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Overview

Chief Executive’s Foreword

As Chief Executive and Accounting Officer, | am pleased to present the Annual Report and
Accounts for the Criminal Injuries Compensation Authority (CICA) for the period 2019-20. Our
purpose at CICA is to ensure that those who suffer injury or bereavement as a result of violent
crime receive the taxpayer-funded financial compensation to which they may be entitled. Each
year, we receive a delegated budget from the Ministry of Justice (Mo}) to fund compensation in
England and Wales, with income provided by the Scottish Government to fund the scheme in
Scotland. In 2019-20 our total budget, including additional budget from Mo] received in March,
enabled us to provide £195m in compensation entitlements.

The five strategic objectives which we set at the start of 2019-20 were designed to ensure that
those seeking compensation receive the best possible service by ensuring our interactions with
them are sensitive and compassionate, that we assess claims in a fair and accurate way and that
we provide an efficient service which is timely and presents value-for-money for the tax-payer.
We have continued to build on the improvements made to our service which were acknowledged
in the Victims Strategy published in the autumn of 2018 and on which we reported more

fully in July 2019, and to respond positively to the eleven recommendations concerning our
service made by the then Victims’ Commissioner for England and Wales, Baroness Newlove of
Warrington, in her report “Compensation without re-traumatisation: a Review into Criminal
Injuries Compensation” which was published in January 2019.

We have continued to invest in our work with specialist agencies to build a trauma-informed
workforce through increased awareness and training. We have made substantial progress in
embedding this into the way we equip our people to interact and support applicants through

the compensation process. Our customer support team has made further enhancements to its
service, introducing live wait time information for those calling our helpline and by providing a
call-back service. Improved call routing and technical training for our operators ensure we can support
more callers at the point of contact. For those with more complex or time-sensitive claims we have
expanded the named caseworker service with the aim of providing continuity of contact as we gather
the evidence needed to establish entitlement to compensation. This service was first introduced for
those who have lost loved-ones due to homicide, and we have since streamlined the way we manage
these claims to support earlier resolution and to alleviate some of the financial pressures that may
be experienced at such a difficult time. We have done this taking on board feedback from victims and
victims’ support organisations to ensure the changes we have made are user informed.

We recognise that timely compensation can help victims in their recovery both practically

and emotionally. This year, we raised our aspiration for new application decisions made within

6 months from 40% to 50%. | am pleased to report that, although there was a 6% growth in
new applications, this challenging outcome was achieved with 52% of new applications decided
within six months and 81% within twelve months, exceeding these key performance indicators
for the second year in succession. We have focused on ensuring those claims which are related
to more complex injuries or where an internal review of our decision is sought are resolved in

a timely way. This has resulted in an 18% reduction in the number of outstanding applications
which are more than two years old by the end of year. There is more to be done in the year
ahead as we aim to reduce this portion of our live caseload to no more than 10% of the total.
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During this year, we also responded to the changes conveyed by the amendment of the Criminal
Injuries Compensation Scheme 2012 (CICS) which removed paragraph 19 of the scheme, thereby
abolishing what has commonly been referred to as the “same roof rule”. The amended CICS
came into effect on 13 June 2019, enabling applicants affected by the rule to apply or reapply
for compensation. We recognised the difficulties faced by this group of victims, many of whom
were children at the time of the abuse and the complexities of evidence gathering presented

by the passage of time. We provided updated information on our website, specialist assistance
with making an application through our customer support team and the support of a named
caseworker for these applicants. By 31 March 2020, CICA had received almost 1,500 applications
from victims affected by the “same roof rule” and the dedicated team established to consider
these claims had resolved over 40% of them, providing over £10m in compensation.

In the course of 2019-20, we aimed to further progress the development of our digital

services. Although the pace of this project has been slower than anticipated due to the level

of complexity, | am pleased to report that after a period of live testing, the new digital “"Apply”
service became available to most victims of sexual assault including those who have suffered
disabling mental injuries, in March. This new service simplifies the information required to make
an application where the information can be obtained from other official sources, and specifically
removes the need for an applicant to give details of what happened to them, which some victims
find to be a re-traumatising experience. The information reported to the police authorities will be
relied upon by our claims officers and further information will only be sought from an applicant,
at a later point, if necessary. The corresponding question for victims of sexual assault who cannot
yet use the new service, because their claim is for other injuries or losses, has also been removed
from our existing Online Application Service. The “Apply” service will become available to all
victims of violence in the next year and offer broader functionality in a phased implementation,
undertaken in partnership with the MoJ Digital and Technology Directorate. This service and its
continuing development are founded on a substantial level of user research and user testing to
ensure that the service is accessible and easy to use. We also recognise that some applicants will
prefer or need more tailored support and specialists in our customer support team are available
to help with making applications over the telephone.

Our investment in ensuring a positive applicant experience is reflected in consistently high
customer satisfaction feedback, with an annual satisfaction score for 2019-20 of 93% and a
26% reduction on the number of applicants making a complaint compared with the previous
year, producing a cumulative reduction of 48% in the last two years. We have more recently
strengthened our handling of customer complaints by establishing a centralised team to
manage complaints resolution and to ensure learning from complaints is effective, as we aim to
continuously improve and to ensure that every applicant has a positive experience, whether or
not their claim results in an award of compensation.

In the final quarter and more specifically during March 2020, the coronavirus presented our
society with a largely unforeseen and unprecedented set of challenges. At CICA, our business
continuity measures enabled us to respond quickly, with a high level of operational resilience.
Our email and telephony enquiry channels remained open, offering modified service hours and
maintaining our recently introduced call-back service. We continued to accept new claims,
gather evidence, assess compensation entitlements and issue payments. | am grateful for the
tremendous spirit and commitment of my team who have adapted well to the business and
personal challenges they have encountered. They have endeavoured to maintain our services and
minimise the impacts on the flow of compensation, in the main working from home, supported
by a small number of colleagues carrying out essential office-based work.

