
 

 

HMCTS REFORM DELIVERY PARTNER 

WORK PACKAGE - AGREEMENT FOR 
DELIVERABLES UNDER THE HMCTS 

REFORM DELIVERY PARTNER CONTRACT  

 

AREA OF THE PROGRAMME Customer Experience 

WORK PACKAGE NUMBER 006 

WORK PACKAGE DATE Contract commencement from 

Effective Date to March 2018 

 

This Work Package forms part of the agreement for services in relation to the HMCTS Court Reform 
Programme between the Authority and the Supplier (the "Agreement").  Capitalised terms used in this 
Work Package shall have the meaning given to them in Schedule 1 (Definitions) of the Agreement. 

DURING THE COMMISSIONING OF ALL WORK PACKAGES THE AUTHORITY WILL ENDEAVOUR 
TO PROVIDE CLARITY AND DEFINITION ABOUT OUR DIRECTION OF TRAVEL, BE PROFICIENT 
AT DEFINING OUR NEEDS, IDENTIFY DEPENDENCIES, AND WILL OPERATE CLEAR AND 
TRANSPARENT CONTRACT MANAGEMENT TECHNIQUES (AS DEFINED IN SCHEDULE 6.1 
(GOVERNANCE AND CONTRACT MANAGEMENT) OF THE AGREEMENT).  

THE AUTHORITY WILL WORK WITH THE SUPPLIER TO COMPLETE THIS TEMPLATE AND THE 
APPROVAL OF THIS WORK PACKAGE (PRE AND POST COMPLETION) WILL BE IN LINE WITH 
SCHEDULE 2.2 (COMMISSIONING PROCESS) OF THE AGREEMENT.  

IF THE WORK PACKAGE REQUIRES ANY CHANGE THAT IS NOT A 'MINOR WORK PACKAGE 
CHANGE' (AS DEFINED IN THE AGREEMENT), THIS MUST BE AGREED VIA THE CHANGE 
CONTROL PROCEDURE CONTAINED IN IN SCHEDULE 6.2 (CHANGE CONTROL PROCEDURE) 
OF THE AGREEMENT. 

ALL EXIT ACTIVITIES RELATED TO THIS WORK PACKAGE WILL BE MANAGED IN 
ACCORDANCE WITH PARAGRAPH 5 OF SCHEDULE 2.2 (COMMISSIONING PROCESS) AND 
SCHEDULE 6.5 (EXIT MANAGEMENT).  

ALL DOCUMENTATION CREATED WITHIN THIS WORK PACKAGE WILL BE OWNED BY 
MOJ/HMCTS AND THEY WILL RETAIN THE RIGHT FOR DISTRIBUTION. 

 

 

 

 

 



 

 

1. BACKGROUND  

1.1 Background  

Courts and Tribunals transformation is about more than process simplification and 

changing the parts of HMCTS you can touch. It’s about transforming the way we think and 

feel about how we serve our customers, about how we work with each other, and about 

our own roles. By focusing  all our energies on delivering a better customer experience and 

harnessing the power of technology to enable us to work better and smarter, we are going 

to build a modern system for administering justice which will benefit those who need it 

most, for generations to come. 

HMCTS provides a vital public service, and a good customer experience is what will drive 

our service to keep improving. While delivering a quality customer experience is an 

expectation of society and is good in itself, society needs us to deliver it. The large and 

accumulating body of evidence suggests that a customer’s personal experience of the 

system drives their satisfaction – even more so than the outcome of their case. To increase 

satisfaction, and in turn increase confidence in the system, we must improve the support 

and facilities so that everyone, including the most vulnerable, can present their evidence or 

their case to the best of their ability. 

Our reforms will bring about three major changes from which customers will benefit: 

1. When people experience our courts or tribunals – whether in a physical building, on 

the telephone or online – their confidence in the justice system will be high. Instead 

of having to decipher an unfamiliar language and navigate their way around paper-

based processes, there will be straightforward questions to answer electronically, 

which don’t require a law degree. Our processes will be consistent, predictable and 

easy to understand. People will get help when and how they need it, including 

through tailored engagement via text or email. The experience we offer will be based 

on understanding customers’ needs and meeting these consistently. 

