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1. Implement the government’s response to domestic violence including the approved recommendations of the domestic and family violence (DFV) taskforce 
Supports DJAG Strategic Plan:

Queensland is safe

· Improve the justice system’s response to domestic and family violence
Queensland is fair and just
· Improve access to justice

· Create a more integrated justice system

· Protect the rights and interests of vulnerable Queenslanders

· Deliver better outcomes for people in the justice system

· Maintain a high level of community confidence in Queensland’s justice system

· Better manage service demand on the justice system and deliver results faster

Queensland can get on with the job
· Reduce red tape

· Make it easier for Queensland to do business

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services 

· Foster a collaborative approach and engage with our stakeholders and customers

· Work collaboratively to deliver seamless and connected services to Queenslanders

DJAG is responsive and high performing
· Be creative problem solvers

· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Develop and implement programs and services that improve access to and participation by parties in domestic violence proceedings
· Work with other agencies to provide improved services to the community
· Improve services and support provided to vulnerable or disadvantaged people seeking to access of that are involved in court processes
· Develop and deploy information and services that are easier to access and use
Status:   In Progress
Background:  

On 28 February 2015, the report of the Special Taskforce on Domestic and Family Violence, ‘Not Now, Not Ever: Putting an End to Domestic and Family Violence in Queensland’ was delivered. The report has 140 recommendations to eliminate domestic and family violence in Queensland. The majority of the reforms proposed in the report are focussed on three themes: changing culture and attitudes, implementing an integrated service response and improving the law and justice system.

The Queensland Government made an election commitment to consider all the recommendations made by the Taskforce. On 9 March 2015 Cabinet approved the establishment of an inter-departmental committee (IDC) to oversee the development of a Government Response to the Taskforce report.

There are a number of court specific recommendations, including- 

91 – Complete the EDV and SPI project;

96, 97, 100 – Establish specialist DV Courts;

106 – Compulsory training for court and registry staff on DV;

124, 125 – Employ court support workers for applicants and information/liaison for respondents for all Magistrates Courts for DV matters.

	To Do (Activities)
	Why do it? (Benefits)

	Continue the pilot of a specialised DFV court and roll out to other locations as appropriate

Status: In progress
	· To implement government policy

· To reduce the stress for victims of domestic violence 

· To reduce unnecessary complexity of applications for orders and court processes in domestic violence matters

· To provide a coordinated, consistent and timely response to DFV matters

· To enhance safety for victims of DFV

· To better hold perpetrators to account



	Continue to improve DFV processes through the electronic access to domestic and family violence services approach

Status: In progress
	· To implement government policy

· To reduce the stress for victims of domestic violence 

· To reduce unnecessary complexity of applications for orders and court processes in domestic violence matters

· Improve access to domestic violence information utilising online tools

· To improve the justice response to people with special needs and to CALD communities

· Communicate domestic and family violence information in plain English

· To provide location based information to connect people to domestic violence support services and legal assistance

· To provide co-designed, appropriate domestic violence information to the Aboriginal and Torres Strait Islander Community.
· To enable the faster exchange of information between justice agencies, entered once in systems and shared using consistent identifiers, contributing to more timely justice and police responses.


	Implement amendments to DFV related legislation

Status: In progress
	· To implement government policy

· To reduce the stress for victims of domestic violence 

· To ensure that the DFVPA provides a cohesive framework to support implementation of the broader Taskforce recommendations

· Ensure an effective and efficient legislative framework that protects victims and holds perpetrators accountable



	Implement National Domestic Violence Order Scheme

Status: In progress
	· To implement government policy

· To reduce the stress for victims of domestic violence 

· To reduce unnecessary complexity of applications for orders and court processes in domestic violence matters

· To provide automatic recognition and protection of domestic and family violence protection orders across Australia

· To improve the sharing of domestic and family violence information between jurisdictions for risk assessment and enforcement 

· To reduce the need for people seeking protection to ‘retell their story’

· To implement a national framework for the enforcement of orders across Australia and the variation of those orders by any court




2. Develop and embed the community mediation program in Aurukun

Supports DJAG Strategic Plan:
Queensland is safe
· Promote safe and peaceful communities by helping Queenslanders resolve disputes.
Queensland is fair and just
· Improve access to justice
· Better manage service demand on the justice system and deliver results faster
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services

· Work collaboratively to deliver seamless and connected services to Queenslanders

DJAG is responsive and high performing 
· Be creative problem solvers
Supports QCS Business Plan:

· Develop and implement programs that are specifically targeted to reduce offending by identified groups
Status:  In Progress

Background:

The Aurukun Restorative Justice Project commenced as a six month initiative in January 2014 to develop a culturally inclusive mediation and peacekeeping service to build capacity within the Aurukun community to resolve disputes peacefully.

The project was modelled on the highly successful Mornington Island Restorative Justice program.

The project has been extended to 30 June 2017 with funding from the Department of Aboriginal and Torres Strait Islander Partnerships (DATSIP) and in-kind support from the Department of Justice and Attorney-General (DJAG). 

DATSIP provides funding of $150,000 each financial year to support the project including to fund the employment of a local mediation coordinator by the Aurukun community justice group. 

The project is also supported by the Manager, Indigenous Mediation Projects within the Dispute Resolution Branch in DJAG who provides intensive on the ground support for the project.

An independent evaluation of the Aurukun Restorative Justice Project is currently underway with the evaluation expected to be finalised in April 2017.

The ARJP has been included as a DJAG initiative in the Safer Streets, Safer Communities – Queensland’s crime prevention strategy 2014/15 – 2016/17 (the strategy). 

To do:

· Develop community education material and fact sheets.

· Recruit a new DRB Indigenous Project Officer to replace the current, retiring officer.  

· Support Limerick and Associates to undertake an independent evaluation of the program.  

· Chair (CIP) the Evaluation Committee which has been established with membership from DJAG, Department of Premier and Cabinet, Queensland Treasury and DATSIP. The Evaluation Committee is responsible for overseeing the evaluation being conducted by Limerick and Associates.

· Consider the recommendations of the final report when it is provided in 2017.

Why do it?

· To reduce conflict within the Aurukun community

· To provide members of the community with the skills and support necessary to mediate successfully

3. Contribute to and support the development and implementation of other whole of government, departmental, judicial and divisional strategic objectives

Supports DJAG Strategic Plan:
Queensland is fair and just
· Create a more integrated justice system
· Improve access to justice
Status:  Ongoing

Background:  

Queensland’s courts are often central to strategic activities across Australia’s courts, the whole of Queensland’s government, the Department of Justice & Attorney-General (DJAG) and the Justice Services’ Division (JSD).

Senior QCS officers in particular therefore are often consulted about, integrally involved in or become responsible for the development and implementation of a variety of significant strategic policy and practical initiatives.

While it is anticipated that any such involvement for which QCS becomes principally responsible or that requires significant resources would become an initiative in its own right, it is important that significant input is valued by being reported and understood.

For example, all 3 Executive Directors of QCS and most of its Directors or staff at similar levels are the chair and/or members of the board, committees and working groups of the governance structure of JSD.    The strategic focus areas of JSD cannot be developed without significant engagement by those officers nor the investment of other resources such as the expertise of other QCS team members, money and participation as pilot sites etc.  Conversely, QCS cannot afford to miss this chance to contribute to and influence the opportunities and expectations that will result from whole hearted participation in JSD’s strategic activities.

To do:

· Select relevant opportunities offered to become part of other strategic activities

· Actively identify relevant strategic activities

· Participate as suitable

Why do it?

· It is important that courts’ administrators continue to be consulted and engaged to ensure that we are able to influence strategic direction in all of these domains and achieve best possible outcomes for the community, courts and our teams.

4. Coordinate, contribute to and support cross-justice sector collaboration to improve the efficiency, accessibility and integration of justice arrangements and supporting processes and systems.  

Supports DJAG Strategic Plan:

Strategies:

· Improve access to justice

· Create a more integrated justice system

· Better manager service demand on the justice system and deliver results faster.

Also, under Queensland gets great service: 

· Foster a consultative approach and engage with our stakeholders and customers

· Work collaboratively to deliver seamless and connected services to Queenslanders

Note:  Individual collaboration initiatives may progress strategies under the DJAG Queensland is safe, and Queensland can get on with the job objectives.
Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community
· Develop and deploy information and services that are easier to access and use
· Increase the number of services that are available online or otherwise conducted electronically
Status: Ongoing
Background:

Since 2011, justice sector agencies have collaborated via Integrated Criminal Justice (ICJ) for more efficient, responsive and integrated justice systems and processes to better meet the needs of Queensland communities.  In 2016-19, ICJ partners will continue collaborate and seek productive engagement with stakeholders to improve services, strengthen systems and create value through information sharing, as outlined in its strategic plan for 2016-19.

To do:

· Develop and introduce into service improvements to DFV services and supporting systems, including to meet Government commitments and in response to DV Taskforce Recommendation 91, as described in Initiative 1;

· Establish automatic, electronic transmission of Magistrates Courts warrants (eWarrants) for more timely, efficient and effective enforcement of justice;

· Address legislative barriers to information-sharing between justice partner-agencies;

· Establish a new framework for exchanging information between justice and other agencies to enable and encourage adoption of contemporary practices and systems;

· Achieve consensus to advance strategic priorities for justice services and processes;
· Refresh ICJ governance and coordination to more effectively progress ICJ priorities.

Why do it?

ICJ enables members to collaboratively address justice arrangements, for example, when actioning initiatives to:

· streamline processes and enable them with technology, 
· improve data and order accuracy; 
· contribute to the development and advancement of the Information and Courts Technology Roadmap; and 
· continuously enhance and improve the delivery and governance of I&CT delivered services) 
The ICJ collaboration provides members with an opportunity to achieve a holistic view of issues, make collective decisions and take collective action, to achieve benefits not possible by each solely acting according to their own perspectives and priorities.  In particular, partners are better able to understand upstream and downstream impacts of their existing and proposed actions and processes, so actions can be prioritised that will secure the greatest overall benefit, regardless of where in the system those actions will occur and where and how that benefit will accrue.
During 2016-19, this approach is expected to achieve more efficient, timely and effective justice processes and outcomes, through:

·  reducing multiple, and manual re-entry of information into databases across the justice sector;
· Enabling partners to identify high-value opportunities to integrate and streamline justice processes that extend across organisational boundaries;

· A collective view of systemic and technological arrangements supporting aligned and cohesive development and investment across the sector;
· Collective influence and advocacy, to establish a constituency for the view of a single, accessible and effective justice ecosystem.

5. Improve the management and utilisation of videoconferencing across the criminal justice sector

Supports DJAG Strategic Plan

Queensland is safe

· Ensure safe, secure and humane management of prisoners

    Queensland is fair and just
· Improve access to justice

· Create a more integrated justice system

· Protect the rights and interests of vulnerable Queenslanders

· Deliver better outcomes for people in the justice system

· Maintain a high level of community confidence in Queensland’s justice system

· Better manage service demand on the justice system and deliver results faster

Queensland can get on with the job
· Reduce red tape

· Make it easier for Queensland to do business

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services 

· Foster a collaborative approach and engage with our stakeholders and customers

· Work collaboratively to deliver seamless and connected services to Queenslanders

DJAG is responsive and high performing
· Be creative problem solvers

· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community
· Develop and deploy information and services that are easier to use and access
Status:   In Progress
Background:  

The potential benefits of increased utilisation of videoconferencing (VC) instead of personal appearances by prisoners has been recognised for many years.  However, initially, while equipment was widely installed, VC utilisation rates were much lower than anticipated.  Upon analysis, it became apparent that VC processes focussed on the requirements of individual agencies without consideration of the implications for other agencies or stakeholders.  Lack of consideration of the end-to-end processes and subsequent inefficiencies often resulted in VC not being considered an attractive option to replace in-person appearances by prisoners.

The Integrated Criminal Justice (ICJ) VC Program was established in early 2014 with the objective of reducing prisoner transports by increasing the use of VC.  

The main focus of the ICJ VC Program was to reduce the risks and cost of prisoner transports.  The proportion of adult in-custody defendants that appear by videoconference has increased from 50% in January 2014 to 67% in April 2016.  The increase was achieved with support from judicial officers and other critical stakeholders such as legal practitioners and associated organisations as well as other government agencies leading to the refinement of end-to-end VC related business processes to promote VC.

At the closure of the ICJ VC Program in June 2015, a number of initiatives that were part of the scope of Program work were transitioned to the Executive Manager (VC) to be continued or embedded into business-as-usual processes.  Other technology-based initiatives were transitioned to the Information and Court Technology (ICT) team.  

The Executive Manager (VC) position has direct responsibility for the implementation and monitoring of some of the carry over Program initiatives and this position will provide VC business knowledge and intelligence to assist with the implementation of ICT initiatives.  In addition to the remaining ICJ Videoconferencing initiatives, further opportunities have also emerged to obtain benefits through using VC.  

To do:

· Implement a process to enable early notification of legal representation
· Implement mechanisms to encourage in custody prisoners to appear by VC in response to a notice to appear
· Contribute to the design and implementation of multiple VC units across various locations within Correctional Centres
· Remotely link Queensland Police Service (QPS) watch-houses with courts 

· Enable staff of the Director of Child Protection Litigation unit to remotely appear in child protection proceedings across the State;

· Enable participants in domestic and family violence proceedings to appear without direct contact with the other party

· Expand the online VC booking tool - GOBookings® - to Youth Detention Centres.  
Why do it?

· To ensure that VC related processes meet the requirements of stakeholders including courts’ staff and judicial officers
· To improve safety for those attending court, judicial officers and courts’ staff.
· To meet community expectations for access to justice -  particularly in remote and regional locations
· So that scheduling of VC continues to be fit for purpose
· To reduce the complexity of moving prisoners within Correctional Centres for VC and avoid unnecessary cost for constructing further VC infrastructure 
· To contribute the efficiency and effectiveness of the Director of Child Protection Litigation Unit.
6. Reinstate a Special Circumstances Court Diversion Program

Supports DJAG Strategic Plan

Queensland is safe
· Tackle alcohol and drug fuelled violence

· Reduce crime and re-offending
Queensland is fair and just

· Improve access to justice
· Develop diversion initiatives that hold offenders accountable while addressing the causes of their offending behaviour
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services

· Work collaboratively to deliver seamless and connected services to Queenslanders
Supports QCS Business Plan:

· Develop and provide courts and programs that are specifically targeted to address drug or alcohol related offending
·  Develop and implement courts and programs that are specifically targeted to reduce offending by identified groups
· Improve services and support provided to vulnerable or disadvantaged people seeking to access or that are involved in court processes
Status:  In Progress

Background:

The former Special Circumstances Court Diversion Program (SCCDP) operated from 2009-2012 in Brisbane only. It was a court based rehabilitation program for offenders who were homeless or suffering from impaired decision-making capacity and involved intensive court supervision and case management of offenders for up to 12 months.

After the SCCDP’s abolition in 2012, the Queensland Courts Referrals (QCR) process was initiated. QCR was a bail-based program under which defendants were referred to services outside the criminal justice system (provided by non-Government organisations and Government agencies) to address the underlying causes of offending behaviour. QCR extended to a broader cohort of defendants including those with a drug or alcohol dependency or a mental illness. Defendants could be bailed to the program for up to three months after which they are sentenced. 

QCR was available in eight locations: Brisbane, Beenleigh, Cairns, Holland Park, Ipswich, Mount Isa, Pine Rivers and Southport and relied on dedicated CIP facilitators to support the program across the eight locations. 

As part of its election commitments, the Queensland Government committed to reinstate court diversionary processes, including the SCCDP (GEC 327).

The reinstatement of SCCDP is being led by the Courts Innovation Program (CIP).

Extensive consultation with key stakeholders was undertaken and a new model to be called Queensland Integrated Court Referrals (QICR) was developed.  QICR was approved by the Attorney-General, Minister for Justice and Minster for Training and Skills in March 2016.