\VAVEE
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We do not yet fully understand the duration or lasting impacts of the current emergency as we,
and others, maintain compliance with the emergency regulations. The impact on organisations
such as police authorities and general practitioners who provide us with evidence which supports
the assessment of compensation entitlements will affect the timescales in which we can decide
some claims and disruption in HM Courts and Tribunals Service will impact the pace at which
appeals are heard. It is, therefore, realistic to expect that these, and other factors arising from

the emergency, will produce a pressure on the timing and volume of claims decided in 2020-21,
although every effort will be made to maintain service standards where it is within our control to
do so and to recover quickly and effectively from negative impacts to our performance.

Linda Brown
Chief Executive and Accounting Officer
Criminal Injuries Compensation Authority

29 October 2020
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Our work

The Criminal Injuries Compensation Scheme was set up in 1964 to compensate victims of violent
crime. Before 1996, awards were set on the basis of common law damages. Since April 1996,

the level of compensation has been determined according to a tariff approved by Parliament.
Following the enactment of the Criminal Injuries Compensation Act 1995, CICA was established
to administer a tariff-based compensation scheme in England, Wales and Scotland.

Since 1996, the tariff scheme has been revised three times, with the latest scheme having been
approved by Parliament in November 2012. An amendment to the current scheme took effect
in June 2019.

Under the tariff scheme there are two main types of compensation: personal and fatal injury awards,
with additional compensation for loss of earnings, dependency or special expenses where applicable.

The compensation components for personal injury awards are:
an award based on the tariff of injuries (with a maximum of £250,000);

a contribution to loss of earnings or earning capacity, beyond the first 28 weeks of loss as a
direct result of the injury; and

other special expenses which may be payable in certain circumstances.

The compensation components for fatal injury awards, where applications are made as a result of
a fatality following a violent crime are:

a bereavement award of £5,500 for each applicant who qualifies, or £11,000 if there is only
one qualifying applicant;

compensation for financial or physical dependency;
in the case of a child under 18, compensation for the loss of parental services; and

the reasonable cost of a funeral.

The maximum award under the tariff based scheme is £500,000. Applicants who disagree with
CICA's decision can request a review by a different claims officer and, if still dissatisfied with
CICA's review decision, can appeal to the independent First-tier Tribunal. More information on the
provisions of the scheme is available at www.gov.uk or by contacting CICA on 0300 003 3601.



http://www.gov.uk
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Going concern

At 31 March 2020, CICA's Statement of Financial Position records net liabilities of £222m
(£207m at 31 March 2019). Of this total, £181m (£194m at 31 March 2019) relates to
compensation payable in the future, as recognised in programme provision (Note 10).

Compensation liabilities falling due in future years can only be met by cash funding from the
MoJ and the Scottish Government. This is because, under the normal conventions applying
to parliamentary control over income and expenditure, such amounts are not paid in
advance of need.

The net cash requirement for 2020-21, taking into account the amounts required to meet CICA’s
liabilities falling due that year, has already been included in MoJ and Scottish Government
estimates for that year, that have been approved by Parliament. There is, therefore, no reason

to believe that both future sponsorship and parliamentary approval will not be forthcoming. As
a result, it is deemed appropriate to adopt the going concern basis for the preparation of these
financial statements.

12
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Key achievements

Strategic Objective 1

We will provide an accessible service which treats victims with compassion,
sensitivity and fairness.

We commenced a comprehensive programme of improvements to our corporate
literature, to ensure letters reflect current legislation, are easy to understand and
communicate our compassion and sensitivity for what victims have experienced.
The programme is due to be completed in 2020.

We reviewed the timescales set out for responses to our correspondence
ensuring they are relevant, reasonable and expressed with respect for the
applicant’s circumstances.

We enhanced our telephony service with new call wait time information, a call
back service and improved call routing to ensure callers have a more accessible
service, which gives them the specialist assistance they require.

We achieved 93% customer satisfaction with 88% of applicants reporting
that low to moderate effort was required to complete our current application
process online.

We achieved a 26% reduction in the number of customers who complained, with
96% of those complaints resolved without further escalation. This represents a
cumulative reduction in the level of stage one complaints of 48% over two years.

We extended our named contact service for bereaved applicants to include other
applicant groups requiring specialised assistance during the claims process.

14
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Strategic Objective 2

We will have a highly competent and motivated workforce which shares
our values and operates our service in a professional and efficient way.

We delivered trauma informed training, led by organisations including
Samaritans, Rape Crisis and TARA to enable operational staff to assist victims of
violent crime and sexual crime with compassion and sensitivity.

We launched Civil Service Success Profiles for all our recruitment campaigns in
August 2019 to attract people with the right skills, strengths and potential to
support the delivery of a trauma sensitive service.

We invested over 10,000 hours of face-to-face training via in house programmes
and external suppliers to further develop our people capability.

The Civil Service People Survey confirmed our people have a strong connection
to our purpose and organisational objectives, with an 83% positive response. The
survey also confirmed 88% of our people believe they have the skills to do their
job effectively.

We promoted diversity and inclusion, and social mobility initiatives, including
the hosting of work experience placements and supporting the MoJ Schools
Programme to have a positive impact on our local community.




Key achievements

o

Strategic Objective 3

We will operate an efficient and accurate assessment process and account
for the public funds we spend.

We resolved 35,618 claims, providing compensation of just under £195 million.

We decided 52% of new applications within 6 months and 81% within
12 months, both measures exceeding target.

We reduced the number of live cases over two years old by 18%, compared with
the previous end of year position.

Our internal quality assurance framework continues to operate effectively
to assure that the decisions we make are accurate before they are issued.

It identified first-time accuracy of 95%, and the learning provided served to
inform the training and guidance we provide for our people.

We further improved applicant confidence in our decision making, reflected
in the reduction of the percentage of applicants requesting a review of their
decision from 21% of first decisions in 2018-19 to 17% in 2019-20.

Strategic Objective 4

We will work with stakeholders and other agencies to promote
understanding of the statutory compensation schemes we administer.

We implemented the amendment to the Criminal Injuries Compensation Scheme
2012, which came into effect in June 2019, providing new information and
specialist claims assistance for those affected by the “same roof rule”.

We developed a new stakeholder strategy that will build broader and stronger
connections with organisations that support victims and with whom we can
partner to provide a better experience to those seeking compensation.

