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Session: 2024-26
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ISBN: 978-1-5286-5702-0

Ordered by the House of Commons to be printed
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Correction:

Page 21

Text currently reads:

75% of crime calls to our customer services unit
answered within five minutes. Achieved, 79% this
year. A decrease on 87% delivered in 2023 to
2024 (91% in 2022 to 2023).

75% of civil calls to our customer services unit
answered within five minutes. Achieved, 85% this



year. Maintaining the 85% delivered in 2023 to
2024 (82% in 2022 to 2023).

Text should read:

75% of crime calls to our customer services unit
answered within five minutes. Achieved, 82% this
year. A decrease on 87% delivered in 2023 to
2024 (91% in 2022 to 2023).

75% of civil calls to our customer services unit
answered within five minutes. Achieved, 84% this
year. A decrease on 85% delivered in 2023 to
2024 (82% in 2022 to 2023).

Date of correction: 5 November 2025
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Statement from the
Chief Executive

| am pleased to introduce the Legal Aid Agency’s
(LAA) Annual Report and Accounts for the 2024
to 2025 financial year. This year has been marked
by significant achievements and transformative
changes across various operational areas.

| am really proud of the work we do at the LAA. Our core purpose
Is to administer the legal aid systems in England and Wales to
help people access the crucial services they need to deal with
their legal problems. We work at the heart of the justice system,
providing a vital public service and supporting some of the most
vulnerable in our society. Across the LAA and through working
with others we have both the responsibility and the means to
make a real difference by delivering swift access to justice for
those who need it most.

Improving access to justice

We continued working closely with our Ministry of Justice (MQJ)
colleagues to make changes to legal aid policy, this included
supporting the launch of the Domestic Abuse Protection Orders
(DAPOQO) pilot, which helps vulnerable people get faster access to
justice, support and protection. We also updated how we make
payments for police station and youth court work, in line with
the response to the MQOJ's Crime Lower Consultation.
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We successfully rolled out our new service for processing criminal
legal aid applications, Apply for Criminal Legal Aid.

We processed 95% of applications for civil legal aid in 20 working
days, against a target of 85% and we continue improving our
processes and systems for our service users. Exceptional and
complex casework has also seen extensive effort across the team
to provide a quality service. We processed 82% of exceptional
and complex case applications and emergency applications in

25 working days, only narrowly meeting our target of 80%. We
also processed 88% of exceptional case funding applications in
25 working days, against a target of 85%.

The Public Defender Service (PDS) continued to represent clients
through advice, representation and advocacy and exceeded its
target for accepting duty solicitor calls that are offered, achieving
an excellent 99% response rate. In the last year the PDS
employed six pupil barristers and four trainee solicitors as part

of a new training programme.

Operational improvements and innovation

We continued overhauling our procurement approach by
Introducing ‘always on’, allowing organisations to apply for
contracts or expand the scope of their services at any time, not
just during fixed tender windows. The procurement exercise for
the Standard Crime Contract began in September 2024 under
‘always on’ and provides more flexibility for bidders during the
application process. The contract will run for ten years from

1 October 2025, double the typical term of previous contracts.
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During this period the full benefits of ‘always on’ will be available
to new and existing contract holders. ‘Always on’ was fully
iIntroduced to the Standard Civil Contract in December 2024.
These changes, along with updated supervision ratios, aim

to make it easier for providers to join, reduce administrative
burdens, and encourage innovation.

The LAA is collaborating with MQOJ Policy to improve how we

handle legal aid contract procurement, particularly concentrating

on provider office requirements, which represent a significant
business overhead, set by the LAA. The tender for the Standard
Crime Contract announced our intention to review office
requirements. In its consultation in January 2025, MOJ Policy
sought views on office requirements for civil legal aid providers.
The LAA will work with MOJ Policy and in consultation with
stakeholders to determine what if any changes should be made.
The Civil Legal Advice specialist contracts, a wholly remote
service, will allow the successful provider to decide their own
office requirements.

We made payments accurately and on time throughout the year,
with 99% of complete, accurate, eligible bills paid within 20
working days, against a target of 95%. We have throughout the
year consistently surpassed this target for both crime and civil
payments. We have also maintained excellent levels of service
delivery for processing legal aid applications, ensuring that we
process 100% of applications for criminal legal aid within two
working days.

Legal Aid Agency Annual Report and Accounts 2024-25
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As well as addressing error to ensure we manage public money
effectively, the LAA had targets during 2024 to 2025 for debt
recovery of £6.2 million for unsecured civil debt and £24.7 million
for cash and secured crime debt. We consider recovery of 95%

of the debt targets to be a successful outcome and we exceeded
this with an overall recovery level of 111%. This comprised of a
96% recovery rate for civil debt and a 115% recovery rate for
crime debt.

We secured extra funding to improve our services and move
away from outdated systems. We have a set of shared aims to
transform the delivery of legal aid along with policy and digital
colleagues concentrating on the user experience, productivity,
sustainability and security.

Cyber attack and response

| would like to acknowledge that we have been responding to a
cyber attack that was detected in April 2025, with investigations
determining that systems were breached from December 2024.
This has been a very challenging time for the agency and the
dedicated providers who work with us. We have confirmed that
some provider information was accessed, including bank account
numbers and sort codes. With respect to legal aid clients, we
know that personal data which may have included contact
details and addresses, dates of birth, national insurance numbers,
criminal history, employment status and some LAA case-specific
financial data, was accessed. In some instances, information
about the partners of legal aid applicants may be included in

the compromised data.
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| would like to thank colleagues across LAA and our partners
for their tireless dedication to the vital services we provide,
professionalism and speed reacting to this. More detail on the
attack can be found on page 136.

| would also like to express my thanks to colleagues across MOJ
and experts at the National Crime Agency, the Government
Cyber Coordination Centre and the National Cyber Security
Centre for their continued support and guidance during this
Incident. We have learnt important lessons through responding
to this criminal attack over the last few months and my
departmental colleagues and | are ensuring that lessons are
captured and learnt from.

Looking ahead

As the focus on the LAA moves to the new reporting year, it

Is important that | acknowledge the challenges that lie ahead
as a result of the criminal attack on our systems. Following
restoration of systems there will be a period of recovery in which
we will need to provide the best possible service for the public
that we can while emerging from contingency measures. We
will continue to work proactively with our providers in order
to do this. | remain optimistic that recovery will result in the
long-needed development of more resilient, user-friendly and
streamlined services, creating a solid foundation for future
transformation.
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Jane Harbottle

Chief Executive and Accounting Officer
Legal Aid Agency
8 October 2025
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Statement from the
Non-Executive Board Chair

The role of the LAA Board is to challenge and
support our Executive Leadership Team (ELT).
The board’s focus during the period of this report
has been on developing a funded plan to address
the agency’s legacy technology challenges and
finding ways to simplify the legal aid journey

for solicitors and barristers. | am pleased with the progress the
agency has made during the year towards both these goals and,
more generally, towards its overall objective of enabling eligible
citizens to obtain the support they need, when they need it

and to do so through a process which is as straightforward and
accessible as possible.

The provision of legal aid relies upon the commitment, hard work
and professionalism of everyone at the agency and the thousands
of barristers and solicitors who work tirelessly, in often difficult
circumstances, to support the needs of their often vulnerable
clients. The regulations governing legal aid are complicated, with
an associated burden in terms of administration. Added to this,
the agency’s digital systems are old and difficult to maintain and
update in keeping with the significant policy reforms which have
been made and continue to be made in legal aid.
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The board’s task is to work with ministers and LAA management
to chart a course, not just for the agency, but for the legal aid
schemes at large, to a simplified and more efficient model of
approving and paying for legal aid.

That goal is realistic only because of the dedication of LAA staff
and legal aid providers across England and Wales, whose belief
In the importance of legal aid to a well-functioning legal system
motivates them to go the extra mile. Despite the challenges
presented by our aged digital systems, our staff succeeded
again this year in meeting or exceeding our operational targets,
Including making 95% of payments due to providers within

20 working days and approving 90% of high-cost family counsel
case plans. This was achieved while keeping our net error ratio
below 1%. The board is conscious that the attention to detail
that enables this immaterial rate of error can be a source of
frustration to overburdened legal aid providers. Regrettably,
this is unavoidable, however, conscious of the challenges
providers face, and determined to do what we can to make
their lives easier, we are committed to finding ways to reduce
administrative burdens where possible.

My highlights from the year include:

* the development of the new, simpler, crime contract, which
commences on 1 October 2025, has made a significant
contribution to our aim of removing barriers to entry and
allowing providers greater flexibility. The new crime contract is
underpinned by the ‘always on’ procurement feature which has
already enabled both civil and crime providers greater flexibility
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to expand their operations and tender for work in new areas
during the life of the contract. The supporting procurement
process has also been simplified and streamlined to reduce

the impact on providers

« significant progress towards securing a multi-year funding
schedule to rehabilitate or replace the agency’s outdated
technology and systems

» the announcement of £92 million investment for Criminal
Legal Aid Solicitors, which aims to deliver justice for victims,
and create a more sustainable sector

The board met formally six times this year. Our focus has largely

been as described above, but we have also discussed market
capacity and sustainability, the agency’s financial performance,
and our updated People Plan, amongst other corporate issues.
| thank my fellow Non-Executive Board Members Kenneth Gill
and Professor Suzanne Rab for their insight and guidance
provided beyond formal board meetings. We have begun

the process to recruit two new board members, whom | look
forward to welcoming in due course.