The new QICR model is very similar to the former QCR model - it encourages defendants’ engagement with service providers through short term bail-based referrals and then longer-term treatment and rehabilitation post-sentence. Defendants are eligible for QICR if they are on bail or eligible for bail, charged with offences that can be dealt within the magistrates court, and if they have a drug or alcohol dependency, mental illness, cognitive impairment, intellectual disability or are homeless or at risk of homelessness.

On 30 May 2016 Practice Direction (2016/4) was issued and QICR commenced operation in Brisbane.

To do:

· QICR will be expanded to further locations across Queensland by the end of 2016. 

· Consultation will be undertaken with key stakeholders at other potential locations for QICR across Queensland. The availability of suitable referral service providers and the likely volume of referrals will be considered when finally determining suitable locations.

· A dedicated QICR facilitator will be based at each QICR location and a recruitment and training process will be undertaken for these staff. 

· Regular monitoring and review of QICR will be undertaken to ensure best practice models are in place.  

Why do it?

· To give effect to Government policy

· To provide an opportunity for defendants to be referred to services that address the underlying contributors to offending.

· To provide magistrates with detailed information about defendants personal circumstances and participation in QICR.

· To reduce the frequency and seriousness of any subsequent contact defendants may have with the criminal justice system.

7. Contribute to the reinstatement of a Drug Court in Queensland, including leading a review of best practice models and implementation

Supports DJAG Strategic Plan

Queensland is safe

· Tackle illicit drugs in the community
· Reduce crime and re-offending

Queensland is fair and just
· Improve access to justice

· Develop diversion initiatives that hold offenders accountable while addressing the causes of their offending behaviour

· Deliver better outcomes for people in the justice system

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services

· Work collaboratively to deliver seamless and connected services to Queenslanders

Supports QCS Business Plan:

· Develop and provide courts and programs that are specifically targeted to address drug or alcohol related offending
· Develop and implement courts and programs that are specifically targeted to reduce offending by identified groups
Status: In Progress

Background: 

The Queensland Drug Court commenced in 2000 and operated in five locations – Beenleigh, Ipswich, Southport, Townsville and Cairns.

The Drug Court Act 2000 enabled offenders to have their terms of imprisonment suspended while on an Intensive Drug Rehabilitation Order.

The Drug Court ceased operation on the 30 June 2013.  The reasons for the closure included the high costs to run the program, the low number of graduates, and the high level of reoffending by participants in the program. 

To do:

· The Government has committed to reinstating the Drug Court to pre-abolition strength as soon as fiscally practicable. 

· Cabinet has approved funding for a review of contemporary best practice in drug and alcohol court-based interventions to inform the development of options for Government for the Drug Court’s reinstatement. The review includes consideration of other drug intervention programs to identify what is most effective in promoting offender rehabilitation and consultation with key stakeholders to inform the development of options for Government for implementation.  Expert consultants have been engaged to inform this work.

· The review will also consider the operation of other Queensland specialist courts and diversionary court programs to inform the development of an overarching framework to ensure Queensland’s specialist courts and court diversionary programs operate together effectively and in an integrated way.

Why do it?

· To give effect to Government policy

· To ensure the Drug Court model implemented in Queensland provides value for money and is evidence-based

· To reduce reoffending by addressing the needs of high risk drug offenders and supporting their rehabilitation

· To reduce pressure on resources in the court and prison systems

· To reduce health risks associated with drug use and improve social outcomes 

8. Continue the implementation of the Murri Courts

Supports DJAG Strategic Plan:
Queensland is safe
· Reduce crime and re-offending

Queensland is fair and just

· Improve access to justice
· Hold offenders accountable
· Respond to the needs of Aboriginal and Torres Strait Islander people, people from culturally and linguistically diverse backgrounds, people with disability and children in care. 
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders
Supports QCS Business Plan:

· Develop and implement courts and programs that are specifically targeted to reduce offending by identified groups
· Improve services and support provided to vulnerable or disadvantaged people seeking to access or that are involved in court processes
Status:  In Progress
Background: 

The Murri Court was first established in Brisbane in 2002 and ultimately operated in 17 locations in Queensland. The Murri Court was discontinued on 31 December 2012.

The Murri Court operated within a Magistrates Court framework but provided additional opportunities for greater involvement by Indigenous Elders and respected persons in the sentencing of Indigenous offenders.  

The Murri Court was designed to be more informal, less intimidating and, where possible, deliver sentences that focused on rehabilitation. 

When the Murri Court was discontinued, there was still a high need to provide a culturally appropriate court process with support and referral services being made available to Indigenous clients.

The Indigenous Sentencing List (ISL) was developed and implemented in 11 former Murri Court sites.  The ISL provided an opportunity for service and support providers to be attached to the court and receive court referrals for Indigenous offenders who were motivated and would benefit from engaging with the service.

As part of its election commitments, the Queensland Government committed to reinstate court diversionary processes, including the Murri Court (GEC 327).

The reinstatement of Murri Court is being led by the Courts Innovation Program (CIP).

Extensive consultation with Elders, Community Justice Groups and other key stakeholders was undertaken and a new model Murri Court was developed. The model was approved by the Attorney-General, Minister for Justice and Minster for Training and Skills in March 2016.

The reinstated Murri Court is very similar to the former ISL / Murri Court model. It operates as a bail and sentencing option. Eligibility requirements are largely unchanged (defendants must identify as Aboriginal and/or Torres Strait Islander, be on bail or eligible for bail, have committed an offence within the jurisdiction of the Magistrate Court or Children’s Court, and agree to participate in the Murri Court).  

Murri Court provides an opportunity for members of the Aboriginal and Torres Strait Islander community (including Elders and victims) to participate in a court process which requires defendants to take responsibility for their offending behaviour but which respects and acknowledges Aboriginal and Torres Strait Islander culture.

On 13 April 2016 a Practice Direction – Queensland Murri Court (2016/2) was issued.

A daily attendance allowance of $100 is provided to Elders and Respected Persons who sit in Murri Court to recognise their valuable contribution and cover out of pocket expenses. 

The Murri Court was officially launched in Rockhampton on 13 April 2016 with a formal ceremony. Ceremonies have since be held at a number of locations across Queensland. 

To do:

· Murri Court will be officially launched at 13 locations across Queensland (Brisbane, Cleveland, Caboolture, Cairns, Cherbourg, Mackay, Mount Isa, Richlands, Rockhampton, St George, Toowoomba, Townsville and Wynnum) by the end of 2016.

· A training package is being developed that will be delivered to Elders, CJGs and other Murri Court users by the end of 2016.

· Regular monitoring and review of Murri Court will be undertaken to ensure best practice models are in place.

Why do it?

· To implement government policy

· To enable members of the Aboriginal and Torres Strait Islander Community (including Elders and Victims) to participate in the court process.

· To deliver a culturally appropriate court process that respects and acknowledges Aboriginal and Torres Strait Islander culture.

· To refer defendants to service providers that address the underlying contributors to their offending.

· To provide magistrates with detailed information about defendants’ personal and cultural circumstances.

· To reduce the frequency and seriousness of any subsequent contact defendants may have with the criminal justice system.

9. Implement mandatory reforms 

Supports DJAG Strategic Plan

Queensland is fair and just
· Improve access to justice

· Create a more integrated justice system

· Protect the rights and interests of vulnerable Queenslanders

· Deliver better outcomes for people in the justice system

· Maintain a high level of community confidence in Queensland’s justice system

· Better manage service demand on the justice system and deliver results faster

Queensland can get on with the job
· Reduce red tape

· Make it easier for Queensland to do business

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services 

· Foster a collaborative approach and engage with our stakeholders and customers

· Work collaboratively to deliver seamless and connected services to Queenslanders

DJAG is responsive and high performing
· Be creative problem solvers

· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Ensure a smooth implementation of legislative amendments throughout QCS.

· Enable QCS to comply with all legislative obligations.
Status:   In Progress

Background:  

The Business Reform Branch (BRB) has primary responsibility for a range of services across the Queensland Courts Service (QCS), providing effective and efficient support to the Supreme District and Land Courts Service and the Magistrates Courts Service to ensure quality service delivery is maintained and continuously improved.
The role of BRB includes:

· Developing policies, procedures, and processes that  ensure legislative compliance, mitigate risk, and facilitate consistent and efficient service delivery within registries across Queensland 

· Timely provision of important court information and forms to court users to facilitate access to justice 

· Working with court registrars to provide development and training for courts staff on key skill competencies to maintain high standards of frontline service delivery 

· Identifying business improvement opportunities to revitalise frontline services and meet our clients’ needs 

· Identifying, researching, analysing, documenting and co-ordinating critical business changes to ensure an efficient and timely implementation.

· Managing statistical and analytical services for the department, identifying and developing performance improvement opportunities, and providing specialist advice to executive management, stakeholders and clients on court-related information and issues

· Providing engaging, professional and contemporary communication services to the Queensland Courts Services Executive, business units and the judiciary

· While some of the mandatory changes that will require focus of BRB to support the registries are presently known, many more can be expected over the following months and years.

	To Do (Activities)
	Why do it? (Benefits)

	Implement amendments to the Mental Health Act


	· Ensure a smooth implementation of legislative amendments throughout QCS.

· Enable QCS to comply with all legislative obligations.

	Develop the role and support the work of the Director of Child Protection Litigation


	· Ensure a smooth implementation of legislative amendments throughout QCS.

· Enable QCS to comply with all legislative obligations.

	Implement Youth Justice Reforms


	· Ensure a smooth implementation of legislative amendments throughout QCS.

· Enable QCS to comply with all legislative obligations.

	Implement amendments to other introduced legislation
	· Ensure a smooth implementation of legislative amendments throughout QCS.

· Enable QCS to comply with all legislative obligations.

	Child Protection (Offender Prohibition Order) Act
	· Ensure a smooth implementation of legislative amendments throughout QCS.

· Enable QCS to comply with all legislative obligations.


10. Review and update services to people who need an interpreter

Supports DJAG Strategic Plan

Queensland is fair and just

· Improve access to justice

· Support victims of crime

· Protect the rights and interests of vulnerable Queenslanders

· Respond to the needs of Aboriginal and Torres Strait Islander people, people from culturally and linguistically diverse backgrounds, people with disability and children in care

Queensland Gets Great Service 

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders
Supports QCS Business Plan:

· Improve services and support provided to vulnerable or disadvantaged people seeking to access or that are involved in court processes
Status: Ongoing 

Background:

There are a number of drivers that warrant the review and updating of interpreters services, both in the court and registry context including:

· The work currently being undertaken by the Australasian Institute of Judicial Administration (AIJA) on the role and needs of interpreters in legal proceedings including in interactions with the registry and inside the court room

· Government Commitment #347 Interpreter Services commits the government to consult with stakeholders to ascertain how access to interpreter services in the justice system could be improved and has resulted in the establishment an interagency working group

· The issues paper delivered by Queensland Council of Social Service (QCOSS) in March 2014 entitled “Dealing with cross-cultural issues and bias in Courts”.

· Queensland Courts’ permanent membership on the National Accreditation Authority for Translators and Interpreters (NAATI) Regional Advisory Committee for Queensland which regularly discusses issues with the provision of interpreter services for clients in the courts.

· The strong recommendations in the Not Now, Not Ever report relating to the use of interpreters in the domestic violence context.  

· The Queensland Language Services Policy.  While this policy specifically does not apply to courts proceedings, it does apply to registry services.

To Do: 

· Continue consultation with representatives of the heads of jurisdictions regarding courts’ needs for interpreters including the courts’ representative on the Judicial Council on Cultural Diversity.

· Explore opportunities to reduce the instances of matters being adjourned due to the unavailability of suitability qualified interpreters.

· Investigate if there are innovative tools for the provision of interpreter or translator services which could be applied in court proceedings.

· Explore the support of and interaction with interpreters including the provision of material prior to court appearances and the facilities provided.

· Consider any recommendations that flow from interpreter best practice as identified by the AIJA.

· Review the training that is provided to interpreters with a view to improving understanding of the justice system and the needs of the court

· Review opportunities to better use technology to support interpreter services.

· Determine if there have been any benefits realised from the trial of earlier interpreter engagement in the Southport Domestic Family Violence trial. 

Why Do It:

· To ensure equity of access to justice for those participants that require interpreters to engage with the court and its processes

· To ensure that the needs of the court are being addressed

· To ensure that interpreters are able to perform their duties to the highest standard while being treated with appropriate respect

· To ensure that efficient processes are being used to engage suitably qualified interpreters
11. Develop and deliver combined service delivery centres
Supports DJAG Strategic Plan

Queensland can get on with the job

· Make it easier for Queenslanders to do business

Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders  

DJAG is responsive and high performing 

· Ensure financial sustainability

· Be creative problem solvers

Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community

· Develop and deploy information and services that are easier to access and use

· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system

· Ensure that the structures and internal practices of business units are efficient and effective

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes 

Status: Ongoing 

Background: 

In 2014, work commenced on the One Stop Shop (OSS) and Regional Services Outlet (RSO) projects.  Both of these projects have a similar aim of developing and deploying Combined Services Delivery Models. 

The most recent past Queensland government had the OSS concept which was designed so that a person could attend to all of their government business at a single location.  

The Gatton and Beaudesert Courts were the first two Queensland Courts Services (QCS) participants in the pilot of the OSS concept. The OSS group comprises numerous government agencies. 

Currently Department of Transport and Main Roads (DTMR) services are delivered through a variety of service channels, including regional Queensland Police Service (QPS) sites, a number of QGAP locations including several courthouses as well as from non-QGAP courthouses. QPS are progressively withdrawing from the provision of DTMR services through approximately 120 QPS location that delivered these services.

DTMR approached QCS to take on increased and new services in 22 courthouses. QCS then review the DTMR services offered in 31 locations. Part of this proposal included reconsidering the lead agency responsibility for each of the sites. It has been agreed in principle that the agency that has the greater proportion of the work (50% or more of transactions) within a centre should be the lead agent.   As a result 23 of the 31 sites reviewed may become DTMR led sites; with six of the remaining sites taking on additional DTMR work but remaining with QCS.  Further discussions are to be held in relation to the remaining two sites.

Sites that transfer to DTMR will remain as locations for holding court and continue to offer registry services to local customers, albeit under a different service model. These sites will also be rebadged as RSO.  Longer term it is possible that the range of government services may increase at these sites.

On 1 July 2014 three sites – Yeppoon, Ingham and Ayr - began the transition to the RSO model. The sites have remained under QCS operational management but new procedures are being developed and implemented.  It is anticipated that full transition to DTMR operational management of these sites will occur on or shortly after 1 July 2015.

Under the RSO model a ‘hub and spoke’ arrangement will be implemented to support court work.   Townsville will be the hub for Ingham and Ayr and Rockhampton will be the hub for Yeppoon. Under this model the spoke sites will receipt court related transactions and conduct court/registry services at the counter; any processing or behind the counter court or registry work will be sent to the hub for completion; all court files for the spokes will be held and managed by the hub locations. DTMR and other Agency work will be conducted on similar lines to what is already done in existing QGAP sites.

To Do:

· The OSS site at Gatton and Beaudesert are locked into an evaluation schedule as part of the broader OSS initiative.  These sites will be evaluated and further progress of this model will depend on the outcome of that evaluation and if the current Government wished to continue with a model introduced by the previous Government. 

· The RSO model was developed by DJAG and DTMR independent of any Government initiative and briefings are in place with the current Ministers detailing the model and benefits to both departments, customers and the communities these sites support. Further work will need to be done to gain the support of both Ministers for the roll out of this model to all sites under consideration.

· The RSO/OSS models will fundamentally change the way we approach court and registry services in up to 31 court locations.  All Justice Services offered in these locations have been analysed, reviewed and process mapped and documented. From there, new procedures are being developed to support the centres that undertake this work. In addition there will be a need to further amend the QWIC system and rules; Audit processes, review and amend procedures for JAG Agencies – Birth Deaths & Marriages, Justices of the Peace, Burials Assistance, etc to better align with the new structure. 

· The current court only sites under consideration for the RSO project are being considered for transition to QGAP which will entail negotiations with Shared Services Queensland and agreements similar to current QGAPs.  In addition, a memorandum of understanding must be finalised detailing the expectations for the provision of court and registry work; access to QWIC; and use of facilities in these sites.

