Assess training needs and provide Personal
Development Plans

11



Directorate Outcome Key Actions

Corporate Outcome 19
New culture within Authority

21.

Evidence from staff a)  Ensure clear link between corporate values and
surveys show corporate performance assessment in place for each
values are being applied member of legal and policy team

b)  Take action where necessary to address any
breaches of the values

Corporate Outcome 20

Improved Internal Communications

22.

Intranet facilities for a) Investigate options and provide plan for intranet
staff communications facilities
b)  Roll out for intranet availability

Finance Directorate KPIs

In order to provide some means of measurement of progress towards achieving the
objectives a number of KPIs and key statistics will be monitored and reported to the
Board. These are noted below:

Spend analysis on compensation, running costs and capital spend;
Number of outstanding audit points;

Number of fraud and whistleblowing issues reported by staff;

Downtime on systems;

Technology related help desk enquiries with resolution time;

Unit cost; and

Number of enquiries from the sponsor unit and parliamentary questions.

Some of the objectives however cannot be “hard measured” and as such narrative
will provided through the monthly Board pack.

Budgets

Budgets for next three years are provided in Appendix 5.
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Introduction

The Legal Services and Policy Directorate provides legal and policy guidance / support /
advice to the CICA, ensuring that any action taken is legally defensible, fair and within

the terms of the Criminal Injuries Compensation Schemes.

Corporate Contribution

The following table shows how the Legal & Policy Directorate will contribute to the

delivery of the desired corporate outcomes over the next three years. In addition, the

Legal & Policy Directorate will produce its own detailed action plan which will show how
it will assign responsibility for each of these actions together with a timetable for

delivery.
Directorate Outcome Key Actions
Corporate Outcome 3
Effective Performance Management Framework
1. Enhanced performance a) Develop directorate action plan and up-date
management annually
b) Monitor progress against action plan and take
corrective action where necessary
c) Put directorate Pls in place; set targets set and
monitor in accordance with balanced scorecard
d) Ensure Individual performance agreements in
place by the end of May each year, with clear links
to organisational objectives and values
Corporate Outcome 4
Reduced Caseload
2. Pre-tariff caseload a)  Strategise remaining cases
reduced to nil in 2017 b)  Allocate each case to a specific year between 2008
- 2017
c) Review targets and allocate resources as required
Corporate Outcome 6
Improved Quality of Output
3. Fewer decisions a) Ensure any legal challenge to the Scheme is
overturned at appeal managed effectively by monitoring legal
challenges raised against the CICA and CICAP
b)  Work with the learning and development team to
provide decision making training to ensure
consistency
c) Review outcomes of legal challenges and
implement changes where appropriate in staff
instructions
d)  Assist with a rolling training programme for
decision makers
4. Processes in place to a) Provide clear procedures are in place for assessing
ensure that proposed wider impact of policy change
policy changes are
assessed for wider impact

13



Directorate Outcome

Key Actions

Corporate Outcome 7
Improved Customer Service

5.

Processes in place to
ensure changes to policy
are reflected in
corporate literature and
standard letters

b)

Take lead responsibility for checking the content
of corporate literature and standard letters
Work with operations, IT and communications
teams to develop procedures that will keep all
corporate literature and standard letters up to
date

Corporate Outcome 8

Bette

r awareness and targeting of scheme

6.

Client make more
informed choices
regarding the use of paid
representation

a)

work with CSCC team to help ensure corporate
literature make it clear that paid representation is
not required

Corporate Outcome 9

Improved process and relationsh

ips with stakeholders

7. Improved 3™ party a) Engage with stakeholders (victims groups etc) to
relationships seek views on Scheme policy interpretation
b)  Provide a pack to stakeholders to explain Scheme
changes as and when required
c) Meet regularly with stakeholder to ensure
effective communication on scheme changes and
other matters of shared concern
8. New relationships with a) Put Service Level Agreements (SLAs) in place for
other groups / bodies 3" party providers of information (ACPO, ACPOS,
from whom CICA obtain BMA, DWP, HMRC, CRU etc)
3" party information b)  Review SLAs annually
9. Strong links with OCJR a) Formulate a mechanism for regular transmission of
policy to ensure information between OCJR and CICA
understanding of wider
policy context
Corporate Outcome 13
Improved Financial Management
10. | Process in place for pre- | a) Review the valuations and the number of cases in
tariff valuation September 2008
b)  Reassess and adjust the allocation of resources as
required
c) Review of any legislative changes or judicial

review judgments that affect the valuation of
cases

Corporate Outcome 15
Effective Risk management and less opportunity for fraud

11.