Unfortunately, the new financial year began under challenging
circumstances, with a cyber attack detected in April, as a result
of which we have disabled the majority of our digital systems.
Our business continuity arrangements, while not perfect, have
performed well, thanks to the extraordinary efforts of our staff,
and the patience of legal aid providers.

Legal Aid Agency Annual Report and Accounts 2024-25
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This incident has emphasised the criticality of timely and
adequate investment in the agency’s technology and systems,
which will continue to be the board’s principal focus in the year
to come.

Nick Campsie
Lead Non-Executive Board Member
8 October 2025
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Performance Overview

The performance overview summarises information about the
agency. It includes our purpose and strategic objectives and

a summary of how we have performed during the year. You
can find more detailed information on our performance on
pages 31-55.

We processed more than 380,000 applications for legal aid
(more than 360,000 in 2023 to 2024)

95% of civil legal aid applications were processed within
20 working days except in the most complex cases
(93% in 2023 to 2024)

100% of criminal legal aid applications processed within
two working days (100% in 2023 to 2024)

Processing / Delivery

Legal Aid Agency Annual Report and Accounts 2024-25
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We processed over 1.45 million bills (over 1.3 million in 2023
to0 2024)

99% of complete, accurate bills were paid within 20 working
days, exceeding the 95% target (99% in 2023 to 2024)

Our average working days lost stands at 6.5 for the 12 months
to March 2025 more than 5.2 for the same rolling period in
March 2024

Over 52% of our people had no sickness absence during the
12 months to March 2025 (57% in 2023 to 2024)
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Our staff engagement score increased by one percentage point
to 71% in the annual People Survey. With an 84% response
rate (87% in 2023 to 2024) we are confident this represents
the experience of most of our people

We answered over 123,000 phone calls to our call centres
(over 130,000 in 2023 to 2024), and exceeded all our
customer service and correspondence Key Performance
Indicator targets
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About the Legal Aid Agency

Our purpose: Working with others to achieve excellence

In the delivery of legal aid

Our work to administer legal aid is essential to the fair, efficient
and effective operation of the civil, family and criminal justice
systems and we have worked closely with legal providers and the
wider MOJ to achieve this. Our purpose has been at the heart of
all our day-to-day decision-making and our work to improve legal
aid services. The engagement and commitment of our staff is

crucial to achieving this.

LAA Vision

To support swift access to
justice, through working with
others to achieve excellence
in the delivery of legal aid.

LAA Mission

Work with providers of

our services to ensure fair,
prompt and effective access
to civil and criminal legal aid
and advice in England and
Wales. We work across the
whole of the justice system
to make sure our services
meet the needs of everyone
who uses them, including
the most vulnerable in

our society.
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Our work is underpinned by our three Strategic Objectives:

Strategic Strategic
Objective 1 Objective 2
Deliver access to justice Modernise our services,
through legal aid services delivering value for money
that meet the needs of for taxpayers
our users
Strategic
Objective 3

Become a truly diverse and
inclusive employer of choice

Further detail on our Strategic Objectives can be found on
pages 31-55 of the Performance Analysis section.

These Strategic Objectives support the wider work of the MO/,
linking to the department’s strategic outcome of providing swift
access to justice.

This provides the direction that supports our work to improve
and modernise the LAA, securing value for money for the
taxpayer and ensuring that our people have the right skills
and tools to carry out their roles.
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Our organisational structure

The LAA is an executive agency of the MOJ. The LAA's role is
to commission and administer legal aid services in England
and Wales, taking account of the relevant provisions of the
Legal Aid, Sentencing and Punishment of Offenders (LASPO)
Act 2012 and the policy and strategy set by ministers

and the MOJ. The LAA Chief Executive and Accounting
Officer is supported by the LAA Board and the Executive
Leadership Team.

We have around 1,200 members of staff, you can find details
on the composition of our workforce on page 162. Details

of our governance and management structure are in the
governance statement on pages 84-138. The principal risks
are given on page 57 and pages 110-126.

Our people

The success of the LAA is centred around the skill and
commitment of our people. They are central to everything we
deliver and a focus this year has been on ensuring they have the
skills, tools and leadership they need to do their role effectively.

A focus on leadership, wellbeing, learning and development and
Inclusion were key aspects of our People Plan during 2024 to
2025 to enable our staff to perform to the best of their ability.
We want to ensure our people are engaged in their work and
feel included at every level to enable our staff to perform to
the best of their ability.
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Our learning and development (L&D) offer was tailored to meet
the needs of our staff and alongside development programmes
ensured our people had access to the right learning when

they needed it. Working collaboratively with other agencies

we ensured a diverse range of opportunities were available
throughout the year for all our people.

Over the last two years we have ensured compliance with the
Civil Service and MQOJ recruitment principles and are committed
to continually improve the recruitment process for both the
applicant and the recruiting manager.

We have continued our zero tolerance to bullying, harassment
and discrimination and delivering our Tackling Unacceptable
Behaviour and Bystander Training.

We supported our managers throughout the year through
training sessions, one to one support and delivered regular
updates on the work of the agency and future change
through all-staff calls. We have embedded a Line Managers
Fundamentals Programme to support new line managers in
role and have introduced Line Managers Wellbeing Training.
We celebrated the achievements of our people through our
staff awards and through the monthly CEO awards.

We continue to strive to make the LAA a great place to work,
recruiting and retaining the best people, increasing diversity

at higher grades and delivering against our People Plan. The
People Survey results for 2024 continue to show an increase

In engagement, building on previously high engagement scores.
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This ensures the LAA continues to provide a positive working
environment, a key element of our plans to retain staff.

Our partners

As a critical part of the justice system in England and Wales,
we work with a wide range of providers of legal services
covering many different business models. These include

sole practitioners, barristers, large multi-office businesses

and not-for-profit organisations. Some provide advice and
specialise in a specific area of law, while others deliver work in
many different categories of law. We recognise that delivery,
evaluation and collaboration are key enablers for achieving the
MQOJ’s strategic outcome.

We work with stakeholders across the justice system. These
Include the Law Society and Bar Council, both the Family and
Criminal Justice Boards, the Solicitors Regulation Authority
and the Legal Aid Practitioners Group. We also work with other
government departments and arm’s length bodies including
His Majesty’s Courts and Tribunals Service (HMCTS), the
Crown Prosecution Service (CPS) and the Home Office. Our
relationships with our providers are central to the work of

the LAA.

Through meetings such as the Crime and Civil Contract
Consultative Groups and the Provider Engagement Team,

we ensure we have regular engagement on key operational
Issues and opportunities with the main representative bodies.
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Our contract managers and case management staff work
closely with our provider-base on a daily basis to ensure
the smooth running of our contracts and the processing
of applications and bills.

We communicate with our partners across a number of
channels, including our GOV.UK page, the LAA bulletin, which
goes to almost 9,000 subscribers, LinkedIn and our two

X channels. These channels work effectively to ensure providers
are kept up to date on time-critical changes, system or policy
updates and ensuring good responses to tenders.

Engagement in Wales

The LAA, through strategic working groups, maintains links
with the Welsh Government, in recognition of the devolved
administration.

We work directly with stakeholder groups, for example, the
Criminal and Family Justice Boards for Wales, as well as
specific Welsh stakeholders including Children and Family
Court Advisory and Support Service — CAFCASS Cymru.

Director of Legal Aid Casework

The LASPO Act 2012 ensured that the decision-making
process for legal aid applications remained independent from
ministers. The role of Director of Legal Aid Casework (DLAC),
which was created by the LASPO Act 2012, has responsibility
for making decisions on individual applications for legal aid.
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The LAA's Chief Executive undertakes this role, in practice
delegating decision-making to LAA caseworkers and providers.
The LAA Board supports the DLAC to make sure that robust
practices are in place to maintain the independence of the
decision-making process. The DLAC publishes a separate annual
report setting out how the functions have been carried out over
the financial year.

The Public Defender Service

The Public Defender Service (PDS) provides defence, advice
and representation for legally aided defendants, in all types

of criminal cases from the police station to the higher courts.
The PDS has four solicitor offices across England and Wales.
PDS advocates conduct cases throughout the country and can
be instructed by any solicitor firm or legally aided defendant.
The PDS has a client-centred approach to criminal defence

and has developed specialisms in working with vulnerable
clients and providing prison law advice. The PDS continues to
retain its Lexcel accreditation demonstrating its high standard
of technical expertise and client service in criminal law. PDS
lawyers share their experience of the criminal justice system to
Inform related policy and change initiatives. The PDS continues
to embrace digital solutions to represent clients virtually,
alongside advising and representing in person.
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Spending Review

The work of the LAA has directly supported the priorities

of the government through 2024 to 2025, ensuring that all
funding and activity has been in line with the requirements
of ministers of the previous and current administrations. The
LAA's performance against those priorities is set out in the
Performance Analysis section of this report on pages 31-55.

Since the General Election, the LAA has fully engaged in the
Spending Review process. To ensure that this approach has fully
considered government priorities and the strategic challenges
of delivering legal aid, the LAA has worked in partnership

with MOJ across Strategy, Policy and Digital to agree a shared
approach to investment, transformation and efficiency. This
resulted in a clear case for urgent action to address the chronic
underinvestment in technology, combined with multiple policy
changes over many years, that led to a digital architecture of
over 100 system components that are low value for money
and high risk.