We provided input to the ongoing Mo] led review of the Criminal Injuries
Compensation Scheme, first announced in the Victims Strategy published in
2018, this included a three-year caseload dataset that was analysed to give a
detailed picture of how the Scheme is operating. The Lord Chancellor launched
a consultation on 16 July 2020 which will close on 9 October 2020, with a
published response to the consultation expected in January 2021.

16
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Strategic Objective 5

We will listen and continue to improve the experience of applicants, using
customer insight and feedback, to inform changes to processes and to
develop improved digital services.

We established a working group across different business areas to continuously
review and make improvements to our processes including the introduction of
a method to identify priority cases and a new verification approach for BACS
payments to prevent the risk of error.

We introduced a specialist caseworker service for applicants aged over 70 or
known to have a life-limiting health condition. Since introducing this service in
November 2019, the average time from application to resolution has reduced
from over 12 months to around 3 months.

We introduced a digital enquiry form option for applicants affected by the
abolition of the “same roof rule” to request special assistance with making a claim.

We completed testing and secured Government Digital Service Standards
approval for the launch of the new “Apply” service which will be available first to
victims of sexual assault or abuse. The new service will simplify the information
requested of the applicant and will reduce the time taken to complete an
application by more than 50%.
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Performance analysis

Claim activity

We received 32,895 new applications in 2019-20, a 6% increase on the number of applications
received in 2018-19. We made a total of 38,223 decisions of which 30,880 were first decisions
and 6,188 were review decisions. A total of 35,618 cases were resolved.

Performance measures

Table 1 New applications received

2019-20 2018-19

New applications received 32,895 31,008
Table 2 Number of applications resolved

2019-20 2018-19

Number of applications resolved 35,618 35,355

Table 3 Pace of decision making

We aim to progress new applications promptly and in keeping with the availability of the
information and supporting evidence needed to assess entitlement to compensation.

Following a strong performance in 2018-19 in which the Key Performance Indicator (KPI) of
40% was exceeded, the KPI was increased by 10% for 2019-20. Both the percentage of new
applications decided within 6 and within 12 months exceeded target. The percentage of new
reviews decided within 6 months was 74%, one percentage point behind the previous year’s
performance, with growth required to achieve the stretch target of 80% within 6 months.

Measure KPI 2019-20 2019-20 2018-19
% of cases with a first decision within 6 months 50% 52% 45%
% of cases with a first decision within 12 months 80% 81% 81%
% of cases with a review decision within 6 months 80% 74% 75%

18
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Table 4 Age of caseload

We have continued to reduce the small number of unresolved or reopened cases relating to
pre-2012 schemes. Those cases that remain unresolved relate mainly to applicants whose claims

cannot be finalised until the long-term implications of their injuries are known.

% of live cases by scheme 2019-20 2018-19
2012 99.18% 98%
2008 0.67% 1.81%
2001 0.14% 0.25%
1996 0.01% 0.01%

Table 5 Rates of review and appeal

The proportion of cases resolved at first decision or review stage and not proceeding to external
appeal, remains high at 95.9%. The percentage of final First-tier Tribunal appeal decisions
amended on merit remained broadly consistent with the previous year. Those that resulted in an
increased value of award rose 11.8% above the 2018-19 position which is more closely aligned

with the level of 22% seen in the previous year.

2019-20 2018-19
(o) [0)
% of first decisions proceeding to internal review (5233 ca157e$ 21%
o) o)
% of first decisions proceeding to appeal (1,263 c:geg S
Cases amended at appeal
o) o)
% of decisions amended at appeal — value (303 chssef; 15%
o) o)
% of decisions amended at appeal — merit* (31 Cigef; 2%

*This figure relates to appeals concerning the eligibility of an applicant to receive an award of compensation.

Table 6 Size of live tariff caseload

Although new application intake rose 6%, at 31 March 2020 the live caseload was almost 3%
lower than the previous year end position. The volume of cases currently awaiting review or

appeal decisions is lower by 16% and 29% respectively.

2019-20 2018-19
First decision stage 27,583 27,336
Review 3,177 3,798
Appeal 1,251 1,762
Total live tariff caseload 32,011 32,896

Listing and hearing of appeals is the responsibility of HM Courts & Tribunals Service.
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Table 7 Refused claims

The following table shows the reasons used when an application has been refused. In 2019-20

a total of 15,147 resolved claims were refused compensation. Applications may have more than
one refusal reason. The full statistics are published annually on https://www.gov.uk/government/
organisations/criminal-injuries-compensation-authority/about/statistics.

2019-20 2018-19
Injury does not qualify for compensation 4,789 6,826
Failure to cooperate with CICA 2,974 3,200
Injury did not result from crime of violence 2,020 2,986
Convictions & character 1,491 2,133
Failure to cooperate in bringing assailant to justice 1,635 1,920
Conduct before, during or after the incident 694 1,280
Failure to report as soon as reasonably practicable 639 853
Claim not submitted within time limit 429 640
Other 2,218 1,493

Our service

Table 8 Customer feedback

We measure overall customer satisfaction and the customer effort score — a measure of how
much time and effort our customers take when making an application.

In 2019-20 customer satisfaction remained high with an average of 93% across the year.

We aim to ensure that a high proportion of customers find our services simple to operate. 88%
reported a low level of effort was required on their part. The resulting measurement is consistent
with the previous year’s customer effort score, averaging a measurement of ‘Low-Moderate’.
This shows that the majority of respondents found the process of applying to be straightforward.

Customer satisfaction 2019-20 2018-19
Good customer service 93% 95%
Customer effort Low-Moderate 88% 91%

20
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Table 9 Complaints

Complaints are an important source of feedback which provide us with an opportunity to remedy
any failures in our service and learn lessons for the future.

We act on feedback from customers and victims’ organisations to improve our complaint handling
process and overall customer experience. We are a member of the Cross-Government Complaints
Forum which shares best practice to focus on complaints and feedback to improve public service.

We have a three-stage complaints process to deal with dissatisfaction about the service we
provide when dealing with applications:

Stage 1 — managed by case officer
Stage 2 — manager will investigate
Stage 3 — senior manager will investigate

We aim to fully address complaints at the earliest opportunity by discussing with the customer
how we can resolve the matter to their satisfaction within an agreed timescale. Where customers
remain dissatisfied there are routes to escalate their complaint.

