County Court Money Claims Centre Stakeholder Group Meeting Monday 11th November 2013 11:00am
Attendees: 
Jonathan Wood (CCMCC) Martin Huddleston (CCMCC) Paul Downer (HMCTS) Melissa O’Rourke (CCMCC) John Griffin (CCMCC) Victoria Kay (CCMCC) Vicky Page-Franklin (Contact Centre) Helen Dickens (Cluster Manager HMCTS),District Judge Hovington, Keith Etherington (Law Society), Lisa Keating (CCUA), Kirsty Taylor (HM Solicitors), Kirsty McKno (Law Society / Breen’s Solicitors), Nick Rossiter (Registry Trust), Sherry Falconer (Thomas Higgins), Gemma Carr (Thomas Higgins), Stewart McCulloch (Law Society/chair Dispute Resolution) Danny Mclean (registry Trust), 
1. Welcome and introductions.
JW highlighted the achievements made in the past 6 months explaining CCMCC is in a stronger position than reported the last meeting although there is still a lot to do.

2. Apologies for absence
Brian Havercroft (CCUA), Sylvia Boylan (Wigan MBC), Sharon Denby (Express Solicitors) Katherine Hougham (Institute of money advisers) Jane Phipps (CAB)
3. Maters arising from previous minutes of 17th June 2013
Keith Etherington (KE) discussed matter from previous meeting regarding setting up arrangements to deal with emergency need to issue and serve a claim stating this has not been carried forward into the minutes of the previous meeting. KE stated this is not the same as limitation and it is a matter that has been raised by a number of bigger firms
Paul Downer (PD) agreed to take the matter away to explore. Judge Hovington stated that he was happy to take this to the rules committee. 
MH reported that since the document setting out ways Solicitors can help the CCMCC to help them had been distributed there had been an improvement for example when sending in documents by e-mail a lot more solicitors are now including what the e-mail contains (eg Defence) and case number in the subject head which speeds up the sorting process for CCMCC staff but there is still room for further improvement. Receipt of duplicate documents is still a problem and of 900 defences processed over the past two days 128 were duplicates. The rules are clear in this regard and documents should only be sent once by either post, fax or e-mail. 
MH provided an update on the problem of stopped cheques; CCMCC still has £116,000 outstanding as a result of stopped cheques- 2 weeks data capture showed that of 93 stopped cheques 39 (42%) were by solicitors. There appears to be an issue around limitation and stopped cheques. It was agreed that that the group would work together to attempt to relieve the issue and improve the system, it was appreciated by JW and MH that this matter needs to be addressed and also that CCMCC may sometimes compound the issue by taking cheques and re-issuing again. Paul Downer (PD) encouraged individuals to sign up to the fee account system.
4. Performance

MH reported that in October 2013 96.1% of work received was processed within 5 working days, a significant improvement  on the position 12 months earlier in October 2012 when the figure was 68.5%. Currently the centre is processing work within 4 working days of receipt; performance throughout the summer has demonstrated again marked improvements on 12 months previous. 
During the month of October the centre issued 26,000 claims, and processed with 11,000 defences; 11,000 judgments and 19,000 Direction Questionnaires
Vicky Page-Franklin (VP-F) shared contact centre figures stating 7000-7500 money claims called were received per week, out of these 90-95% were answered and dealt with at the 1st point of contact resulting in only 10% of calls being ‘handed’ off’ to CCMCC. Waiting times for callers have also improved averaging out at 2 minutes per call with 1 call as low as 40 seconds. This has massively improved recently together with collaborative working with CCMCC staff to provide a more joined up team. VP-F emphasised that if there are any issues that they are encouraged to bring them forward and stated that the centre will be adequately staffed to deal with the volume of calls received. It was mentioned that due to factors outside of their control that telephones went down for a day recently which explains the impact on customer waiting times and the knock on effect it had.