Justice Digital secured initial investment of £10.5 million (for
2024 to 2025) and over £20 million (for 2025 to 2026) to begin
stabilisation of the most at-risk systems and for transformation
to introduce new systems. The LAA secured £2 million for
staffing resource to support working with Justice Digital to
maximise the impact of our Spending Review investment.
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The risk from digital systems materialised with the cyber

attack that was detected in April 2025, with investigations
determining that systems were breached from December 2024
and the impact of this will inform our approach to allocations as
part of phase 2 of the Spending Review. We expect to accelerate
the delivery of a more secure, adaptable and efficient service for
legal aid that will support the government to achieve its goals
for the justice system and provide an improved service for both
those in need of legal aid and those providing legal aid services.

Transformation and change

We continue to work to modernise our digital infrastructure
and reduce reliance on outdated systems.

We successfully rolled out our new service for processing
applications, Apply for Criminal Legal Aid. As of 6 August 2024
this service receives all criminal legal aid applications. Now that
Initial functionality is in place, we are continuing to work with
LAA Digital to iterate and improve the service, including adding
search functionality and showing outcome decisions on the
provider dashboard.

We continue to invest in the Apply for Civil Legal Aid service.
205 providers are now using it with over 38,105 applications
successfully submitted on the new service so far. We look
forward to continuing to develop capabilities to allow public
law applications through the service, as well as onboarding
more firms to process applications through the service.
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LAA awarded a replacement Crown Court Means Testing
(CCMT) debt collection and enforcement contract to Advantis
Credit Ltd. in August 2024 following a competitive procurement
exercise. The new contract went live on 3 February 2025 after
replacing the legacy process with an Application Programming
Interface (API) built to modern technical specifications and data
security standards.

We implemented a number of legal aid policy changes

during 2024 to 2025. The established Criminal Legal Aid
Advisory Board (CLAAB) published their first annual report

on 14 November 2024, which was also presented to the

Lord Chancellor. The MOJ responded to the Crime Lower
consultation, which concluded in early 2024, announcing an
increase of £24 million per annum for police stations and youth
courts. A statutory instrument was laid on 14 November 2024
and came into force on 6 December 2024 to bring these
changes into effect. A further announcement was made on

19 December 2024 of an additional £92 million per annum
iInvestment for Criminal Legal Aid Solicitors.

In addition, the Domestic Abuse Protection Order (DAPO)

was launched on 27 November 2024 as a pilot in three
geographical locations: Greater Manchester and three boroughs
of South London (Bromley, Croydon and Sutton) and with the
British Transport Police. The new orders bring together and build
upon the strongest elements of existing protective measures,
Into one flexible and powerful order which covers all types of
domestic abuse.
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The policy is cross-jurisdictional, meaning it can be heard in
any court setting and permits victims, the police and selected
third parties to apply for the orders. While the policy is led by
the MOJ and Home Office, the LAA provides access to justice
by ensuring legal aid funding is available for both victims and
respondents of a DAPO (subject to eligibility). Innovative,
flexible orders such as this provide swifter access to justice,
support and protection for some of the most vulnerable in
society and supports the government’s commitment to reduce
violence against women and girls. Next year, we will continue
to support the DAPQO pilot as it expands into additional areas
and works towards national rollout.

The government has allocated over £20 million in 2025 to 2026
to stabilise LAA digital systems and transform legal aid. This will
be critical to support our response to the cyber attack that was
detected in April 2025, with investigations determining that
systems were breached from December 2024, as we work to
restore systems and create a modern, user-friendly and resilient
service at pace.
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Performance Analysis

Our year in focus

In our twelfth year as an executive agency we have continued to
deliver service and process improvements, positively impacting
on timeliness and accuracy of decisions and payments. This

was achieved while continuing to deliver strong performance
against our Strategic Objectives and operational targets.

Performance against our Strategic Objectives
In 2024 to 2025

The commitments associated with our Strategic Objectives
have been monitored through the LAA’s performance
management framework, which includes Key Performance
Indicators (KPI) that measure significant elements of our
day-to-day work.

The performance management framewaork also measures key
milestones in relation to the delivery of the LAA 2024 to 2025
Business Plan commitments. We published an updated LAA
Strategy in February 2023 supporting delivery of our strategic
enablers:

* user-centred
* right decisions, first time
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o simplified and sustainable
* aresponsive, diverse, learning organisation

Throughout the year the results were reported to, and
scrutinised by, the ELT, the LAA Board and the MOJ
Executive Committee.

As a result of the cyber attack, we anticipate significant
disruption to performance against objectives for 2025 to 2026.
As we restore services and recover from the attack we will
prioritise resources to process work resulting from the incident
and deployment of contingency measures, alongside new
Intakes of applications and bills as we aim to return to target
performance levels.

Key

Measure achieved Achieved Partially Missed
achieved

v - X
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Strategic
Objective 1

Deliver access to justice through legal aid services that meet
the needs of our users

KPI: Service Delivery

Milestones (for details of milestones in full please see
pages 42-43)

 Ensure all service targets for 2024 to 2025 are met

* Policy reforms for implementation in 2023 to 2024
are delivered

« Our PDS will provide access to justice for clients through
continual coverage of services that meet their needs

 Run tenders to secure criminal and civil legal aid providers
and consult on contract changes to support the ongoing
provision of legal aid services

Legal Aid Agency Annual Report and Accounts 2024-25
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Strategic
Objective 2

Modernise our services, delivering value for money
for taxpayers

KPI: Accuracy and accountability

Milestones (for details of milestones in full please see
pages 46-47)

 Continue delivery of new Apply service for both Apply
for Civil Legal Aid and Apply for Criminal Legal Aid

« We will provide operational guidance to help with:

— phase 2 of the government’s response to the Criminal
Legal Aid Independent Review (CLAIR)

— the Review of Civil Legal Aid (RoCLA)

— check if your client qualifies (CCQ) —our new service
for checking whether clients qualify for legal aid will be
released to all providers

— progress in implementing the remaining phases of
the Means Test Review, starting with the accelerated
measures
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Strategic
Objective 3

Become a truly diverse and inclusive employer of choice

KPI: A responsive, diverse, learning organisation
Milestones (for details of milestones in full please see
pages 52-55)

 Refresh and continue to deliver our Tackling Unacceptable
Behaviour Action Plan

 Improve and update our approach to change

 Enhance the capability of our people

Legal Aid Agency Annual Report and Accounts 2024-25
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Strategic
Objective 1

Deliver access to justice through legal aid
services that meet the needs of our users

KPI: for applications from our clients
Our six performance measures were met and exceeded

Processing 85% of applications for civil legal aid
(end-to-end) within 20 working days. V
Achieved, 95% this year.

An INncrease on 93% in 2023 to 2024
(93% in 2022 to 2023).

Processing 80% of exceptional and complex cases
applications in 25 working days. V

Achieved, 82% this year.

An INncrease on 79% in 2023 to 2024
(79% in 2022 to 2023).
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Processing 90% of applications for criminal legal aid
within 2 working days.

Achieved, 100% this year.

Maintaining the 100% delivered in 2023 to 2024
(100% in 2022 to 2023).

Processing 85% of applications for exceptional case
funding in 25 working days.

Achieved, 88% this year.

An INncrease on 81% in 2023 to 2024
(83% in 2022 to 2023).

Processing 80% of applications for civil amendments
(excluding exceptional and complex cases)
processed end-to-end in 20 working days.

Achieved, 89% this year.

An INncrease on 88% in 2023 to 2024
(86% in 2022 to 2023).

Processing 90% of civil application appeals
(excluding exceptional and complex cases) that do
not need an external adjudicator to be processed
within 20 working days.

Achieved, 94% this year.

An INncrease on 90% in 2023 to 2024
(92% in 2022 to 2023).
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KPI: for payments to our providers
Both performance measures were met and exceeded

95% of complete, accurate, eligible bills paid within
20 working days (monies received in account V
by provider).

Achieved, 99% this year.

Maintaining the 99% delivered in 2023 to 2024
(99% in 2022 to 2023).

95% of civil billing appeals that do not need
an external adjudicator to be processed within V
20 working days.

Achieved, 100% this year.

Maintaining the 100% delivered in 2023 to 2024
(100% in 2022 to 2023).
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KPI: for telephone services
Our three measures were met and exceeded

75% of crime calls to our customer services unit
answered within five minutes. V

Achieved, 79% this year.

A decrease on 87% delivered in 2023 to 2024
(91% in 2022 to 2023).

75% of civil calls to our customer services unit
answered within five minutes. V

Achieved, 85% this year.

Maintaining the 85% delivered in 2023 to 2024
(82% in 2022 to 2023).

90% of duty solicitor calls offered to the PDS

to be accepted. V

Achieved, 99% this year.

An INncrease on the 98% delivered in 2023 to 2024
(99% in 2022 to 2023).
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KPI: for correspondence
Our seven measures were met and exceeded

90% of first tier (initial) complaints within
20 working days.

Achieved, 100% this year.

Maintaining the 100% delivered in 2023 to 2024
(99% in 2022 to 2023).

90% of second tier (unresolved at first tier)
complaints within 20 working days.

Achieved, 100% this year.

Maintaining the 99% delivered in 2023 to 2024
(99% in 2022 to 2023).

90% of MP correspondence within 20 working days.
Achieved, 100% this year.