2. Our system will be accessible in the broadest sense – no longer relying on physical 

access to a building for the majority of cases, but using technology to provide 

additional entry points such as a video link or a web portal. Where customers are 

unable to make use of this technology, we will provide alternatives. The physical 

environment of our estate will be conducive to customers being able to present their 

case well. 

3. There will be clear proportionality – the full majesty of the law will still be brought to 

bear on our most complex and our most serious criminal trials. But most cases will be 

handled in a far more proportionate way, dynamically allocating our resources using 

modern technology to consider or give evidence, using hearings only where 

necessary, allowing people to pay, plea and submit applications online and access the 

right information when they need it. 

These changes will help us to realise our vision for the customer experience in HMCTS:  

That customers and users feel that, even though they may not like the outcome, they have 

experienced a justice system which is Just, Accessible and Proportionate because 



 

 

- they were able to present their case well 

- they were treated with respect 

- and they understood what was happening when it mattered 

No matter who they are. 

To enable this shift to a customer driven HMCTS the Customer Directorate was established. 
The Directorate is made up of five functions: Customer Strategy and Capability, Customer 
Change and Innovation (largely focused on current business improvements), Customer 
Insight, Customer Investigations and Future Customer Experience. This is a highly skilled 
team which continues to develop and shape its structure and proposition. The role of the 
Directorate is to enable HMCTS to become customer driven by developing customer insight 
and applying it to services, supporting customer-led problem solving and decision making 
and amplifying the voice of the customer across the organisation. 

1.2 Requirements  

• Rapid transition from any existing supplier of customer experience expertise, picking up 

seamlessly from where they finish rather than starting from a blank page. (Please note that 

at time of writing this capability is likely to be procured through contractors.)This is a new 

capability for HMCTS and some flexibility in delivery to suit the organisation is required. 

• Continue to define what the organisation needs to be like (people, processes, technology, 

performance measures) to deliver the customer experience vision, working closely with the 

Service Design and Business Architecture workstream, as well as the CSC, Local and Regional 

tier projects.  

• Continue to articulate the detailed customer experience for the following areas:  

o face to face (with the local tier and court of the future projects),  

o virtually (with the virtual hearings, and scheduling &  listing projects) 

o contact and information provision (with the customer service centre project) 

o case support (with the case support project) 

• Develop and deliver the methodology, tools and roadmap, leveraging and refining existing 

methodologies and tools, to ensure the organisation is capable of delivering the customer 

experience vision. 

• Coach a wide range of Project teams including the Business and Service Owners  who have 

responsibility for delivering the services and the cross cutting enabling projects and provide 

“co-creation” resource to deliver:  

i. further definition of the customer experience in each channel for each service as it 

reaches the appropriate stage;  

ii. a baseline and measures for customer experience as a metric of performance within 

each service and project (within an existing performance framework); and 



 

 

iii. effective implementation of the desired customer experience as part of 

service/project delivery 

• Provide customer experience strategic and implementation advice to the Transformation 

Directors, particularly the Transformation Directors who have the operational lead for the 

Customer Service Centre Tier and the Local Tier of the Target Operating Model. 

• Working closely with the PACT (People and Culture Transformation) programme (particularly 

the Capability workstream) to define and develop the customer-focused capability 

requirements to achieve the customer experience vision and map these to the overall 

transformation plan 

• Build capability and thinking with the HMCTS Customer Directorate team and the Reform User 

Experience team 

• Work Package resource to have relevant experience and expertise in; customer-led 

transformation including delivery of integrated ‘brand’ experience and holistic service strategy; 

customer experience design and definition; working in an agile environment, managing 

dependencies, risks and issues; realising benefits; identifying capability needs. 

