	Modernisation of Face to Face Service Provision in the Civil and Family Courts Consultation

	[image: image1.png]


[image: image2.png]N 3 { MiniStry of




Response to Consultation
[This response is published July 2012]


[image: image3.png]HM Courts
& Tribunals
Service






[leave this page blank – back of cover]

	Modernisation of Face to Face Provision in the Civil and Family Courts Consultation
Summary of Responses

	Response to consultation carried out locally by the South East Region, Her Majesty's Courts & Tribunals Service, part of the Ministry of Justice. 


About this consultation
	To:
	All court user, staff and judiciary in the Civil and Family Courts.

	Duration:
	From 9 January 2012 to 2 March 2012

	Enquiries (including requests for the paper in an alternative format) to:
	Her Majesty's Courts & Tribunals Service,      Interim Head of Business Support Team,         South East Regional Support Unit,                        Fox Court, 30-34 Kingsway, London, WC2B 6EX
Tel: 01509 221457
Email: michael.keen@hmcts.gsi.gov.uk

	How to respond:
	Please send your response by 2 March 2012 to:
Michael Keen 
Her Majesty's Courts & Tribunals Service,      Interim Head of Business Support Team,         South East Regional Support Unit,                        Fox Court, 30-34 Kingsway, London, WC2B 6EX

Tel: 01509 221457
Email: michael.keen@hmcts.gsi.gov.uk

	
	

	Response paper:
	This response to the consultation exercise was published on 9 July 2012
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Introduction and contact details
This document is the post-consultation report for the consultation paper, modernisation of face to face provision in the Civil and Family Courts.

It will cover:

· the background to the report
· a summary of the responses to the report
· a detailed response to the specific questions raised in the report
· the next steps following this consultation.

Further copies of this report and the consultation paper can be obtained by contacting Michael Keen at the address below:

Her Majesty's Courts & Tribunals Service,     
Interim Head of Business Support Team,                                                                    South East Regional Support Unit,                                                                                 Fox Court, 30-34 Kingsway, London, WC2B 6EX

Tel: 01509 221457
Email: michael.keen@hmcts.gsi.gov.uk

Background
The consultation paper ‘Modernisation of Face to Face Service Provision in the Civil and Family Courts’ was published on 9th January 2012. It invited comments on proposals to restructure the counter services provided by the County Courts in the South East Region.
The consultation on proposals began the process of modernising the way in county courts delivers “face to face” services.  This is part of the HMCTS strategy to improve  services provided to users, while ensuring that we employ limited resources as effectively as possible.
County Court staff carry out a number of functions in support of the Court. At the core of that activity is processing and progressing applications to the Court in order that judicial functions and court hearings can be carried out as effectively and efficiently as possible. In order to do this county court staff and HMCTS more generally need to provide information to users so that they can engage effectively with the system and understand the process.

Face to face services in the County Court have continued largely unchanged for many years. However, the world has changed:

· The internet, in particular and the HMCTS and Ministry of Justice sites provides a wide range of information and forms;

· The telephone is the preferred choice of obtaining information for many professional and non-professional users;

· An increasing range of business is being centralised or simplified. In particular, in March 2012 the County Court Money Claims Service was launched, supplementing Money Claims on Line to provide a centralised system for processing designated Part 7 money claims removing the initial processing of around 600,000 claims a year from County Courts, and in April 2012, Statements of Truth replaced Affidavits in most family cases, taking away the need to swear 180,000 affidavits a year at County Courts; and

· The increasing need to deliver efficiency in public services means that we continue to deliver necessary services with the maximum efficiency.