Maintaining the 100% delivered in 2023 to 2024
(100% in 2022 to 2023).
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100% of Freedom of Information requests within
20 working days.

Achieved, 100% this year.

Maintaining the 100% delivered in 2023 to 2024
(100% in 2022 to 2023).

100% of Internal Review requests within
20 working days.

Achieved, 100% this year.

Maintaining the 100% delivered in 2023 to 2024
(100% in 2022 to 2023).

100% of Data Protection Act 2018 requests within
30 calendar days.

Achieved, 100% this year.

An INncrease on 99% delivered in 2023 to 2024
(99% in 2022 to 2023).

90% of Parliamentary Questions responded
to within 48 hours (named day Parliamentary
Questions within 24 hours).

Achieved, 100% this year.

Maintaining the 100% delivered in 2023 to 2024
(100% in 2022 to 2023).
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Milestones

Were the milestones met?

Ensure all service targets
for 2024 to 2025 are met
to support the effective
operation of the justice
system.

Met. All service targets across
applications, payments and
customer service meeting or
exceeding targets in both civil
and crime.

Policy reforms for
implementation in 2024 to
2025 are delivered through
revised business processes
and digital development
ensuring continued, effective
delivery of all legal aid
services.

Met. All policy reforms were
Implemented on time during
2024 to 2025, including

the accelerated measures

of Means Test Review

and the introduction of
Domestic Abuse Protection
Orders and Notices (both

iIn November 2024).

Our Public Defender Service
will provide access to justice
for clients through continual
coverage of services that
meet their needs.

Met. The Public Defender
Service (PDS) has continued
to represent clients through
advice and representation
and advocacy and has
exceeded its target for
accepting duty solicitor calls
that are offered, achieving an
excellent 99% response rate.
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Milestones

Were the milestones met?

Run tenders to support
provision of legal aid services
Including:

« Standard Civil Contract and
Housing Loss Prevention
Advice Service (HLPAS)
with contracts in place for
September 2024

o Standard Crime Contract
tender launch September
2024 with tender activity
completed and contracts in
place for October 2025

Met. The 2024 Standard Civil
Contract now operates under
the ‘always on’ approach.

As a result, new bids are
being processed through to
contract award within weeks.
The procurement process

for the 2025 Standard Crime
Contract commenced as
planned. Improvements
Include a ten-year term,
halving tender frequency,
and the introduction of
‘always on’ to simplify the
tender process and operation
of the contract.
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Strategic
Objective 2

Modernise our services, delivering value
for money for taxpayers

KPI: accuracy and accountability

Minimise our net error rate, ensuring it remains

below 1%. V4

Achieved, 0.82% this year.

An increase in error compared to 0.68% in 2023 to 2024
(0.96% in 2022 to 2023).

KPI: financial management

Deliver our services within our agreed legal aid

Admin spend. V

Achieved.

Monitor our legal aid Fund spend to inform future
planning and engagement with His Majesty’s Treasury V
(HM Treasury).

Achieved.
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Milestones

Were the milestones met?

Continue delivery of new
Apply service:

o all criminal legal aid
applications will be
processed through our new
Apply for Criminal Legal Aid
service by Autumn 2024.

 Apply for Civil Legal Aid
functionality will expand to
Include other case types by
year end (March 2025)

Met. Service mandated
from August 2024 and
legacy service turned off

In October 2024. All Crime
applications received via
Apply for Criminal Legal Aid
from October 2024.

Met. One case type (special
Children’s Act) released
with the second (Public
Law Family) going live

In March 2025.
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Milestones

Were the milestones met?

The LAA will run a new
tender for the 2024 Standard
Civil Contract 2024 in
December 2024. It includes
‘always on’ procurement
which means organisations
can apply to join the contract
at any time and existing
providers can bid to expand
their services during the

life of the contract. This
approach aligns with the
tender for the 2025 Standard
Crime Contract.

Met. The 2024 Standard
Civil Contract commenced
In December 2024
resulting in a successful
move to an ‘always on’
procurement process.

Continue to make progress in
Implementing the remaining
phases of the Means Test
Review, starting with the
accelerated measures.

Met. The previous
government’s Means

Test Review accelerated
measures were successfully
Implemented on 20
November 2024. The LAA
will work collaboratively with
the Mol to implement any
further policy changes to the
civil and criminal legal aid
means tests.
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Milestones

Were the milestones met?

Begin to stabilise and
transform the systems
and processes used to
deliver legal aid as part of
a multi-year approach to
Improve the experience
for service users, increase
operational efficiency and
Improve system flexibility
and security.

In progress. Funding for
2024 to 2025 has been

used to begin to stabilise
LAA legacy technology,
laying the groundwork for
future transformation. Three
systems have been targeted
Initially with user operational
research informing future
design to support improved
experience for service users.
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Performance Report

Strategic
Objective 3

Become a truly diverse and inclusive
employer of choice

KPI: supporting our people to be productive
and engaged

Monitor our average working days lost through
sickness at 7.0 working days per year or less. V

Achieved, 6.5 working days this year, which
s less than 5.2 in 2023 to 2024 (6.9 for 2022 to 2023)
(the figure is based on the previous rolling 12-month period).

Increase the percentage of people who are able
to access the right learning and development V
opportunities when they need to.

Achieved, 82% of responses were positive in the 2024
People Survey, an increase of two percentage point on 2023.

Increase the percentage of people who consider that learning
and development activities they have completed in their
organisation are helping them develop their career.

Achieved, 60% of responses were positive, an increase
of one percentage point on 2023.
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KPI: zero tolerance to bullying and harassment

Reduce the number of our people who answer

‘prefer not to say’ (PNTS) to the bullying and x

harassment question in the annual People Survey.

Not achieved. The number of staff who answered PNTS
has remained at 4% (4% in 2023). Further detail from
this KPI was redacted because it was below the anonymity
threshold and therefore the result can not be published to
ensure the anonymity of respondents.

Increase the number of people who report bullying

and harassment having said they have experienced —

it in the People Survey:.

Partially achieved. The result of this KPI was redacted
because it was below the anonymity threshold and therefore
the result can not be published to ensure the anonymity of
respondents.

Increase the number of our people who feel that

their bullying and harassment report was dealt =

with effectively.

Partially achieved. The result of this KPI was redacted
because it was below the anonymity threshold and therefore
the result can not be published to ensure the anonymity of
respondents.

Legal Aid Agency Annual Report and Accounts 2024-25

49



Performance Report

Decrease the amount of our people who feel the
culture in their area allows this behaviour to —
continue.

Partially achieved. The result of this KPI was redacted
because it was below the anonymity threshold and therefore
the result can not be published to ensure the anonymity of
respondents.

KPI: representative of the people we serve

Increase the level of our ethnicity and disability

declaration reporting each year by reducing the x
percentage of staff with no positive declaration

10% during the year.

Not achieved. 16% of our staff chose not to declare
their ethnicity and 18% chose not to declare their disability
characteristics. The level of staff not making declarations
has increased and we have not met our targets.

50/50 split between male and female staff across
the LAA with further analysis by grade to drive x
further equality where needed.

Not achieved. 37% of our staff are male and
63% of our staff are female.
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Not achieved. 17.7% in 2024 to 2025 declared as
being from a diverse ethnic minority across the LAA, x
against a target of 18% or above, with further

analysis by grade to drive further equality where

needed (17% in 2023 to 2024).

21% or above of our people declared as having a
disability across the LAA with further analysis by V
grade to drive further equality where needed.

Achieved, 21% of our staff have declared as having
a disability (20% in 2023 to 2024).
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Milestones

Were the milestones met?

Build line manager
capabilities to support
employee wellbeing,
productivity, and address any
workplace issues effectively,
and consistently.

Met. As part of the Workforce
Wellbeing Improvement Plan,
Interactive training sessions
have been delivered to line
managers to build capability
and increase confidence and
consistency of approach

In supporting employee
wellbeing. The delivery of a
Line Managers Fundamentals
programme designed to
equip LAA colleagues with
the foundational skills and
knowledge to grow and
succeed as line managers.
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Milestones Were the milestones met?
We will identify actions to Met. Tackling unacceptable
Improve staff experience so behaviours and bystander
that we are able to recruit training has been rolled

and retain the people out and is now part of

we need to deliver our line managers continued
services effectively. professional development

offering. 92% of our
recruitment panels were
diverse in terms of gender
and up to 87% were diverse
In terms of either ethnicity
or disability. A successful
pilot for case management
entry level roles to simplify
the application process
was implemented.
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Milestones

Were the milestones met?

Design and implement
learning interventions
tailored to address specific
business needs to include
a talent management
strategy and embedding
the Operational Delivery
Profession (ODP).

Partially met. Captured
learning needs from
departments across the
agency, particular needs
have been identified that
have included, for example,
pension awareness. Rising
Together Programme has
been approved for ongoing
delivery. This addresses an
ongoing issue of a lack of
visible leaders at higher
grades for ethnic minority
colleagues. ODP skills
framework and associated
career development
opportunities were promoted
across the agency this year.
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Milestones

Were the milestones met?

Increase the number and
range of directly recruited
apprentices and provide
a framework for their
development.

Partially met. Apprenticeship
promotion and support
were a focus for the

agency this year and this
will continue next year.

A cross-government
apprenticeship trailblazer
group, undertaking a review
of the Level 3 Public Service
Operational Delivery Officer
standard and preparing the
agency for implementation
for entry level caseworker
roles was also an area

of focus.