During 2019-20, the number of customers who complained reduced by 26% compared with the
previous year.

Complaints received 2019-20 2018-19
Stage one 633 860
Escalation to stage two 23 55
Escalation to stage three 7 13

If a complaint cannot be resolved at the end of stage three, complainants in England & Wales
can ask a Member of Parliament to raise the issue with the Parliamentary and Health Service
Ombudsman (PHSO). In Scotland, an applicant may make a complaint directly to the Scottish
Public Services Ombudsman (SPSO). This year there were no investigations conducted on our
cases by either the PHSO or SPSO. Our complaints process is available on https://www.gov.uk/
government/organisations/criminal-injuries-compensation-authority/about/complaints-procedure.

Our finances

Programme expenditure

The schemes provide compensation to victims of violent crime. It is our role to assess claims in
accordance with the applicable statutory scheme, which is approved by Parliament. To inform
our decisions we gather evidence from police authorities and medical experts. This is an ongoing
process which means we will always have cases, at various stages of completion, outstanding

at year-end.

We also manage a very small number of cases where the claim was made before the introduction
of the tariff-based schemes. These complex cases mainly involve applicants who were very
seriously injured as young children. As these children reach adulthood, we are able to make final

\NVAVE:
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payments based on reliable prognoses of their long-term care needs by taking account of the
impact of their education and rehabilitation.

We provided £195m in compensation to victims of violent crime during 2019-20 (see Note 10
to the Accounts for additional detail). This was allocated as follows:

£162m of the total settled relates to amounts that had been previously provided for, and
recognised in the Statement of Comprehensive Net Expenditure (SOCNE) in previous financial
years. Therefore, these settlements are all routed through the provision and there is no in-year
impact on the SOCNE. The SoCNE only includes amounts at point of recognition in addition to
resources consumed during the relevant period. In Note 10, these settled awards are shown in
the provision statement as utilised during the year and reduce the provision accordingly.

£33m is recognised in the SOCNE, within tariff scheme compensation, as settlements relating
to claims not previously provided for in 2018-19. These claims relate to applications both
received and settled during 2019-20. Therefore, these claims were not recognised in the
provision from prior years.

New liabilities

The tariff schemes provision is reflective of CICA’s liabilities under the 1996, 2001, 2008 and
2012 Schemes. CICA recognises liabilities that are based upon an evaluation of total applications
that have been received by CICA but have not yet been processed; these are referred to as claims
reported but not completed (CRBNC) (discounted value £165.6m).

New liabilities, for all compensation schemes, recognised during 2019-20 totalled £147.2m.
Based upon tariff claims received during 2019-20 and still outstanding at year-end, £144.8m has
been recognised as new tariff provision.

There were no pre-tariff cases settling at a higher value than that previously provided during

2018-19. Upward movements on live cases, due to re-assessment of liability, totalled £2.3m.

No new liability has been recognised, based upon claims received, for the Victims of Overseas
Terrorism Compensation Scheme (VOTCS) in 2019-20.

For compensation recognised during 2019-20 the SOCNE can be summarised to its constituent
parts, as below, noting that comparative information is disclosed in Note 10 to the Accounts:

22
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Table 10 Changes to programme liabilities in year

Tariff schemes £m
New tariff liabilities arising 144.8
Liabilities no longer required 0.0
Settlements not recognised in provision 33.0
Sub Total Tariff 177.8

Pre-tariff schemes

Settlements higher than previous provision 0.0
Settlements lower than previous provision 0.0
Revaluation of aged cases 2.3
Sub Total Pre-tariff 2.3

Victims of Overseas Terrorism Compensation Scheme (VOTCS)

Net Impact of VOTCS 0.0

During 2019-20, one pre-tariff case was finalised for £1.3m. A further three cases have an
estimated liability based on valuation by the First-tier Tribunal.

Case-handling costs, classified as programme expenditure, have remained the same
as the previous year. These are for medical, legal and other fees related to finalising
compensation claims.

Staff costs have increased in 2019-20 from the previous year by £0.2m. This is primarily driven by
an increase in 2019-20 to employer’s pension contributions.

Administration expenditure

The cost associated with managing and administering compensation schemes has increased from
£5.3m to £6.4m due to an increase in MoJ recharges. Combined amortisation and depreciation
has increased by £0.036m.

Supplier payment policy and performance

CICA follows the Better Payment Practice Code and undertakes to pay 80% of internally
authorised invoices within five days of receipt. The average for 2019-20 was 99.5% of invoices
paid within five days.
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Our business plan 2020-21

Our business plan update for 2020-21 sets out a strategy for the delivery of our services.

Our aims and objectives support the wider Ministry of Justice vision of a world-class justice
system that works for everyone in society. They reflect our shared values: of purpose, humanity,
openness and togetherness.

Provide an accessible service which treats victims with compassion, sensitivity and fairness.

Have a highly capable, motivated and trauma-informed workforce which shares our values
and operates our service in a professional and efficient way.

Operate an efficient and accurate assessment process and account for the public
funds we spend.

Work with stakeholders and other agencies to promote understanding of the statutory
compensation schemes we administer.

Listen and continue to improve the experience of applicants, using customer insight and
feedback to inform changes to processes, and to develop improved digital services.

24
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Sustainability report

Overview

In 2009-10, we implemented a number of measures to reduce greenhouse gas (GHG) emissions,
waste and finite resources and their related costs. As a result, we have exceeded the Greening
Government Commitment to reduce carbon emissions from energy and travel by 43% by 2020,
with current carbon emissions reduced by 79% compared to 2009-10.

Our smaller premises have continued to provide a reduced environmental impact including
reduced energy and water consumption. We have continued to invest in digital solutions for our
applicants and staff to reduce paper usage.

Greenhouse gas emissions
Performance

Table 11 shows CICA's GHG emissions, as defined by the GHG protocol (available at
www.ghgprotocol.org), over the past five years. Overall the total gross GHG emissions and
expenditure on energy and travel reduced significantly over the five-year period.

