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HM Courts & Tribunals Service

Tribunal Reform Projects

The Vision for Tribunals

To transform a paper-heavy and complex
process into a digital service that is simple,
fair and accessible for all users
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Issues with the current system




Transformation




&% HM Courts & Tribunals Service

Continuous Online Resolution

Social Security N D

and Child Support Tribunal o
x
= 00 O
/\O@ L 1 00 O ggg

gt | 0
mYaY,

ﬂ(\/\ =Ty 4 OO0
I




Service overview

1 A claimant receives a decision from 2 They have the right to appeal that
the Department of Work and Pensions decision to an independent tribunal -
about their entitlement to benefits, the Social Security and Child Support
which they don’t agree with. tribunal.

3 Their appeal is heard by a tribunal 4 The decision is issued to both parties .

panel made up of a judge, doctor
and sometimes a disability expert
(depending on the benefit).




Products delivered so far

Appeal a benefit decision

Contents
— Overview

— Before you appeal

— Help with your appeal

— Start an appeal

— What happens after you've appealed

Start an appeal

Use this service to appeal a benefit decision that you don't agree with.
example, Personal Independence Payment (PIP), Employment and
Support Allowance (ESA) or Universal Credit (UC).

To appeal you'll need:

« your Mandatory Reconsideration Notice (read it before you appeal)
« any evidence you want to upload (you can also post it in later)

» your National Insurance number (this will be on any letter about the

benefit)
« details of anyone who's supporting you with your appeal, such as a

representative or friend or family member

Start appeal >

Related Content
Benefits calculators
Benefit overpayments

Benefit fraud

Explore the topic
How benefits work
Courts, sentencing and tribunals

Submit a PIP benefit
appeal online

<@

PIP Benefit Appeals:
You've registered to
rec_eive text message
Notifications about your
PIP appeal.

You can also track your
appeal online from this
message: https://track-
ggg@glatform.hmcts
ner/trackyourap / v
ppeal,
vUXyPb17L2 i

You won't be charged
for receiving these text
messages unless you're
receiving them outside
the UK.

To change your contact
details or stop these
texts, call 0300 123

Notifications

¥ GOV.UK Appeal a benefit decision

This is a new service. Report a problem and help improve it for others.
Your PIP benefit appeal

Manish Sharma
Appeal reference number: SC242/16/03435

o

DWP Response Hearing booked Hearing

Latest update
Your Personal Independence Payment (PIP) benefit appeal has been
lodged.

DWP now have to respond to your appeal by 7 August 2018. You'll
get another email explaining what happens next, after they've

responded.

Track progress to
decision




What is Continuous Online Resolution?

/[ A\

The early evaluation of an appeal with the
opportunity to gather further information and

resolve it online without a hearing.

\_




Appeal evaluation and resolution process

Submit DWP Uil Sufficient Questions Answers

appeal respond

from
parties

panel information? o

review to parties

COR criteria Hearing
not met required

Non-COR Heari Issue a final Tribunal
journey el decision? view

Parties

Decision accept Hearing
view




Example user journeys

.. Questions from the tribunal

The appellant viewing and answering questions from the tribunal online

». Tribunals preliminary view

The appellant viewing and responding to a tribunal’s ‘view’ on an appeal




Questions from the tribunal

o Appellant has lodged an appeal with the tribunal.

e DWRP has responded to the appeal.

e The tribunal panel has reviewed information from both parties
(appellant and DWP).

e They need some more information from the appellant.

e The panel has created some questions.




Subject: Your PIP benefit appeal: action required

From: PIP Benefit Appeals (pipbenefitappeals@hmcts.net) InVitation to come Online and pFOVide
information

#% HM Courts & Tribunals Service g :
| 48 e Email invites the appellant to ‘provide

information’ to the appellant.
Appeal reference number: SC242/16/03435

e The tribunal panel are identified by

Dear Manish Sharma role - helps to humanise the process.
The tribunal need some more information from you to help them make a . . .

decision on your PIP benefit appeal. The tribunal panel is made up of a o The appe”ant IS given a deadlme to
judge, a doctor and a disability expert. They are separate from DWP. provide the information.

Their questions will be straightforward and may mean your appeal can be

resolved online. e They have to create an account first, to
Please answer their questions by 5 November 2018. protect their information.