Develop and communicate a
comprehensive and strategic
workforce plan for the LAA
that meets future workforce
needs and demand for our
services.

Partially met. Workforce
plans are in place across the
agency to ensure capacity
to deliver operational
needs, areas of workforce
risk have been identified.
Development of a strategic
workforce plan is underway
to ensure the agency has the
right workforce to deliver
agency transformation.
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Risk position

Risk position at the end of quarter four of 2024 to 2025 and as we
look to the future.

Further insight into our risk profile can be found in our governance
section, pages 84-138.
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Figure 1. Risk position for 2024 to 2025
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Financial management commentary

This section provides commentary on our performance during
the past year and supports the financial statements. The financial
statements are set out from pages 188-282. Note 2 to the
financial statements on page 225 details the net operating costs
for each of the segments below and notes 3-5 on pages 227-233
set out expenditure and income in detail. Figure 2 shows the
largest movements, comparing 2024 to 2025 with 2023 to 2024,
In legal aid spend by scheme.
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Figure 2. Legal Aid Agency net expenditure, £2.4 billion.
An increase of £114 million compared to previous year

B Crime Higher £934.1 million
(£867.3 million in 2023 to 2024)
Increased by 7.7% caused by increased billing volumes
within the graduated fee schemes along with smaller
Increases in prices

B Civil Representation £861.7 million
(£841.7 million in 2023 to 2024)
Increased by 2.4% caused primarily by an increase in spend
across the non-family areas, with the largest increases seen
iIn Mental Health and Community Care

" Crime Lower £303.4 million
(£306.5 million in 2023 to 2024)
Decreased by 1.0% due to increases in spend on police
work, offset against reductions in work in progress
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B Legal Help £129.0 million
(£124.5 million in 2023 to 2024)
Increased by 3.6% due to higher activity across legal help
contract work

Administration: £104.4 million

(£89.9 million in 2023 to 2024)

Increased by 16 1% caused by increases in staff costs
and in recharges for digital technology

B Central Funds £67.7 million
(£56.2 million in 2023 to 2024)
Increased by 20.5% due to increases in cross examination
of witnesses and intermediaries

Significant items in the LAA’s Statement
of Financial Position

Provision for liabilities and other charges

This is for work that has been completed by solicitors, barristers
and advice agencies but has not yet been billed. The value of
this work in progress is estimated by taking the number of cases
that have been reported as started and estimating the activity
that has taken place using historical profiles of case costs and
durations for each individual scheme of legal aid. The majority
of the remaining liabilities of the LAA are for bills received but
not yet processed, which are treated as trade payables, and any
unpaid work reported in Payment on Account (POA) claims,
which are treated as accruals.
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Trade and other receivables

This includes money due from legal aid providers and clients
who have received legal aid, with the majority being due under
a statutory charge. Statutory charges arise when legally aided
clients successfully gain or retain an asset as a result of the legal
assistance they receive. In these circumstances the client must
repay the cost of their legal aid. If the client has insufficient
disposable assets to repay the legal aid, the LAA gains security
over the debt by registering a formal charge over the relevant
asset. The Lord Chancellor is entitled to defer enforcement of
this charge and to accrue interest against this debt at 8% simple
Interest until such time that the claimant is able to repay the
debt. The debt will either be recovered when the asset is sold,

or before if the client has the means to repay it sooner. Clients
are encouraged to repay the debt as soon as they are able to
minimise interest charges.

Functional reform

Corporate and professional functions are provided to the LAA
by MOJ and include: commercial, digital, finance, people, project
delivery, property and security.

Government functions have been working together to set and
embed the use of functional standards. Functional standards
exist to create a coherent, effective and mutually understood
way of doing business within central government organisations.
These standards are mandated for use across central government
and provide a stable basis for assurance, risk management and
capability improvement.
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Throughout 2024 to 2025, the functions’ understanding of the
requirements of their cross government functional standards has
matured. All functions are currently participating in an ongoing
programme of continuous improvement and engagement.

Sustainability report

We are committed to creating a sustainable, effective and
efficient estate that provides value for money for the taxpayer,
reduces our environmental impact and allows transformation
of the way civil servants work. We recognise that sustainability
Is a key enabler for the MOJ to contribute to the Greening
Government Commitments (GGCs).

Our strategy for sustainability focuses on:

MOJ's Climate Change and Sustainability Strategy’ sets

out the department’s aims and objectives for improving the
sustainability of its estate and operations, in line with the GGCs.
It links to various other strategies covering carbon, water, waste
(circular economy), nature and biodiversity, single-use plastics
and sustainable procurement.

1  For more information see: www.gov.uk/government/
publications/climate-change-and-sustainability-strategy-
moj
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In addition to the MQOJ’s Climate Change and Sustainability
Strategy, the LAA also has a Location Strategy, which is expected
to transform the way the government estate supports public
service delivery by:

Improving the experience of the workplace for civil servants

enabling increased working across departmental boundaries
within the public sector

supporting moves from London to the nations and regions
of the UK

taking a locality planning approach to optimise the government
estate, and working with local authorities to embed our
contribution to place-making

responding to the changes in ways of working as a result
of reduced office capacity

iImproving the sustainability and condition of the estate

Our strategic objective for the year ahead is to continue to
collaborate with the Government Property Agency and the
MOJ Property Directorate to deliver access to cost-effective,
high-quality office accommodation that meets the necessary
compliance standards, supports hybrid working and
Improves sustainability.
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Environmental awareness

MOJ has begun engaging Arm’s Length Bodies in a
structured manner on greening government, through
the ALB Centre of Excellence Communications

Forum. In addition, the MO/J’s Climate Change and
Sustainability Unit (CCSU) also offers support by way
of technical subject matter experts in all areas covered
by the GGCs (such as waste, water, net zero carbon)
and associated strategies and policies.

Waste minimisation and recycling are well-practised
within our day-to-day operations. We also promote
responsible procurement and waste management
practices. The Department for Environment, Food and
Rural Affairs (Defra) provides details of Government
Buying Standards for a range of products. As part of all
tendering activity where they apply, the requirements
of the Government Buying Standards are mandated
by us.
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Climate change adaptation

LAA is working to increase its resilience to climate
change in line with MOJ's Climate Change Adaptation
Strategy.? LAA continues to work in line with the
MOJ’s commitments under the Third National
Adaptation Programme (NAP3).

Digitisation

The vast majority of our data, files and case evidence
are already handled digitally. We are continuing to
further reduce our reliance on paper, by offering
improved collaboration tools for staff to allow more
efficient working. In addition, we are looking at
long-term requirements around the need for physical

letters and court documents that will soon become
more detailed and reportable.

2  For more information see: www.gov.uk/government/
publications/climate-change-adaptation-strategy-moj
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Environmental sustainability reporting

Our progress against the 2025 GGCs is outlined in the following
tables. The 2023 to 2024 non financial indicators have been
restated to reflect the full financial year up to March 2024.

The data below shows our present position for 2024 to 2025
against a 2017 to 2018 baseline, using calendar year data
available January 2024 to December 2024.
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In the future

Our sustainability strategy is to continue operating with the
MOJ's CCSU towards the GGCs. Together, we will continue to:
e reduce greenhouse gas emissions

* iImprove our waste management
o further reduce water consumption

 buy more sustainable and efficient products and services
with the aim of achieving the best long-term minimum
environmental impact

Our sustainability team and facilities management continue to
find ways for us to reduce our carbon footprint through facilities
upgrades.

We continue to explore opportunities offered by improved
ways of working, through digital working and the better use of
technology.

We will explore further estates improvements within the LAA
location strategy and explore further opportunities to share
space with other government departments. This will further
reduce our accommodation energy needs.

We are committed to creating a sustainable, effective and
efficient estate that provides value for money for the taxpayer,
reduces our environmental impact and enables transformation.
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Task Force on Climate-related Financial Disclosures

LAA has reported on climate-related financial disclosures
consistent with HM Treasury’s Task Force on Climate-related
Financial Disclosures (TCFD) aligned disclosure application
guidance, which interprets and adapts the framework for the UK
public sector. LAA does not consider climate to be a principal risk,
and has therefore complied with the TCFD recommendations and
recommendations disclosures around:

« Governance: The paper templates for each of the LAA's formal,
senior governance forums include a mandatory section relating
to sustainability, which requests confirmation that the GGCs
and sustainability have been considered, ensuring that this
has fed into the development of proposals and the senior
decision-making process.

* Risk Management: Horizon risk scanning carried out
with the ELT during 2024 to 2025 considered risks in an
Internal and external context, including via PESTLE analysis
(Political, Economic, Sociological, Technological, Legal and
Environmental factors), a systematic approach which considers
environmental and sustainability factors as part of the risk
management process.

 Metrics and Targets: Environmental and sustainability data
has been disclosed in tables 1 to 5 on pages 66-74.
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The LAA plans to provide recommended disclosures for Strategy
In future reporting periods in line with the central government
Implementation timetable. The LAA organisational strategy was
developed with consideration of environmental factors and risks.
The organisation’s approach to modernising services is resilient
to potential climate change scenarios.

Signed for and on behalf of the Legal Aid Agency

Jane Harbottle
Chief Executive and Accounting Officer
Legal Aid Agency
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Corporate governance report

Introduction
The LAA Framework Document sets out the arrangements for

governance, accountability, financing, staffing and operations.