Policy on payments to
minors reviewed

a)
b)

c)

Revise policy on awards made to minors
Approach MOJ re a change to the Scheme if
appropriate

Implement process with Director of Finance to
ensure minor awards are administered
appropriately

14



Directorate Outcome

Key Actions

Corporate Outcome 16
Improved support services for staff

12. | Clear, concise, a)
centralised and current
staff guidance on scheme

Ensure that Scheme policy guidance available to
staff is comprehensive, accessible, consistent and
up to date

policy b)  Collate and centralise all scheme policy guidance
c) Engage regularly with CICA colleagues to ensure
Scheme policy issues are debated and resolved
d) Provide a process by which Scheme policy is made
13. | Process in place for a) Collate and store all policy and legal guidance in a
storing, collating and searchable format
provision of legal and b)  Provide Legal and Policy surgeries and
policy advice standardisation meetings
c) Hold regular meetings with CICAP to ensure
consistency and a shared understanding of the
interpretation of the Scheme
d) Ensure effective arrangements for up-dating and
implementing changes to scheme policy
e) Implement a system to ensure CICA wide access to
all Policy and Legal Advice
f) Ensure regular engagement with the Tribunal

Service on matters of shared interest

Corporate Outcome 18

Enhanced learning and development programme for staff

14. | Comprehensive learning a)
and development plan in

Provide training in conjunction with the Learning
and Development team to aid consistency in

place decision making

b) Provide training on scheme changes as required

c)  Assist with a rolling training programme for
decision makers

d) Develop a process to ensure that staff are trained
and account is taken of any legislative changes
that may affect Scheme Policy

15. | Joint training with a) Meet with all stakeholders to formulate better

stakeholders which
allowed a better shared b)
understanding of the
scheme c)

working relationships

Develop a series of stakeholder conferences with
Director of Corporate Services

Review working relationships and take account of
any legislative changes which may affect Scheme
policy

Corporate Outcome 19
New culture within Authority

16. | Evidence from staff a)
surveys show corporate

values are being applied
b)

Ensure clear link between corporate values and
performance assessment in place for each member
of legal and policy team

Take action where necessary to address any
breaches of the values
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3. Directorate KPIs

To monitor progress towards achieving objectives, the following KPIs will be gathered,
some of which will be reported to the Board:

* Size of Live Caseload;

¢ No of cases medically reopened;

¢ Numbers of pre-tariff cases finalised;

* Number of advice requests received from external stakeholders;

* Number of advice notes issued to external stakeholders;

* Time taken to respond to external requests;

* Number of advice requests received from internal stakeholders;

« Number of advice notes issued to internal stakeholders;

¢ Time taken to respond to internal requests; and

e Time taken to update /amend Staff instructions when a policy change has been

implemented.
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C.

1.

DIRECTORATE OF CORPORATE SERVICES, CUSTOMERS AND COMMUNICATIONS

Introduction

The Corporate Services Directorate covers the following functions within the Authority:

Communications and Information;

Customer Liaison;
Human Resources;

Learning and Development;

Office Services; and
PA Team.

Corporate Contribution

The following table shows how the Corporate Services, Customers and Communications
(CSCC) Directorate will contribute to the delivery of the desired corporate outcomes over the
next three years. In addition, CSCC will produce its own detailed action plan which will show
how it will assign responsibility for each of these actions together with a timetable for

delivery.

Directorate Outcome

Key Actions

Corporate Outcome 2
Efficient Organisational Structure

1.

