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Foreword 
 
 
To:  The Right Honourable Kenneth Clarke QC, MP 

Lord Chancellor and Secretary of State for Justice 
Scottish Ministers 
Welsh Ministers 

 
 
 
 
In February 2010 we published our Strategic Plan for 2010-13, setting out our strategy and 
programme of work over the next three years. 
 
This Action Plan for the AJTC and its Committees elaborates the Strategic Plan for the first 
year, from 1 April 2010 to 31 March 2011. 
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Chairman, AJTC 

 

Richard Henderson 
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About the AJTC 
 

Our statutory role 
 
The key functions of the AJTC as set out in the Tribunals, Courts and Enforcement Act 
2007 are: 

• keeping the overall administrative justice system and most tribunals and statutory 
inquiries under review; 

• advising ministers on the development of the administrative justice system; 
• putting forward proposals for changes; 
• making proposals for research. 

 
The Act also makes provision for the Scottish and Welsh Committees of the AJTC to carry 
out functions conferred under any statutory provision. The AJTC has established a protocol 
to guide the interrelationship between the AJTC and its Scottish and Welsh Committees. 
  
Our purpose  
 
Individual decisions by government and other public bodies impact on the daily lives of 
every citizen. More than half a million disputes reach a tribunal or ombudsman every year.  
 
The AJTC was created to be the independent and authoritative voice to monitor and 
improve the way public bodies make decisions affecting individuals and the workings of 
redress mechanisms, including tribunals. We are uniquely placed to consider the 
administrative justice system as a whole - from the initial decision affecting the citizen to the 
final outcome of any complaint or appeal.  
 
Our purpose is to help make administrative justice increasingly accessible, fair and efficient 
by: 

• playing a pivotal role in the development of coherent principles and good practice; 
• promoting understanding, learning and continuous improvement; 
• ensuring that the needs of users are central. 

 
Our work will be driven by the needs of users, with a particular focus on maximising access 
and customer satisfaction and minimising cost, delay and complexity. 
 
Our values 
 
The fundamental values the AJTC seeks to promote across all our work are: 

• openness and transparency; 
• fairness and proportionality; 
• impartiality and independence; 
• equality of access to justice. 
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Our work 
 
Setting priorities 
 
In our strategic plan we set out how our work divides into three main types and our new 
approach aims for a broad division of effort and resource as follows: 

• carrying out projects to identify improvements  - 40% 
• working with others to achieve change - 40% 
• exploiting opportunities for our voice to be heard  - 20% 

 
Our Action Plan for 2010-11 reflects this approach. The Scottish and Welsh Committees 
take a complementary approach with different priorities to reflect the particular 
circumstances in those countries. 

 
Carrying out projects to identify improvements  

 
In 2010-11 we will be working on the following projects: 

Principles for Administrative Justice  
 

Building on a strong tradition, the AJTC is developing a set of ten principles to 
inform its work in keeping the administrative justice system under review. The 
principles set out AJTC expectations for decision-making and dispute resolution, 
especially as they affect individual citizens, and place those citizens at the heart of 
the system. The Council and its Principles Advisory Group has now approved a 
draft for consultation. 
 
In 2010-11 we plan to: 

• issue the paper “Principles for Administrative Justice and the AJTC 
approach” for formal public consultation; 

• publish a final version of the Principles paper, and an associated guide for 
users of the administrative justice system, in Autumn 2010; 

• promote and publicise the AJTC’s Principles to a wider audience. 
 

Principles: Assessment Framework  
 

Following on from the publication of the Principles paper, the AJTC will set out an 
assessment framework to encourage organisations to self-assess against the 
Principles and to provide insight into how the AJTC itself will review the 
performance of the administrative justice system. 
 
In 2010-11 we plan to begin work on: 

• describing quality frameworks that the AJTC believes should be 
implemented by organisations within the administrative justice system; 

• developing a self-assessment framework to enable organisations to assess 
their own adherence to AJTC principles on an ongoing basis; 

• developing explicit quality standards, such as maximum time limits or access 
to interpreters, with which the AJTC would expect organisations to comply. 