Experience in the private and public sector shows that organisations that do not review their communication channels to reflect changes in the way that their business operates increase cost. The objective of delivering more efficiency is lost as they endeavour to cope with an ever wider range of preferences for communicating.
Against this background the initiative set out in this document builds on a long-standing and widely held view that a large proportion of the County Courts counter transactions are avoidable and can be achieved using alternative and more effective channels. 
This view has been supported by past local data gathering on counter traffic, and that summer opening hours have been limited in recent years without any significant issues for court users. To better understand the nature of the transactions undertaken at public counters a national survey was also conducted in 19 civil and family courts during May 2011.  The key findings of the survey were that:

· only 15% of counter transactions could be described as urgent and require immediate attention e.g. issue of urgent applications;

· a further 29% of transactions were routine but at that time no alternative to existing arrangements were available to deal with them e.g. swearing affidavits; and

· the remaining 56% of transactions did not require face to face contact e.g. lodging documents. 
The survey results reinforced what was clear from the 2010 and 2011 summer exercises: that sensible changes to counter service provision (e.g. introducing shorter opening times and/or an appointment system for urgent work) released resources to other parts of front line business without degrading the service that court users receive and enabling overall service levels to be maintained during a busy leave period. 
Dealing with work that does not need to be carried out face to face has a direct cost in the need for staff to provide that service. However, it also has indirect costs for staff and users. Users may have to wait to carry out activities where they need not do so or, those with urgent needs may have to wait for people to carry out transactions which do not require face to face contact. Workloads are also both unpredictable and variable over the day. So, courts either have inefficiency in allocating staff as they aim to meet demands for counter services and or have court staff distracted from processing work because of the need to attend to fluctuating counter requirements. This results in increased cost and risk of inaccuracy from leaving a partly completed job.
The changes proposed in the consultation would allow HMCTS to improve productivity by ensuring that more of its resources were focused on processing court work more quickly. No staffing reductions are assumed from this change. The intention is to improve productivity and efficiency. Making changes in this way also means that users need only visit the courts when they have to, and are not making unnecessary journeys for transactions that can be undertaken more conveniently and effectively by telephone, online or by post.  
The advantages for users and courts alike is that:

· those who need counter services can be assured that the services are focussed on those that really need them rather than competing with the preferences of people whose needs can be met equally well through other channels; and

· the resources released by changes to counter services enable court staff to focus on improving (a) administrative performance - lack of timeliness in processing work together with errors in carrying it out create a significant proportion of the need for court users to communicate with us (i.e. failure demand) and (b) providing an improved service in relation to telephone enquiries.
The consultation “Modernisation of Face to Face Provision in the Civil and Family Courts” commenced on the 9th January 2012. Letters were sent to members of the judiciary and regular court users and comments and views invited on the proposed plans to alter the counter provision within the civil and family courts across the South East Region.
The proposals included alterations to counter opening times from the current arrangement of 10.00 a.m. to 4.00 p.m. to 10.00 a.m. to 12.00 noon, introducing an appointment system for urgent work and putting in place alternative arrangements including sign posting customers to online services, telephone help desks and drop boxes for document filing. 
The proposals also specified areas of work that were deemed appropriate to be dealt with by staff at the counter, based on the survey results in May 2011. These were:
· Swearing Affidavits

· Collecting orders/papers for service following an urgent hearing.

· Swearing Statutory Declarations

· Attending orders for questioning and

· Providing assistance to users who are unable to use alternative methods.
· Payments on warrants and for face to face business with the bailiffs was specified for each court and set out in the letter of consultation for the courts within the South East Region.
The consultation period closed on 2 March 2012 and this report summarises the responses, including how the consultation process influenced the further development of the proposals consulted upon.
Following the consultation an Impact Assessment has been updated to take account of evidence provided by stakeholders during the consultation period. The interim Equality Impact Assessment is attached at Annex B. 
A list of respondents is at Annex A.

Summary of responses

1. A total of 49 responses to the consultation paper were received. Of these, 43% were received from local Solicitors and individuals working in the legal profession, 20% were from local councils, other government departments, mediation providers, CAB and local housing associations, 8% from staff employed at the civil and family courts and finally 8% from members of the public who had recently used one of the civil and family courts in the South East Region. The remaining responses were from the judiciary. 