New Structure fully
implemented

a)
b)

<)
d)

Recruitment plan prepared and delivered
Support recruitment to all permanent posts filled
(allowing for natural vacancy rates)

Revise job descriptions with Skills for Success
criteria

Produce succession plan and carry out talent
management exercise

Corporate Outcome 3
Effective Performance Management Framework

2. Enhanced performance a) Policy and procedures in place to support the
management Authority in addressing performance failures and
rewarding success
b) Develop directorate action plan and up-date
annually
c) Monitor progress against action plan and take
corrective action where necessary
d) Put directorate Pls in place; set targets set and
monitor in accordance with balanced scorecard
e)  Ensure Individual performance agreements in
place by the end of May each year, with clear
links to organisational objectives and values
Corporate Outcome 6
Improved Quality of Output
3. Support provided to a)  Put quality checks in place to monitor the quality
enhance quality of output of response through customer care procedures
across the Authority b)  Ensure that learning and development support
provides highest quality training leading to
improved quality of decisions and communications
c) New templates for ensuring a consistent quality of

response to applicants and guidance on how to
customise

17



Directorate Outcome

Key Actions

4. Communications with a) Systems in place to ensure that letters and other
applicants and others are communications are accurate
of the highest quality b)  Staff are given training in letter writing and using
system generated templates
Corporate Outcome 7
Improved Customer Service
5. Comprehensive customer | a) Devise and implement a Customer Service Strategy
service standards in place and associated procedures
and being monitored b)  Move organisation to proactively gain compliments
c) Measure percentage compliment against
complaints rather than complaints numbers
6. Revised customer care a) Revised Customer Service Management process to
policy including improve relationship with stakeholders
complaints procedures b)  Develop a Customer Charter
c)  Agree process for dealing with telephone enquiries
7. New suite of application a) Re-design Application and other key

forms available

documentation

Corporate Outcome 8
r Awareness & Targeting of Scheme

Bette

8.

Corporate literature
revised and published

a)

b)

<)

d)
e)

Prepare project plan to ensure that all key
documentation is reviewed over a 2 year period to
make clearer and more user friendly

Work with Legal & Policy to ensure that clients
are given the information necessary to make an
informed choice about paid representation

Ensure corporate literature is available through
key stakeholders and at key locations to maximise
awareness of scheme

Develop a style manual

Redesign all Scheme literature to ensure a
consistent brand identity

Corporate Outcome 9

Improved process and relationsh

ips with stakeholders

9. Improved third party a) Arrange a User Conference in collaboration with
relationships Legal & Policy
b) Develop and maintain database of stakeholders
c) Develop an ongoing project plan for stakeholder
consultation
d) Develop and maintain relationships with 3rd
parties as required
10. | Improved information a)  Work with legal & policy and operation teams to
collection from 3rd revise 3rd party documentation
parties b)  Contribute to assessment of the value of using
intermediaries to improve the collection of
medical information
11. | Applicants help provide a) Provide new corporate literature which
supporting documents encourages applicants to take more responsibility
for providing documentation needed to support
their claim (proportionate to the vulnerability of
the applicant)
b) Requirement introduced to provide A&E report

(where available)
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Directorate Outcome

Key Actions

Clear, concise,
centralised and current
staff policy on general
working conditions and
requirements

Completion of
refurbishment 2™ floor

12. | New case handling system | a)  Contribute to the specification of a case-handling
which supports customer system which has the ability to provide
care appropriate functionality for customer

correspondence tracking

13. | Telephones system allows | a)  Specify required functions which IT team will then
for improved call implement
handling

14. | New system in place for a)  Procure new flexible working hours recording
monitoring of flexible system and ensure implemented across CICA
working b)  Develop functionality and supporting processes for

a)

b)

new flexible working hours recording system to
ensure that the HR function of the business is
supported

Develop Staff Handbook ensuring version control
and revision data on all procedures
Ensure status of Staff Handbook stays current

Ensure a plan is developed and co-ordinated for
decant at each phase

19.