 
This is expected to continue into 2011-12. 
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‘Getting it right first time’ 
 
This project will demonstrate the real benefits of ‘getting it right first time’ for users, 
decision-makers and taxpayers. It will also identify examples of good practice and 
demonstrate how feedback from redress mechanisms can improve initial decision 
making within public bodies and help prevent the same problems from recurring. 
 
In 2010-11 we plan to: 

• articulate the benefits in principle of ‘getting it right first time’; 
• identify case studies of good practice that can be shared across the 

administrative justice landscape; 
• illustrate the way in which good feedback mechanisms and arrangements 

can support the objective of ‘getting it right first time’.  
 
 
 
 
 

Proportionate Dispute Resolution (PDR)  
 

This project will review some of the relevant literature, including international 
sources, on proportionate dispute resolution (PDR) and make some proposals 
about its development and use in the UK’s administrative justice system. 
 
In 2010-11 we plan to: 

• outline the approach of and the techniques used in PDR in administrative 
justice; 

• provide an overview of research on users’ attitudes and experiences of 
various advisory and resolution techniques in administrative justice; 

• assemble guidance which seeks to identify factors favouring/not favouring 
the use of particular resolution techniques in administrative justice; 

• make some recommendations for the development and use of PDR in 
administrative justice in the UK.  

 
 
 
 
 

Technology 
 
This project will examine how the use of technology (especially IT&C – information 
technology and communications) can facilitate the administrative justice system, 
disseminate good practice and enhance access by appellants. 
 
In 2010-11 we plan to: 

• work with the Tribunals Service and others to ascertain the extent on the use 
of video-conferencing and other communications technology; 

• identify other technologies which should be examined both in the context of 
the administrative justice system and in the context of the operation of the 
Council itself.  
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Mental Health  
 

This project will investigate patients’ actual experiences in applying to and 
appearing before the First-tier Tribunal (Mental Health) in order to provide 
information which may help to improve the administration of tribunal applications 
and the conduct of hearings.  
 
In 2010-11 we plan to: 

• aim to gain a better understanding about how the operation of the TS-MH 
directly affects patients bringing an application before TS-MH through joint 
working with the Care Quality Commission; 

• publish a report describing patients’ experiences and identifying possible 
changes to administrative and/or judicial procedures with a view to better 
addressing the needs of users.  

Social Security Time Limits  
 
This project aims to gather data about current delays in dealing with appeals by the 
DWP agencies, and to demonstrate the impact such delays have on their 
customers, in order to highlight the absences of a specific time limit for DWP to 
respond to appeals. 
 
In 2010-11 we plan to: 

• publish a report containing details of delays, case studies and 
recommendations for Ministers, including a specific deadline for the 
Agencies to respond; 

• devise a communications/publicity plan to disseminate the report findings 
effectively.  



 

AJTC Action Plan 2010-11  5

Working with others to achieve change  
 
 

In 2010-11 we will take a selective approach to the way we respond to requests by others 
for comments on consultation exercises and draft legislation using the following criteria: 

• work must be important from the user’s perspective; 
• our contribution will be distinctive and authoritative; and 
• there should be a reasonable prospect that our work will make an impact. 

 
We will work with stakeholders to promote links and understanding between the various 
components of the administrative justice system.  In particular we will: 
 

• hold our annual conference in November 2010, bringing together a wide range of 
representatives from the administrative justice world; 

 

• take a close interest in the administrative justice aspects of the MoJ Transforming 
Justice programme and particularly in the plans to bring together HM Court Service 
and the Tribunals Service into a single organisation by April 2011. We will seek to 
ensure that that those distinctive features associated with tribunals which especially 
are valued by users are retained in the reorganisation process; 

 

• increase our engagement with users of administrative justice and those providing 
representation and advice to users, and explore better ways for their views to be 
heard and addressed. We will increase the representation from this sector at our 
annual conference and hold a seminar for the sector in May 2010 as part on our 
consultation on draft Principles for Administrative Justice; 