2. The responses were analysed for their overall views and comments on the proposed changes of service provided at the counter and the proposals to reduce the counter opening times from 6 hours to 2 hours a day. 
3. Overall significant concerns were expressed regarding the proposals as well as a request for further clarification of the alternative services, such as how urgent work would be dealt with. The responses raised particular concerns regarding the reduction in counter opening times, how this would adversely impact on vulnerable groups, and asked for a more detailed explanation of the arrangements for alternative services. 
4. A common theme was the expected increase in litigants in person as a result of the forthcoming legal aid changes. Some responses highlighted the CAB budgets reductions that would increase the foot fall at counters in absence of access to legal advice from the Bureaus.  It was suggested both would result in long queues if counter opening times were restricted. There was also concern that proposed counter opening times did not cover lunch periods when customers were more likely to want to access counter services. 
5. Issues were raised about the reduction of services provided at the counter as it was felt that the present arrangements eliminated mistakes at the start of the court process ensuring accurate documentation and readiness for hearings. 
6. There were concerns about access to justice for vulnerable groups and how their needs would be meet particularly outside of the counter opening times. 
7. There were responses relating to the geographical spread of courts following last years court closures raising concerns about vulnerable groups needing to travel further within specific time periods. Many wanted to see improved telephone and on line services to support reduced opening times.
A summary and response to the key comments follows. 
Response to the key themes 

Reduction in Counter Opening Times

The general response was that there should be no restriction of the service offered at the counter however any change should include provision to issue urgent claims. Some felt opening times should be linked to size of court and staggered across the day e.g. two hours in the morning and two hours in the afternoon. Many felt the proposals did not allow lunch time visits for working customers. 

Some respondents felt strongly that restricting services at the counter would increase mistakes in the initial documentation, resulting in delays to hearings/increased adjournments, impact on access to justice and increased operating costs. One local authority felt the restricted opening times would impact on their ability to work in partnership with the courts and focus on cross agency cohesion resulting in delays and impact on performance for public law cases. Others sought clarification on how adjourned hearing dates would be fixed if the counter was closed and how customers would access court staff if hearing venues were separate from court sites.

HMCTS Response

We accept that further data and analysis is required to assess the impact of restricting opening times. It is proposed, therefore, to conduct a six month pilot of revised arrangements including amended opening times of 10am to 2.00pm commencing on 3rd September 2012 until 29th March 2013, followed by a review in April 2013. It was never intended to remove counter services in their entirety from county courts but rather target their availability as experience has shown that customer foot fall is considerably less in the afternoons when compared to the mornings.

The pilot arrangement is more aligned to the summer opening times of the last two years. It takes account of the current lunch time traffic and will allow litigants in person to access the counter services in their lunch periods. The reduced opening times will be supported with clear information on access to alternative services. Information will also be published and posted in courts to clearly define “urgent work”. Most courts have arrangements in place for dealing with urgent applications from local authorities and these would remain unchanged.  Hearings will continue as normal. Members of the public attending on hearing days will have access to court staff as necessary. Hearing venues will be staffed on those days when hearing days are taking place with arrangements in place to deal with any matters arising on the day. 

The proposed reduction in opening times is to encourage routine and unnecessary callers to the counter to use alternative, improved and more efficient methods of service.  

Increase in Litigants in person

There was a strong message that there had been a steady increase in the number of litigants in person over recent months and that the proposed legal aid changes will see the numbers increase significantly in the future. It was felt experience had shown litigants in person need support and guidance to complete court documentation accurately. It was strongly urged that litigants in person should be provided with a wide range of assistance. One response felt that restricted access for vulnerable users in relation to domestic violence would curtail the right to access justice on the grounds of personal safety

HMCTS Response

It is accepted that there are significant concerns about the impact on litigants in person should the legal aid reforms be implemented in April 2013. It is difficult to quantify the changes to date as there is no data of numbers of litigants representing themselves. However there is sufficient time to ensure alternative provisions are considered and put in place to cope with any increase. It should be noted however that following the transfer of all new money claims and associated work up to receipt of the allocation questionnaire and the removal of the requirement to swear affidavits in family cases the foot fall at the counters is expected to significantly reduce.  