arrangements

Enhanced learning and
development programme
for staff

Values promoted
throughout the
organisation

17. | New furnishings a)  Procure all new furnishings associated with the
refurbishment
18. | Improved catering a)  Consult with Landlord on proposed shared catering

b)

<)
d)
e)

f)

9)

b)

d)

facility and procure or progress independently if
more appropriate

Ensure induction meets organisational needs
Progress and implement new flexible hours system
Learning and Development programme for new
business model rolled out across the Authority
Provide enhanced induction to support volume
recruitment

Ensure comprehensive Learning and Development
plan is in place

Establish joint Learning and Development
programme with stakeholders

Roll out of mandatory Learning and Development
sessions in Health and Safety, Diversity and Fire
Safety as a minimum

Develop a process to gain the best data from new
flexible working hours system

Develop a plan for promoting organisational values
Deliver all learning and development with direct
links to CICA values

Ensure consistency to method and process
Test adoption of values through staff surveys
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21. | Evidence from staff a)  Ensure clear links between corporate values and

surveys show values being performance assessment in place for each member
adopted of the CSCC team
b)  Take action to address breaches of corporate
values

Corporate Outcome 20
Improved Internal Communications

22. | Improved internal a) Develop and implement internal communication

communications strategy

b)  Provide fully functional intranet facility internally
taking account of DirectGov potential

c) Set up “Breakfast with the Board” Initiatives

Directorate KPIs

In order to provide some means of measurement of progress towards achieving the
objectives a number of KPIs will be monitored and reported to the Board. These are:
» Customer Satisfaction;
Quality of Guidance
Ease of Application
Complaint handling
« Staff Satisfaction (via Annual Survey);
e Staff Turnover; and
e Staff Absence.



D.

1.

Introduction

The Operations Directorate is responsible for processing claims for compensation under the
Tariff Scheme. This responsibility begins at the point of first contact which could be by

telephone or upon receipt of a written application and runs through the relevant stages from
First Decision to Review and to supporting the appeals process that is managed by the

independent Criminal Injuries Compensation Appeals Panel (CICAP). In addition, there is a

Specialist Caseworking team who deal primarily with cases that include an element of future
loss (e.g. for loss of earnings or special care expenses).

Corporate Contribution

The following table shows how the Operations Directorate will contribute to the delivery of

the desired corporate outcomes over the next three years. In addition, the Operations
Directorate will produce its own detailed action plan which will show how it will assign
responsibility for each of these actions together with a timetable for delivery.

Directorate Outcome

Key Actions

Corporate Outcome 2
Efficient Organisational Structure

1. New Structure fully
implemented

a)

b)
<)

d)
e)
f)

9)

Ensure effective plan in place for roll out and the
staff are kept fully informed

Organise teams by geographical area

Combine first decisions, review and appeal teams
combined

Define team and individual roles

Identify and allocate caseloads for new teams
Test effectiveness of new case working model and
make changes where required

Establish Major Incident Team

Corporate Outcome 3

Effective Performance Management Framework

2. Enhanced performance
management

a)
b)

c)

d)

Directorate action plan developed and up-dated
annually

Directorate PlIs in place; targets set and monitored
in accordance with balanced scorecard

Individual performance agreements in place by
the end of May each year, with clear links to
organisational objectives and values

Team targets set, monitored and linked to the
corporate plan to address performance failures
and reward successes