This was revised to align to current Cabinet Office standards
In 2023 to 2024 and can be viewed in full at: www.gov.uk/
government/organisations/legal-aid-agency/about/our-
governance

As Chief Executive and Accounting Officer for the LAA,

| am responsible for the LAA’s use of resources in carrying
out its functions as set out in the LAA Framework Document.
Managing Public Money as issued by HM Treasury also sets
out the responsibilities of an Accounting Officer.

As Accounting Officer, | am personally responsible for
safeguarding the public funds for which | have charge, for
ensuring propriety and regularity in the handling of public
funds and for day-to-day operations and management of
the LAA. In addition, | must ensure that the LAA as a whole
IS run in accordance with standards in terms of governance,
decision-making and financial management.
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My report outlines the governance arrangements in place to
manage risks to the achievement of the LAA's agreed objectives
and targets and to provide effective oversight and control over
Its resources and assets.

It includes:

e Directors’ report
 Statement of the Accounting Officer’s responsibilities

» Governance statement
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Directors’ report

The composition of the LAA Board, the Audit and Risk Assurance
Committee (ARAC) and the ELT are detailed on pages 89-94.
Together they are responsible for setting the LAA’s strategic
direction and monitoring performance against agreed objectives.

Statement of directors’ interests

Non-Executive Board Members (NEBM) conflicts of
Interest are considered as part of the appointment
process and members are required to declare any
directorships and conflicts of interest on appointment.
Declarations of interest are requested before all
meetings of board members. All board members are
also required to declare any previously undisclosed
conflicts of interest. There have been no conflicts of
interest identified during 2024 to 2025.

Personal data incidents

Consideration was given to whether any incident
Involving personal data was so serious it should be
reported to the Information Commissioner’s Office
(ICO). In 2024 to 2025 no breaches were considered
to meet the criteria and were reported to the ICO.

The governance statement on pages 84-138 considers further
iInformation assurance and data security practices in the LAA.
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Statement of Accounting
Officer’s responsibilities

Under the Government Resources and Accounts Act 2000,

HM Treasury has directed the LAA 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 give a true and fair view of the state of
affairs of the LAA and of its income and expenditure, Statement
of Financial Position 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 (FReM) and in particular to:

* observe the Accounts Direction issued by 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

o state whether applicable accounting standards as set out in
the FReM have been followed, and disclose and explain any
material departures in the accounts

e prepare the accounts on a going concern basis

o confirm that the Annual Report and Accounts as a whole
Is fair, balanced and understandable and take personal
responsibility for the Annual Report and Accounts and the
judgements required for determining that it is fair, balanced
and understandable
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The Principal Accounting Officer of the MOJ has designated

the Chief Executive as Accounting Officer of the LAA. 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 the LAA’s assets, are set out in Managing
Public Money published by HM Treasury.

As the Accounting Officer, | have taken all the steps that | ought
to have taken to make myself aware of any relevant audit
Information and to establish that the LAA’s auditors are aware of
that information. So far as | am aware, there is no relevant audit
Information of which the auditors are unaware.
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Governance statement

Introduction

This statement is my fifth, as both the Accounting Officer

and Chief Executive for the LAA. | remain responsible for
maintaining a robust system of internal control that supports
the successful delivery of the LAA's policies, aims and objectives,
while safeguarding public funds and departmental assets.

This is in accordance with the responsibilities assigned to

me in HM Treasury’s publication Managing Public Money. As
Accounting Officer, | have taken all appropriate steps to make
myself aware of any relevant audit information and to establish
that the National Audit Office is aware of that information. To
the best of my knowledge there is no relevant audit information
of which the auditors are unaware. Additionally, | continue to
perform the role of Director of Legal Aid Casework (DLAC),
which is designated to me by the Lord Chancellor. | undertake
the DLAC role in practice by delegating decision-making to LAA
caseworkers and providers. As DLAC, | am supported by the LAA’s
Board in ensuring that robust practices are in place to maintain
an independent decision-making process for granting legal aid.
My DLAC Annual Report provides a summary of the work carried
out on my behalf in that role.
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Relationship with Parliament

The LAA is subject to scrutiny from Parliament. This includes

the Public Accounts Committee, the Justice Select Committee
and the Parliamentary and Health Service Ombudsman (PHSO).
The MQOJ, and the LAA as an integral part of the department,
have continued to work across the justice system to share best
practice and identify and implement efficiencies that improve
the service we provide to our users. On 25 March 2024 the value
for money from Legal Aid was scrutinised by the Public Accounts
Committee. The Committee published a report on 24 May 2024.

Parliamentary and Health Service Ombudsman

The LAA has in place a two-tier complaints procedure providing
a process for complaints to be reviewed objectively before a
complainant decides whether to refer their matter to the PHSO
through their local MP. Where suitable the LAA will engage
directly with the PHSO liaison officer to:

e discuss progress on individual cases

« provide updates on changes: for example, policy changes
and potential impacts for the PHSO

e ensure two-way sharing of best practice and constructive
feedback

« deliver training to PHSO staff on various LAA topics and issues
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The LAA has quarterly meetings with an MOJ-wide complaints
forum and the Cross-Government Complaints Forum. This
provides an opportunity to work collaboratively to continually
Improve the complaints handling service.

During 2024 to 2025, the LAA was notified of four referrals
to the PHSO, which is consistent with the volume received In
2023 t0 2024.

Of the referrals, zero cases were accepted for a formal
Investigation. The PHSO discontinued three of the four complaint
referrals at the pre-investigation stage. Formal outcomes are
pending in respect of the remaining case.

Two further cases referred in the previous financial year
were concluded at primary investigation stage on the basis
the LAA agreed to consider a financial remedy in respect of
maladministration identified.

On conclusion of an investigation the LAA takes any necessary
action to carry out the recommendations made by the PHSO.
This can inform changes to processes and ways of working, which
will have a positive impact on the provision of public services in
the future.
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Governance framework

The governance structure reflects the principles of HM Treasury
best practice guide Corporate Governance in Central Government
Departments: Code of Good Practice, to the extent it applies to
an executive agency. The governance structure has continued

to work effectively and as intended, providing strong support

to me as Accounting Officer and the wider ELT in discharging

our responsibilities. | have introduced improvements to better
integrate digital-related activity into the LAA governance
structure by bringing these closer to the LAA Board and ELT.
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Committee membership and attendance

This table details board members and standing invitees who
have responsibility for the LAA throughout 2023-24, their role
and their attendance at ELT and ARAC meetings.

Table 6. Committee membership and attendance for Board,
ELT and ARAC

LAA
Name and role Sex Board ELT ARAC
Board members
Chief Executive, LAA
Jane Harbottle CBE F Member Chair Invitee
Number eligible to attend 6 11 4
Number attended 6 9 4

Director of Finance

(Attended by Deputy Director of Finance as official
representative of the Director of Finance, see Invitees
to Board below)

Caroline Patterson F Member Member Invitee
to 9 March 2025

Number eligible to attend 5 10 4
Number attended 4 0 3
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LAA
Name and role Sex Board ELT ARAC
Adrian Hannell from M Member Member Invitee
10 March 2025
Number eligible to attend 1 1 0
Number attended 1 0) o)
Non-Executive Board Member - LAA Board Chair
Nick Campsie M Chair
Number eligible to attend 6
Number attended 6
Non-Executive Board Member - Financial
Kenneth Gill M Member Chair
Number eligible to attend 6 4
Number attended 6 4
Non-Executive Board Member - Legal
Professor Suzanne Rab F Member Member
Number eligible to attend 6 4
Number attended 6 4
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LAA
Name and role Sex Board ELT ARAC
Invitees to Board
Operations Committee Chair
Alistair Adan - M  Invitee Member
Deputy Director,
Head of Civil and Crime
Case Management
Number eligible to attend 6 11
Number attended 6 9
People Committee Chair
Martha Blom-Cooper - F Invitee Member
Deputy Director, Head
of Corporate Services to
4 July 2024
Number eligible to attend 2 4
Number attended 2 3
Lucy Jones - F Invitee Member
Deputy Director, Head
of Corporate Services from
5July 2024
Number eligible to attend 5
Number attended 4 7
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LAA
Name and role Sex Board ELT ARAC
LAA Finance and Risk Committee Chair
David Thomas - M  Invitee Member Invitee
Deputy Director, Head
of Contract Management
and Assurance
Number eligible to attend 6 11 4
Number attended 6 10 4
LAA Transformation and Change Committee Co-Chairs
Hannah Payne, F Invitee Member
Deputy Director, Head of
Transformation (job share)
Number eligible to attend 6 11
Number attended 4 7
Joanna Fiddian, F Invitee Member
Deputy Director, Head of
Transformation (job share)
Number eligible to attend 6 11
Number attended 5 9
Principal Legal Advisor to LAA
Charlotte Hackett F Invitee Member
Number eligible to attend 6 11
Number attended 5 10
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LAA
Name and role Sex Board ELT ARAC
Deputy Director Service Development and Commissioning
David Phillips M  Invitee Member
Number eligible to attend 6 11
Number attended 6 10
Deputy Director Public Defender Service
Malcolm Bryant M Member
Number eligible to attend 11
Number attended 11
Deputy Director of Finance
Joseph McHale M  Invitee Member Invitee
Number eligible to attend 6 11 4
Number attended 6 9 4

Digital Director
Kamal Bal from 10July 2024 M  Invitee

Number eligible to attend 4

Number attended 2

Director Legal Aid, Legal Support and Dispute (job share)
Farah Ziaulla F Invitee

from 16 August 2024

Number eligible to attend 4

Number attended 2
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Claire MacDonald from
16 August 2024

Number eligible to attend
Number attended

Head of LAA Digital

1. to 29 July 2024
Number eligible to attend
Number attended

2: from 29 July 2024 to
5 November 2024

Number eligible to attend
Number attended
3: from 6 November 2024
Number eligible to attend
Number attended

MOJ HR Director for LAA (Attended by MOJ Senior HR
Business Partner for LAA)

From 1 February 2024
Number eligible to attend
Number attended

94
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Sex
F

F

LAA
Board

Invitee

ELT

4
0

Invitee Member
2 4
2 2

Invitee Member

1 2
1 1
Invitee Member
3 5
1 3

Invitee Member
6 11
4 9
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Committee roles and responsibilities

Legal Aid Agency Board

Name of
committee

Chair

Frequency

Role

Legal Aid Agency Board

Lead Non-Executive Board member

Bi-monthly

There were six meetings of the LAA Board
during 2024 to 2025.