In any event the proposals will provide for vulnerable customers ensuring they have access to services outside of counter opening times whether it is at the counter or by appointment with a member of staff. The proposals clearly state no one requiring personal assistance will be turned away. We will review the impact on litigants in person throughout the life of the pilot. 
Provision for urgent business

Responses included requests for further clarification on what is deemed to be urgent, e.g. if an urgent injunction is heard then the applicant waits for documents to serve which takes them outside the 2 hour opening time how will this be managed. It was stressed Public and Private law cases were classed as urgent and needed to be dealt with throughout the day. Concerns were expressed in relation to applications to suspend a warrant that may be in a week but dealing with this in the postal system would cause delay. 

HMCTS Response

It was clear from the responses the consultation letter did not give sufficient detail about which matters were considered to be “urgent” and what processes would be in place to deal with urgent work. All urgent court business will continue to be dealt with whenever the court building is open. Arrangements will be in place so that members of the public might speak with court staff outside of counter opening times where situations of apparent urgency exist.  For clarification the definition of urgent business is as follows: 
· requires judicial intervention within 24 hours;
· needs to be issued within 24 hours; 

· would reach limitation within 24 hours;
· the party would suffer significant detriment if it is not registered as   being received at a particular time or date.
Some types of work which are considered as urgent are listed below:
· applications for insolvency

·   applications to suspend warrants for possession or execution

·   applications for non-molestation orders

·   collecting orders/papers for service following an urgent hearing

·   Injunctions
·  applications relating to abduction of children

·  applications relating to the removal of children

·  emergency Protection Orders and Interim Care Orders.  
The previous summer opening arrangements have demonstrated that courts are able to deal with urgent matters during periods of reduced counter opening hours by publicising their “urgent” work arrangements. If a matter is “urgent” it will be dealt with by a member of staff immediately and if there is any doubt about the “urgency” of a matter it will still be dealt with. 

Drop Boxes

Concerns were expressed where, for example, there is a jurisdictional race that proof of receipt needs to be provided when the Petition was lodged. It was felt a drop box system would not suffice. Clarification was also sought on the lodging of documents within time limitations and how urgent fees would be processed outside of counter opening times. There was also a general concern that telephone services would need to be much improved to deal with urgent enquiries and to be of a consistent standard.
HMCTS Response
It is accepted that the arrangements in relation to drop boxes were unclear and these will need to be clearly publicised. Those Courts that have drop box facilities will ensure that are emptied at least twice daily. Items will be dated the day that it was posted. Separate arrangements will be put in place for the delivery of large bundles that will not fit in the drop box (see below under receipting urgent court bundles). 
HMCTS are exploring new payment methods in the County Court which will allow large institutions/companies such as Local Authorities to pay by account which would no longer require the need to pay by credit card. All DWP payments will now be by the “BACS” payment method. 

It is also accepted that telephone services will need to be improved to cope with increased volumes of callers and enquiries dealt with promptly. The region will undertake a review of the telephone helpdesks in Norwich and Luton to ensure Service Level Agreements are in place and consistent working practices are in operation. The region will also review local telephone protocols and apply best practice to ensure consistency across the region. 

Access to services for vulnerable groups

A number of responses raised concerns and issues on impact of restricting services to vulnerable groups including customers where English was a second language, single parents, the elderly and customers with disabilities who required assistance.

HMCTS Response

All the concerns and issues raised are noted. It is envisaged however, any vulnerable customer, requiring the counter services and assistance on procedural matters, will be seen by a member of staff whether it be at the counter or by appointment. The proposals are clear no one requiring personal assistance will be turned away. 

Access to justice following court closures

A large number of responses raised concerns that following the court closure programme in 2011 customers now travel further to access services and restricted counter opening times would create difficulties for customers and deny them access to justice. It was felt the impact on local communities should not be underestimated.