John Griffin (JG) summarised the situation with Judicial work, 4870 applications were received in October and 6357 orders produced. Key points including reduction in waiting time from 12 months previous from 25-30 days down to 10 days from receipt of application in October 2013, with teams typing orders on receipt from Judge within a 2 day turnaround. Benefits of work done to have retired full time District Judges’ sitting were highlighted including the support available to deputies and work being done to address inconsistencies and volumes, together with the assistance that continues to be provided from Judge Hovington. Further improvements to explore were discussed.

5. Update on HMCTS initiatives
PD discussed ‘On the horizon’ initiatives including the Single County Court which will result in 1 national Jurisdiction, a single seal and other procedural changes, however it will retain Jurisdictional boundaries .Files once finished at CCMCC will go to local Court for case management and hearing. It is expected that the rules will be finalised and signed off by the Civil Rules Committee in Jan 2013. PD will keep all updated of progress with this and the Practice Direction covering CCMCC and CCBC. Judge Hovington advised that there may be more awareness needed to be given to practitioners regarding specific definitions of rules. 

PD continued and moved onto the Fee Account project encouraging people to sign up for the project, data on the pilot is not currently available however the figures are highlighting a slow uptake on people signing up so far and stated this is a priority for HMCTS for the next 12 months that we need to expand upon. KE commented that he was aware of people that had made initial enquiries to join up however they did not receive anything back to their enquiry; PD requested that if any specific cases were available to let him know and he will pursue. KE offered assistance if any was needed in encouraging more to join. 

PD commented that the Practice Direction for CCMCC/CCBC linked to secure data transfer explaining large volumes of filing could be replaced by using secure data filing and is currently on-going work. Regarding Civil Exemplar, work is currently being done with digital services to look at an alternative to PCOL- not a replacement but a facility that will take all Possession Line cases together with building a replacement for MCOL and looking to expand the system to take the majority of money claims resulting in moving paper away from centres and creating more streamlined, customer focused systems. 

Work continues on identifying areas where we can improve and when we are not meeting customer needs. PD encouraged questions/feedback and raised awareness that all remains subject to funding but all agree these are areas where we need to invest our energies into.

PD continued and discussed proposal to remove acknowledgements of service which is deemed by some to create delay and increased processing times, consultation is taking place together with discussions with the rules committee and this remains just a proposal at this stage. 

PD encouraged views from Solicitors and benefits/implications it may have on them and when questioned stated that we would be exploring likely situations including allowing parties to request extensions if the Acknowledgment was removed. JW continued from PD stating as we are a centralised centre we are investigating areas where there are systems in place that do not give value for CCMCC and Practitioners, if there is evidence that the current state does give value to Practitioners we will look at retaining the current procedure. MH highlighted the cost savings to removal of Acknowledgements in the region of £400,000 per year. 

Discussion around the room and points raised and identified included some cases (multitrack) may still require an Acknowledgement. It was confirmed this was still in early stages and full consultation will occur, KE assisted by stating he may be able to provide assistance in sharing the idea with colleagues. 

JW finished by adding that we were focused on adding value and working on what works for customers.

6. Complaints and Customer Feedback

Melissa O’Rourke (MO’R) reviewed the KANO model from the previous meeting explaining that we have been focusing on these areas.  M O’R explained some of the areas that we have been focussing on including staff awareness of customer service, taking ownership for their work and realising the effects errors have in the full process. 
Victoria Kay (VK) explained that we needed a system to capture errors when they happen and ownership given back to individuals. A ‘back to staff’ system was set up which has also enabled us to concentrate efforts into specific training needs for individuals (for example part 20 claims) and focus on these areas. 
MO’R shared that 25% of complaints received in October were not actually complaints but questions on procedures within cases. 