Table 11 Greenhouse gas (GHG) emissions

2019-20 2018-19 2017-18 2016-17 2015-16

Non-financial Total gross emissions
indicators for scopes 1and 2
(tCO,e)

190.49 194.15 228.13 241.54 364.76

Electricity: green/
renewable

Total net emissions for

190.49 194.15 228.13 241.54 364.80
scopes 1and 2

Gross emissions for

22.10 31.84 27.49 19.40 27.60
scope 3 - travel

Total gross GHG

L 212.60 226.00 255.60 260.90 392.40
emissions (all scopes)

Non-financial  Electricity: Grid, CHP 263,607 280,896 275893 273,090 249,692

(kWh) and non-renewable
Electricity: renewable 0 0 0 0 0
Gas 638,353 586,221 566,106 645847 526,954
Other energy sources 0 0 0 0 0
Total energy 901,960 867,117 841,999 918,937 776,646
Financial Expenditure on energy £31,106 £28,676 £28,491 £53,003 £49,675
indicators

Expenditure on official

. £66,914  £77,639  £60,632 £51,114  £45,068
business travel

\VAVA


http://www.ghgprotocol.org

Annual Report & Accounts 2019-20

Tonnes of carbon (tCO,e)

400 Travel emissions (Scope 3)

Bl Total net emissions for scopes 1 and 2

300

200 —

100

0 2019/20 2018/19 2017/18 2016/17 2015/16

Controllable impacts

The main impacts are estate energy consumption. Gas consumption is attributed to CICA on
a space-occupied basis and is therefore uncontrollable. We can however monitor our direct
electricity consumption at Alexander Bain House which has assisted in reducing our carbon
emissions further.

Influenced impacts

We influence employee commuting by allocating parking spaces for car sharers. In addition, we
remind staff to switch off equipment at the end of the working day. CICA has invested in laptops
and mobile phones to provide staff with the option of home working, reducing CICA’'s own
energy consumption and reducing the need for staff to commute.

Waste

As a result of a change in supplier CICA is no longer provided with data on the volume of waste
uplifted from its premises. We are therefore unable to provide current year information.
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Table 12 Finite resource consumption

Water 2019-20 2018-19

2017-18 2016-17 2015-16

Non financial indicators

Total water consumption (m3) 2,020 2,304

2,268 2,100 1,798

Financial indicators

Total water supply costs (£) 3,000 3,000

2,000 3,000 2,000

m3/£

3,500

Hl Consumption
Cost

3,000

2,500

2,000

1,500

1,000

500

2019/20 2018/19 2017/18 2016/17

Controllable impacts

2015/16

Water consumption is attributed to CICA on a space-occupied basis and is therefore
uncontrollable. The main impacts on water consumption are through sanitation and staff
consumption. Our washrooms in Alexander Bain House are of a modern design and therefore use

less water reducing our environmental impact.

Linda Brown
Chief Executive and Accounting Officer
Criminal Injuries Compensation Authority

29 October 2020
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Corporate Governance Report

Director’s Report

The Accounting Officer has responsibility for maintaining a sound system of internal controls
which support the achievement of strategy, aims, objectives and policies as agreed with the
Ministry of Justice (MoJ) and the Scottish Government. These responsibilities extend to personal
accountability for the safeguarding of public funds administered by the Criminal Injuries
Compensation Authority (CICA) and for the management and operation of the organisation.

| was appointed Chief Executive and Accounting Officer of CICA on 1 October 2018, having held
these roles on an interim basis since 4 April 2018.

Corporate governance is central to the effective operation of all public bodies. CICA operates best
practice as detailed within HM Treasury and Cabinet Office Corporate Governance Code of Good
Practice, and the 7 principles of public life highlighted within HM Treasury guidance on Managing
Public Money.

Our Agency Framework Agreement sets out the arrangements for corporate governance matters,
including the role of the Accounting Officer, and the duties around financial and budgetary
management, risk management, business planning, audit and assurance.

CICA's Agency Framework Agreement can be viewed on https://www.gov.uk/government/
publications/criminal-injuries-compensation-authority-agency-framework.

In this Accountability Report, | have detailed our governance arrangements. It includes
information about our Executive Management Board (EMB), Strategy and Performance Board
(SPB) and Audit and Risk Committee (ARC). It explains their activities in establishing strategic
direction, delivering against objectives and managing risk. Our Corporate Governance Framework
can be found at Appendix A. The record of attendance of members at meetings is attached

at Appendix B. | am satisfied that these forums represent, and deliver, effective corporate
governance within CICA.

Non-executive Board Members

Non-executive Board Members provide support and advice on matters relating to strategy,
performance, audit and risk. Three Non-executive Board Members served during 2019-20 and
provided assurance on this set of Annual Report and Accounts at 31 July 2020. Each Non-executive
Board Member has strategic leadership experience at board and audit committee levels.

During 2019-20, the Non-executive Board Members were:
Andrew Flanagan BAcc, ICAS.
William Matthews MBA, BSc, BA, BA, C. Eng, MIET.

Ron Barclay-Smith MA, MPhil, MBA.
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During the year the Accounting Officer held individual and collective performance meetings with
Non-executive Board Members to discuss their contribution to CICA. Government Internal Audit
Agency have been commissioned to undertake a review of board effectiveness and is due to
report in quarter 2 of 2020.

In addition, the Non-executive Board Members attended the CICA 2020-21 business planning
session, and an extraordinary SPB meeting in March 2020 to provide oversight for proposed
business continuity measures in response to the COVID-19 emergency.

Register of Interests

All Executive and Non-executive Board Members participated in a quarterly declaration of
any directorships held and other significant interests which may conflict with their role or
the conduct of CICA. A Register of Interests is held, and no conflicts were noted during the
financial year.

Personal Data Related Incidents

During 2019-20, one data breach was reported to the Information Commissioner’s Office (ICO)
and this matter related to a single security incident. The ICO has provided recommendations to
ensure the security of personal data is maintained.

Statement of Accounting Officer’s Responsibilities

Under section 6(3) of the Criminal Injuries Compensation Act 1995 and paragraph 136 of the
Criminal Injuries Compensation Scheme 2012, the Secretary of State (with the approval of

HM Treasury) has directed CICA to prepare for each financial year a statement of accounts in
the form and on the basis set out in the Accounts Direction. The accounts are prepared on an
accruals basis and must provide a true and fair view of the state of affairs of CICA and of its net
resource outturn, application of resources, changes in taxpayers’ equity and cash flows for the
financial year.