21



Directorate Outcome

Key Actions

Corporate Outcome 4
Reduced Case Load

3. Lower number of active a)  Special Exercises to:
cases * reduce number of cases at review
resulting in 2000 decision
e ensure all cases being prepared for appeal
are finalised
* reduce the number of cases sitting with
the specialist team
b)  Put processes in place to ensure that cases are
reviewed with tight timescales
c) Put processes in place to ensure that cases are
notified as ready for listing within 2 weeks of the
Authority receiving a notice of appeal
Corporate Outcome 5
New Caseworking Model
4. New caseworking model a) Develop and implement plan for defining and
fully operational rolling out new processes
b)  Clear allocation of roles and responsibilities
c) Transition plan prepared and monitored during roll
out
d) Complete process maps and supporting guidance
for operations staff
e) Review of the new case working model completed
f) End to end process efficiency analysed and
adjusted as required
Corporate Outcome 6
Improved Quality of Output
5. Fewer decisions a) Feedback lessons from overturned review and
overturned at review and appeal decisions to Decision Makers
appeal b)  Random sampling by respective supervisors of First
and Review Decisions
6. Communications with a) Systems in place to ensure that letters and other
applicants and others are communications are accurate
of the highest quality b)  Staff are given training in letter writing and using
system generated templates
Corporate Outcome 7
Improved Customer Service
7. New Applicant Support a) Applicants can phone a single number to be up-
Team fully operational dated on their claim without the need to pass to
casework team
8. Improved communications | a) Keep applicants better informed of progress by
with applicants phone, e-mail and, if necessary, letter
Corporate Outcome 8
Better Awareness & Targeting of the Scheme
9. Telephone support helps a) Put arrangements in place to help applicants get
applicants understand the help they need from victim support and other
eligibility issues and to free advice services
make a claim without the | b)  Offer telephone support to help applicants

need for paid

representation

understand the scheme and make the application
process as simple as possible
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Directorate Outcome

Key Actions

Corporate Outcome 9
Improved process and relationships with stakeholders

10. | Better processes for a) Contribute to work led by the Legal & Policy
collecting information teams to provide new forms
from 3" parties b)  Build better working relationships with 3™ parties
through geographical teams
Corporate Outcome 10:
Improved use of technology
11. | New Case handling a) Provide user contribution to design and
system fully operational specification of new casehandling system
b) Ensure transition to electronic case management

is completed

Corporate Outcome 16
Effective Risk Management & less opportunity for fraud

12.

Risk framework is fully
embedded in the
Directorate

a)
b)

Identify, assess and review risks across directorate
Participate in risk management committee

Corporate Outcome 18
Enhanced learning and development programme for staff

13. | Comprehensive learning a) Complete a Personal Learning plan (PLP) for each
and development plan in Operation’s team member and review as required
place for each team
member

14. | Staff understand their a) Participate in joint training with relevant
role within Criminal stakeholders
Justice System b) Review effectiveness of joint training

15. | Staff understand their a)  Offer workshops and other training to help staff
role in delivering the new understand their role and the processes they are
caseworking model expected to follow

Corporate Outcome 19

New culture within Authority

16. | Evidence from staff a)  Ensure clear links between corporate values and
surveys show corporate performance assessment in place for each member
values are being applied of operations team

b)  Take action to address breaches of the corporate

values

Directorate KPIs

To measure progress towards achieving the objectives that fall within the remit of the
Operations Directorate, the following KPIs will be monitored and reported to the Board.

These include:

Time to register an application;
Number of ineligible applications received;

Size of live caseload;

Active caseload cycle times;

Cases outstanding more than 2 years;

Appeal Stage response times.
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UK Justice
Ministers

T

Ministry of Justice
Access to Justice (A to J)
UK Sponsor Department

A

If the Audit committee have
concerns about potential fraud
or maladministration involving
members of the executive
board they may take these
direct to MoJ

APPENDIX 1

GOVERNANCE ARRANGEMENTS

ClCs.IC
Committee to oversee
end to end operation
of scheme and
consider performance
reports

Participants

MoJ Access to Justice;
Office for Criminal
Justice Reform; CICA;
CICAP; Scottish
Government; MoJ
Finance

Audit Committee
To support the MB in their
responsibilities for issues of
risk control and governance

Members

* 3 x Non- execs;

Other participants

« Chief Executive

« Director of Finance

» Sponsor Department
Representative
(optional)

e Internal Auditors

* External Auditors (as
required)

CICA Management Board
Responsible for day to day management
of the organisation and for all operational
decisions.

Participants

Chief Executive

Director of Finance

Director of Operations;
Director of Legal & Policy;
Director of Corporate Services

Risk Committee

To ensure the effective monitoring and
management of key risks.