1.3 Outcomes  

The desired Customer experience at the National, Local and CSC tiers is defined, 
understood by change and operations, and effectively integrated into the planning and 
implementation of tranche 1 and 2 services and in-flight cross-cutting enabling projects in 
the HMCTS Change Portfolio 

The Change Portfolio, services and individual change projects understand the requirements, 
including design, planning and capability requirements, to successfully deliver the desired 
customer experience 

Change Portfolio and operations have access to and can effectively use a high quality future 
customer experience playbook. This visually depicts the customer experience as they 
interact with the physical space, with digital/technologies, the human interactions and the 
process steps to follow.  

2. SCOPE AND SERVICES 

2.1 Scope  

The primary focus will be on Tranche 1 and 2 service and in-flight cross-cutting enabling 
projects in the HMCTS Change Portfolio.  

2.2 Term  

This work package will run from the contract commencement through to March 2018.  The 
work will extend beyond this, through IS2 and 3 to end state but will iterate beyond March 
2018 and may be contained in separate work packages.  

2.3 Knowledge transfer/capability required  



 

 

Performance Metrics, Experience Design, Service Design (incl. Business Analysis), User 
Research and Customer Insight functions have been stood up within HMCTS (included 
within core team knowledge transfer plan). The Delivery Partner will be expected to work in 
partnership with these functions, which are at different levels of maturity, as well as with 
the Service Design and Business Architecture workstream. For some functions this will 
involve supporting them in their continued capability development through ongoing 
provision of coaching and training. For other functions the focus will be partnership 
working to expand capacity where specialist in house capability exists then supporting 
knowledge capture by HMCTS from the projects conducted by the Delivery Partner.  

 

2.4 Key Personnel –if applicable. 

(Note: As part of response to ITT - Supplier to insert if applicable) 

2.5 Plan on a page 

(Note: As part of response to ITT - Supplier to insert plan on a page detailing how this work package 
will be delivered) 

2.6 Authority Responsibilities 

• Desk space – availability of desks for delivery partner team to be positioned within 
HMCTS reform at 102 Petty France, London, SW1H 9AJ 

• Delivery Partner technology – core team will be required to use their own technology 
which is dependent on a data security plan being signed off by MoJ. 

• HMCTS Reform Personnel availability – time for Delivery Partner team to meet with 
key personnel 

• HMCTS portfolio staff in place – to transfer knowledge to and to build their capability 

2.7 Terms of access to Authority Premises 

Any access required to other premises to enable delivery of services will be arranged as it 
arises 

2.8 Risks, Assumptions, Issues and Dependencies  

(Note: As part of response to ITT - Supplier to insert. These are work package specific. If you have 
any cost affecting assumptions/dependencies please detail them in section 3.3.3) 

ID# Risk/Assumption/ 
Issue or Dependency 

Description Mitigation 

    

    

    

    



 

 

    

    

 

 

 



 

 

2.9 Detailed services: 

ID# DESCRIPTION Deliverable/Output 
(I.e. milestones, activities ) 

 

Acceptance Criteria for 
Deliverable (to enable payment) 

Operating model 
required  

(will the supplier be 
responsible for the 

activity? Lead = 
responsible = support = 
not responsible for this 

activity) 

DUE DATE 
(Milestone payments) 

1 Delivery Partner to meet with 
Customer Director to confirm 
understanding of the requirements of 
the work package and agree the team.     

Plan for delivery of Customer 
Experience work package.  
(MILESTONE) 

Confirmation from Customer 
Director that plan meets 
requirements and is deliverable. 
Customer Director to agree and 
sign off proposed team 

Lead August 2017  

2 The Delivery Partner will review 
HMCTS’s existing framework for 
defining future Customer Experience 
for current and future services and 
identify any opportunities for 
improvement.   
 
This includes ensuring an effective 
handover from any preceding supplier 
so that service planning is not 
disrupted.(complete handover activities 
identified in core team list) 
 

Implementation plan for 
changes to the framework. 
(MILESTONE) 
 

Improvements to framework must 
demonstrate ability to build 
sustainable customer experience 
capability in HMCTS and to enable 
implementation of projects into the 
operation. 