In preparing the accounts, the Accounting Officer is required to comply with the requirements of
the Government Financial Reporting Manual and in particular to:

observe the Accounts Direction issued by the Secretary of State (with the approval of HM
Treasury), including the relevant accounting and disclosure requirements, and apply suitable
accounting policies on a consistent basis;

make judgements and estimates on a reasonable basis;

state whether applicable accounting standards as set out in the Government Financial
Reporting Manual have been followed, and disclose and explain any material departures in the
accounts; and

prepare the accounts on a going concern basis.

The Mo] has appointed the Chief Executive as Accounting Officer of CICA. The responsibilities
of an Accounting Officer, including responsibility for the propriety and regularity of the public
finances for which the Accounting Officer is answerable, for keeping proper records and for
safeguarding CICA's assets, are set out in Managing Public Money, published by HM Treasury.
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The Accounting Officer has taken all reasonable and necessary steps to ensure CICA’s auditors
are provided with all information relevant to the audits undertaken and has confidence that the
information is accessible to them.

The Accounting Officer has confirmed that these Annual Report and Accounts as a whole are fair,
balanced and understandable, and takes personal responsibility for the judgements required for
determining this.

Governance Statement

CICA is an Executive Agency of the Ministry of Justice (Mo)). From 1 April 2019 until 31 March
2020, CICA was part of the MoJ Chief Financial Officer (CFO) Group which monitored and
provided support on matters relating to organisational performance.

CICA also provides a service on behalf of the Scottish Government. A Memorandum of
Understanding sets out the framework of CICA and the Scottish Government'’s relationship. This
includes arrangements for the Scottish Government contribution towards scheme funding.

During 2019-20, the Chief Executive of CICA had a direct line management relationship and met
regularly with the MoJ Chief Financial Officer as well as attending weekly meetings of the CFO
Group. The Chief Executive met with the, then, Parliamentary Under Secretary of State at the
Ministry of Justice, Mr Edward Argar, on two occasions and participated in four meetings of the
Scottish Government's Victims Taskforce. In September 2019, the Chief Executive met with the
Victims Commissioner for England and Wales, Dame Vera, to discuss CICA’s ongoing commitment
to service improvements and issues affecting victims of violent crime.

CICA's Business Plan is subject to Ministerial approval. There is no separate requirement for CICA
to consult with Ministers on key financial or operational decisions. This is compatible with the
requirements of the primary and secondary legislation by which CICA is empowered.

CICA staff are MoJ employees and subject to standard terms and conditions of employment.
Accordingly, CICA does not have, nor require, a separate Remuneration Committee or
Nominations Committee.

Executive Management Board

The Executive Management Board (EMB) supports the Accounting Officer in the management
and operation of CICA. During 2019-20, the EMB members supporting the Accounting Officer
were June Fellowes (interim Deputy Chief Executive), Tracy MacBrayne (Director of Operations
(formally appointed 3 June 2019, interim Director April-June 2019)), Jackie Keenan and lain
Mackinnon (interim Directors of Corporate Services, April 2019-January 2020 and January-March
2020 respectively), Laura Johnston (Director of Legal and Policy Services) and Craig Morton, Mo
Finance Business Partnering Group (Director of Finance).

In the discharge of its duties, the EMB was informed by advice from a Strategy and Performance
Board (SPB) and an Audit and Risk Committee (ARC), together with specific reports relating to
financial accounting, operational performance, risk management, business transformation, people
management, policy, and health and safety. The quality and organisation-wide relevance of this
management information provided EMB with an acceptable level of detail with which to monitor and
react to all matters relating to organisational activity and performance. This ensured that decisions
were taken with objectivity, transparency and a clear focus on achieving organisational objectives.
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Strategy and Performance Board

The Strategy and Performance Board (SPB) is chaired by the Chief Executive and includes
membership of the interim Deputy Chief Executive, Director of Operations, Director of Corporate
Services, Director of Legal and Policy Services, and the 3 Non-executive Board Members.
Members of Mo] Policy, MoJ Finance and the Scottish Government attend by invitation. The SPB
was attended by the Mo Director General, Chief Financial Officer in September 2019.

The SPB met quarterly to consider performance, propose change to operational policy and offer
constructive challenge across CICA's operations and activities. Non-executive Board Members
provided advice on 5 key areas in line with HM Treasury Corporate Governance in central
government departments. These were:

Strategic Clarity — setting the vision mission and ensuring all activities, either directly or
indirectly, contribute towards it; long-term capability and horizon scanning, ensuring strategic
decisions are based on a collective understanding of policy issues; using outside perspective to
ensure that CICA is challenged on outcomes;

Commercial Sense — approving the distribution of responsibilities; advising on sign-off of
large operational projects or programmes; ensuring sound financial management; scrutinising
the allocation of financial and human resources to achieve the plan; ensuring organisational
design supports attainment of strategic objectives; setting CICA's risk appetite and

ensuring controls are in place to manage risk; evaluation of the board and its members; and
succession planning;

Talented People — ensuring CICA has the capability to deliver and to plan to meet current and
future needs;

Results Focus — agreeing the operational business plan, including strategic aims and objectives;
monitoring and steering performance against plan; scrutinising performance of sponsored
bodies; and setting CICA's standards and values;

< Management Information — ensuring clear, consistent, comparable performance information is
used to drive improvements.

The SPB considered and advised on a range of improvements to our services including
performance and people management, business planning, budget management, customer service
and business transformation.

All matters were reported openly, and no business required a confidential addendum or closed
minute relating to commercial or personal sensitivities. Minutes of the SPB meetings were
published quarterly on CICA’s intranet.