Participants
» Director of Operations;

» Director of Legal & Policy;
» Director of Finance
¢ Director of Corporate
Services
(or named substitutes)

Policy & Performance

«— Board

To provide constructive challenge
across the Authority’s operations
with a view to ensuring
effectiveness and efficiency

¢ 3 xnon-executive advisors

¢ Chief Executive

« Director Finance

¢  Director of Operations

« Director of Legal & Policy

¢ Director of Corporate
Services

e Sponsor Department
Representative

¢ External Stakeholders (as
determined from time to
time)
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q¢

Chief Executive

Finance Director

Head of Risk and Quality
Assurance -Maintains risk
register; coordinates risk and
control framework; facilitates staff
risk and risk committee meetings;
conducts quality assurance
planning; partners Ministry of
Justice audit; maintains audit point
monitor; and maintains fraud policy|
and register.

Head of Business Planning and

Secretariat —Services governance
meetings; business planning; and
liaison with sponsor department in
relation to answers to Parliamentary
Questions; replies to Ministerial
correspondence; and other requests
for briefing.

Head of Finance Produces
annual, monthly and any other
financial returns; supervises daily
financial returns; conducts
budgeting and forecasting; and
manages retained awards and
procurement.

Head of IT —Supports operating
system, finance system; and desktop
and IT infrastructure; provides
management information, website
technical support and technical
support for hardware including
telecoms; and operates helpdesk
disaster recover

Director of Operations

Head of Casework Operations —
Manages casework sections;
manages the application process
from receipt of file in applicant
support to completion of appeals
cases; oversees first decision,
review decisions, appeal
presentations, evidence gathering
process and third party liaison.

Head of Specialist Areas —
Manages specialist casework team;
manages major incident casework
team; manages internal special
exercises; and oversees evidence
gathering process and third party
liaison.

Head of Applicant Support —
Management of applicant support
teams including telephone
answering service for calls to
central CICA number and the
completion of application forms;
maximising initial eligibility
decisions; oversees registration of
claims on the Tariff system, raising
of new files, requesting initial
police reports and performing
convictions checks.

Director of Legal
Services and Policy

Advocate Joint Head of Pre-tariff
Casework (X3) —Provides legal
advice and services on all aspects
the CICA’s operations; list and
present tariff and pre-tariff cases;
provide advice and make decisiong
on high-value review cases; work
with the Learning and Developmen|
team to deliver professional trainin
as required and appropriate; and
collate and store legal advice.

Head of Policy -Provides policy
advice and services on all aspects
the CICA’s operations; oversees
scheme policy and scheme policy
guidance; deputises for the Directo
of Legal Services and Policy as
required; ; works with the Learning
and Development team to deliver
professional training as required
and appropriate; and collates and
stores policy advice.

of

Director of Corporate
Services, Communications
and Customer Liaison

Head of Human Resources Manages
HR and Learning and Development
teams; leads the development and
delivery of HR and Learning and
Development strategies, including
Investors in People, workforce planning
and review of resourcing procedures;
ensures effective communication of HR
matters across organisation and effecti
use of staff feedback regarding
improvements; and builds and maintair
effective relationships with the SG/MoJ
Trade Unions and HR functions.

Head of Communications and
Customer Liaison —Manages
communications and customers liaison
teams; oversees internal and external
communications strategy; responsible
for freedom of information and data
protection measures; builds and
maintains relationships with external
stakeholder organisations; operates
media handling procedure; and ensure:
customer and staff feedback informs
developments across the CICA.

Office Services Manager Maintenance
of relationships with landlord and
contractors to ensure smooth running g
CICA headquarters; contract
management; management of mail
services, administration functions and
the facilities of CICA.

[
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APPENDIX 3

KEY PERFORMANCE INDICATORS

KPI Baseline Target Target Target

2008/09 2009/10 2010/11

1. Time to 15 3 2 2

Register an days days days days

application

2. Ineligible 50%> (source 459% of 43% of 40% of

applications NAO report Dec applications which applications which applications which

and nil 2007) reach Stage B or reach Stage B or reach Stage B or

awards beyond. beyond. beyond.