HMCTS Response

As stated above the concerns regarding the two hour opening times are accepted and the pilot period will test the revised opening times of 10 a.m. to 2 p.m. This should provide sufficient time for customers to travel and access counter services should they be unable to use alternative methods of service. A review of the counter provisions will be conducted at the end of the six month pilot in April 2013. Counter surveys will be conducted at each court site. The review will consider the impact of recent legislative and process changes including the removal of the requirement for lodge sworn affidavits in family cases and the transfer of money claims to the County Court Money Claims Centre in Salford.  

Insufficient detail for alternative services

There were a number of responses that sought clarification of the alternative services and how these would work. One company stated the proposals implied a reduction in the facilities for debtors to pay warrants of execution across the country and questioned future business to the organisation if payments decreased as a result of restricted access to make payments. They currently issue between 4/5000 warrants per annum. 

Clarification was requested on how bankruptcy applications would be dealt with, how proof of delivery would be provided, receipts for money when documents left in post box/drop box. Some users were concerned they would be forced to keep copies of documents if lodged via post box which would increase their costs

HMCTS Response

There are no plans to change the local provisions for enforcement transactions. There will continue to be facilities available to take payments at each court site. A number of courts operate bailiff counters to enable payments to be taken before normal counter opening times. 

Bankruptcy applications are classed as urgent applications and will continue to be dealt with on the day either at the counter or by appointment. Many courts already operate appointment systems for bankruptcy applications. 

Receipts will continue to be posted to customers for any payments received in the post or via drop boxes.

The region will ensure that the alternative provisions such as drop boxes, urgent matters, telephone and on line services are clearly defined and publicised for its customers.

Receipting of urgent bundles for court hearings

A large number of responses requested clarification on the arrangements for court bundles for family hearings. It was felt these could not be left in drop boxes etc as they were too large.  

HMCTS Response

There are no provisions in either the Family Procedure or Civil Procedure Rules which state that a court must provide a receipt if a bundle is delivered personally. The onus is on the party to provide proof of delivery if necessary. Customers will be encouraged to deliver hearing bundles to the court during counter opening times (10 a.m. to 2 p.m.). However there is provision for the lodging of documents/bundles at the counter in cases where it would reach limitation within 24 hours or the party would suffer significant detriment. 
Impact of changes on staff working on counters

Concerns were expressed that staff would struggle to deal with increased customer traffic during the restricted opening times and the quality of service would suffer. Responses expressed concern at pressure on counters and time lost queuing. Concern was expressed that restricted opening hours would result in responsibilities transferring from the counters to security staff and ushers as they would be only staff visible to the public.

HMCTS Response

The survey in May 2011 suggested 56% of transactions at the counter did not require face to face contact and therefore by providing alternative channels the need to visit the court would be significantly reduced. Reducing opening times by two hours as opposed to four would alleviate some of the concerns in relation to queues, quality of service and transfer of responsibilities. The national changes as a result of introduction of the County Court Money Claims Centre and the need to file sworn affidavits in family proceedings is expected to further reduce counter traffic over the next six months. However the counter traffic and demands of security staff and ushers will be monitored throughout the pilot.   

Consultation Process

There were concerns expressed regarding the consultation process. A number of responses felt the public had not been properly consulted and this was not a true consultation. Some Courts Boards felt they were not consulted on how services could be modernised. A number expressed the view this was not a modernisation of services just a cut, with no alternative delivery of services for local communities e.g. outreach surgeries or improved and more online services. 

HMCTS Response

HMCTS are following the Framework for the Provision of Front Office Services in the Civil Courts document. The current consultation process is being conducted at a Regional level to ensure that local and regional variations in the provision of front line services are captured. The current financial position requires HMCTS to review its operating model including counter services. As online services increase and the organisational operating model changes local offices will need to adapt to the new landscape. It is envisaged that counter traffic will significantly reduce over the forthcoming period. As a region the South East are keen to understand local requirements to ensure the provisions going forward are targeted on the needs of the customers and are affordable.    