· Further work needs to be completed for the transfer of finances; the management and maintenance of building and fittings; transfer of assets; and most importantly the transition of staff.  Staff transfer will also involve the development of procedures around the transition to allow for seamless access to operational and administrative systems; arrangements for upcoming leave and training; along with exiting from QCS and the transfer of all current leave balances (including flex credits) and any other entitlements. 
Why Do it?
· DJAG has been providing DTMR services through these sites for a number of years. During this time the workload of DTRM has increased; the cost of maintaining the faculties has increased; however the infrastructure, contribution by DTMR and staffing levels have not.

· To keep pace with the evolving expectations of our customer base and modernise our service delivery process to meet the needs of the communities we serve. 

· To better place QCS to meet the challenges of limited resources, increasing costs and competing priorities by making smarter choices about how, where and when we provide service to clients. 

12. Improve support to Affected Child Witnesses

Supports DJAG Strategic Plan:

Queensland is fair and just
· Improve access to justice
· Support victims of crime
· Protect the rights and interests of vulnerable Queenslanders
DJAG is responsive and high performing 

· Deliver customer and business focussed ICT solutions
· Be creative problem solvers
Supports QCS Business Plan:

· Improve services and support provided to vulnerable or disadvantaged people seeking to access or that are involved in court processes
· Simplify our processes and make them consistent
· Develop customer and business focussed technology enabled solutions that enable improved service delivery
· Provide IT and other systems and processes that reduce internal red tape and facilitate the sustainable delivery of frontline services
Status:   Ongoing

Background: 

The evidence of children as witnesses in criminal proceedings – whether as complainants or general witnesses – is pre-recorded in a private room outside of the courtroom prior to the actual trial.  The Judge, the accused and legal representatives are involved from the courtroom, and the lawyers and the Judge communicate to the private room where the child is located using video conferencing facilities.  The child is supported by a volunteer worker.  

In the days following the child giving evidence, a copy of the recording is provided to the Judge and each of the legal representatives. Once the recording is done, the Court reconvenes and the Judge hears the legal representatives and makes directions for the editing of the recording to ensure that only admissible evidence is put before any jury.
Any recordings requiring editing are sent to the Brisbane registry where they are edited by an AO3 Administrative Officer.   Where the recording did not occur in Brisbane, it is posted to Brisbane, edited and returned by post to the originating courthouse. 

Every year a small number of recordings either failed or were lost in transit to be edited in Brisbane. In those cases, the child/ren and all other parties to the proceeding returned to the relevant court house and repeated the whole process of giving evidence again.
All business of the Supreme & District Courts in Brisbane transitioned to the QEII Courts of Law from September 2012.  Part of the new technology introduced to the building included a new system for recording the evidence of affected child witnesses.  That technology proved unreliable resulting in botched recordings and many near misses.  A replacement product (‘digital recording’) was identified and installed in 2014-15 by staff from Information & Courts Technology.  
Digital recording means that the recordings do not rely on media but are stored in the computer itself.  This almost eliminates the risk of failed recordings through failed technology.
New processes have been developed by Brisbane staff to harness the advantages offered by digital recording where they are recorded, edited and played in Brisbane. These processes have been documented, tested, uploaded to the Intranet and sent to Court staff across the State. ODPP have been provided procedures on how to view ACW bookings on the system and when to apply for an external connection.  Some input has been obtained from regional staff in designing those processes.
The potential of digital recording includes the ability for all ACW recordings to be saved on a centralised server with no requirements for court staff to do anything other than connect to the relevant ACW room via the AV touch panel. 
Brisbane staff can access the recording from elsewhere in the State from the system i.e. without any media being posted and the edited recording ‘picked up’ from the system at the initiating court house for distribution. This is only the case if the particular Courthouse is immediately connected to the recording system.
To do: 
· Suggest updates to relevant Practice Directions (waiting on legislative changes to the disposal and retention of electronic records)

· Update court technology in court houses across Queensland so that digital recording is available at all locations

· Consult with various stakeholders (e.g. PACT, VAQ, ODPP, Bar Association, Law Society and LAQ) to identify areas of improvement in supporting affected child witnesses.

· Obtain feedback from stakeholders including affected child witnesses as to their experiences

· Look into the message process between the Court Bailiff and Runner for pre-recordings in the QEII Courts of Law Complex. Work with Court Service Centre and court staff on the capability for regional courts (courts other than QEII court of law complex) to burn their own copies (master and or edits)

· Look into individual court house improvements hindering best practice.

· Consult with I&CT to investigate options to facilitate the burning of ACW “master” recordings on regional workstations to reduce the requirement for recordings to be physically sent to regions.

Why do it?
· To improve the experience of all concerned of the giving of evidence by child witnesses

· To eliminate poor quality or failed recordings and, after further development, lost recordings and thus the need to further traumatise child witnesses and incur considerable expense to the parties.

· To enhance the capabilities of all videoconference capable courts and allow reliable recording of ACW room to any courtroom in the state e.g. record the evidence of a child at Mt Isa with the other parties in a courtroom in Townsville.
· To reduce time lost while recordings are transported 
· To consistently enhance the communications between Court Bailiff and Runner in QEII Courts of Law Complex
· To eliminate the need to post recordings from Brisbane to regional courts for the purposes of Trial
· To ensure there are no or little obstacles in the way of achieving best practice procedures in all court locations.
13. Review the provision of services to Self-Represented Litigants (SRLs) 

Supports DJAG Strategic Plan:
Queensland is fair and just
· Improve access to justice

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services

· Work collaboratively to deliver seamless and connected services to Queenslanders
Supports QCS Business Plan:

· Improve services and support provided to vulnerable or disadvantaged people seeking to access or that are involved in court processes
· Develop and deploy information and services that are easier to use and access
· Simplify our processes and make them consistent
· Increase the number of services that are available online or otherwise conducted electronically
Status:  Ongoing
Background: 

The management of SRL so as to facilitate their proper access to the justice system while not disadvantaging other parties has been of abiding concern to judicial officer. In recognition of this, and the differing needs of SRLs, a number of approaches were identified to provide assistance.

In 2007, the Legal Practitioner Interest on Trust Accounts Funds (“LPITAF) funding and additional departmental funding was allocated to create a service for SRL clients in the Brisbane SDC. This funding saw two not for profit organisations (QPILCH and Court Network) provide services, primarily through volunteers, to benefit SRL. The support services provided by Court Network proved successful and have been adopted for the Brisbane Magistrates Courts, all courts in Cairns and Townsville and QCAT in Brisbane.

These services have proven invaluable to the courts but it is considered, anecdotally, that they could be even better utilised and there are further service delivery models that could be developed and implemented.

An initial client service delivery model for SRLs had a designated A05 within the Brisbane SDC registry support SRLs. However, this approach proved flawed as it was predicated on the assumption that most SRLs would prefer face to face contact with courts’ staff and would require detailed guidance to perform even basic court related activities.  These assumptions were mostly inaccurate with much SRL contact with the registry being made by phone and confined to particularly complex issues.

In 2014, a survey was conducted in for SRL experiences in Brisbane.  It asked SRLs what aspects of the service they have received were helpful and what improvements could be made, as well as other considerations relevant to any future service models, such as preferences for service delivery channels and so on.

In 2014-15 further work continued which saw a detailed analysis of print and electronic services for SRL clients whilst Brisbane also saw the development of an SRL Support Service operating from the SDLCS registry two mornings a week as a pilot. This service allows for appointments with a Deputy Registrar and for a Registrar to meet with SRL clients about more complex procedural matters. In support of this service, a variety of information materials were developed and/or updated. 

The Provision of Services for SRLs is also linked to the Client Service Strategy initiative and will see further linkages developed over time.

In 2015-16 the SRL Support Service continued to operate subject to ongoing reviews. The reviews examined not only the quality and type of service offered to SRL but also whether the model of staffing to support the service delivery model is appropriate. Pending the outcome of the pilot, it is envisaged that the service model could be expanded to larger regional centres. 

Further research was undertaken to identify court processes most likely to involve SRLs.  The findings were then used to develop a business plan to connect SRLs to information and resources that were relevant, accurate and more accessible via the Queensland Government franchise.  Process mapping and design inception has been completed for stage 1 of the proposal. 

The Court Network services available to SRLs were extended to include a service desk currently being piloted at the Townsville Law Courts.  The pilot is due for review at end of financial year.

To do:  

In 2016-17 the SRL Support Service will continue operation subject to ongoing reviews. The review will examine not only the quality and type of service offered to SRL but also whether the model of staffing to support the service delivery model is appropriate. Pending the outcome of the pilot, it is envisaged that the service model could be expanded to larger regional centres. At this stage the SRL support service has become a core function of the duties undertaken by the Deputy Registrar (Funds).

The Court Network service desk pilot will be reviewed and considered for expansion subject to the results of the review.

The work being done to connect SRLs with accurate and helpful information that is easily accessed online will continue with business process mapping and design inception ongoing.  Stage 1 focused on Magistrates Court processes.  In 2016-17 the emphasis will be on delivering the product (i.e. go live) and moving into stage 2 with the subjects extending to Supreme and District Court processes.  

Why do it?

· So that SRLs have equitable access to justice and others connected to proceedings involving SRLs are also not disadvantaged.

· An anecdotal and scattergun approach to meeting the needs of SRLs is both ineffective and wasteful.  It must therefore change.

· Very few ‘best practice’ approaches and material have been made     accessible to registries outside of the Brisbane SDC or shared between registries.

14. Streamline processes and enable them with technology

Supports DJAG Strategic Plan

Queensland is fair and just

· Improve access to justice

· Better manage service demand on the justice system and deliver results faster

Queensland can get on with the job

· Make it easier for Queenslanders to do business

Queensland Gets Great Service 

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to 

DJAG is responsive and high performing 

· Deliver customer and business focussed ICT solutions
Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community

· Develop and deploy information and services that are easier to access and use

· Simplify our processes and make them consistent

· Increase the number of services that are available online or otherwise conducted electronically

· Develop technology and business focussed technology enabled solutions that enable improved service delivery

· Provide improved services through consultation and collaboration with those involved with or interested in court and the justice system

· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery

· Enable high quality decision making

· Provide IT and other systems and processes that reduce internal red tape and facilitate the sustainable delivery of frontline services
Status:  In progress

Background: 

During 2015-16 Justice Douglas established a committee to review eTrials and the associated use of technology in courts.  The committee rapidly recognised the need to consider more broadly the exchange and consumption of data through the criminal justice process and the actual processes themselves irrespective of electronic enablement.

A series of mapping workshops were undertaken by a sub-committee with input from court stakeholders including DJAG, Queensland Police Service (QPS), Corrective Services, Office of the Director of Public Prosecution (ODPP), Commonwealth Director of Public Prosecutions (CDPP), Legal Aid Queensland (LAQ), Bar Association of Queensland (BAQ), the Queensland Law Society (QLS), judicial officers and courts’ staff.  Processes from committing an offence through to the committal of a matter by the Magistrates Courts have been mapped at a very high level.  These maps note stakeholders involved, data collected, where and when data sharing occurs, systems used for data capture and legislative restrictions. 
A desktop review of electronic processes in other states has also been undertaken.

In late April 2016 the committee agreed to widen its scope from the focus on electronic methods of doing business to looking more generally at streamlining the criminal justice process.   So far, the Committee has concluded that significant operational and systemic improvement are possible if the following areas are explored:
1. Streamlining bail processes and improving compliance with bail undertakings:  approximately 10% of those granted bail subsequently fail to appear (FTA).  Consequences of this include significant wastage of resources by courts, police and legal representatives.  This ultimately results in more appearances by the accused and increases the number of accused subsequently remanded in custody.   The experience of the Committee is that signing the bail undertaking is an ineffective strategy in enhancing compliance while absorbing considerable resources.  The terms used in the undertaking are largely incomprehensible to accused and the paper format is less user friendly than electronic for most accused tending to be thrown away or easily lost.  Finally, many of those that FTA have chaotic lifestyles where future dates are unlikely to be relevant.  A pilot of SMS reminders to accused granted bail for the Mackay Magistrates Court has commenced and will continue for 6 months.
2. Earlier and electronic exchange of information between arresting officers and prosecutors and then defence lawyers.  The committal hearing has traditionally been the prompt for prosecutors to be briefed with evidence by arresting officers and to provide it to the defence.  This lead to meaningful discussions between arresting officers, prosecutors, defence lawyers and their clients followed by resolution of issues that lead to shorter hearings and/or early pleas.  While the advent of the registry committal process is often portrayed as an impediment to timely engagement, the Committee suggested that the key issue is actually the exchange of evidence at an early point.   The impost on police officers in particular of manual exchange of material was also identified as wasteful and avoidable if electronic means could be adopted.  Processes and electronic mechanisms that facilitate the early and convenient exchange of evidence should be explored.
3. Improved access by prisoners to electronic information and communication:  
The increasing utilisation and exchange of evidence and information electronically was generally seen by the Committee as a key component of streamlined criminal justice.    However, these benefits are significantly lessened if lawyers cannot conveniently deal electronically with their clients in custody.   

4. Updating legislation that mandates or limits improved processes and electronic exchange of documents and information:  Almost all of the legislation relevant to the criminal justice process contains one or more provisions that prevent the adoption of improved processes especially if relying on electronic means.  For example, the Criminal Code presently prevents electronic lodgement of indictments and requires physical presentation.  Similarly inefficient and limiting provisions exist in the Justice Act, the Evidence Act and the Bail Act in particular. 
In addition to the work of the committee, a number of electronic services have continued to be built and piloted in 2015-16 including:

· A successful pilot of eSeals and eSignatures in the Brisbane Children’s Court for child protection applications.

· The commencement of a pilot of electronic registry committals at the Brisbane Magistrates Court (commenced on 6 June 2016)

· Development of civil forms Form 002 Claim (UCPR) and Form 016 Statements of Claim (UCPR)  (ongoing)

· Development of an electronic enforcement hearing application and summons lodgement process (ongoing)

To Do: 

· Continue the mapping process for criminal matters 

· Explore processes and methods for the sharing of QP9s, objection to bail documents, bail undertakings and oaths of service

· Support the 6 month trial of the SMS court appearance reminder services at Mackay Magistrates Court and investigate potential for rolling out

· Expand the use of the eSeal and eSignature capability as appropriate

· Continue the pilot of the electronic registry committals in the BMC, evaluate it and implement expansion if appropriate.
· Expand the pilot of electronic adjournments in Court 18 and 20 in the BMC, evaluate it and implement expansion if appropriate.

· Expand the use of electronic filing for Child Protection Applications beyond the Director of Child Protection Litigation.
Why do it?

· To further all parties understanding of the criminal justice process then identify and promote opportunities to streamline it

· To ensure the appropriate allocation of focus and resources to promote the efficiency and effectiveness of all processes

· To improve timeliness for all components of the justice process

· To reduce unnecessary manual handling of documentation 

· To reduce the effort required by courts’ users to transact with the courts

15. Update processes for applications for admission to the legal profession

Supports DJAG Strategic Plan:
Queensland can get on with the job

· Reduce red tape
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services

DJAG is responsive and high performing
· Deliver customer and business focussed ICT solutions
Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community

· Develop and deploy information and services that are easier to access and use

· Increase the number of services that are available online or otherwise conducted electronically

· Develop customer and business focussed technology enabled services that enable improved service delivery

· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system
Status:  Commenced.   
Background:

Legislatively, people who want to be able to practice as a lawyer in Queensland after completing their degree and practical legal training, must apply to the Supreme Court to be admitted as a lawyer.  The Supreme Court is supported in considering these applications by the Legal Practitioners Admissions Board (LPAB).

This is currently a paper-based process that involves the applicant attending both the Supreme Court registry and the office of the LPAB plus advertising through the newspaper and the Incorporated Council of Law Reporting.   Many of the steps of the process are cumbersome and all must be completed manually by the applicant.

While there is considerable communication between the registry and the LPAB, it is mostly highly manual with little to no automatic data transfer or workflow functionality.