Lead  August 2017 

3 The Delivery Partner will need to 
ensure the desired customer 
experience for the Customer Service 
Centres  (CSC)Tie is understood. As 
part of this activity the Delivery Partner 
will need to review the customer 
experience as at Interim State 1 for the 
CSC Tier of the Target Operating 
Model. Work with the CSC Programme 
team and Tranche 1 and 2 projects to 
understand what will be delivered by 

Embed across change and 
operations the defined 
customer experience for the 
CSC tier (MILESTONE) 

The desired Customer experience 
for the CSC tier is understood by 
change and operations, and 
effectively integrated into the 
planning and implementation of 
Tranche 1 and 2 services and in-
flight cross-cutting enabling projects 
in the HMCTS Change Portfolio. 

Lead  September 2017  



 

 

Interim State 2 and work to refine the 
desired customer experience, ensuring 
that the outputs are aligned/cross 
referenced against the service design 
and business architecture, to identify 
any additional/contradictory 
requirements.  

4 The Delivery Partner will need to 
understand the current customer 
experience at local level in Courts and 
Tribunals; and work with the “Court of 
the Future”, “Virtual Hearings” and 
other key projects to design the future 
customer experience which recognises 
HMCTS’ transition from 
Court/Tribunals at local level to 
Hearing centres in the Local tier of the 
Target Operating Model.  
 
The Delivery Partner must align/cross 
reference the end state future 
customer experience for the local and 
national tiers against key design 
documents such as service design and 
reference architecture in order to 
identify any additional/contradictory 
requirements.   
 

Document the Customer 
experience for the local and 
national tiers including the 
cross-cutting enabling 
projects(MILESTONE) 
 
 

The desired Customer experience 
for the local and national tiers as 
well as the cross cutting enabling 
projects is documented in the 
agreed way, is understood by 
change and operations, and 
effectively integrated into the 
planning and implementation of 
Tranche 1 and 2 services and in-
flight cross-cutting enabling projects 
in the HMCTS Change Portfolio. 

Lead  October 2017  



 

 

5 The Delivery Partner will continue work 
on the prioritised list of customer 
journeys, baselining current 
experience and designing future 
experience around customer needs, 
identifying potential solutions to 
journey pain points or customer needs 
and introducing a rigorous approach, 
governance and tool to assist in the 
assessment of these ideas such that 
investment decisions are evidence-
based. 

Set of baselined customer 
journeys (minimum of 10) for 
any agreed priority journeys. 
Future experience design for 
agreed priority journeys 
including list of potential 
solutions.  
Evidence based approach, 
governance mechanism and 
tool (based as necessary on 
any existing approaches) to 
assess solutions so that 
HMCTS Change portfolio can 
make investment decisions on 
objective value for money 
basis. 

Agreed with Customer Director. Lead Approach, governance 
and tool by September 
2017 
Experience baselines 
and journey designs on 
a rolling programme to 
commence by late 
August 2017  and 
delivery as specific 
work-packages to an 
agreed timetable until 
end of contract 

6 The Delivery Partner will develop a 
future customer experience playbook; 
which visually depicts the customer’s 
experience as they interact with the 
physical space, with 
digital/technologies, the human 
interactions and the process steps to 
follow.  
 
The playbook must be developed in 
collaboration with key Change and 
operational colleagues to ensure it is 
effective in both change and BAU 
environments. Playbook must help 
build sustainable customer experience 
capability and enable implementation 
of projects into the operation. 

Produce future customer 
experience playbook 
(MILESTONE) 
 

The future customer experience 
playbook is shared with and 
understood across the Change 
Directorate and with key members 
of Operations.  
 

Lead December 2017  



 

 

7 The Delivery Partner will take the 
future Customer Experience and work 
with our People and Cultural 
Transformation (PACT) programme to 
identify how the capabilities of our 
people will need to change to deliver 
the desired experience to our 
customers. (this will be integrated into 
the core team knowledge transfer and 
capability build plan) 
  

A capability development plan 
for our staff at local and 
customer service centre 
tiers.(MILESTONE)  
 

Plan must be signed off by the 
Customer and HR directors. 