 

• continue to act as a ‘critical friend’ of tribunals and the Tribunals Service, including 
through our observer status at the Tribunals Service Management Board and 
participation in the periodic extended meetings of the Tribunals Judiciary Executive 
Board, the Tribunal Service Customer Service Board and the Tribunal Service KPI 
Working Group; we will continue to evaluate and comment on the continuing 
implementation of the Tribunals, Courts and Enforcement Act 2007 and the 
perceived strengths and weaknesses of the new arrangements; 

 

• continue to host and Chair the following stakeholder groups: 
− the Mental Health Advisory Group 
− the War Pensions and Armed Forces Compensation Appeals Advisory Group 
 

• contribute, through AJTC Member Bronwyn McKenna, to the work of the statutory 
Tribunal Procedure Committee; and 

 
• contribute to other committees or working groups including Mr Justice Warren’s 

Review of Costs in Tribunals.  
 
• contribute views, where there are opportunities to do so, to Lord Justice Sullivan’s 

review of current judicial training arrangements and contribute to the development 
of options for reform to work towards a unified judicial training system. AJTC 
Member Penny Letts will continue to represent the AJTC on the Judicial Studies 
Board Tribunals Committee to contribute to its work in relation to the training, 
appraisal and mentoring  needs of judges and members of tribunals. 
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Exploiting opportunities for our voice to be heard on behalf of users  
 
We also aim to create opportunities for our voice to be heard on behalf of users or to exploit 
opportunities as they arise such as:  
 

• providing evidence to Select Committees;  
• writing to ministers and others on key issues; 
• participating in conferences, seminars and workshops; and 
• writing articles, publications and delivering speeches to communicate our key 

messages. 
 

Research 
 
The Research Advisory Group was established to fulfil the AJTC’s statutory role in relation 
to research. The key functions of the Group are to: 

 
• provide direction and advice to the Chairman, and the AJTC on where research 

should be focused in the field of administrative justice; 
• co-ordinate and advise on the priorities and management of suggestions for 

research that are generated by the Council and its Committees and Project Groups; 
• liaise with the Scottish and Welsh Committees of the AJTC in relation to research; 
• engage with the academic research community, including funding bodies, to 

develop strong partnerships with respect to supporting the delivery of AJTC 
research priorities; 

• play a facilitating role in identifying and fostering sector-wide research projects; 
• make proposals for research into the administrative justice system. 

 
During 2010-11, the Research Advisory Group will focus initially on identifying case studies 
which are aimed at improving original decision-making and can be pursued on a broader 
and larger scale by the wider administrative justice research community. This work will run 
in conjunction with the AJTC “Getting It Right First Time” project.  
 
 

Welsh Committee of the AJTC  
 
The Welsh Committee has undertaken a Review of Tribunals Operating in Wales, which 
was published in January 2010. Work for 2010-11 will be based around the Welsh 
Assembly Government’s response to the Review and the Committee will engage with 
government and the judiciary on implementation. 
 
In addition, the Committee will focus on four other priorities: 

• complement our 2008/09 work on devolved tribunals by familiarising ourselves with 
the work on non-devolved tribunals in Wales; 

• investigation into access to advice, guidance and representation across Wales; 
• support for the development of a common complaints handling system in Wales; 
• continued contribution to UK-wide AJTC projects that have particular value for 

Wales. 
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Scottish Committee of the AJTC  
 
 
In the AJTC Strategic Plan 2010-13, the Scottish Committee indicated that the special 
circumstances in Scotland suggested that it should concentrate on three specific areas. 

Initiatives proposing improvements 
 

In respect of the development and promotion of Research, the Committee plans to : 
• finalise the development of the draft research strategy circulated for consultation 

in February 2010; 
• develop a policy on a principles for prioritisation of research projects; 
• publish preliminary proposals for work to assess the issues involved in a wider 

strategy addressing the quality of decision making within the administrative 
justice system in Scotland. 