The LAA Board supports the Accounting
Officer and other senior officials in directing
the business of the LAA. The Board is
ultimately responsible for providing advice on
the governance and strategic direction of the
LAA. Some responsibilities of the Board are
delegated to its committees, which are set
out in the following tables.
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Name of _
committee Legal Aid Agency Board
Structure The LAA Board is made up of:

Members:

 Chief Executive

« Non-Executive Board Members (NEBMs)
* Director of Finance

Invitees:
* Chairs of the four committees:
— Operations Committee: Deputy Director
for Case Management

— People Committee: Deputy Director for
Corporate Services

— Finance and Risk Committee: Deputy
Director for Contract Management and
Assurance

— Transformation and Change Committee:
Deputy Director, Head of Transformation
(Job share)

 Deputy Director for LAA Finance

 Deputy Director Service Development
and Commissioning

* Principal Legal Advisor
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Name of
committee

Structure
(continued)

Key activities
this year

Accountability Report

Legal Aid Agency Board

* Director of Digital
 Deputy Director for LAA Digital

e Director Legal Aid, Legal Support
and Dispute Resolution (job share)

* LAA HR Business Partner

There have been changes to the individual
Board members during the year.

During the year the Board has reviewed key
aspects of LAA's operational performance
focusing on operational performance, digital
and service transformation, finances and
risks. The Board has taken assurance from the
work of internal audit that effective controls
are in operation. The Board focused heavily
on strategic priorities and the programme
of strategic options to simplify legal aid

and make the system more sustainable
monitoring progress against plans.

The Shadow Board has continued to be a
successful forum for colleagues to learn about
decision-making at Board level and has added
an extra layer of challenge and support to

the Board. New Shadow Board members,
including chairs, have been recruited to allow
more staff the opportunity to get involved.
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Audit and Risk Assurance Committee

NEIme 61 Audit and Risk Assurance Committee

committee

Chair Finance Non-Executive Board Member

Frequency Quarterly
There were four meetings of ARAC and an
Extraordinary ARAC meeting to approve the
Annual Report and Accounts during 2024
to 2025.

Role The ARAC advises the Board collectively on

Issues of risk control and governance using its
professional expertise in financial legal and
commercial matters to challenge and support
the LAA.

Responsibilities The committee is made up of NEBMs who are
also members of the LAA Board. They do not
have any executive responsibilities.

Key activities ~ During 2024 to 2025 the ARAC has continued
this year to maintain strong oversight and challenge
of the LAA’s financial statements, error
rate, data security and business continuity
arrangements, receiving assurance reports
from management and internal and
external audit. In exercising their duties and
accountabilities both the Board and ARAC
have provided significant support challenge
and guidance to the business throughout the
financial year.
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Executive Leadership Team

CNOamm:] ic':Iee Executive Leadership Team

Chair Chief Executive

Frequency Monthly
There were 11 meetings of the ELT during
2024 to 2025.

Role The ELT is the LAA's most senior executive

committee and has overall management
responsibility for the LAA. The ELT

takes decisions on the strategy for, and
management of, the LAA, including the future
capability and capacity of the LAA to meet
departmental and government reform plans
and the strategic management of corporate
level risks.
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Name of _ _
committee Executive Leadership Team
Structure The ELT is made up of:

* Chief Executive
 Deputy Director for Corporate Services
 Deputy Director for Case Management

 Deputy Director for Contract Management
and Assurance

 Deputy Director for Commissioning and
Service Development

» Deputy Director Head of Transformation
(Job share)

 Deputy Director for Public Defender Service
 Deputy Director for LAA Finance

 Deputy Director for LAA Digital

« LAA HR Business Partner

* Principal Legal Advisor

The ELT maintains high-level oversight
of the operational running of the LAA
and is supported in its responsibilities by
four sub-committees. These committees
were created to facilitate deeper, focused
discussions on specific issues as well

as completing tasks or taking decisions
delegated from the ELT.

(continued over)
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Structure
(continued)

Accountability Report

Executive Leadership Team

As part of a wider review of senior
governance, the ELT took the decision to
merge the formerly separate Operations and
People Committees into a single forum. This
brings the LAA governance structure into line
with other parts of government where there

Is an operational focus and reflects that our
people are integral to our operational delivery.
The newly merged Committee first met in
March 2025.

» Operations Committee: To take decisions
on implementing policy proposals and on
the optimisation of business processes to
deliver legal aid efficiently and effectively,
Including the interface with providers. To
review and challenge LAA performance,
Including via key performance indicators
and risk reporting.

(continued over)
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Name of . .

committee Executive Leadership Team

Structure » People Committee: To provide
(continued) business-focused assurance to the Board

and ELT that LAA is delivering on its People
Strategy, identifying and addressing
associated risks on behalf of the ELT

and ensuring the LAA meets its Public
Sector Equality Duty responsibilities. The
committee monitors the implementation
and effectiveness of the People Strategy
and annual People Plan. It facilitates
effective implementation of MOJ people
policies, ensuring the LAA is making
transparent and fair decisions regarding
Its people.

 Finance and Risk Committee: To support

the ELT and ARAC, particularly through
scrutinising risk management and corporate
assurance matters via risk deep-dives,
reviews of corporate assurance activity and
progress on Government Internal Audit
Agency (GIAA) audit recommendations
as well as focus sessions on topics
such as provider risk management, the
organisational budgeting cycle and of
the approach to ensuring proactive error
risk assessment within the organisation’s
transformation programme.

(continued over)
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Structure
(continued)

Key activities
this year

Accountability Report

Executive Leadership Team

Transformation and Change Committee
(TCC): To provide clear lines of
accountability and escalation to the ELT.
The TCC is chaired by the LAA Head of
Transformation and includes membership
from LAA Digital, Transformation

and Operational teams to improve
collaboration, prioritisation and delivery.

Operations Committee: The committee
continued its work on how best to carry
out policies, operate digital changes and
Improve business processes to deliver
legal aid efficiently. This included a keen
focus on the effect of any changes on legal
aid stakeholders. Operations Committee
reviewed and challenged performance,
holding business areas to account to
deliver improvements.

People Committee: The 2024 People
Survey saw the LAA engagement index
Increase by one percentage point to 71%.
The committee focused on the learning
and development offer to staff, tailored
to individual needs and business need.

(continued over)
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committee

Key activities
this year
(continued)

Accountability Report

Executive Leadership Team

* Finance and Risk Committee: The

committee continued its emphasis on
Improving risk insight and challenge with
the support of the Risk and Assurance
Working Group and continued to
proactively review and advise operational
teams on further strengthening risk
management and escalation.

Transformation and Change Committee:
TCC played a critical role in resolving
blockers to transformational delivery. TCC
championed cross-agency collaboration,
laying the groundwork for integrated
service design and shared accountability
across LAA, Digital, and Policy, providing
the strategic foundation for evolving
transformation governance.

Internal control framework

The system of internal control is designed to manage risk to
an acceptable level, rather than to eliminate all risk in relation
to achieving its policies, aims and objectives. Based on the
LAA’s assurance framewaork | am reasonably assured of the
effectiveness of the system of internal control.
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As explained in our operating model above, | am assisted in
the stewardship of the LAA's resources and management of its
risks by the Board, ELT and committee chairs. | receive written
assurance from my deputy directors on the effectiveness of
risk management and control in the form of annual assurance
declarations.

In addition, the MQOJ as part of a functional leadership
framework, provides us with a suite of digital, financial and HR
systems, policies and expertise that are applied where relevant.
Each function provides an MOJ-wide assessment against the
relevant standard and framewaorks. There are formal governance
and assurance mechanisms in place across MOJ and between
functions and the LAA.

| also receive an internal audit service from the Government
Internal Audit Agency (GIAA), which provides me with
iIndependent assurance over the effectiveness of my
organisation’s governance, risk management and control
environment.

The MQJ carried out a review of the LAA between August and
November 2024 as part of the government’s Public Bodies
Review Programme. This review, conducted in line with Cabinet
Office Public Bodies Review Guidance,> was carried out to
provide assurance that:

5 For more information see: www.gov.uk/government/
publications/public-bodies-review-programme/guidance-
on-the-undertaking-of-reviews-of-public-bodies
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» LAA’s functions remain useful and necessary
« LAA is effective, efficient and aligned to government priorities
» LAA is well governed and properly accountable for what it does

A stage 1 review concluded that the LAA and the MOJ were
compliant with the majority of Cabinet Office good practice
Indicators for departments and public bodies. Areas of strong
compliance with good practice indicators included outcome for
citizens, financial management and transparency.