3. _Size of live 83,986 63,986 live 57,000 cases 57,000 cases
tariff caseload (source: NAO report | cases between the finalised in year. finalised in year.
Dec 2007) end of Stage A and
Stage D.
4. Activecase | a. 14 months | a. 10 months | @ 8 months | a. 6 month
load (tariff) — b. 11.2 month | b. 6 months |b. 4 months |b. 2 months
Cycle times (source NAO report
2007)
5. Appeal stage | No baseline 6 months 6 weeks 6 weeks
response times.
6. Decisions 52% of appeals 50% of appeals 489% of appeals 459 of appeals
overturned resulted in a resulted in a resulted in a resulted in a
changed decision. changed decision. changed decision. changed decision.
Source (NAO Report | Source (NAO Source (NAO Source (NAO
Dec 2007) Report Dec 2007) Report Dec 2007) Report Dec 2007)
This represents
about 2% of the total
number of decisions
made in a year.
(extrapolated from
NAO analysis 52%
0f 4% of all
decisions)
7. Customer g; ;%0 A % of
; ; b verage % 0
satisfaction O S | sppleansuna | Memendl | messesod
d) 30% believe they receive PP pp

Average % of
applicants who
believe they receive
a good service

60%
(source 2007
applicant survey)

a good service

62%

believe they receive
a good service

64%

believe they receive
a good service

67%

8. Programme

To spend at least

To spend at least

To spend at least

Management 959 of the 96% of the 97% of the
Not applicable budget allocated at budget allocated at budget allocated at
the start of the year. | the start of the year. | the start of the year.
9. Unit Cost £ 400
%ﬁ% Report Dec £ 380 £ 375 £ 350
10. Staff To be derived from 40% 450, 5509

Satisfaction

2007 staff poll

% This figure includes “nil award” that is applicatis which are eligible to apply under the schente bu

where, after investigation, the applicant doesraotive an award (e.g. injury insufficiently sespu

conduct etc)
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CUSTOMER/STAKEHOLDER

Annual Survey

APPENDIX 4

BALANCED SCORECARD

Customer Satisfaction Satisfied % Target
62%
Complaints
No In Mth No. >28 days Target
Resolve within 28
days
STAFF/ORGANISATION
Annual Survey
Staff Satisfaction Satisfied % Target
40%

Staff Turnover

Staff Absence

Actual Target Actual Target
12% 8.5 days
PROCESS
Tariff
Actual Target

Time to register an app 3 days
Ineligible Apps 45%
Size of Live caseload 63,986
Active caseload cycle time to first decision 10 months
Active caseload cycle time to complete review 6 months
Cases outstanding over 2 years [%] 20%
Appeal Stage Response Times - from appeal to notification to 6 months
list
Decisions Overturned 50%
Pre Tariff

Actual Month Target
Cases Resolved 34

EINANCIAL
Unit Cost
YTD Target

Based on Total Cost

£380

Programme Management

%age YTD Actual to Budget

%age Actual to Budget
Target

Programme Spend

95%
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HIGH LEVEL BUDGETS FOR THE NEXT THREE YEARS

Current Agreed Budget for CICA 2008-11

APPENDIX 5

Budget

2008-09

2009-10

Total Income

Total Compensation

L £(100,000) _____£(100,000)] _____£(100,000)|
I A A

RUNNING COSTS

Staff Costs £13,281,812 £13,281,812 £13,281,812
Casehandling Costs £3,249,188 £3,449,188 £3,449,188
Accommodation Costs £2,434,000 £2,434,000 £2,434,000
Other Costs £2,435,000 £2,435,000 £2,435,000

TOTAL RUNNING COSTS

10 O 1. O AP R )

Research

£200,000

£,0

£,0

Near Cash excl Compensation

£21,600,000

£21,600,000

£21,600,000

Near Cash

£270,600,000

£265,600,000

£250,600,000

Capital Spend*

£3,000,000

£1,500,000

£1,500,000

Total Funding

£ 3 AL MR L

* Agreed increase from £1,500,000 at Budget Review July 2008 (BV2)
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