A number of meetings have already occurred with the LPAB since November 2014.  These meetings have identified preliminary processes and associated problems.   Further scoping work is continuing.

An online form for applicants to notify the registry of the identity of those lawyers applying for admission on their behalf was launched on 30 June 2015.

To do:

· Following completion of design inception workshops with the LPAB, solutions to process problems identified will be generated, including the desired end state and the first minimum viable product release.

· A product roadmap will also be created, detailing future product release cycle and iterative releases to achieve desired end-goal.

· First phase release will most likely include design and development of an online version of Form 9 including online payment and email notification.

Why do it?

· Improved customer access to and ease of use of services

· Improve communications between the LPAB and registry  
· Improve the efficiency of our processes  
16. Enable expanded online lodgement and electronic file utilisation in QCIVIL

Supports DJAG Strategic Plan

Queensland is fair and just
· Improves access to justice

· Better manage service demand on the justice system and deliver results faster
Queensland can get on with the job

· Reduce red tape
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 

Queensland can get on with the job
· Make it easier for Queensland to do business
Supports QCS Business Plan:

· Develop and deploy services that are easier to access and use

· Increase the number of services that are available online or otherwise conducted electronically

· Develop customer and business focussed technology enabled solutions that enable improved service delivery

· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system

· Enable high quality decision making

Status:   Ongoing

Background:

QCIVIL is a database used in the Supreme and District Courts’ civil jurisdictions across Queensland.  It was introduced in 2010 to replace the previous CIMS database.  

The eFiles pilot project was established as part of the Future Courts Program.  eFiles is an online service for Queensland Courts which makes court documents available to all court users 24 hours a day, seven days a week via the Queensland Courts website.

The pilot for eFiles was the Planning and Environment Court in Brisbane.    All active Planning and Environment Court files are now accessible through the Queensland Courts’ website - eCourts. 

Due to the success of eFiles in the planning and environment jurisdiction and to continue to support the strategic direction of DJAG, the Supreme and District Courts are looking towards opportunities through e-lodgement and eFiles for matters on the Commercial List of the Supreme Court.

Initial meetings have been held between members of the judiciary in the commercial jurisdiction, registry and courts’ information technology representatives and members of the Digital Services Delivery Team.

Some necessary steps have been identified including developing suitable document repositories for data held, possible legislative and practice direction changes being required and electronic stamping and signatures being necessary (see brief for Initiative 14).  Considerable work has been undertaken on the technicalities of electronically stamping and signing documents and a solution to that issue seems near.

Although a separate initiative, the review of the performance of eTrials links to this initiative in that identifying the lessons learnt from eTrials may provide information relevant to moving forward with this initiative too.  

To do: 

· Identify technical issues and source suitable solutions in conjunction with the Digital Service Delivery team and QCS IT

· Work with the judiciary to identify legislative changes required, including modifications to practice directions in the Commercial jurisdiction

· Map the life of a commercial matter through courts and determine pain points and identify entry points for stakeholders

· Identify policies and/or procedures which require development and/or amendment

· Develop manuals and training for staff as well as web guides for clients using smart forms.

· Implement any changes in an effective manner ensuring communication with stakeholders.

· Project review and evaluation of outcomes and learning for dissemination to all relevant stakeholders.
Why do it?

· So that court users can access files without attending the court registry

· Judges can access and manage files electronically

· All files are available online, 24 hours a days, seven days a week

· Litigants, law firms and other parties are not required to pay search or attendance fees if accessing files online

· Regional stakeholders will be able to access files immediately

· Faster processing

· Elimination of manual work and double handling

· Reduced errors, improved quality

· Improved court user satisfaction, and 

· To provide a cost effective solution.

17. Progress the development of a strategy to consistently manage registry services across Queensland

Supports DJAG Strategic Plan

Queensland is fair and just
· Improve access to justice
· Better manage service demand on the justice system and deliver results faster
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 
· Work collaboratively to deliver seamless and connected services to Queenslanders
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use
Status:  Ongoing
Background:

Currently registries across Queensland service the needs of a variety of court users including but not limited to Self-Represented Litigants (SRLs), represented parties, lawyers, prisoners, family members of an involved person, and so on.  Varying levels of support are provided in some registries by a number of services including Court Network, QPILCH and PACT.

However, there is no overarching strategy that examines the linkages between these support organisations or that maps out court users and the services they require, against those services in place. There is no strategy that examines the experiences with other courts.  A strategy is needed that provides the overarching framework for other key elements including Service Standards, a Service Charter, an external service delivery model and an internal service delivery model (including appropriate phone and client service systems).

There are linkages between the service needs of specific court user groups, such as SRLs, Culturally and Linguistically Diverse Communities as well as interpreters among others. The needs of these service groups will also be considered as part of this initiative.

To do:

· A cohesive strategy about how we will provide better service to courts’ users will be developed and will include recommendations regarding phone systems in larger registries (including Brisbane) as well as internal service models. 

· A Court Service Commitment document has been developed for display in court registries and other public areas within courthouses.  The next phase of work will focus on the development of a Courts Service Standard document that can be used by court staff.
Why do it?

· The strategy should promote efficiencies across the Queensland Courts and improve service delivery.

· The strategy developed should inform service standards and linkages.

· Promotes communication and mutual understanding across Queensland Courts and the organisations operating within the court system.

· Promotes consistency in service across courts.

· Ensures a collaborative approach to information sharing so that organisations and registries are not operating in silos. 

· May allow for joint strategies to be developed and introduced to meet court and users’ needs.

18. Redesign search and copy services

Supports DJAG Strategic Plan

Queensland is fair and just

· Better manage service demand on the justice system and deliver results faster

Queensland can get on with the job

· Reduce red tape

Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and sue
· Simplify our processes and make them consistent
· Increase the number of services that are available online or otherwise conducted electronically
· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system
Status:  Commenced late 2012

Background: 

The complexity and apparent contradictions within the right or ability to access and/or copy court materials has long been identified as an issue.  There are differences in the search and copy schema within sets of rules and legislation and between them which are often difficult to understand and it is therefore unsurprising that this confusion has resulted in multiple errors and inconsistent practice by registry staff.

Very detailed analysis was undertaken by the Business Reform Branch’s (BRB) Legal Officers identifying all relevant frameworks and anomalies.  The Registrars’ Practice Group (RPG) built on that with some excellent work bringing all of the material together to advise on what should be the current advice to staff in formal policy and procedure and potential legislative amendment (mostly to the UCPR and CPR).

This informed the development of a coherent set of policies and procedures to guide staff.   

In about May 2014, access to an online interactive form was provided to any person wishing to search and/or obtain copies of material contained on civil files held in Brisbane.  Almost all search and copy requests are now made through this process which the majority of such requests also being fulfilled electronically.  This process is supported by an electronic payment process which has been pioneered for courts.  

In May 2015, a pilot of the same process for civil and criminal files in the Brisbane Magistrates Courts also commenced.  Domestic violence and Children’s Court files are not currently included in the pilot.

In the 2015/16 financial year, following discussions with senior judicial officers, memoranda concerning ambiguities and apparent discrepancies in the Criminal Practice Rules 1999 (CPR) were progressed to the Rules Committee for its consideration.  Draft amendments to the CPR are being considered.
To do:  

· Support the Rules Committee and Strategic Policy (Department of Justice & Attorney General) to finalise amendments to the CPR.

· Finalise up to date policies and procedures that implement rules changes
· Provide information to the media and others about access to courts’ files and changes to previous arrangements

· Expand online search and copy facilities as appropriate

· Analyse and, if necessary, progress any necessary issues concerning the Uniform Civil Procedure Rules 1999 to the Rules Committee.

Why do it?

· Transparency and accountability are important concepts both within the administrative and the judicial arms of government.
· The complexity of existing frameworks leads to errors in granting and refusing access to search files and to copying materials held on them
· Accessibility to materials is enhanced by an online interactive process and often far more convenient to the requestor
· Receiving and fulfilling requests and payments electronically is more efficient for the registry
19. Redesign enforcement services

Supports DJAG Strategic Plan
Queensland is fair and just
· Deliver better outcomes for people in the justice system

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services 

DJAG is responsive and high performing 
· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use
· Simplify our processes and make them consistent
· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Enable high quality decision making
· Ensure that the structures and internal practices of business units are efficient and effective 
Status:  Ongoing

Background: 

The credibility of courts in the resolution of civil disputes depends on their ability to enforce judgments when not voluntarily complied with by the parties.  

During the Innovation Workshops 2013-14, concerns by staff about the process of Queensland Civil & Administrative Tribunal stakeholders seeking to enforce judgments and orders, as well as the information available to do so, were identified. 

This was a catalyst for a broader review.  A survey of staff was conducted by the Customer Experience and Strategy Team which found that:

· Over 23% of respondents felt uncomfortable or very uncomfortable providing enforcements information to clients

· 32% used their own notes as a reference with only 12% reading the relevant policy;

· Only 9% used their own knowledge on a topic; and

· 44% thought a standardised tools/booklets/flowcharts/guides would make it easier to deliver the service

A survey of court users involved in enforcement processes revealed similar results with high instances of people needing to make contact with registries because they could not understand the processes and information even if they could locate it. 

Additionally, the sensitivity and risks associated with enforcement processes and the errors that sometimes occur have long been a source of concern.

Due to the scope of this initiative, 4 main areas of enforcement process were identified as a starting point.  These are: 

· Enforcement Hearings;

· Possession of Land;

· Seizure and Sale or Property; and

· Auctions.

The reasoning being that “fixing” these 4 major areas should rectify a majority of the enforcement “pain”.

Workshops have been held with working group members and a list of issues along with short to long term objectives have been identified. 

Draft policies and procedures have been developed and considerable work has been undertaken to radically change associated processes to more appropriately align with modern practices as well as judicial and community expectations and to reduce or eliminate safety and other risks associated with enforcements.

A new memorandum of understanding between courts and the police has been negotiated which further clarifies the processes to identify safety risks and enlist police support where relevant.

Modern contracts for sale and outsourcing of the associated conveyances to legal practitioners have been negotiated and will be implemented as part of the new procedures.

To do:

· Finalise the policies and procedures concerning seizure and sale, possession of land and auctions.

· Develop training for staff – particularly registrars – and enforcement officers to ensure that they implement the improved policies and procedures

· Develop information packages for staff and stakeholders including judgment debtors and judgment creditors; both about the changes but also about processes generally

· Continue working on developing online forms to permit an application for an enforcement hearing summons to be done online. It is expected that this will then be used as a basis for the implementation and creation for other process such as enforcement warrants.

· Continue developing materials and training to identify and implement improved enforcement hearing processes.

Why do it?

· Staff want to be able to provide good service especially in high risk areas and that is currently too often not their experience.

· The consequences of inadequate or incorrect advice are potentially very serious for both judgment creditor and judgment debtor.  At the extreme, orders can be rendered unenforceable, unnecessary further costs and inconvenience can be incurred and judgment debtors can lose much more than they should. 

· Access to justice and the integrity of civil court processes can both be compromised if enforcement processes are not adequately supported and explained to all enforcement stakeholders

· Online interactive forms, better information and guides for staff and clients, more effective and efficient processes at the recovery stage, and other strategies may reduce the complexity of the process as well as facilitating a more equitable and just outcome.

20. Implement improved processes for jurors and jury administration, and replace the existing juror administration system (QJAS) 

Supports DJAG Strategic Plan

Queensland is fair and just

· Maintain a high level of community confidence in Queensland’s justice system
Queensland gets great service 

· Improve service delivery models and make it easier for people to use our services

· Foster a consultative approach and engage with our stakeholders and customers

· Work collaboratively to deliver seamless and connected services to Queenslanders

DJAG is responsive and high performing

· Deliver customer and business focussed IT solutions
· Ensure financial sustainability
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use
· Simplify our processes and make them consistent
· Increase the number of services that are available online or otherwise conducted electronically
· Enable high quality decision making
· Ensure that the structure and internal practices of business units are efficient and effective
· Provide IT and other systems and processes that reduce internal red tape and facilitate the sustainable delivery of frontline services
Status: Ongoing

Background:

Each year in Queensland, approximately 280,000 questionnaires are sent out to prospective jurors, with a total of 15,500 jurors being summonsed to Courts across the state for jury service. To obtain data as to why participation rates for jury service in Queensland were relatively low, the Jury Research Project was conducted (under the initiative) with jurors and Qld court services’ staff over the past several financial years. This research provided invaluable insight into the perceptions and attitudes towards jury service from the public, prospective and empanelled jurors, and court staff, who have a key responsibility of facilitating jury service.  

The Jury Research Project provided significant leverage to produce various service improvements in the jury spectrum. These to date have included creation of the Jury Awareness, Education and Employer Campaigns, state-wide roll out of the Online Questionnaire and review of juror communications (as outlined in the previous financial year’s initiative). 

Release of practice direction, Application for Excusal from Jury Service, in both Supreme and District Court jurisdictions, was the latest service innovation under the initiative. Released in March 2016, as an outcome of the Excusal Tracking Project, the practice direction was followed with release of a policy for Excusal from Jury Service in May 2016. The practice direction and policy have provided staff with legislative authority and consistent guidelines when processing excusals.
The current Queensland Jury Administration System (QJAS) was previously identified as an ‘At Risk’ system that can no longer support the business requirements of Queensland Courts Service. In order to mitigate the risk of system failure and to enable the business requirements, a replacement system for the aged Queensland Jury Administration System was found in the Jury Management System (JMS), a program developed by the NSW Department of Justice. The system requires modification to align with Queensland’s legislation and needs. It is expected adaptation of and transition to JMS will be at the forefront of the initiative and should occur within the 2016-2017 financial year. 

To Do: 

· With the heads of agreement between Queensland Courts and New South Wales Courts signed, the primary objective of the initiative in the 2016-2017 financial year is the customisation and deployment of the Jury Management System. The system build will be conducted in a series of two week sprints with design, development and test stages. Business users across QCS will be invited to test the functionality and suitability of the system. QJury have anticipated the system build to span approximately 6 months followed by the state roll out, which includes training.

· To coincide with the increased functionality of the Jury Management System and leveraging on data from the Jury Research Project, potential areas for legislative reform were forwarded last financial year to Strategic Policy for consideration.  If legislative changes occur, business processes will need to be changed but the benefits include increases in the availability of jurors across Queensland, potential reductions in empanelment costs and a decrease in negative perceptions of jury service in Queensland.

· As use of computer-based technology gradually eliminates manual based procedures, the shift towards electronic management and storage of jury records is imminent. The change management and integration towards electronic management and storage for jury records (dependent on the capability of JMS) is a long term opportunity for Courts, which will reduce back office administration and physical storage space, increase efficiencies for stakeholders, and produce financial savings. 

Why Do It: 

· Jury service is the only occasion on which the majority Queenslanders are involved in the courts’ system. The perception gained from jury service is passed on to friends, family and colleagues, which forms a community view on the whole legal system. 

· Demystify the process of jury service for prospective jurors (present and future) to reduce the uncertainty of what a juror’s role is and enable informed decisions about participation in jury service. 

· To ensure the allocated budget of approximately $2.6 million per annum is utilised in the most efficient manner and financial losses from non-participation are managed or reduced. 

· To form collaborative relationships with the judiciary and other state governments to harness innovative (technological and operational) practices, which improve overall “user” experience for jurors from the prospective juror stage to the final acknowledgement of participation in jury service stage. 

· To ensure that the experience of jurors is as positive and efficient as possible through the introduction of a new jury administration solution which will provide a web portal for answering questionnaires and updating personal information; communicate with jurors via email and SMS rather than letters; and pay jurors using EFT rather than cheques.

· To mitigate the risk of having an ‘At Risk’ business critical system in use. The risk of system failure includes the inability to call jurors in for service, thus preventing many trials to occur in the Supreme and District courts.