Audit and Risk Committee

The Audit and Risk Committee (ARC) operates in accordance with HM Treasury’s Audit and

Risk Assurance Committee handbook and provided support to the SPB and the EMB in their
responsibilities towards risk management, control and corporate governance. The ARC provided
additional transparency over the management of CICA’s operations and assets, accounting
policies (including the integrity of financial statements and the Annual Report and Accounts),
practices relating to risk, control and governance, and the adequacy of response to audit findings.
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Membership of the ARC comprised three Non-executive Board Members. Meetings were

held quarterly and supported by the attendance of the Chief Executive, interim Deputy Chief
Executive, Director of Finance, Director of Operations, and Senior Governance Manager. The
Senior Governance Manager role was held by Cameron Cavin until 25 October 2019 and,
thereafter, Rory Tracey was appointed to the role on 20 January 2020. The Mo] Chief Financial
Officer attended in September 2019, and representatives of the Government Internal Audit
Agency (GIAA) and the National Audit Office (NAO) also attended each meeting.

The ARC routinely considered and offered insight and challenge to reports relating to risk and risk
management, information management, internal audit and internal assurance. Additional notable
reports provided to the ARC related to in depth reviews of risk regarding: (i) budget delegation;
(i) business continuity management; (iii) mid-year budget position and modelling of the financial
provision; (iv) risk management and assurance and; (v) fraud risk.

The ARC provided the EMB with a written minute of each quarterly meeting. All matters were
reported openly, and no business required a confidential addendum or closed minute relating

to commercial or personal sensitivities. The ARC provided its opinion in its annual report to

CICA confirming the ARC's reasonable assurance that there is an adequate level of control and
governance in place across CICA and that matters arising during the year have been, or are being,
addressed by management.

Financial Risk

CICA receives a delegated budget from Mo] each financial year to operate the scheme in England
and Wales, and income from the Scottish Government to fund the scheme in Scotland. CICA is
required to manage controls to ensure the budget is not exceeded.

CICA maintains a policy that entitlements are never reduced or refused due to budget pressures,
although the timing of payments may be affected by the availability of budget.

In 2019-20, CICA managed this risk by providing forecasts and regular reports to the Chief
Financial Officer on budget utilisation. In year, additional budget was provided to meet an
estimation of the value of claims likely to arise from the amended scheme coming into effect
and in response to the increased value of claims decided by year end.

Financial Liability Risk

The key financial liability risks were:

Removal of the “Same Roof Rule”

The “same roof rule” (formerly paragraph 19 of the Criminal Injuries Compensation Scheme
2012) prevented an award being made to applicants injured before 1 October 1979 by an
assailant who they were living with as a member of the same family. In 2018-19, a successful
legal challenge to the same roof rule led to the materialisation of an existing financial risk. In July
2018, the Court of Appeal found that the same roof rule had unfairly denied compensation to the
claimant, in contravention of Article 14 of the European Convention on Human Rights (ECHR)
when read with Article 1 of Protocol 1 ECHR. The Government chose not to appeal this judgment
to the Supreme Court and announced in September 2018 that the rule would be abolished.

An amendment to the Criminal Injuries Compensation Scheme 2012, removing the rule, took
effect on 13 June 2019. This enabled new applications from people who were previously refused
compensation because of the rule, as well as from those who had not previously applied.
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This increased the compensation payable under the Criminal Injuries Compensation Scheme
2012 and a total of £10,590,982 was paid in 2019-20 in respect of applications which were
made eligible by the amendment.

The Lord Chancellor’s Discount Rate

Prior to the introduction of the Criminal Injuries Compensation Scheme 1996, cases derived an
award value based on pre-tariff schemes including the application of a discount rate to future
care costs and loss of earnings. The rate currently applied to these cases is -0.25%, being the
Lord Chancellor’s discount rate. The discount rate applies to the provision for the remaining pre-
tariff cases. There is a risk that future changes to the Lord Chancellor’s discount rate will have a
material financial impact on the value of CICA's pre-tariff caseload. This risk will remain until all
cases to be decided under pre-tariff schemes are resolved.

Incidents Incurred But Not Yet Received (IBNYR)

Incidents Incurred But Not Yet Received (IBNYR) is an unquantifiable contingent liability in
respect of a possible future obligation to individuals who have been victims of violent crime
as of 31 March 2020. This liability depends upon uncertain future events occurring and an
application being submitted which meets the criteria set out in the relevant scheme. Although
CICA recognises that this contingent liability exists in respect of IBNYR, it is not practicable
to estimate the financial effect of the liability because it is not possible to establish the total
number of eligible criminal injuries or other relevant factors, such as the likelihood of an
application being made and the potential value of any award made.

Legal challenge to unspent convictions rule

The Supreme Court granted permission to the applicants to appeal against the decision of the
Court of Appeal dated 3 July 2018 that the provisions of the Criminal Injuries Compensation
Scheme 2012 are not unlawful insofar as they prohibit an award of compensation to applicants
who are victims of human trafficking and who have unspent criminal convictions. Permission

to appeal was granted on one ground: whether those provisions are contrary to Article 4 of

the European Convention on Human Rights (ECHR) (prohibition of slavery and forced labour)
combined with Article 14 ECHR (prohibition of discrimination). The Supreme Court will hear the
appeal on 10 November 2020.

Fraud Risk

We continued to raise awareness of the potential for fraudulent activity and maintained a Fraud
Risk Register with a comprehensive suite of fraud risk controls. Referrals of possible instances of
fraud in 2019-20 increased from the previous year, whilst the overall value of prevented financial
loss decreased. Referrals to the National Fraud Intelligence Bureau also decreased. We continued
to engage with the Cabinet Office review process concerning the HM Government Functional
Standard for Counter Fraud to implement their recommendations. In the 2019 calendar year, 9 of
the 12 standards were fully met, with the remaining 3 partially met. Measures have been taken
to achieve full compliance in 2020.

Information Security Risk

Information is essential to our decision-making processes. It is critical that we have an effective
organisation-wide approach to processing and protecting all personal and sensitive data which
we hold. We had a nominated Senior Information Risk Owner, Information Asset Lead Officer
and Information Management Group. At directorate level, nominated Information Asset Owners
ensured that the security of all our assets benefited from regular review.
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Information Technology Infrastructure Risk

We were supported in controlling risks to the security, availability and continuity of our
Information and Communications Technology infrastructure by our Mo] Digital and Technology
service providers who work onsite to support our operations.

We have continued to maintain our Public Services Network accreditation to assure overall
network security and safety. We were not affected by any cyber-attacks during the year.