You will need to create an account first:

https://hmcts-access.service.gov.uk/create-account

PIP Benefit Appeals
HM Courts & Tribunals Service
Telephone: 03001231142
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Signin or create an account

Signin

Email address

Password

Forgotten password?

Create an account

You need to create an account to use this service.

Sign in or create an account

Appellant has to create an
account or sign in, if they

already have an HMCTS IDAM
account.

The account helps identify
them and protect their
personal information.
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J3):§ Thisis a new service - your feedback will help us to improve it.

e High-level information about the

Your PIP benefit appeal appeal (name, reference number
etc.).

Manish Sharma

Appeal reference: SC242/16/03435 e Alist of questions, which the tribunal

panel has created.

Questions from the tribunal

You need to respond by 5 November 2018. Extend the deadline

e A deadline to answer those
questions (extendable by one week).

Tell us more about your work in a factory

What help do you need with cooking?

What pain do you have when walking?

e Alink for providing additional
evidence (writing a statement,
Provinding additional evidence uploading images, documents EtC.).

If you have any additional information that is relevant to your appeal, you can
submit it to the tribunal.

» Contactus




| ,:;5 HM Courts & Tribunals Service Appeal a benefit decision Sign out

Question from the tribunal

=1=y:Y Thisis a new service —your feedback will help us to improve it.

< Back to questions e An example of a question that could

be asked by a tribunal panel.
Tell us more about your workina

factory e Appellant has a low tolerance for

You said in your appeal that you work in a factory. Please can you give us a bit repeated Iy com | ng on I | ne a nd

more information about this:
e What type of factory work do you do? answeri ng q u EStlonS '

e What sort of activities does it involve?

e How much time you have had off in the past year because of your health

o e Each question should extract as
much information as possible (using
a broad subject and sub-questions).

You can write as much as you want

e Option of saving an answer and
submitting it later.

| want to provide evidence to support my answer

Submit answer to the tribunal Save for later

» Contactus




« What type of factory work do you do?
« What sort of activities does it involve?

¢ How much time you have had off in the past year because of your health
condition?

You can write as much as you want

«” | I'wantto provide evidence to support my answer

You can upload evidence to support your answer such as letters, photos
and documents. If you are taking a picture of a letter, place it on a flat
surface and take the picture from above.

Choose file

Uploaded files

No files uploaded

» You can also post evidence to the tribunal

Submit answer to the tribunal Save for later

» Contactus

Uploading evidence

The appellant can upload evidence in
relation to their answer, for example a
letter from their doctor.

They also have the option of posting
evidence to the tribunal if they struggle
with uploading.

Information is only displayed if they
check the box that indicates they wish to
provide evidence.

There is also the opportunity to upload
evidence when they submit their appeal
(and they can post it in when they want).



| ,:;5 HM Courts & Tribunals Service Appeal a benefit decision Sign out

Question in draft

=1=y:Y Thisis a new service —your feedback will help us to improve it.

Your PIP benefit appeal « This shows the dashboard if a
qguestion has been saved.

Manish Sharma
Appeal reference: SC242/16/03435

« This gives the opportunity for

Questions from the tribunal

You need to respond by 12 November 2018. Extend the deadline th e a p pe I Ia nt to reVI eW th e I r
Tell us more about your work in a factory answer with a Supporter or
What help do you need with cooking? representative before

What pain do you have when walking? submitting it.

Provinding additional evidence

If you have any additional information that is relevant to your appeal, you can
submit it to the tribunal. You don’t have to submit anything if you don’t want
to.

» Contactus
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Y)Y Thisis a new service - your feedback will help us to improve it.

You will not be able to change your answer after you
submitit.

Back to question

» Contactus

Sign out

Confirming the submission

Appellants submit each
qguestion individually.

Allows the appellant to submit
the questions they can answer
(if they cannot answer all of
them).

They are warned they will not
be able to change their answer
after they submit it.

This stops them submitting
answers by accident.



HM Courts & Tribunals Service Appeal a benefit decision Sign out

Question submitted
This is anew service - your feedback will help us to improve it.
Your PIP benefit appeal « The question is marked as

complete in the
Manish Sharma dashboard.

Appeal reference: SC242/16/03435

Questions from the tribunal

You need to respond by 5 November 2018. Extend the deadline

Tell us more about your work in a factory COMPLETED

What help do you need with cooking?