Conclusion and next steps

Whilst it is clear the proposals to reduce the counter services were not welcomed by some users, the current financial position requires HMCTS to review its operating model and ensure our resources are used as effectively as possible. A survey conducted in May 2011 across nineteen civil and family courts shows that 56% of the transactions conducted at the counter did not require face to face contact and could have been dealt with via other channels, releasing staff to other frontline work. 

During the consultation period there were two significant changes to the work in the county courts that impacted on the number of callers at public counters. From the 19th March all new money claims were issued by the County Court Money Claims Centre in Salford rather than by local courts, and on the 1st April statements of truth replaced the sworn affidavits previously required in family proceedings, removing a significant amount of work for counter staff.

The summer closing periods in the last two years have demonstrated that customers will adapt to changes in opening hours and that local arrangements can be made to deal with urgent work and support litigants in person. Taking all of the submissions and changes into account, it is felt that this is an ideal time to pilot the changes to the counter operating model.  

It is acknowledged that the region needs to improve the quality of its telephony and email services.  As telephone calls relating to money claims are now being handled by the Loughborough Call Centre, there is capacity locally to improve services. The region will also review the telephone helpdesk services to ensure a more consistent service is provided.   The way email services are provided will be reviewed to make them more customer friendly with standard response times and tailored automatic responses, where relevant, signposting customers to helpful website information.  

Many of the consultation responses felt that a two hour counter opening period was insufficient and not flexible enough for court users. It is proposed therefore to put in place the following changes: 

1.  The county court counters (as well as FPC counters where they are co-located within county courts) will be open to the public between 10am and 2pm on every day the courthouse itself is open.

2.  Urgent business will always be processed by the staff whenever the courthouse is open and the local arrangements for this will be clearly signposted at every court. Urgent business is defined as an application or document(s) which meets one of the four criteria below:

      •  It requires judicial intervention within 24 hours

      •  It needs to be issued within 24 hours 

      •  It will reach limitation within 24 hours

      • The party will suffer significant detriment if it is not registered as being received at a particular time or date

3. Arrangements will be in place so that members of the public can speak with court staff outside of counter opening times where situations of apparent urgency exist or where court users have particular requirements that result in them being unable to use alternative channels of communication.

4. Where necessary drop boxes will be provided for the receipt of non-urgent papers. The boxes will be emptied at least twice daily. It will continue to be possible for urgent papers to be lodged with the staff outside of the counter opening times. Every court will have clear signposting to explain to users how they should submit both non-urgent and urgent papers.

5. To conduct a six month pilot of revised arrangements commencing on 3rd September 2012 until 29th March 2013. This pilot will be reviewed in April 2013. At this point a full Equality Impact Assessment will be produced. 

8. The appointments’ only pilot, pioneered at Willesden County Court, will be piloted further in this region at a court(s) to be agreed. 

Face to face services will be provided during counter opening hours for customers who consider themselves to be vulnerable and require assistance, whether at the counter or by appointment with a member of staff

The review of the pilot will allow us to assess the impact and effectiveness of the changes and identify any issues. This will include counter surveys at each court location before and during the pilot period from 3rd September 2012 to 29th March 2013. 

Consultation Co-ordinator contact details

If you have any complaints or comments about the consultation process rather than about the topic covered by this paper, you should contact
Michael Keen, Her Majesty's Courts & Tribunals Service,      

Interim Head of Business Support Team,         

South East Regional Support Unit,                       

 Fox Court, 

30-34 Kingsway, 

London, WC2B 6EX

Tel: 01509 221457
Email: michael.keen@hmcts.gsi.gov.uk
If your complaints or comments refer to the topic covered by this paper rather than the consultation process, please direct them to the contact given under the How to respond section of this paper at page 3.

The consultation criteria

The seven consultation criteria are as follows:

8. When to consult – Formal consultations should take place at a stage where there is scope to influence the policy outcome.

