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Executive summary 

This paper outlines operational performance during quarter 1 of 2018/19 to date it also 
contains copies of the performance delivery plans for Legal and CMC jurisdictions 

 

Recommendation/action required 

The Board is asked to note this report 
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1. Introduction 
 

1.1 This report provides an interim analysis of performance in first month of 
quarter one (2018/19). A summary of performance data is enclosed 
along with delivery plans for legal and CMC jurisdictions. 

 

2. Performance Headlines and Analysis 
 

2.1. Performance in Legal against our KPIs is poor. This can be attributed to: 
• the effects of launching and integrating both new telephony and 

case management systems and business process; 
• technical problems with the telephony system after go live. 
• operating across two case management systems  
• role of investigation staff changing to include handling call overflow 

and assessment work. 
 
2.2. During Q1, in an effort to mitigate the impact of those issues we: 

• recruited temporary and permanent operational staff above agreed 
headcount and offered overtime to progress cases.  

• minimised, where possible, the number of operational staff using 
two case management systems 

 
2.3. Looking forwards we have: 

• seen early indicators of the positive effects of the Legacy Team 
and supervision model  

• recruited and trained 13 new investigators and 5 Level 1 
Ombudsmen all of whom have now gone live.  

• appointed ten further external pool ombudsmen who will be trained 
and go live in early July.  We also will be advertising again for 
further pool, Level 1 and Level 2 ombudsmen. 

 
2.4. Performance against timeliness KPIs at 90 and 180 days continues to be 

poor due to the ageing legacy case holding. With all new work being 
handled out of the new case management system and, where possible, 
under the supervision model we will be able to show a positive 
performance trajectory and monitor it against the delivery plans. 
 

4 June 2018 

Interim operational performance update (Q1 
2018/19) 
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Delivery Plan - Legal 
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Delivery Plan - CMC 
 

 
 