21. Review and improve services provided to the Court and its users in the appellate jurisdiction 

Supports DJAG Strategic Plan

Queensland is fair and just
· Create a more integrated justice system
· Improve access to justice
· Better manage service demand and deliver results faster
Queensland gets great service

· Find new and better service delivery and funding models

· Make it easier for people to use our services

· Engage with our stakeholders and customers

· Work collaboratively to deliver seamless and connected services to Queensland

DJAG is sustainable and high performing
· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use

· Simplify our processes and make them consistent

· Increase the number of services that are available online or otherwise conducted electronically

· Develop customer and business focussed technology enabled solutions that enable improved service delivery

· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system

· Ensure that the structures and internal practices of business units are efficient and effective 

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  To be commenced

Background:  

Brisbane Supreme & District Court registry provides and delivers services to clients who have a proceeding before the Court of Appeal or the appellate jurisdiction of the Brisbane District Court. 

The services provided relate to case management of appeals/applications in accordance with relevant Practice Direction, coordinating relevant material from the primary court proceeding that is subject to the appeal and ensuring matters are heard in a timely manner.

In the Court of Appeal a number of key services the registry provides the Court and its users include:

· Preparation of Appeal Record Books (including scanning primary court documents/exhibits, indexing & paginating, printing & binding five copies)

· Distributing documents lodged to the Coram and Auscript for the appeal (in many instances this includes printing five copies)

Other services the registry provides, in both the Court of Appeal and appellate jurisdiction of the District Court, include:

· Receiving, storing and returning the primary court file, and related material, subject to an appeal proceeding.  

· Preparation and distribution of orders made by the Court in both criminal and civil appellate jurisdiction

To do:  

· Improve registry services provided in the appellate jurisdiction by identifying and, where feasible, implementing electronic options. In particular to preparation and distribution of Appeal Record Books and documents lodged namely, Outline of Arguments, List of Authorities and Authorities.

· Review registry practices in the appellate jurisdiction and, where feasible, streamline processes to align with the Supreme and District Court registry for consistency. In particular to preparation and distribution of orders made in the civil appellate jurisdiction. 

· Review the management of primary court files, and related exhibits, associated to a current appeal proceeding.  
Why do it?  

· Improve timeliness with electronic options/availability to the Court and its users

· Improve efficiencies with services provided to the Court and its users

· Improve use of registry resources and streamline processes

· Improve management of primary court files associated to an appeal proceeding

22. Identify opportunities to improve the performance of outsourced recording and transcription services to Queensland Courts and Tribunals

· Monitoring KPIs and instigating remedial action.

· Develop business resources, procedures and materials to facilitate the recording and transcript service delivery model structure.

Supports DJAG Strategic Plan:
Queensland Gets Great Service
· Deliver better outcomes for people in the justice system

· Improve service delivery models and make it easier for people to use our services 
· Work collaboratively to deliver seamless and connected services to Queenslanders

Queensland is fair and just
· Improve access to justice
· Support victims of crime
Supports QCS Business Plan:

· Simplify our processes and make them consistent
· Develop customer and business focussed technology enabled solutions that enable improved service delivery

· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system

· Ensure that the structures and internal practices of business units are efficient and effective 

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  In progress

Background:  
In February 2013 a contract was signed with Auscript Pty Ltd for the provision of recording and transcription services to:

· Queensland Courts 

· Queensland Civil and Administrative Tribunal 

· Queensland Industrial Relations Commission.  
The implementation of an out-sourced model represented a wholesale change from Government being the producers of public services to that of being the managers of its delivery.

The introduction of a totally out-sourced model was completely new to the Department and the timeframe allowed to move from in-sourced to out-sourced was six months and the implementation was done at a very fast pace

It required the Courts and business units within DJAG to review and standardise a number of practices to ensure Auscript is provided with the information to know what needs to be recorded and what to transcribe.

Change has been challenging as both Auscript and the Courts adjust to the new service delivery model.
During 2015 the Queensland Audit Office (QAO) conducted an audit to determine whether the expected benefits from outsourcing were being realised and whether the Department of Justice and Attorney-General (DJAG) was managing the contract effectively.

The Auditor-General’s final report was tabled on 10 December 2015 and highlighted the rushed process which has resulted in on-going contract management issues.

The QAO Report identified that DJAG:

· failed to adequately consider and assess the likely impact of its decisions on the courts and court users;

· significantly limited its own ability to create a sufficient competitive tension in its tender process by bypassing important procurement processes; and

· failed to appreciate the high risk associated with transitioning to a single provider model, particularly in the absence of supporting analysis.

· The Auditor-General was also of the view that the contract:

· lacks incentives and penalties; 

· is not clear on responsibility for services; 

· is not outcome based; and 

· does not adequately reflect user needs.

· The report’s seven recommendations cover three primary areas of contractual compliance; performance measurement and reporting and positioning of DJAG for end of current contract.  

To do:  

· Implement recommendations of QAO Audit as they relate to operational processes

· Engage with internal stakeholders through regular meetings associated with Recording and Transcription Services.

· Monitor and report on recording and transcription services provided by Auscript Pty Ltd. 
Why do it?  

· To ensure that there is an accurate and timely record of court proceedings.

· To ensure that the needs of the court are being addressed.

· To provide the best quality service to courts users.
· To appropriately avoid or manage risks. 
· To ensure compliance with legislative requirements and meet judicial expectations.
· To ensure that Auscript provides a cost effective and value for money service.
23. Review of the Queensland Courts website
Supports DJAG Strategic Plan:
Queensland Gets Great Service
· Deliver better outcomes for people in the justice system

· Improve service delivery models and make it easier for people to use our services 
· Work collaboratively to deliver seamless and connected services to Queenslanders

Queensland is fair and just
· Improve access to justice
· Support victims of crime
Supports QCS Business Plan:

· Simplify our processes and make them consistent
· Develop customer and business focussed technology enabled solutions that enable improved service delivery

· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system

· Ensure that the structures and internal practices of business units are efficient and effective 

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  In progress

Background:  
The Queensland Courts website (the website) is fundamental in facilitating access to justice for the vast majority of court users.  The registry, Magistrates and Judges rely on it to communicate with the legal profession and all other court users.  It is the main platform on which the court can communicate major initiatives such as the work arising from the Bryce Report ‘Not now, Not ever’.  It has approximately 4200 visits each day, and this is expected to increase due to the greater use of tablets and smartphones.  

All changes to the way we do business relies heavily on the Courts website as a means of communication. The Courts website will be instrumental in harnessing new technologies as they emerge and meeting the changing community expectations of service.  For example, the new jury system currently in development will utilise the website as the portal for online communications with jurors, including the completion of online forms. To ensure QCS is well placed to provide online and “self-help” service that can be accessed from any device means that we need to have the most rigorous and up to date platform upon which to work. 
The website was recently the subject of a Continuous Quality Improvement Report undertaken by the Reform and Renewal Team.  The research indicated a strong preference from court users to transact with QCS online, than by phone, and face to face as the least preferred method. 

In response to customer surveys, the Queensland Court Service Board endorsed a review of the Queensland Courts website.  The aim was to identify strategic opportunities to embrace online means to improve court users’ access to justice and decrease operating costs. The report confirmed the benefits of making more services available online, particularly the cost savings involved.  For example, the average offline service delivery cost is $10.40; therefore every successful online transaction represents this saving.

To Do:

A comprehensive review of and implementation of improvements to the current courts website including a restructure of the information architecture and redesign of the high and medium priority content therein.
Why do it?  

· To maximise accessibility to information for legal practitioners, the business community and the general public, to provide the best quality service to courts users 
· To improve timeliness with electronic options/availability to the Court and its users

· To decrease the face to face and telephone interactions and facilitate greater access to justice generating efficiencies for registries
· To decrease operating costs associated with face to face interactions 

· Courts website to better position itself for the future challenges and opportunities 

· To address the continuing gap in customer expectations and the current Courts digital information and service delivery 

· To fully realise the current and continuing benefits of work in the digital online space 
· To appropriately avoid or manage risks associated with the sheer volume of publishing requests, unpredictability and immediacy of many of the requests, and minimal team capacity 
· To increase the implementation of new and innovative ways of improving access to justice for court users 
· To ensure the courts website remains an agile and optimal communications platform 
· To promote communication and mutual understanding across Queensland Courts and the organisations operating within the court system
· To promote consistency in service across courts
· To ensures a collaborative approach to information sharing so that organisations and registries are not operating in silos
24. Embed the adoption of policies and procedures across Queensland

Supports DJAG Strategic Plan:
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services
DJAG is sustainable and high performing

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs
· Ensure financial sustainability
· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Simplify our processes and make them consistent

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace

· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery

· Enable high quality decision making

· Ensure that the structures and internal practices of business units are efficient and effective

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes 
Status:  Informally commenced

Background:

Why not just ‘do it’ locally?

Stakeholders have consistently advised that a plethora of localised procedures across Queensland’s Courts is difficult and frustrating for them providing poor client service and creating unnecessary costs that they must either absorb or pass on to their clients (where relevant and possible).

Localised processes also creates circumstances where risks may be unidentified or inappropriately managed.  Further, inadequate knowledge or understanding of legislation or judicial expectations may result in processes that are non-compliant with legislation and contrary to judicial expectations.

Local policies and procedures do not necessary represent best practice for either effectiveness or efficiency even where compliant.  

Why invest in state wide policies and procedures?

Properly developed and approved policies and procedures provide clarity to staff about how they are expected to do their jobs and what they are expected to do.   There is therefore typically a legal expectation (e.g. in Coroner’s proceeding and industrial cases) that a well run organisation will guide and support its staff by having comprehensive policies and procedures particularly for risky and difficult components of the business.

The existence of such policies and procedures also facilitates the development of useful training and case management systems.

Consequently, the Business Reform Branch of the Court’s Reform and Support Services have created more than 200 policies and procedures detailing best practice for the benefit of staff and clients over the past several years.  The development of policies and procedures involves comprehensive legal analysis, input from experienced and respected registry officers and, where appropriate, input from stakeholders as well as specific direction from heads of jurisdiction and other senior judicial officers.

An increasing trend has become evident though where, despite the existence of directly applicable policies and/or procedures, serious mistakes have been committed with equally serious consequences that adherence to the policies and/or procedures would have avoided.  In most of those cases, the staff involved and/or their managers, have either expressed ignorance of the applicable policies and procedures OR indicated that they did not consider themselves bound by them.

In April 2016, the Executive Directors of Registry Operations circulated an advisory to all registry staff emphasising that applicable policies and procedures MUST be identified and adopted by relevant staff and their managers and that non-compliance without high level authorisation was inappropriate.

At the same time, managers’ training conducted in Brisbane for staff from across South East Queensland focussed on the centrality of policies and procedures and the rationale for it.  While staff engaged in this training demonstrated high levels of enthusiasm and resulting commitment to furthering the adoption of policies and procedures, that training also reinforced that work needs to occur in this regard.

To Do:

· Analyse further the basis on which policies and procedures are not being embedded in registries;

· Engage with our staff to validate the analysis and identify options to improve understanding of and compliance with policies and procedures;

· Develop an effective strategy based on the steps above to ensure that existing policies and procedures are consistently understood and adopted where appropriate within our registries.  Components of that strategy may include:
· a training programme throughout the State for staff at all levels explaining the significance of policies and procedures and why it is compulsory to comply with them;

· a training programme throughout the State for supervisors and managers about their role in the embedding of policies and procedures and how to perform it;

· mandatory display of promotional material such as posters (as already developed of his own initiative by one manager); 

· a consistent narrative from managers at all levels about the importance and applicability of policies and procedures; and

· performance management outcomes for identified wilful ignorance of or knowing non-compliance with relevant policies and procedures
Why do it?

· To provide the best quality service to our courts users and partners;

· To appropriately avoid or manage risks;

· To ensure compliance with legislative requirements and meet judicial           expectations;
· To provide direction and support to staff at all levels; and
· To ensure that we operate as efficiently as possible.

25. Contribute to and support the implementation of the International Framework for Courts Excellence across all jurisdictions

Supports DJAG Strategic Plan:

Queensland is fair and just

· Improve access to justice

· Create a more integrated justice system

· Protect the rights and interests of vulnerable Queenslanders

· Better manage service demand on the justice system and deliver results faster

· Deliver better outcomes for people in the justice system

· Maintain a high level of community confidence in Queensland’s’ justice system

Queensland can get on with the job

· Reduce red tape
· Make it easier for Queenslanders to do business
Queensland gets great service

· Improve service delivery models and make it easier for people to use our services

· Foster a consultative approach and engage with our stakeholders and customers

DJAG is responsive and high performing

· Ensure a high performance culture focused on organisational excellence

· Be creative problem solvers

· Ensure financial sustainability

· Act with integrity and accountability

· Streamline and remove unnecessary bureaucracy in internal processes.
Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community
· Improve services and support provided to vulnerable or disadvantaged people seeking to access or that are involved in court processes

· Develop and deploy information and services that are easier to access and use

· Simplify our processes and make them consistent

· Increase the number of services that are available online or otherwise conducted electronically

· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system

· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Enable high quality decision making

· Facilitate and improve financial and procurement management
Status:  Continuing in the Supreme Court but to be commenced in other jurisdictions

Background:

The International Framework of Courts Excellence (IFCE) is a quality management system designed to help courts improve their performance.  It represents an all-encompassing approach to achieving court excellence, rather than a more limited focus on particular aspects of court governance, management, or options.  It consists of:

· A Framework of universal court values, seven areas of court excellence aligned with those values, as well as concepts and tools by which courts worldwide can voluntarily access and improve the quality of justice and court administration.

· A self-evaluation process that evaluates a court’s performance against seven areas of excellence, and provides guidance for courts to improve their performance.

· A Global Measures of Court Performance which includes eleven focused, clear and actionable core court performance measures aligned with the values and areas of court excellence of the Framework.

The matter in which any particular jurisdiction implements or utilises the IFCE is extremely flexible and allows for considerable discretion.  However, the IFCE is widely adopted across the world and within Australia.

In 2014, the Supreme Court of Queensland administered the self-evaluation survey and subsequently formed a committee consisting of the Chief Justice, President of the Court of Appeal, Senior Judge Administrator, other senior judges and the Principal Registrar.  This committee has achieved a number of improvements. 
The Chief Judge and Chief Magistrate have each indicated that they intend to engage with the IFCE process as a framework for continuous improvement within their respective jurisdictions.
To do:

· Provide such support and resources as are required and available to ensure the success of the implementation of the IFCE in each jurisdiction.

Why do it?

· Adoption of the IFCE will ensure that courts are able to deliver the quality of court services essential to fulfilling their critical role in society.

26. Improve the quality and utilisation of business analytics and intelligence

Supports DJAG Strategic Plan:


Queensland is fair and just

· Better manage service demand on the justice system and deliver results faster
· Maintain a high level of community confidence in Queensland’s justice system
DJAG is responsive and high performing 

· Ensure a high performance culture focussed on organisational excellence

· Deliver customer and business focused ICT solutions

· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace

· Enable high quality decision making

· Ensure that the structures and internal practices of business units are efficient and effective

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  In progress 
Background: 

The Department of Justice and Attorney-General (DJAG) has established a strategic reporting capability through the purchase of specialised business analytics and reporting tools (SAS). The SAS environment provides a level of data analysis and reporting that exceeds current capabilities, offers many user facing reporting options and reduces costs associated with dedicated resources required to produce reports.

Queensland Courts Service (QCS) has recently completed the phase one project migrating a number of periodical performance reports into SAS environment. This initial phase has provided the ability to redirect existing resources from the previous labour intensive reporting requirements. Redirected resources enable Queensland Courts to increase capability to analyse, investigate and identify improvements to current business process. The completion of this phase on time and on budget, has generated a reduction of 3 FTE days per month currently allocated to data gathering and manipulation and provided a platform for QCS to build on by increasing use of the SAS environment and capability.

This project will result in establishing a strategic analysis and reporting capability within the Queensland Courts Service through the enhanced use the specialised data analytics and business intelligence platform. The enterprise contract permits business unit access to the report builder and rules engine as well as unlimited user access to the presentation tool to allow slicing and dicing of reporting information.