9. Duration of consultation exercises – Local consultations should normally last for at least 8 weeks with consideration given to longer timescales where feasible and sensible.

10. Clarity of scope and impact – Consultation documents should be clear about the consultation process, what is being proposed, the scope to influence and the expected costs and benefits of the proposals.

11. Accessibility of consultation exercises – Consultation exercises should be designed to be accessible to, and clearly targeted at, those people the exercise is intended to reach.

12. The burden of consultation – Keeping the burden of consultation to a minimum is essential if consultations are to be effective and if consultees’ buy-in to the process is to be obtained.

13. Responsiveness of consultation exercises – Consultation responses should be analysed carefully and clear feedback should be provided to participants following the consultation.

14. Capacity to consult – Officials running consultations should seek guidance in how to run an effective consultation exercise and share what they have learned from the experience.

These criteria must be reproduced within all consultation documents.

Annex A – List of respondents

Mr Justice Briggs

Lord Justice Lloyd

PCS National Responses

R3, The Insolvency Trade Body

Senior Judiciary in Chancery, Mercantile and Technology & Construction Court Jurisdictions (Mr. Justice Briggs, Mr Justice Morgan, Mrs Justice Gloster DBE and Mr. Justice Akenhead)

Association of District Judges

The Law Society

Resolution

Association of Lawyers for Children

District Judge Rand, on behalf or the Milton Keynes Judiciary
Graham Jones, Lloyd Jones and Co.

G Gall, Poller, Webb and Gall

Arthur Foster, Litigation Officer, Northumbrian Water Limited.
Richard Thorn, Richard Thorn and Co.
Steven Payne, Gepp and Sons Solicitors

Iain Bell, Arun District Council
Sharon Montgomery Carne and Staples

Mairead McErlean, Geoffrey Leaver Solicitors LLP

A J Graham

Indy Gill, Revenues Manager, Thames Valley Housing
Damian Clancy, Bawtrees LLP

Myrtle Walter, Girlings Solicitors

HHJ Charles Harris QC

Sakb Gosal, Hood Vokes and Allwood
Peter Herman

Rob Gibson, Law Agent

Karen Clarke, Kent Family Mediation Service

HHJ Elley, Reading County Court

Michael J Gratton, Gaby Hardwicke Solicitors

District Judge Royall, Norwich Combined Court

District Judge Gill, On behalf of the Luton County Court Judges

HHJ Plumstead, On behalf of Cambridgeshire Judges

Jackie Griffiths, Cambridge City Council

Marilyn Meaghen

Stephen Broadhurst, Fairweather, Stephenson and Co Solicitors

Malcolm A Guthrie, member of the public who had used services at Dartford County Court.

Juliet Harvey, on behalf of members within Cambs and West Suffolk Resolution and Family Clients.

Justin Lees, Chairman of the West Sussex Region of Resolution

Dave Lovell, SERTUS (Trade Union)

HHJ Polden, on behalf of Kent Family Justice Council

Alan Cambers, Process Server based in Bedford

Geraldine Newbold, Hertfordshire County Council

Rhona Hodson, Court Manager at Norwich Combined Court

Sue Fuller, North Herts. CAB and Stevenage CAB

Judiciary at Ipswich County Court

DJ Burgess, DJ Davidson, DJ Henson, DJ Henry and DJ Darbyshire  on behalf of Reading District Judges

Rebecca Horne, Sovereign Housing Association, Newbury
Niles Alexander, Spalding Lincs.
Emma Palmer, Kent Law Society

Sally Gandon, Sheppersons Solicitors

Yvonne Smith, Magistrates Association Family Panel, Kent

Denise Lancaster, Staff member at Norwich Combined Court

Sarah Carroll, Viridian Housing

Sarah Benfield and James Davies, Ratcliffe, Duce and Gammer Solicitors LLP
Dennis Clarke, Chairman of the Kent, Surrey and Sussex Courts Board
David Foster, Barlow Robbins LLP

Martin Varley, President of Tunbridge Wells, Tonbridge and District Law Society
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