What pain do you have when walking?

Provinding additional evidence

If you have any additional information that is relevant to your appeal, you can
submit it to the tribunal.

» Contactus
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]33 ):§ Thisis a new service - your feedback will help us to improve it.

< Back to questions

You have answered the tribunal’s
questions

You’ve provided the information the tribunal have asked for. They’ll review
what you’ve sent and consider it as part of your appeal.

You’ll get another email by 12 November 2018 which will explain how the
tribunal want to proceed with your appeal.

Exit service

» Contactus

Sign out

All questions are answered

The appellant has answered all
the tribunal’s questions.

They are told they will be
contacted within a week to be
told how the tribunal want to
proceed.

This gives the opportunity for
the tribunal to review the
answers.

The answers are also shared
with DWP and are able to
comment.



HM Courts & Tribunals Service Appeal a benefit decision Sign out

=1=4y'Y Thisis a new service —your feedback will help us to improve it.

Your PIP benefit appeal

Manish Sharma
Appeal reference: SC242/16/03435

Questions from the tribunal

You have answered all the questions and submitted them to the tribunal.

Tell us more about your work in a factory
What help do you need with cooking?
What pain do you have when walking?

Provinding additional evidence

If you have any additional information that is relevant to your appeal, you can
submit it to the tribunal. You don’t have to submit anything if you don’t want
to.

» Contactus

All questions are answered

o Dashboard shows all
guestions are completed.



Tribunals preliminary view

« Tribunal panel has reviewed the answers they have received from the
appellant.

« They have enough information to make a decision without the appellant
coming to a hearing.

« The appellant has not been offered a hearing yet so a decision cannot be
issued.

« The tribunal panel create a preliminary view (early neutral evaluation), which is
shared with the appellant and DWP.

« The appellant has the option of accepting the view or coming to a hearing to
provide oral evidence.




Subject: Your PIP benefit appeal: action required
From: PIP Benefit Appeals (pipbenefitappeals@hmcts.net)

| 8% HM Courts & Tribunals Service
Appeal reference number: SC242/16/03435

Dear Manish Sharma
The tribunal have reached a view on your PIP benefit appeal.

You need to read their view and say whether you accept it by 10 December
2018.

Read the tribunal's view: https://hmcts-access.service.gov.uk/sign-in

PIP Benefit Appeals
HM Courts & Tribunals Service
Telephone: 03001231142

A view is offered

« Appellantis told that the
tribunal have reached a
view on the appeal.

« They are invited online to
come and view it and say
whether they accept it.
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Signin or create an account

Signin

Email address

Password

Forgotten password?

Create an account

You need to create an account to use this service.

Sign in

Appellant signs in to see
the tribunal’s view on their
appeal.
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=1=y:Y Thisis a new service —your feedback will help us to improve it.

Read the tribunal's view

You have to say whether you accept it by [date]. You can do this at the
bottom of the page

Manish Sharma
Appeal reference: SC242/16/03435

The tribunal have considered all the information submitted by you and
DWP.

Their view is that you’re entitled to PIP at the rate below from 3 October
2017 until 3 March 2020.

Daily living Standard rate

Mobility No award

This is the same as DWP initially awarded you.

If both you and DWP accept this view, you’ll be awarded PIP at the above
rate.

The reasons for the tribunal’s view

Sign out

Preliminary view (upper part of
screen)

e Appellantis given a summary of
the view at the top of the page.

e Tells them what they have been
awarded and how this compares
with DWP’s initial decision.

o If appellant agrees and DWP do
not raise any objections, this will
become the decision.
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DWP.

Their view is that you’'re entitled to PIP at the rate below from 3 October
2017 until 3 March 2020.

Daily living Standard rate

Mobility No award

This is the same as DWP initially awarded you.

If both you and DWP accept this view, you'll be awarded PIP at the above
rate.

The reasons for the tribunal’s view

We considered all the evidence you and DWP submitted in relation to your
appeal. This includes any additional evidence you submitted.

After considering this evidence we acknowledge that you experience pain in
your lower back when doing some tasks around the house. Specifically
washing yourself and preparing food. We consider that this pain does not
hinder you enough to be awarded the enhanced rate of the daily living
component of PIP. It is therefore our view that you are eligible for Daily living
at the standard rate.