Two areas for improvement were identified and the review team
has made proportionate recommendations to address the areas
where a need for improvement has been identified.

As well as reviewing organisational purpose and identifying areas
for improvement, the stage 1 review considered whether the LAA
and the MOJ would benefit from wider exploration of the areas
where improvement is needed. At this stage, the review team was
satisfied that a further in-depth review is not required.

Head of internal audit opinion

During the course of the audit programme in 2024 to 2025 five
audits were rated as Moderate or Substantial (one Substantial
and four Moderate) and one was rated as Limited. There were
three further advisory audits. Of the 29 audit recommendations
agreed with management, one was high priority, 16 were medium
and 12 were low priority. The trend towards Substantial and
Moderate opinions is consistent with previous years.
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Based on the work completed throughout the course of the
year, his knowledge of the LAA and attendance at the ARAC,
the Head of Internal Audit has provided a ‘Moderate’ opinion
with some improvements required to enhance the adequacy
and effectiveness of the agency’s framework of governance, risk
management and control. Management action continues to be
monitored by LAA Corporate Assurance and reported on to the
ARAC.

Risk management framework

Risk management is key to good governance; it aids the
development and achievement of our strategy, our performance
and our decision-making. As an executive agency of MOJ, we
continue to align with the ‘Orange Book: Management of Risk

— Principles and Concepts’, as well as the MOJ’s risk management
framework, which underpins how we manage risk across the
department. During 2024 to 2025 we have made significant
progress against our commitment to increase our overall levels
of risk maturity within the agency.
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Risk management process
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Significant risks and issues in 2024 to 2025

As an organisation we have continued to manage ongoing

and inherent risks to the delivery of our Strategic Objectives,
building on our existing risk management framework to
strengthen processes and allow for the identification of emerging
risks as well as the effective and thorough assessment and
Interrogation of existing risks and issues. The ARAC, ELT and
Board have continued to review and challenge the progress made
to manage the risks documented in the LAA's Corporate Risk
Report, which focuses on the key internal, external and strategic
risks to the delivery of our objectives. Our headline corporate
level risks across the year have included: legacy technology
(including system failure and cyber security), General Data
Protection Regulation (GDPR) governance and compliance,
regularity error, recruitment and retention (including within
digital teams), and the sustainability of the legal aid market.

The table on the following pages sets out further detail on risks
that have been managed at a corporate level over the last year,
with accompanying narrative on key actions and links to our
Strategic Objectives (SO).
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Risk horizon

Our risk profile has been significantly impacted by the

cyber security incident affecting our online digital services.
Understanding our risks as we move towards the restoration of
our systems will be a key focus during 2025 to 2026. In particular,
ensuring the safe and secure return of system functionality as
services are gradually restored will be a priority. We anticipate
increased internal pressures in relation to resource as we process
work generated during system downtime, which has not been
processed in the regular way. We expect these challenges will also
iImpact our provider base as services are restored.

Error rate (subject to audit)

Maintaining a low level of error has remained a priority

In 2024 to 2025. Our gross error rate was 1.11% in 2024

to 2025 compared to 1.02% in 2023 to 2024. Addressing
overpayments has helped reduce the most likely level of error
to a net position of £18.6 million (0.82%) of expenditure
compared to £14.7 million (0.68%) of expenditure in 2023

to 2024. We utilise a statistical random sampling technique
and based on this we have 95% confidence that the actual net
level of error in 2024 to 2025 is between 0.15% and 1.49% of
legal aid spend. To ensure a cost-effective focus of resource,
this exercise identifies both error and potential fraud with
appropriate cases being referred for fraud investigation. As well
as identifying instances where providers have been paid more
than is reasonably justified, our testing reviews also identify
iInstances where there have been underpayments.
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In 2024 to 2025 our estimated underpayment was 0.07%
of the total legal aid expenditure (compared to 0.15% in
2023 to 2024).

Specific issues to highlight this year

Net error rate category

Court Assessed claims Legal Help claims

) )

2024 to 2025 saw a decrease = This has reduced from
In our net error rate for Court  119% in 2023 to 2024

Assessed claims (2.32% in following an emphasis
2023 to 2024), which on improvements for
providers can alternatively assessments, training
decide to be assessed by and guidance, and our
the LAA. continuing work with
providers to identify
improvements through

contract management
activity. This will continue
to be a focus area into
2025 to 2026.
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Fraud, bribery and corruption

The LAA is committed to countering fraud, understanding fraud
risks, strengthening fraud and error controls and to designing
out fraud and error as the Agency continues to transform

its digital infrastructure. Our culture is one of awareness,
understanding and responsibility.

Counter Fraud continues to be a mainstay of corporate
governance providing regular insights and updates in respect
of fraud and error trends and incidents. We are members of the
Public Sector Fraud Authority’s Community of Practice network
and collaborate widely with other government departments
and public sector bodies in the field to share best practice,
explore opportunities to share information and support
learning and development.

This year we have continued to explore opportunities to
Improve our use of data and identify new sources of third-party
information. Data matching is a priority workstream to aid
fraud detection and we have been increasingly integrating

the work between fraud and error to identify opportunities to
strengthen preventative workstreams and enhance the Agency’s
understanding of regularity risks.

Where possible we engage with law enforcement agencies or
prosecuting authorities to prosecute fraud against the legal aid
fund, and we work closely with LAA colleagues and regulatory
bodies to support disruption activity using sanctions if and
where appropriate.
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We have embedded a Prevent function, which is supporting
colleagues widely across policy and digital transformation
programmes, and we have revised the Agency’s Enterprise Fraud
Risk Assessment. Since the cyber attack, our approach to fraud
risk assessment has been critical to decisions on contingency
measures and restoration of services.

Note: Annual figures for financial recoveries or preservations

as a result of fraud investigations will vary from year to year.
There are many variable factors with any fraud investigation,
examples being the fund take of a provider, the available
evidence and the identification of monies that can be attributed
to fraud. The timeline for recoveries will also be influenced

by a provider’s ability to repay or the outcome of civil and

or criminal proceedings.
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Health and safety

We are committed to protecting the safety and security of
all LAA staff. We work closely with the Government Property
Agency and apply the standards, advice and guidance from
the Health and Safety Executive, Crown Premises Fire Safety
Inspectorate, and public health agencies.

In 2023 to 2024, the GIAA audited LAA health and safety
regulatory compliance providing a Moderate rating and
recommended some areas for attention.

In line with Health and Safety Executive expectations, we have
been concentrating on work-related stress. Alongside that, we
have been addressing our responsibilities for staff working long
and unsocial hours, and those who drive for work reasons.

The LAA health and safety committee meets quarterly and
includes trade union representation. A report on health and
safety is provided to LAA ARAC each quarter.

Whistleblowing

| can confirm that the MOJ policy and procedure for
whistleblowing applies to all LAA staff.

MOJ implemented a comprehensive whistleblowing policy

in 2021. The policy sets out effective routes and processes in
place to enable an individual to raise a concern about suspected
wrongdoing, risk or malpractice that affects a wider group of
individuals in a supportive and protective environment.
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The policy was refreshed in April 2024 to improve clarity and
better define roles and responsibilities. The policy is accessible
to all staff on the intranet.

In response to feedback from assurance activities, MOJ'’s
People and Capability Directorate has strengthened awareness
of the whistleblowing policy across the department through
continuous improvement activities. MOJ has engaged with
and promoted the cross-government ‘Speak Up’ campaign

and appointed a senior civil servant whistleblowing champion.
Additional nominated officers, who provide an independent
route to raise a whistleblowing concern and impartial advice
to the individual, have been recruited and trained.

The MQJ is part of a cross-government network of HR
professionals working to enhance whistleblowing arrangements
across government departments and improve the experience of
whistleblowers.

In 2024 to 2025 the LAA received no whistle blowing concerns.

Information assurance and data security

The LAA processes high volumes of personal data belonging

to legal aid clients. We take information security very seriously
and direct our people to complete mandatory training on

their responsibilities for handling information and ensure data
protection policies and procedures are in place. We work with
Justice Digital on the protection of data held on digital systems.
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All incidents are investigated to ensure that root causes are
identified and strengthen our policies and systems. In addition,
both MOJ Security and Information Directorate and the LAA
ARAC challenge our performance on incident management
providing direction and oversight.

In 2024 to 2025, there were 385 personal data incidents
reported. This represents an increase of 104 (37%) on the
previous year. The LAA consistently reports low numbers of
Incidents considering the large volume of transactions and
data that the LAA processes.

In this reporting period, we responded to 238 Freedom of
Information (FOI) requests, compared to 282 during 2023

to 2024. FOI requests require a response within 20 working
days, and we have a 100% target for compliance. This year, we
have responded to 100% FOI requests within 20 working days,
maintaining the 100% achieved during 2023 to 2024.

There have been no high impact incidents detected in 2024 to
2025 that met the threshold for reporting and were reported to
the ICO. The cyber attack detected in April 2025 was reported
to the ICO and our investigation into the attack has shown that
systems were breached from December 2024 with data being
exfiltrated from January 2025. Our annual reports show the
year in which an incident was identified and reported, therefore
the cyber attack detected in April will be form