Lead January 2018  

8 Conduct a strategic review of how 
HMCTS is progressing towards a 
customer driven organisation, focusing 
specifically on what the Change 
Portfolio can do to further facilitate this. 
Assess capability gaps within the 
Portfolio Delivery Group, Service 
Owners and Managers and 
Transformation Directors and provide 
coaching, advice and training. (in line 
with the Core Teams team knowledge 
transfer and capability build plan) 

Assessment of capability gaps 
and define and implement a 
plan for addressing 
this.(MILESTONE) 
 

Plan must be signed off by the 
Customer and Change directors. 

Lead February 2018 

 

2.10 Insurances – if applicable 

N/A 

 
 
 
 
 
 
 
 
 
 



 

 

 
3. RESOURCING AND COSTS 

3.1 Proposed cost model  

Primary Charging Mechanism 

√ Fixed Price 

 

Secondary Charging Mechanisms 

(Tick optional boxes as applicable) 

 Fixed Price 

Discount √ (Mandatory) 

Milestone Payments √ (Mandatory) 

Risk Factor Uplift √ (Mandatory) 

Productivity Reduction  (Optional) 

Delay Credits  (Optional) 



 

 

 

3.2 Resource Augmentation Work Packages (Not applicable to Initial Work Package) 

3.2.1 Rates (Not applicable to Initial Work Packages) 

 

3.3 Fixed Price Work Packages 

3.3.1 Milestone Plan (for Fixed Price Work Packages) 

(Note: As part of response to ITT – Supplier to complete table) 

NB: a % uplift  will be applied to each relevant Milestone Payment (milestone that directly links to benefits realisation)that may become 
payable to the Supplier as a Bonus (see schedule 5.1 Charges and Invoicing). 

Deliverable 

ID (from 

2.9) 

MILESTONE 

(KEY / NOT 

KEY 

MILESTONE) 

MILESTONE ACHIEVEMENT CRITERIA MILESTONE 

DATE 

DELAY CREDIT 

RATE (IF 

APPLICABLE)  

DELAY 

DEDUCTION 

PERIOD (IF 

APPLICABLE) 

Does this milestone 

have a direct link to 

benefits realisation? 

Yes/No 

       

       

       



 

 

 

3.3.2 Estimated Resources and Effort 

(Note: As part of response to ITT – Supplier to complete table) 

Milestone  

No 

Name of 

resource 

Resource Role 

(Must be a role 

taken from the 

Rate Card) 

Prime / 

Subcontracted 

Name of Subcontracting 

Supplier 

Sub-

Contracted 

Day Rate                     

£ 

Markup on 

Sub 

Contracted 

Day Rate 

£ 

Tendered 

Day Rate       

£ 

 

 

Number 

of Days 

 

Tendered 

Cost 

£ 

   Prime   

  

   

   Subcontractor       

   Etc..       

TOTAL        

 

3.3.3 Cost Affecting Assumptions and Dependencies 

(Note: As part of response to ITT – Supplier to complete table if applicable. The impact on cost of any assumptions and dependencies set out 
here is included within the total cost of the Work Package.) 

COST AFFECTING ASSUMPTIONS AND DEPENDENCIES COST 

  

  

TOTAL COST:  

 



 

 

3.3.4 Agreed Fixed Price 

[Note: As part of response to ITT – Supplier to set out the applicable Charges for the agreed Fixed Price based on sections 3.3.1and 
3.3.3.This net price shall NOT exceed 3.3.2] 

 

3.3.5 Agreed Net Cost 

(Note: As part of response to ITT – Supplier to complete table if applicable) 

Cost element Cost 

Fixed Price £ 

** Risk Factor Uplift (delete as appropriate) 

Low 0% 

Medium [x]% 

High [x]% 

£ 

Discount £ 

Other Fixed Costs 

[Note: State what costs are for, e.g. tools] 

£ 

Any expenses (if the Authority has agreed to pay the Reimbursable Expenses 
to the Supplier), together with any applicable cap on Reimbursable Expenses. 