MO’R distributed the customer team newsletter which is distributed to staff evidencing what can go wrong, visits have been organised for firms to visit CCMCC and understand how we work and discuss any concerns.
VP-F stated that the highest telephone call areas were around customers not understanding the full process, this being within their top 3 calls. VPF also explained that internal communications between Salford and the Contact Centre are much improved.
JW discussed the challenges faced within a processing centre on this scale and how to make staff aware of their actions, the previous 9-12 months have been invested into improving performance in areas of work and we are now in a position to invest more focus on quality of work and creating a culture of responsibility. 
JW questioned as to whether all errors are being reported to the centre as 48 complaints for October is low in comparison to volumes produced and encouraged any errors to be reported. Danny McLean (DMC) and Nick Rossiter (NR) from the registry trust both commented that CCMCC had improved greatly and the key for them is having a contact when notified Judgements need to be cancelled, feedback has been generally positive and communication has been built up with the call centre staff. 

KE requested to know the process for compensation claims, MO’R and MH explained that when a compensation claim is received a manager will assess it, if not happy with decision they can appeal.
MH stated the complaints guidance leaflet could be included within the minutes of the meeting. VP-F confirmed this is the same procedure at the contact centre.

7. Clarification on Requirements/procedures 
MH distributed a document which provided clarification for users on the following:-
· Policy on refunds

· Requirements when lodging applications for judgment out of jurisdiction
· Issue of claims which are close to limitation
· Which track will apply to cases received at CCMCC prior to 1 April but not issued until after 1 April

· Claims issued By CCMCC but not served on the basis that an address for the claimant or defendant has not been provided.
The document is circulated with the minutes
8. Improvement Activity
MO’R discussed key areas on quality that we have focused on: Issue, Judgements, Direction Questionnaire’s, Defences, events have taken place and wasted steps have been removed and new job cards created. 

MO’R explained that we are looking at reducing the amount of checking we do (currently 17 checks on issue) MO’R also explained that we are aware that we send documents back more than once for different errors and that mistakes continue to occur, we will look at the returns letter and if any checking can be reduced- consultation is taking place with headquarters and Judiciary. 

MO’R encouraged feedback and involvement from anyone stating the benefits it would have on all parties and inviting participation in the next event. 

MO’R suggested that CCMCC staff attend some solicitor’s offices to see first hand the impact of decisions made and improvements we could build upon.  MO’R explained that other areas that we have been working on including an improved system on missing files, workshops on letter writing, returned letters. 

MH invited anyone to come and visit to see proposed future states resulting from events at the centre. KE questioned if proposals could be e-mailed out, JW replied talking about Continuous Improvement tools we use and how participation in the events may be a better channel than e-mail.

8. Items from Stakeholders
Communication to Users - JW commented that we were exploring the best avenue to direct our communications and that CCMCC was in the process of considering setting up a ‘Twitter’ account as a broadcasting tool emphasising this would not be an open debating forum and is proposed to be created to provide information. KE raised awareness that the centre may see an increase in Freedom of Information requests and offered assistance in publicising.

Part 16 and importance of compliance in terms of the correct provision of information – Judge Hovington commented that there are a number of occasions where claims are brought when the full name is not provided, this goes back to understanding processes and end implications, re-enforcing the importance of ensuring party details are correct- suggesting implications including no address for service if solicitors come off record when no party address has been provided. JW and MH agreed that we should look at our returns letter and seek guidance from Law Society on what messages we need to relay
Part 26 and Allocation to Track -

It was confirmed that CCMCC staff allocate cases to track, on the basis of the value of the claim at issue stage.  Errors raised on allocation were brought to the discussion with Judge Hovington agreeing there are problems when cases are allocated into different tracks, the forum raising that this can be costly and time consuming. JW stated he needed to be aware of the reasons and has requested case numbers to be sent to the office to investigate.

Form H is still causing a problem in cases issued before 1st April; MO’R confirmed they will pick up this point in a forthcoming event. 

Solicitor service claims are not always returned with a sealed claim form for service, MO’R confirmed this should not be happening and will be taken back for feedback.

Part 74: Applications for Certificates of Money Judgment –clarity was sought from Sherry Falconer on whether a £45 fee is applicable. Judge Hovington agreed to take an in depth look at the issue.
10. Any other business

JW re-affirmed that if anybody would like to get involved with the work and improvements within the centre to let him know.
11. Date of next meeting

To be confirmed