You claim that you suffer pain while walking and you find it hard to plan a
route, but in your written submission you also said you were going regularly to
the GPs at the time of DWP’s decision. You also stated that you made your
own way there without the assistance of aids. It is therefore our view that you
are not eligible for the Mobility aspect of PIP at any rate.

Preliminary view (middle part of screen)

e Appellant scrolls down and can view
the reasons for the tribunal’s view.

e These reasons are written by the
tribunal panel.

o If the parties understands the
reasons for the view, the hope is they
will be more accepting of it.

e Appellant can also view the activities
and descriptors which the panel
consider apply to the appeal.



hinder you enough to be awarded the enhanced rate of the daily living
component of PIP. It is therefore our view that you are eligible for Daily living
at the standard rate.

You claim that you suffer pain while walking and you find it hard to plan a
route, but in your written submission you also said you were going regularly to
the GPs at the time of DWP’s decision. You also stated that you made your
own way there without the assistance of aids. It is therefore our view that you
are not eligible for the Mobility aspect of PIP at any rate.

What happens next

You can accept the view or if you feel the view is wrong you can have a face to
face hearing.

Do you accept this view?

O | accept the tribunal’s view

O | want a hearing

If you need help deciding whether to accept then contact your representative or
talk to a friend or family member who knows about your condition.

You have to respond to this question by 28 November 2018. If you do not
respond then the tribunal will review your appeal and decide how to proceed.

» Contactus

Preliminary view (lower part of
screen)

« Appellantis asked whether
they accept the view or they
want to come to a hearing.

« They are given a deadline to
provide a response.
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=14y Thisis a new service —your feedback will help us to improve it.

Are you sure you want to accept the
view?

You will not be able to change your mind.

O Yes, | want to accept the view

O No, | want to go back

If you need help deciding then you could talk to your representative or a
friend or family member who knows about your condition.

» Contactus

Sign out

Are you sure?

Appellant is asked whether
they are sure they want to
accept the view.

This is to safeguard against
users proceeding without
fully understanding the
consequences.



,:,fg HM Courts & Tribunals Service Appeal a benefit decision Sign out

View accepted

=1=4y:Y Thisis a new service —your feedback will help us to improve it.

o Appellantis told they hav
You have accepted the tribunal’s view ppellant is told they have

» | accepted the view.
This view has also been communicated to DWP.
If DWP accept, the decision will be issued and your appeal will be closed.
If they do not accept, then the tribunal will review the appeal and decide how [ ] Th ey a re tO I d |f DW P
to proceed. . h . . I I
You will get an email telling you whether DWP has accepted the view by 17 a Cce pt It t e n It WI
December 2018.

become a decision and a
decision notice will be
issued.

» Contactus
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Sign out Appellant chooses hearing

=1=4y:Y Thisis a new service —your feedback will help us to improve it.

4 Back

A new tribunal panel will decide your
appeal

A new tribunal panel will make a decision on your appeal. This may be
different from the view already given.

Do you still want a hearing?

O Yes
O No

» Contactus

e Appellant can choose a
hearing instead of accepting
the view.

e They are told a new panel will
decide the appeal.

e This means the decision could
be better, worse or the same
as the view offered.

e They are asked whether they
still want a hearing.
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Sign out Appellant is asked why they
want a hearing

J3):§ Thisis a new service - your feedback will help us to improve it.

4 Back

, , « Thisis to help understand
Explain why you want a hearing why appellants are

choosing a hearing

rather than accepting the
view.

» Contactus
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-J3y:¥ Thisis a new service - your feedback will help us to improve it.

_ « Appellantis told that a
A hearing needs to be booked for your

appeal hearing needs to be |
You'll receive an email with details of your hearing by 28 December 2018 bOOkEd and that they WI”
If you require a hearing room with disabled access or any other support then re Ce |Ve fu rt h e r

please email the tribinal at benefitappeals@hmcts.net

notifications about this.

Include your appeal reference number on any emails to the tribunal:
SC242/16/03435
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Issues with the current system




Our Project Vision...

“We will deliver an efficient and transparent immigration and asylum tribunal
service that is simple, fair and accessible for everyone using it”




Transformation
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What's next?

 Deliver pilot for selected asylum appeals from 30th January 20109.
« Expand service for legal representatives to cover Immigration appeal types.
* Develop our service to help appellants-in-person.

* Modernisation of the bail application and hearing process.
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