Reporting (in its broadest sense) using a mix of tools and processes incurs higher overheads than using fewer, or even a single, set of tools and processes. Consolidating reporting tools and processes into a single, efficient, solution makes strategic sense.

A more sophisticated approach to data management, reporting and business intelligence will reduce the overhead incurred each month. The effort to achieve a more mature reporting capability will be significant the benefits will be recurrent. Benefits relate, not just to time saving but to increasing the capability of staff and the toolsets that they may use.

The project objectives encompass the following:

· Executive level drive for data driven analysis and management.

· Greater comparability, visibility and transparency of information across the organisation.

· Delivering the right information to the right people at the right time to make the right decisions.

· Reduction in manual effort and associated errors in reporting.

· Less time on reconciliation, more time for value added activities and analysis.

· Enhanced decisions support.

· Unify all performance reports and results into one specialised reporting tool

· Improved services provided to stakeholders

The automation of the reporting process and the re-tasking of resources to performance improvement identification directly aligns with the DJAG strategy to “” identified in the DJAG Strategic Plan 2014-18. 

The project will track the maturing capability of business intelligence in the Department – outlined in the figure below: 
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Figure 1 - DJAG BI Capability (Phased)
The first year activities for Courts related to the ‘Consolidation’ phase above will focus on embedding the new capability include: 
	To Do (Activities)
	Why do it? (Benefits)

	Contribute to the Department’s SAS maturity journey by providing early phase system support functions
(I&CT)
	· Courts (I&CT) have an existing support desk and have technical staff trained in the system administration of SAS. This capability is required to support both Courts and other Divisional BI initiatives (both ongoing and new).

· Develops our technical staff

· Developing capability in this space ensures I&CT staff are skilled up to take on required roles in the future ITS structure 
· Developing service pricing

	Continue to lead the embedding of the governance structure in DJAG
(I&CT)
	· Lead functions associated with the Technical Reference Group and the SAS Governance Board 

· Provides an opportunity to align the Courts requirements with the developing requirements of DJAG – for example the stringent requirements around security for Judicial data are mandated in the developing solution

	Establish the service model for ongoing report requests and report development 

(CPRU)
	· Improves cycle time from report request through to delivery 

· Brings customer requirements in earlier and more frequently to the end solution

· Formalise a feedback loop for continuous improvement

· Improve satisfaction with CPRU service delivery

· Improve the turnaround associated with ad-hoc reports

	Develop more agile approaches to report development 

(CPRU)
	· Improve back end team coordination and clarity

· Equip team members with modern agile approaches to development  

	Realise the benefits from workload savings derived through report automation

(CPRU) 
	· Quantify and demonstrate new capabilities to the business (as the team moves from manual report production to using the SAS BI System as a decision support mechanism for QLD Courts Stakeholders 


27. Improve data and order accuracy

Supports DJAG Strategic Plan:


Queensland is fair and just

· Better manage service demand on the justice system and deliver results faster
· Maintain a high level of community confidence in Queensland’s justice system
DJAG is responsive and high performing 

· Ensure a high performance culture focussed on organisational excellence

· Deliver customer and business focused ICT solutions

· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace

· Enable high quality decision making

· Ensure that the structures and internal practices of business units are efficient and effective

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  Initial consultation conducted

Background: 

Throughout the course of a criminal proceeding, orders are made by judicial officers that court and registry officers (‘data entry officers’) enter into the QWIC system to create documents upon which others rely to give effect to those court orders.  

Prior to QWIC, the process for releasing orders was that the work of the depositions clerk or other registry officer was specifically checked and the order signed by the Registrar or other senior officer (such as a deputy registrar) before release. 

QWIC was designed to continue this process by including a feature requiring that all data entered by the original officer be certified as correct by another officer before the system considered the data to be reliable.  This process is known as ‘validation’ or ‘verification’.

To do:
· Assess whether and what alternatives exist to the current validation process.  

· Review the QWIC Security Rules to allow for the removal of some validation

· Discuss with the Training & Development Unit and the Courts Service Centre and ascertain the extent and feasibility of system changes

· Amend the QWIC Reports to remove any reports that will no longer be required

· Raise the appropriate TFS and have the changes incorporated into the next available QWIC release.

· Develop and send a communiqué to all Queensland Courts’ Services staff advising of the changes. 

Why do it?

· Court staff currently validate approximately 700,000 QWIC transactions per year.  Reducing the validation to critical matters could reduce this to approximately 54,000 or less, freeing up staff to concentrate on other priority work. 

· The validation process is probably ineffective in reducing errors due to the volume of processes that need validation, reduction in the volume will focus the attention of staff and remove the functionary aspect of the task and therefore reduce errors.

28. Conduct a pilot of a Principal Information Officer for Courts 

Supports DJAG Strategic Plan:

Queensland is fair and just

· Better manage service demand on the justice system and deliver results faster
· Maintain a high level of community confidence in the justice system
Queensland gets great service

· Foster a consultative approach and engage with our stakeholders and customers
DJAG is responsive and high performing

· Act with integrity and accountability
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use
· Provide improved services through consultation and collaboration with those involved with or interested in courts and the justice system
· Enable high quality decision making
Background:

The principal that ‘justice must not only be done but be seen to be done’ is a fundamental tenet of our justice system.  Every day most media outlets will include stories about matters before the courts of every jurisdiction in Queensland.   There is often intense public interest in particular matters and there can be much public comment.  The community is also often generally greatly interested in the justice system and how effectively or appropriately it operates - especially the criminal justice system.  

However, the level of media and community scrutiny of matters before the courts is not always matched by access to accurate and timely information about those matters.

There is presently little proactive promotion of information about the operation of the courts in general or individual proceedings available to the media or the community.

The Department of Justice and Attorney-General’s Communications Services Branch (CSB) presently deals with media inquiries of a court related nature on behalf of the courts. During the high profile trials that occur approximately once or twice per year, a full A07 FTE in the CSB can be occupied for several weeks. At other times, it may be less than one day per week comprised of scattered enquiries that are often referred directly to the relevant registry. 

Judges’ chambers are often contacted directly by the media and the public and invest considerable effort in clarifying issues before being able to refer them to the CSB.  Courts’ registry staff also frequently receive inquiries directly from the media.  As there is no dedicated court resource to manage these inquiries, judges and court staff can be taken away from their core duties for lengthy periods of time when dealing with media inquiries.

Many interstate jurisdictions, including the Supreme Courts of Victoria, New South Wales and the Australian Capital Territory, have a Principal Information Officer (or similar title) that manages the diverse range of inquiries from media outlets and other court stakeholders and proactively provides information from the courts.

In April 2016 the Electronic Publication of Courts Proceedings Committee released its report.  The appointment of an Information Officer was a key recommendation.

Funding for a pilot of the role of Principal/Courts Information Officer (PIO) for 12 months has been approved.

To do:

· Develop a plan of deliverables for the PIO during the 12 months for which funding has been approved
· Gather data about the outcomes achieved by the PIO
· Report on the effectiveness of the role before the approved funding is expended
Why do it?

· To ensure that the media and the community have access to timely and accurate information about the courts generally and particular cases as relevant

· To support judicial officers to manage access to proceedings that appropriately facilitates media and community interest 

29. Develop sustainable safety and security arrangements across Queensland’s courthouses

Supports DJAG Strategic Plan:
DJAG is responsive and high performing

· Ensure a safe and rewarding workplace

· Ensure financial sustainability
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace

· Facilitate and improve procurement and financial management

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  commenced

Background:

Security within Queensland’s courthouses is supplied either by State Government Security (SGS) directly or by contractors engaged by SGS.  The Courts annually spend in excess of $6 million for these services.  

 In mid-2013, advice was obtained from security consultants, GHD, to identify and suggest solutions to any security risks in the QEII Courts of Law building.  GHD undertook a study of the building which included meetings with representatives of occupants across all areas throughout the building. The feedback was received over six weeks and a report was completed with recommendations and risk assessment.   The GHD report identified a large number of potential risks and included a similarly large number of recommendations to address those risks.  

The GHD report recommended the appointment of a Security Management professional with holistic responsibility for administering security within the QEII.

In 2014, the role of Courts Security Manager (CSM) for the Brisbane Courts’ Precinct (QEII Courts of Law, Brisbane Magistrates Court Building and Roma Street Arrest Court) was created and the first CSM appointed.  The role of the CSM is to lead and 

Manage security within the Brisbane Courts’ Precinct including setting strategy, goals and objectives, culture, policy, procedures, standards and performance.

In February, 2015 the ‘Not Now, Not Ever: Putting an End to Domestic and Family Violence in Queensland’ report was delivered.  Subsequently, the lodgement of applications for domestic violence related orders increased extraordinarily.  In most places, the lodgements have increased by over 30% in the past year with some locations recording increases of more than 40%

Simultaneously, criminal lodgements have increased significantly in all jurisdictions over the past few years with the addition of counter terrorism related matters too.
Anecdotally, staff and some judicial officers report increasing incidences of aggressive and violent behaviour by entrants to courts’ buildings.  However, there has been very limited capacity to increase the presence of security staff within existing resources.

It is also acknowledged that emergency procedures (whether to respond to attack or accident) require review and updating; particularly for buildings such as those in the Brisbane Courts Precinct which consist of many floors which may be occupied by many hundreds of people at any given time.  

In late 2015 the Queensland Courts Security and Risk Committee was formed to bring together all of those with a stake in the appropriate management of security and risk across Queensland’s Courts.   The group is chaired by Justice Byrne and includes the Chief Judge and Chief Magistrates plus representatives from the Queensland Police Service, Legal Aid Queensland, the Offices of the State and Federal Directors of Public Prosecution, Queensland Bar Association and Queensland Law Society.  The meeting is also attended by the Executive Directors of the Magistrates Courts and Supreme District & Land Courts Services.  It acts as an advisory Committee for the activities of the Courts Security Manager and generally supports the formulation of safety and security police and operational priorities.
In 2016 the functions of the Public Safety Business Agency (of which SGS is a part) were reviewed and it was recommended that SGS would be more appropriately included into the structure of the Queensland Police Service (QPS).  Whilst this transition was initially scheduled for 1 July 2016, it is now more likely to occur in the last quarter of 2016.  However, initial approaches have been made to Courts by the Project Officer from QPS in charge of this transition and it is anticipated that there will be significant opportunity to review all aspects of SGS service delivery.

To do: 

· CSM  to liaise with SGS, judicial officers, courts staff and stakeholders to develop a best practice approach to security for the Brisbane Courts’ Precinct and develop a plan to secure the judiciary, staff, court visitors and our building assets. The plan should include but not be limited to the following:

· information security; 

· personnel security; 

· physical and electronic security; 

· intelligence,

· investigations, 

· security risk management, 

· VIP and executive protection, 

· emergency management, 

· business continuity, 

· security operations, 

· coordination with external agencies, 

· staff/contractor training and performance monitoring  

· Develop and implement policies and procedures and provide suitable training to improve the safety of courts staff, judicial officers and other courthouse entrants

· Develop and deploy a strategy to implement relevant and appropriate components of the approach developed for the Brisbane Courts’ Precinct to other courthouse locations across Queensland

· Ensure that the ongoing arrangements with SGS for security services across Queensland represent best practice and value for money.  

· If savings can be identified, develop a plan to appropriately re-deploy resources to courthouses across Queensland.

.

Why do it?

· To provide the best practice security service for our courts precinct which will ensure a high level of confidence amongst the judiciary, staff and visitors. 

30. Address the issues associated with the risk of vicarious trauma and other psychological harm to staff

Supports DJAG Strategic Plan:

       DJAG is responsive and high performing

· Ensure a safe and rewarding workplace
· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
Status:  To be commenced

Background:  The American Counselling Association describes vicarious trauma as the ‘…emotional residue of exposure that counsellors have from working with people as they are hearing their trauma stories and become witnesses to the pain, fear and terror that trauma survivors have endured’.

While courts’ staff are not counsellors, it is an integral part of many of their duties to listen empathetically to the stories of trauma survivors and provide them with assistance.  For example, they may repeatedly provide assistance to victims of domestic violence and to family members of deceased people the subject of coronial inquests at the front counter or listen to lengthy and harrowing evidence by witnesses including child victims of sex offences. 

Increases in domestic violence applications of an average of more than 30% in 2015/16  and double digit increases in criminal matters being dealt with in each jurisdiction only increase the potentially distressing and sometimes dangerous circumstances to which courts’ staff may be exposed.  It also increases their contact with anxious and sometimes aggressive participants in court proceedings.  

Staff currently have access to an Employee Assistance Program that includes short-term counselling on any issue relating to the work environment. Whilst helpful, the model is reactive to when the staff member is already suffering because of the workplace environment. 

Since 2011, staff within the Coroners Court of Queensland in Brisbane have been proactively providing staff with annual training programs that deal not only with vicarious trauma but also how to interact with grieving families. The Vicarious training workshops run by Penny Gordon vary depending on the needs of the office and the amount of staff to be trained in the initial process and the ongoing process. Initial training is for half day and ongoing updated training are in 3 hour blocks.  The training program run in relation to grieving families was provided by Coronial Counsellors located at the Forensic Health Services at Coorparoo. Two councillors have provided one on one and group sessions. The Training and Development Unit filmed a session from 2013 and holds a DVD used within the Coroner’s Office. The DVD is currently under review by the staff of the Coroners Court of Queensland to ensure still relevant and if can be utilised by other work areas. Providing this ongoing training tailored to the staff needs have proven successful in ensuring the capacity and capabilities of staff are maintained at a high level. 

Since 2015, management at the Supreme and District Courts in Brisbane have provided staff (including judges’ associates) with access to training in avoiding, recognising and managing vicarious trauma specifically designed for courts’ staff.  Anecdotally, even experienced staff have described such training as the most valuable they have ever received.
To do:

Engage a suitably qualified consultant to develop a sustainable framework that supports the avoidance, recognition and appropriate management of vicarious trauma and other psychological harm to staff arising from their work for QCS at all stages including:

· Recruitment –  alert prospective employees to the nature of a court environment and utilise recruitment techniques that will identify people who are best suited to it;

· Role identification –  identify roles where the risk of trauma or psychological damage is heightened and strategies to eliminate or minimise that risk;

· Development of preventative strategies – take a proactive path in developing training modules and other strategies to minimise the risk of trauma and/or to partner with external agencies to provide an ongoing safety net to our staff.

Implement this framework.

Why do it?

The delivery of high quality services to traumatised and often vulnerable people is dependent on staff being ready, willing and able to provide or support those services.   Staff must be given the skills and support necessary to do so. 

To ensure that we provide a safe and rewarding workplace for staff

31. Recruit for roles within Queensland Courts’ Services
Supports DJAG Strategic Plan

DJAG is responsive and high performing 

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs.
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Ensure that the structures and internal practices of business units are efficient and effective
Status: Commenced.

Background:

Robust recruitment processes that are clearly equitable and that succeed in appointing the most suitable people for the available jobs are central to operating a high performing registry.  Hence, significant resources are invested on every occasion that a recruitment process occurs.

Yet, it has long been a source of frustration for internal and external applicants when applying for positions within QCS to find critical inconsistencies including:

1. Different “key responsibilities” and “key attributes” in role descriptions for exactly the same position albeit it at a different centre

2. Apparently arbitrary differences in the application processes’ requirements e.g. written application and resume OR resume only;

3. Highly inconsistent outcomes e.g. highly experienced and regarded applicants gaining an interview for one selection process but not even getting to the next stage for an identical position on a subsequent occasion;

4. Applicants receiving inconsistent and sometimes contradictory feedback from the chairs of selection panels for similar roles

When the results of successive employee opinion surveys have been further explored with staff, many of the negative perceptions about organisational fairness were connected to the recruitment process and outcomes OR the process for the allocation of development opportunities (particularly higher duties).

In 2014/15, the Registries’ Business Plan included Initiative 26: ‘Review and align role descriptions for roles within registries’.  To date, a working group comprised of registrars across the State has been formed and 12 draft role descriptions have been developed that are aligned to the Capability Leadership Framework (CLF).