People Risk

Our people deliver our business and their capability and engagement is crucial to CICA’s
effective operation.

We continue to invest in learning and development for our people at all levels, with opportunities
to participate in MoJ and Civil Service wide programmes. In the Civil Service People Survey 2019,
CICA achieved a 61% people engagement indicator based on a completion rate of 81%. Our
Attendance Management Strategy, and continued focus on offering flexible working patterns and
supporting wellbeing initiatives maintained a low rate of average working days lost at 7 days.

Workforce Strategy Risk

It is essential that we maintain workforce levels which are sufficient to meet our organisational
objectives, whilst able to adapt to changing business challenges.

During 2018-19 we were required by Mo] to reduce our resource level to no more than 262 full
time equivalents by 31 March 2019, and within affordability. This benchmark remained in

place throughout 2019-20. Although workforce attrition reduced over the previous year, it
remained significant at 15.9%, with the largest group of leavers attracted to other government
departments offering positions at increased salary. The risks presented by this reduction in staff
resource levels was mitigated through a programme of recruitment and training for the talented
people promoted within CICA, joining from other government departments and the private
sector. Our average staffing position remained just above the benchmark at 264.8, impacted by
delayed transfers to other government departments in the latter part of the year.

Coronavirus Risk

In the final quarter of 2019-20, the coronavirus presented CICA with an unprecedented set of
challenges. Our business continuity measures enabled us to respond quickly, with a high level

of operational resilience and awareness of emergent risks. To ensure efficient oversight, CICA
adopted a coronavirus-specific risk register that enabled the assessment and control of risks
grouped into enterprise-wide themes: financial, legal, people, digital and technology, information
management, estates, demand and supply, commercial and change. Adaptations were made

to our service delivery model to protect our people, recognise the immediate pressures on
organisations with whom we work and maximise the use of existing and additional digital
solutions to mitigate the potential impact of these risks, ensuring continuity of service during
the emergency.

Corporate Risk and Assurance Group

The Corporate Risk and Assurance Group (CRAG) maintained representation from each of the
CICA directorates, Mo] Digital and Technology and Finance Business Partnering Group. The CRAG
ensured that directorate level risks were aligned to organisational strategic objectives and related
corporate risk considerations. A report from the CRAG was included in the monthly governance
report provided to the EMB. To ensure effective connectivity and opportunity for risk escalation
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where necessary, the CRAG chairperson participated at meetings of the EMB, reporting on
proposals regarding emerging risks, adequacy of controls and internal assurance activities.

In 2019-20, the CRAG continued to identify areas of improvement to our business continuity
management, business impact analysis and organisational change programmes. This was
complemented by horizon scanning activities to identify emerging risks, and an ongoing review
of the key person register.

Health and Safety Committee

The Health and Safety Committee ensures compliance with health and safety regulations,
providing a collaborative approach to addressing health and safety issues within the workplace.

Meetings of the Health and Safety Committee were chaired by the CICA Health and Safety
Manager. Membership included the Director of Corporate Services, Trade Union representatives
and Health and Safety representatives from all directorates. Meetings were held by agreement on
13 June and 6 September 2019.

Other Committees and Forums

Information Management Group

The Information Management Group (IMG) oversees information management and regulatory
compliance. The IMG, which met quarterly, is chaired by the Senior Governance Manager and
comprised the Senior Information Risk Owner, and all Information Asset Owners.

The IMG monitors existing and emerging information risks, provides assurance to the Senior
Information Risk Owner on the effectiveness of information-risk management, regularly publishes
information assurance guidance and promotes an organisation-wide culture of effective and
secure information handling.

People Engagement Group

Maintaining an engaged and committed workforce remained a key priority and we supported a wide
range of actions ensuring CICA continues to be a great place to work.The People Engagement Group
(PEG), which met monthly, provided feedback and supported engagement across the organisation
through a programme of activities and initiatives. The PEG also helped to gauge engagement
levels and provided feedback and recommendations to the Executive Management Board.

Stakeholder Engagement

The Stakeholder Engagement and Equality Forum (SEEF) is chaired by the Head of Policy and is a
meeting with CICA’s key stakeholders. The role of the SEEF is to facilitate and provide insight into
customers’ needs and experience to inform service improvements. This includes offering insights
on equality in the way that CICA operates the compensation scheme(s). The SEEF has helped
develop a more collaborative approach, and has improved access to our service through both
digital and more traditional channels.

SEEF membership includes: Victim Support Homicide Service, Victim Support England & Wales,
Victim Support Scotland, the Association of Personal Injury Lawyers, Her Majesty’s Courts and
Tribunals Service (HMCTS), Scottish Women'’s Aid, Rape Crisis Scotland and Enable (Scotland).

The SEEF met once in 2019-20.
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In addition to the SEEF, we undertook a wide range of collaborative activity including:
Our Chief Executive met with the new Victims’ Commissioner for England & Wales.

Our Chief Executive joined the Scottish Government Victims Taskforce and provided
representatives in the workstreams concerned with trauma informed training and user-
centered service design.

We began working with Victim Support England & Wales to create online resources providing
an overview of the Criminal Injuries Compensation Scheme.

We had regular engagement meetings with HMCTS and participated in the Special Tribunals
Reform project.

Samaritans delivered bespoke training to our customer service and case handling team. This
focused on understanding how victims cope with the aftermath of their experiences and
providing specialist call handling skills to ensure our staff are equipped to help the most
vulnerable of applicants.

Rape Crisis Scotland delivered training to increase understanding of the nature and impact of
sexual violence and how this might affect an applicant’s engagement during the process of
claiming compensation.

Women'’s Aid delivered awareness sessions to our staff on the impact of domestic abuse.

The Trafficking Awareness Raising Alliance (TARA) delivered an awareness session to our staff
concerning their work to support victims of human trafficking.

We provided an overview of the Criminal Injuries Compensation Scheme to Independent
Sexual Violence Advisers in England & Wales.

Our Director of Legal & Policy Services attended a UK/Germany Victim Support conference
at the British Embassy in Berlin which enabled UK and German authorities to exchange best
practice and foster cooperation with the goal of improving the information and support
provided to victims of crime.

We