 
In respect of the commitment to map fully the Scottish landscape of current tribunals 
system the Committee plans to: 

• prepare a comprehensive list of those tribunals understood by the Committee to 
have a jurisdiction within Scotland;  

• take steps to publish that list as part of the discussion paper referred to below. 

Working with others to achieve change 
 
In respect of the Committee’s commitment to working with others to achieve 
change, and taking account of its advisory responsibilities to Ministers, the 
Committee will undertake a project to report on the issues involved in the 
implementation of the Administrative Justice Steering Group’s reports relative to the 
development of a Scottish Tribunals Service. This project will have four phases: 

• preparation for consultation; 
• consultation exercise; 
• review of consultation responses; 
• preparation of draft advice to Ministers. 

 

Opportunities for our voice to be heard on behalf of users 
 
In respect of the Committee’s stated intention of seeking to ensure that the 
administrative justice system in Scotland is better understood, the Committee plans 
to: 
• circulate a discussion paper to service users and other stakeholders seeking 

comments and contributions on the content of the consultation outlined above. 

Structures, processes and visits 
 
In respect of the Committee’s stated intention of seeking ensure that the overall 
administrative justice system in Scotland under review the Committee plans to: 
• prepare an outline Communications Strategy setting out how the Committee will 

ensure that its work is communicated to a wide audience; 
• develop members’ portfolios sufficiently to enable the Committee to act strategically 

in preparing a focussed programme of visits. 
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Using our resources to best effect 
 
In 2010-11 we will be implementing our plan for new working methods and visits, as 
articulated in our Strategic Plan 2010-13. 
 
The Council will be meeting every other month through 2010-11. Days reserved for 
meetings in alternate months will be treated as Working Days to allow members to focus on 
project work. The Council will retain two Standing Committees – Economic & Regulatory 
and Social Affairs – with up-dated terms of reference and staff support. These Committees 
will keep developments in their respective sectors under review. 
 
The Council has a statutory right to observe tribunal hearings. We will continue with our 
networking, partnership and collaborative activity with other organisations as part of our 
visits programme.  
 
We will link tribunal visits to a specific project and they will feature primarily as an important 
means of gathering facts, opinions and assessments to inform and illuminate that project. 
 
 
 
 

Communications 
 
In 20010-11 we will ensure our work is communicated effectively in order that 
administrative justice may be better understood by a wider audience. Namely we develop a 
communications and engagement strategy to 

• ensure we communicate our work effectively, making it more visible to target 
audiences; 

• direct recommendations at specified organisations, with clear follow-up activities 
• contribute to relevant policy and media debates where we can add a distinctive 

voice; 
• ensure constructive dialogue with key stakeholders; 

 
In 2010-11 we will continue to maintain our electronic newsletter, Adjust, as a primary 
channel for communicating our activities and views. We plan to: 

• produce 5 editions of Adjust in the following 12 months; and 
• continue to develop Adjust as a signpost for issues in administrative justice. 

 
In 2010-11 we will continue to develop and improve our website. We plan to:  

• continue to develop and improve the AJTC website; and 
• redevelop the content website in line with the Cabinet Office’s requirement to 

rationalise the overall web presence of national government and its agencies.  
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Measuring our effectiveness 
 
In 2010-11 we will be putting processes in place to support our new Key Performance 
Indicators (KPIs) as articulated in our Strategic Plan 2010-13. We have developed the 
following initial Key Performance Indicators: 

• delivering at least five reports or other proactive outputs each year which identify 
potential improvements within the administrative justice system; 

• increasing the AJTC’s profile; one of the ways we will do this is to increase annual 
website hits by 25% by 2012; and 

• developing a new look for our Annual Report 2009-10 as an “Impact Statement” 
documenting our overall contribution and achievements. 

 
In 2011-12 we plan to improve and elaborate on these in the light of experience and begin 
to introduce more effective KPIs. 
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