To Do: 

· Review and develop role descriptions that are contemporary, interchangeable and accurately reflect the roles and responsibilities of every registry position

· Review and determine what changes are required in the current recruitment process including: 

· Short-listing techniques

· Interview and assessment process

· Selection process

· Feedback process

· Provide training and/or support to selection panels to ensure the consistency and quality of selection processes

Why do it?
· To ensure that applicants’ experience of the recruitment process enhances QCS reputation as an employer of choice so that we continue to attract and retain high quality people

· To ensure that the appointed person is the best person for the job and the future of the QCS;

· To improve the consistency and transparency of selection processes thus enhancing staff member’ organisational trust; and

· To better support selection panel members to confidently and successfully discharge their duties.

32. Improve induction processes
Supports DJAG Strategic Plan

DJAG is responsive and high performing 

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Ensure that the structures and internal practices of business units are efficient and effective
Status:  Commenced and progressing.

Background: 

The Brisbane Supreme & District Courts’ (BSDC) and Brisbane Magistrates Court’s (BMC) registries are the largest QCS Registries.  Their close proximity to other central workgroups results in frequent staff movements e.g. secondments and therefore new starters.  A significant investment has already been made in recruitment, with a view that this upfront investment is likely to lead to improved workplace culture, morale and performance.  Review and improvement of recruitment processes for positions continues at all levels.

To complement this, it has been identified work needs to commence on induction and refinements to be made on succession planning.

In the BSDC, new AO2 staff predominately start in Records Management, or sometimes Appeals and Adjudications, and commence training in bailiff duties not long after starting. They then transition into a court orderly/administration role in either civil or crime when the need arises for one of these positions to be filled.  There is no such planned rotation for staff at other levels; it often happens reactively and at short notice as a result of a request for another staff member to go on secondment. Further, staff have indicated that a lot of emphasis is placed on recruitment but, once a person commences, the information sharing, communication of expectations and the court contextual information is ad hoc and often unplanned.

Improvements now need to be made to allow rotations to be better planned, and the communication of job expectations and training and support needs inclusion into one-on-one and Expectations Agreement discussions.   

To do:

· Develop improved induction and strategies to better train staff when they have been identified to transition into a new role.  

· Evaluate and adopt innovative strategies employed elsewhere within courts and business.

Why do it?

· To ensure we retain staff who have been recruited as the best applicant for the role.

· So staff receive comprehensive information when they first start about the registry, role, expected behaviours and culture.

· To ensure we provide quality and responsive services by having staff suitably trained in all roles.

· To ensure we are well positioned to release staff to support the renewal and reform agenda.

33. Embed training in Queensland Courts’ 

Supports DJAG Strategic Plan

DJAG is responsive and high performing 

· Ensure a high performance culture focussed on organisational excellence

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs

Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Ensure that the structures and internal practices of business units are efficient and effective
Status:  Ongoing

Background:

Training is necessary for staff to be able to deliver high quality services and for the attraction and retention of talented staff.  However, developing and providing training is a costly undertaking.

The Training and Development Unit (TDU) provides a range of training courses delivered online and face to face which are focussed on developing knowledge and skills for the performance of registry duties.  Most of these courses are task oriented and of particular relevance to the 50% or so of registry staff who are classified at the A02 or A03 level. However, there are some that are targeted at more highly classified staff.

Anecdotally, a large proportion of staff at all levels are unaware of the full suite of training offered by the TDU and it is considered highly likely that the training available is therefore under-utilised.  

The Employee Opinion Surveys of 2013 and 2014 revealed that a significant proportion of Courts’ staff believed that they were not given enough training and development.  

The 2014/15 Registries’ Initiatives included 2 specifically focussed on training:

Initiative 25 – Review compulsory training for QCS staff; and

Initiative 37 - Improve A02-A03 training and development

After extensive consultation, Initiative 25’s recommendations included that a minimum of 10 hours training and development annually be provided for each registry staff member.   This recommendation has been accepted and the requirement commences on 1 July 2015.

Development of Initiative 37 commenced at the Innovation Workshops held in February and March 2015. 

However, work undertaken in relation to these and a variety of other Initiatives brought into focus that training and development is of strategic and practical importance for staff at all classification levels.

In 2014, Brisbane Supreme and District Courts registry initiated a program of quarterly 2 day training workshops for middle managers (A04-5) and senior managers (A06-8) comprising a blend of information sharing and skills development.  Several middle and senior managers from registries within the Sunshine Coast & Western Queensland and South Queensland regions plus staff of the Courts Innovation Program have also attended these workshops. They are continuing to be offered and have been considered successful by both participants and their managers because of improved competence and performance.

The Brisbane Magistrates Courts has conducted similar workshops albeit for slightly less time.

Initiative aim:

· Embed a strong training culture in in all Qld Courts which will provide staff with skills and abilities to adapt to change in work practices and procedures. 

· Provide best practice to Qld Court Managers/Registrars to effectively implement their staff skills and knowledge from training in the workplace. 

· Provide experienced staff with best practice in training to effectively transfer on the job skills and knowledge to less experienced staff. 

· Work with TDU, HR and Darren Campbell in developing best practice in planning scheduled training well in advance. 

· Develop a strong communication strategy with all JAG staff and training stakeholders to drive the benefits if this initiative. 

Scope:

· QCS registry and courtroom staff including bailiffs 

· Departmental Human Resources (HR) are currently working on an Instructional Design Hub which this initiative will work in with as it develops.  We will engage with all training stakeholders so that we are all aligned and moving in the same direction  

· Changing the culture or mindset of what training is and how it will be achieved to ensure that the mandatory minimum hours of training and development is adopted and provides staff with appropriate and valued opportunities.

· Working with the TDU and HR to understand the training opportunities already available and, through other Initiatives for 2015/16 such as the Duty Statement Initiative, ensure this training is incorporated as relevant e.g. in the Duty Statement.

· Develop a more coherent approach to matching the roles undertaken with the available training so that the effort involved in receiving and providing training provides the most productive results.

· Continue to identify systemic training needs gaps and strategies to address those gaps including through significantly increased engagement with the TDU and HR. 

· Engage with staff at all levels to ensure they have equitable access to and benefit from training available.  

· Expand the identification and provision of high quality on the job and other training opportunities to staff at all levels.

· Review process after 12 months and re-evaluate. 

To do:

· Each Responsible Officer will lead one of the aims and form a working group to complete the desired outcome. 

· Develop a Managers’ User guide for effectively implementing skills and knowledge acquired from training courses.

· Investigate training options for experienced staff to effectively be upskilled to transfer on the job skills and knowledge to less experienced staff in the work place 

· Develop a training plan with TDU, HR and Darren Campbell incorporating all levels of training well in advance.

· Develop strategies for implementing a strong training culture in all registries.

· Investigate the establishment of a Qld Courts Training Reference group which role would be to consult regularly with JAG training stakeholders and communicate update training needs and provide feedback on success or otherwise of current training packages. 

Proposed Approach

Milestone Deliverables (Phase 1)

· Have at least one aim outcome achieved by 30 June 2016.
· Phase 1 – By 30 April 2016

· Each Responsible Officer take on one aim and form their respective working groups  

· Working group tasks are aligned under to do list 

· Schedule of work to be undertaken is determine by the group and timeframes are set.

Phase 2 (Proposed)

· Each group via the Responsible Officer reports progress at each initiative Project Board meeting which will be held on a fortnightly basis 

· Test draft outcomes from working group in a pilot centre to assess effectiveness 

· Put report and outcomes to board for release. 

· Roll out plan and implement approved outcomes in line with communication strategy 

Phase 3 (Proposed)

· Commence remain aims with Responsible Officers and their working group and repeat Phrase 1 and 2 Roll out plan and implement.

· Review every 12 months. 

Why do it?

· To ensure that training and development is invested as most needed and with the best possible outcomes for individuals and the organisation.

· We are most likely to retain our best staff by ensuring that they have access to the necessary training to perform their roles.  

· To ensure that everyone has the skills and  knowledge they need to continue to do an excellent job

· To provide our staff with the skills and knowledge that they need to embrace change and adapt to new requirements without significant stress or difficulty.
34. Improve the management of development opportunities for Queensland Courts’ staff 

Supports DJAG Strategic Plan

DJAG is responsive and high performing 

· Ensure a high performance culture focussed on organisational excellence 

· Ensure a safe and rewarding workplace

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs

Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Ensure that the structures and internal practices of business units are efficient and effective
Status:  To Commence

Background:

There are three basic types of activities that contribute to the learning and development of an individual: 

1. Experiential (i.e. through day to day task, challenges and practice) accounts for 70%;

2. Social (i.e. learning with and through others) accounts for 20%; and

3. Formal (i.e. through structured courses and programs) accounts for only 10 %.

While training is about how to do particular tasks, development is about gaining the skills and experience required for professional growth and evolution.   Development needs to have a firm foundation in a deep understanding of the specific capability and experience of each individual being developed and cannot be approached from a ‘one size fits all’ perspective

This initiative looks to maximise the benefits of the 70% of learning and development that is experiential and the 20% that is social by increasing opportunities for staff to:

Expand their scope of work

· Take on new responsibilities

· Increase their span of control

· Increase their decision-making authority

· Substitute for manager in meetings

· Take on managerial responsibilities

Solve real problems

· Participate in a group to solve a real business problem

· Apply new learning in real situations

· Use feedback to try a new approach to an old problem

· Take on new work and solve problems within their role

· Introduce new techniques and approaches

New experiences
· Champion and/or manage changes

· Cover for others on leave

· Gain exposure to other departments/roles

· Work with a recognised expert

· Take part in project or working group

· Participate in formal role swaps or secondments

· Take on stretch assignments

· Increase interaction with senior management, e.g. meetings, presentations

· Make time for day-to-day research and reading

· Assume leadership activities, e.g. lead a team, committee membership

· Participate in cross functional introductions, site/customer visits

· Research and apply best practice

· Work with consultants or internal experts

· Exploit opportunities for internal/external speaking engagements

· Take a role in annual budgeting processes

· Carry out interviews

· Take part in project reviews

· Take on community activities and volunteering

While these development activities occur every day across our offices in Queensland, it is unlikely that those involved - in providing or receiving them – usually consciously consider that what they are doing is ‘development’.  This is problematic because development opportunities are valuable and finite but failing to appreciate this can lead to them being wasted.   

When the results of successive employee opinion surveys have been further explored with staff, many of the negative perceptions about organisational fairness were connected to the recruitment process and outcomes OR the process for the allocation of development opportunities (particularly higher duties).

Professional skills development opportunities can be powerful incentives for the attraction and retention of talented staff and essential in succession and workforce planning.

The focus on development very much lends itself to the concept of a high performing workforce embracing techniques such as coaching and mentoring to facilitate better development opportunities for staff. 

To do:

· Develop a framework for a highly personalised identification and fulfilment of development opportunities.

· Identify development gaps and strategies to address those gaps including significantly increased engagement with the Training and Development Unit and other providers of soft skills related courses.

· Engage with all staff to ensure that the benefit of their concerns and suggestions is available during the process.

Why do it?

·   To improve the allocation of experiential learning and development opportunities to ensure the most benefits for individuals and the organisation  

·   It is essential to the development of a culture of high performance 

·   Increase our organisational agility and resilience by developing staff who are pro-active in exploiting learning opportunities to help address the challenges they encounter in their daily roles. 

·   Increase our staff engagement, extending the focus of development beyond the classroom walls leads to an increase in acuity through accessing a wider range of development experiences. 

·   We have many talented and highly motivated staff who have been seeking meaningful development opportunities.
35. Encourage High Performers
Supports DJAG Strategic Plan
DJAG is responsive and high performing
· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs.
· Ensure a safe and rewarding workplace
· Ensure a high performance culture and a productive and rewarding workplace
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Ensure that the structures and internal practices of business units are efficient and effective
Status:  Ongoing

Background:  

Developing and maintaining a high performing workforce is the holy grail of workforce management. A culture of high performance depends on commitment at the highest levels of the organisation—not only to set it in motion but also to maintain the momentum that ensures ongoing high performance 

In reality, the majority of management focus tends to be on identifying and, ideally, addressing poor or inadequate performance. Often QCS money and resources are being spent disproportionately on the large percentage of staff who get an average performance rating at performance reviews.  

We feel uncomfortable about singling out our high performers and making them feel special. Justifications such as that rewarding or recognising high performance will be seen as unfair favouritism, cause workplace dissension and can’t occur in the public service where monetary rewards are not possible are advanced for this approach. 

In today’s context, the definition of a high performing organisation is one that is willing to take a bit of risk, not only with the low performers but also to have the right conversations with the high performers and be brave enough to say “you are a special group and we want to do things differently”. If we are unwilling to do this, we face losing our key talent – the people with institutional knowledge, and the best customer networks and the most progressive ideas. 

Understanding and measuring the drivers of high performance in the QCS environment remains challenge however, it is widely accepted that to drive optimal levels of success and remain a resilient and agile organisation, all QCS leaders need engaged, high-performing employees.  In recent Employee Opinion Surveys, staff generally have identified that they do not feel that good performance is either recognised or rewarded.

At Innovation workshops in 2015, those staff invited to participate had informally been identified as high performers.  Working groups at the workshops began the process of identifying the qualities of and rewarding recognition strategies for high performers more generally.

The preliminary work at the workshops was followed through subsequently and presented to the Registrars’ conference in June 2015.    The Registrars at the conference were highly supportive of and generally approved the work done to date for this initiative.

It has been agreed that work on this Initiative will wait until more progress is made on other initiatives in the Our People Program for which this is a dependency.  

To do:  

· Develop a framework and/or approach to recognising and rewarding good as well as exceptional performance in a meaningful way and apply it uniformly across the state.

· The approach will cater for and support consistently better than average and good (if not excellent) performance as well as sustained high performance in delivering core business in addition to specific occasions of doing do. 

Key elements to incite our workforce to greatness is to:

· Develop a Talent Management Framework (with complementary tools) that ensures the QCS has the quality and quantity of high performing people in place to meet current and future business priorities. 

· Define QCS values and performance expectations in specific behavioural terms by implementing a ‘common language approach’ to assessing and discussing high performance;

· Identify specific competencies (technical, education, experience) by using a performance scorecard to enhance performance in current positions as well as ascertain readiness for high performers’ transition to the next level.

· Continue to create simple, memorable ways of measuring success and use every occasion to share those success stories throughout QCS.


Success factors 

· Talent Framework must be aligned with the Queensland Public Sector Capabilities framework and the QCS Strategy;
QCS must know what it is looking for (staff competencies, personal attributes, knowledge, motivation);

· Talent management is a meritorious process;

· Staff potential, performance and readiness to perform role needs to be considered as part of the framework;

· The right people need to be in the right jobs;

· Ensuring staff understand what they need to do to be considered a high performer and influence their ability to be recognised and rewarded

Why do it?
· There is a demonstrated relationship between better talent management of high performers and better business performance.

· It is important for QCS to internally cultivate experienced and highly motivated employees who are prepared to assume leadership roles as they become available.

· High performers play a big role in taking QCS to the next level;

· Knowing they are valued and seeing tangible benefits from being valued is an important tool in retaining our good and outstanding performers.When organisations change the boundaries and expectations of employee benefits, communication is key. Ensuring employees understand what they need to do to be rewarded and linking all of this to the overall business strategy can be a challenge, but strategic planning and effective employee communication detailing the revised reward programme will encourage buy-in from staff. When organisations change the boundaries and expectations of employee benefits, communication is key. Ensuring employees understand what they need to do to be rewarded and linking all of this to the overall business strategy can be a challenge, but strategic planning and effective employee communication detailing the revised reward programme will encourage buy-in from staff.
· It will improve and maintain good morale across QCS. 

36. Create Duty Statements, Role Clarity and Role Specific Performance Measures

Supports DJAG Strategic Plan:
DJAG is responsive and high performing
· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs.
· Ensure a safe and rewarding workplace
· Ensure a high performance culture and a productive and rewarding workplace
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Ensure that the structures and internal practices of business units are efficient and effective
Status:  Work to commence

Background: 

The Brisbane Supreme & District Courts’ and Brisbane Magistrates Court’s Registries are the largest QCS Registries and, due to their close proximity to other central workgroups, they experience frequent staff movements, secondments and therefore new starters.  