[Note Please refer to the Authority's Current Expenses Policy (see Annex 4 of 
Schedule 5.1 (Charges and Invoicing)] 

£ 

TOTAL AGREED PRICE £ 

  



 

 

 

** Definitions relevant to Risk Factor Uplift: 

Low Risk (low probability and low severity) – Work Package where the 
requirements are well defined and the assumptions/dependencies are 
minimal and/or well understood and manageable. 

Medium Risk (medium probability and medium severity) – Work Package where 
the Supplier bears delivery risk based on a lack of detail in the requirements 
and/or the assumptions/dependencies are reasonably identified and/or 
understood and reasonably manageable but expose the Supplier to risk.  

High Risk (high probability and high severity) – Work Package for complex 
project where the requirement is not completely defined and the 
assumptions/dependencies are not clearly identified and/or understood and 
will present a significant challenge for the Supplier to manage. 

 

If High Risk, List the risk factors that are relevant to the Risk Factor Uplift 

ID  Risk  % Proportion of Risk Factor Uplift 

   

   

 

3.4 Share of Productivity Reduction Differential (if selected in Section 3) 

[Note: As part of response to ITT – Supplier to set out the proportion in which the Differential 
arising from a Productivity Reduction will be split between the Authority and the Supplier.] 

Authority [ ]% 

Supplier [ ]% 

 

3.5 Details of Delay Credits 

[Note: As part of response to ITT – Supplier to set out if selected in Section 3] 

3.6 Anticipated Savings 

[Note: Identify clearly any anticipated savings that are to be achieved by the Supplier under 
the Work Package, together with a statement, where applicable, that those savings are 
eligible for the additional Authority rights of recovery under Clause 28.3.2(f) (Consequential 
Losses).] 

 



 

 

4. SIGNATURE PAGE 

4.1 Approvals 

The below approve the services detailed within this work package are required and approve the 

Supplier to commence this work. 

Name Role Date of Approval 

 Delivery Partner Work Package Lead  

 HMCTS Work Package Lead  

 Delivery Partner Core Team (Impact 

Assessment) 

 

 HMCTS Contract Manager  

 SBO – HMCTS Reform Change Director  

 

 

 



 

 

 

5. POST COMPLETION 

Approval that services within this work package have been successfully completed. 

Documents: insert acceptance criteria 

Meetings/Workshop: insert acceptance criteria 

ACTIVITY  Deliverable/Outcome 

(I.e. document produced, workshop 

arranged/completed…) 

DUE DATE DATE 

COMPLETED 

ACTIVITY 

SIGNED OFF 

BY HMCTS 

Work 

Package 

Lead 

(including 

comments)  

     

     

     

     

NB: Attach exit summary report if at the end of the contract/supplier exiting – ensuring 
knowledge / activities successfully transferred to HMCTS staff or new supplier  

6. SIGN OFF 

The below approves that this work package has been completed within scope, quality and cost. 

Name Role Date of Approval 

Richard Goodman SBO  

 

 

 

 



 

 

 

ANNEX 2 

WORK PACKAGE AUTHORISATION NOTE 

PROGRAMME AREA WORK PACKAGE 
REFERENCE 

WORK PACKAGE DATE 

FINAL WORK PACKAGE PROPOSAL TO BE ATTACHED TO THIS WORK PACKAGE 
AUTHORISATION NOTE  

CONFIRMATION THAT NO TERMS OF THE AGREEMENT HAVE BEEN AMENDED AS A RESULT 
OF THIS WORK PACKAGE (If a Contract Change relating to this Work Package has been agreed, the 
relevant Change Authorisation Note should be attached to this Work Package Authorisation Note) 

SIGNED ON BEHALF OF THE AUTHORITY: SIGNED ON BEHALF OF THE SUPPLIER 

Signature:…………………………………………. Signature:………………………………………… 

Name:…………………………………………….. Name:…………………………………………….. 

Position: Commercial Director  Position: Delivery Partner Contract Manager  

Date:………………………………………………. Date:……………………………………………… 

 

 

 