While work on improving induction processes is the focus of a separate but related initiative, work also needs to commence on developing role specific duty statements.

With role descriptions being high level, and most registries having varying numbers of staff - particularly for the larger registries - no 2 roles are identical.  In order for staff to know how to do a role and what is expected of them, managers and the organisation need to provide clear guidance about the tasks required to be performed, how those tasks should be performed and minimum key performance measures against which regular feedback will be provide. To complement this, staff also need to know the relevant policies, procedures, training, practice directions, legislation etc for their role.  Currently, there is no single document that contains this information for each role.

Especially when there is a need for staff to move at short-notice, unplanned, improvements need to be made to ensure staff know what is expected of them and where they can find the tools and training necessary do perform their role.     

To do:  

· Develop and agree on a consistent template to be used for duty statements.

· Determine what sort of information should be in duty statements, considering how performance measures will be set and measured to inform the provision of feedback

· Understand the relevant policies, procedures and training and identify how this information should be reflected in the duty statements

· Determine the most effective way to populate duty statements for QCS registry roles 

Why do it?

· To ensure staff receive comprehensive information when they first start in a role, about the role, how to do it, expected behaviours and measures so they know how their performance is likely to be assessed.

· To ensure we provide quality and responsive services by having staff suitably trained in all roles.

· To better embed policies, procedures and training in the workplace.

· To assist managers in providing meaningful and relevant feedback.

37. Provide high quality and consistent performance management

Supports DJAG Strategic Plan:
DJAG is responsive and high performing

· Ensure a high performance culture focussed on organisational excellence

· Ensure a safe and rewarding workplace

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Ensure that the structures and internal practices of business units are efficient and effective
Status:  Ongoing

Background: 

In high performing organisations, performance support is seen as business as usual and a part of core business with both staff and managers seeing performance management as useful and effective. The problem in many organisations however is that managers don't inherently see talking to staff as being a part of their role; they only do it because it is required for the performance management system. 

In registries we need to ensure supervisors and managers at all levels focus on the basics of performance management and move their focus to being about on-going and regular discussions, managing and updating expectations and providing feedback,  rather than completion of 'the form'.  

In a survey of registry staff in 2015, a high percentage of staff indicated they had not had a recent one-on-on discussion with their supervisor and some also indicated they did not have a performance development plan/expectation agreement.  Often we also hear managers say 'I provide feedback to my staff but I don't see changes'.  This indicates the system isn't working and people aren't being heard, so we need to change the frequency and way we have discussions and deliver feedback.  

Language and implementation play a key role in good performance management, with research showing unless feedback is written it doesn't seem to count in the eyes of employees. This research reveals informal feedback is often ineffective and more than 50% who receive informal feedback say they haven't had feedback unless they receive it in writing. So one question to be posed in this initiative is what do people understand is feedback!? 

Performance support requires effective implementation and training to be successful.  While the discussions are paramount, staff do need to have some form of document that articulates why the person is placed where they are placed and the behaviours and outcomes so they know what is expected of them. This needs to be individualised in a meaningful way and really is about implementation and time and effort, also giving them an opportunity to discuss future career and learning and development aspirations.  Performance plans should living documents that are changed and updated regularly, with a change on the thinking they are for one year at a time.  These plans also need to include key performance indicators (KPI) and measures to be successful in helping a person understand how they are progressing in their performance, so they can see their movement, achievements and growth. 

As well as having an effective performance management system, in registries we also may find ourselves from time to time needing to manage underperformance and therefore also need a system in place to do that.  The more a manager practices setting clear expectations for good performers, the easier it is to do when needed for underperformers - managing underperformance often fails at first step as there is no initial plan in place clarifying expectations and showing where feedback has been provided.  

To do:

· Develop and agree on a consistent template to be used for performance plans

· Define terminology relating to performance management and communicate this broadly to registry staff

· Determine what sort of information should be in performance plans, considering links to duty statements and how performance measures will be set and measured to inform the provision of feedback

· Determine the most effective way to change the focus from the 'form' to the 'discussion' and understand what role coaching and mentoring can play in this

· Determine how training, education and awareness in performance management can be rolled out

· Determine a process for managing underperformance

Why do it?

· To ensure everybody understands what is expected of them in a role, they have information about the role, how to do it, expected behaviours and measures so they know how their performance is likely to be assessed.

· Performance management of staff is currently approached inconsistently and on an ad-hoc basis that is not always effective for the manager or staff member.

· Underperformance may be being unaddressed 

· To develop a high performance culture, it is necessary for everyone to know what that means

· Increase our organisational agility and resilience by developing staff who are pro-active in exploiting learning opportunities to help address the challenges they encounter in their daily roles. 

· We have many talented and highly motivated staff who have been seeking meaningful development opportunities.

38. Improve the delivery of Associates’ training

Supports DJAG Strategic Plan:
DJAG is responsive and high performing

· Ensure a high performance culture focussed on organisational excellence
Supports QCS Business Plan:

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
Background:  

Over the last ten (10) years, various training delivery models have been used to provide training for incoming Judge’s Associates within the Supreme Court and District Court.

The training has largely been face-to-face held over two (2) days in late January attended by around 65 Judge’s Associates.  Complementing the training has been the provision of a 200+ page document (Associates Manual) containing documented processes, information on practices and procedures and links to many documents Associates will require on a daily basis.

As part of the Orientation program, lunchbox sessions are held primarily in the first six months of the year where processes are described to Associates in further detail (again face-to-face delivery method).  Not all Associates have been able to attend (including regional Associates who only come to Brisbane for the 2 days in late January).  Alternative training delivery methods need to be investigated to improve the training generally.

To do:

· An opportunity to further improve information and training provided to Associates to Judges of the Supreme & District Courts.  There may be an opportunity to further extend the provision of training and information to Deputy Registrars who assist Members of the Land Court and Associates to QIRC commissioners

· Review current training methodology for Judge’s Associates – provision of training manual, face to face workshops/orientation sessions.

· Investigate opportunities to deliver training material online including short video presentations (initial content based on registry processes – endorsement of indictment, file preparation etc).

Why do it?

· To provide further enhanced training and information to Judges Associates and support staff to ensure effective and efficient processing of claims and allowances at all times. 

39. Improve capacity to monitor and manage retained revenue

Supports DJAG Strategic Plan:

DJAG is responsive and high performing

· Ensure financial sustainability
Supports QCS Business Plan:

· Facilitate and improve financial and procurement management

· Ensure that the structures and internal practices of business units are efficient and effective
Status: To Commence
Background:

On 1 July 2010 Qld Courts moved to a retained revenue funding model whereby revenue earnt from court fees is retained and utilised for the on-going administration and management of Qld Courts.  The agreement reached with Qld Treasury meant that the equivalent amount of appropriation provided to DJAG was reduced by the estimated amount of fees to be retained.

In 2015/16 Qld Courts estimate that almost $26m will be retained under the agreement.  Excluding depreciation, this amount represents over 21% of the total income provided to courts.

Given the significant value that revenue from court fees contribute to the Qld Courts budget it is critical that an informative reporting framework is developed.  Providing the court executive with trend and forecast data will facilitate sound financial decision-making and is a significant step in ensuring courts financial sustainability into the future.

To do:

· The first step will be to determine the critical data sources that are required that will form the basis of the monitoring.  Revenue trends cannot be determined by simply examining dollars received.  In the case of regulated court fees civil lodgement and application numbers go directly to influencing revenue earnt. 

· Examine how those data sources align with each other and critically assess the benefits of the final product ensuring that the information that will be produced will actually be beneficial and can be relied upon to assist and guide in long-term funding decision.

· Harness the expert advice and support of DJAG Finance, FAU and both SDLCS and MCS Registry Operations to ensure the final product is a resource that can be relied upon.

Why do it?

· Recent anecdotal evidence indicates that collections from retained court fees has slowed over the last 12-24 months.

· Given that collections from this source go directly to funding the administration of courts, any reduction in revenue could have considerable impacts on the courts ability to accommodate the needs of the judiciary and the community.

· Having a robust monitoring process for this income source is critical to identifying trends and allowing decisions to be made on the back of sound financial information.

40. Embed the procurement framework within the business area ensuring compatibility with contemporary business requirements.

Supports DJAG Strategic Plan:
Queensland can get on with the job

· Reduce red tape
Queensland gets great Service

· Engage with stakeholders and customers

DJAG is sustainable and high performing

· Ensure a high performance culture focussed on organisational excellence

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs

· Ensure financial sustainability

· Deliver customer and business focussed ICT solutions.

· Be creative problem solvers

· Act with integrity and accountability

· Streamline and remove unnecessary bureaucracy in internal processes

Supports QCS Business Plan:

· Enable high quality decision making

· Facilitate and improve financial and procurement management

· Ensure that the structures and internal practices of business units are efficient and effective
Status:  Commenced 
Background:   

The Strategic Procurement and Contract Management Unit (SPCMU) is seeking to improve service delivery by developing a customer service focused approach to the way we do business.  

The SPCMU acknowledges the importance of enhancing, not only the capability of the procurement personnel, but also the operational staff that are exposed to procurement activities as part of their overall departmental role.  The SPCMU continues to work closely with our customers and stakeholders to maintain effective procurement and contract management processes.

A procurement framework with transparent, understandable procedures and processes is critical to supporting optimal procurement activity. There is an opportunity to continue to explore contemporary solutions to further streamline existing procurement processes with a focus on seeking financially beneficial outcomes without negatively impacting on service delivery.

To do:

· Continue to collaborate with Corporate Procurement and Operational areas to develop innovative and contemporary solutions for procurement and contract management.

· Continue to undertake collaboration with other agencies to work across boundaries to achieve mutually beneficial outcomes.

Why do it?

· Ensure a skilled workforce that meets current and future service delivery needs

· Streamline processes to make them efficient and robust

· Act with integrity and accountability

· Improve procurement and contract management practices to deliver better outcomes
41. Review the Magistrates Courts’ Manual of Accounting

Supports DJAG Strategic Plan:

DJAG is responsive and high performing 

· Act with integrity and accountability

· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Enable high quality decision making

· Facilitate and improve financial and procurement management

Background:    
The purpose of the Manual of Accounting (the Manual) is to ensure standardisation of procedures in court registries and to act as an instruction manual on the various accounting tasks that staff perform on a daily basis.

The Manual was last reviewed in 2005 and, despite some ad hoc work by the Courts Policy Procedure and Legal Unit to update it, there is a large body of work required to make the manual contemporary and fit for purpose. 

Much has changed since then including the development of numerous policies and procedures not included in the Manual.

During 2015-16 the focus has been on reviewing the Significant Accounting Controls (SAC).  It is planned that a refined version of the SAC will be in place for the first quarter of 2016-17 post endorsement of the working group and the Registrars Practice Group (RPG).

Status: In progress

To do:

· The Manual contains accounting and auditing instruction on 35 separate categories. As it is a large body of work a staged approach should be applied to:

· Review and implement an updated version of the Significant Accounting Controls (SAC)

· Identify those categories that are redundant and should be removed from the Manual

· Identify those categories that would be more appropriately converted into a policy and/or procedure rather than remaining in the Manual

· Identify those categories that require revision to ensure that they provide accurate instruction to registry staff

Why do it?

· Despite the establishment of a policy and procedure framework, there is still a business need to provide instruction to staff on processes that may not be suitable for conversion to a policy
· The Manual has not been reviewed for over 10 years and there are numerous examples of inaccuracies due either to a change in or cessation of a process
· There is a risk that as the Manual is not reflective of contemporary processes registry staff will not dutifully refer to it as a reliable source leading to non-compliance issues. This is evident with recent issues relating to non-compliance with the Checklist of Significant Accounting Controls. 
42. Contribute to the development and advancement of the Information and Courts Technology Roadmap

Supports DJAG Strategic Plan:

DJAG is responsive and high performing
· Deliver customer and business focused ICT solutions

· Deliver integrated corporate services
Supports QCS Business Plan:

· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Provide IT and other systems and processes that reduce internal red tape and facilitate the sustainable delivery of frontline services
Status:   Not Started 
Background:  An early stage of the Roadmap process involved the gathering of information to provide input into the Current State Assessment Report. It was found that very limited business artefacts were in existence and available as inputs. Members of the project team then went about gathering and documenting the required input.

Three key areas have emerged where a great deal of information has been gathered & analysed, and will provide a valuable base for the recommended business initiatives that will assist JSD in preparing for the transition to a future state solution. These are projects around the: 

· Courts Renewal – Business Case Preparation: User Stories expressing the ‘who’, ‘what’ and ‘why’ of a scenario to describe an existing problem. Told from perspective of Court Officers, Judiciary, Public and Legal Reps. Pain Points have been documented. Many relate to a business process, while others are more general. Opportunities to address pain points have been noted.

· Process Reengineering: Business Processes have been identified and categorised into groups such as Lodgement, Preparation, Determination, Completion, Schedule Management etc. Each business process has been documented in detail on a separate tab page of the process category spreadsheet

· Document Templates: Nearly 1,500 document templates have now been identified for Courts and QCAT. Sources are diverse: include Systems, Forms Package, Websites, Intranet, PCs and paper. Details include title, source, statute/section/form number, jurisdictions template valid for, etc 

The figure below outlines the context for the initiatives. 
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The following activities are those that are already underway, or are planned to be undertaken, as part of this initiative. Emergent activities will likely be undertaken throughout the year.

	To Do (Activities)
	Why do it? (Benefits)

	Courts Renewal – Business Case Preparation 
	· Used within the Business Case to justify funding required for transition

· Used as part of tender process to assist in finding best solution

· Process improvements to address current problems can be implemented now
· eDOCS link to further information #3283295


	Process Reengineering 
	· Essential to formulate business requirements prior to transition

· Used as part of tender process to assist in finding best solution

· Process improvements to address current problems can be implemented now

· Standardise processes across locations and if possible across jurisdictions

· Used as input to further develop training material
· eDOCS link to further information #3284803
· 

	Template Standardisation 
	· Essential prior to consolidating into central repository with version control and governance

· Used as part of tender process to assist in finding best solution
· Will assist with rationalisation and standardisation of templates
· eDOCS link to further information #3290463


43. Review, enhance and more effectively leverage Queensland Courts’ investment in court technology services
Supports DJAG Strategic Plan:

Queensland is safe

· Ensure safe, secure and humane management of prisoners

Queensland is fair and just
· Improve access to justice

· Create a more integrated justice system

· Protect the rights and interests of vulnerable Queenslanders

· Deliver better outcomes for people in the justice system

· Better manage service demand on the justice system and deliver results faster

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services 

Queensland can get on with the job
· Make it easier for Queensland to do business

DJAG is responsive and high performing
· Deliver customer and business focused ICT solutions

Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community
· Improve services and support provided to vulnerable or disadvantaged people seeking to access or that are involved in court processes
· Develop and deploy information and services that are easier to access and use
· Increase the number of services that available online or otherwise available electronically
· Develop customer and business focussed technology solutions that enable improved service delivery
Status:   In Progress
Background:  The Court Technology Renewal (CTR) Program is responsible for ensuring that the courts of Queensland have appropriate, operational audio visual (AV) technology available for use during a court event. This technology is used to provide audio amplification; record the court event; allow for audio visual evidence presentation; enable the use of vulnerable witness rooms; and provide phone conferencing and video conferencing (VC) capability. Community safety is enhanced by reducing the need to transport prisoners to court events. Instead, VC technology is utilised to allow the prisoner to appear in court whilst remaining in secure custody.  Court appearances can also be disruptive to a person in-custody, often requiring them to be out of the centre over multiple days, potentially missing mental health appointments, educational or other rehabilitation services.

The CTR Program Board responds to the needs of the Queensland Courts Services Executives and members of Judiciary and, through these influences, the requirements of the community. The CTR Program Board is constrained by their annual budget of about $1.2 million. In recent years, the majority of the CTR Program funding has been directed towards maintaining and increasing the courtrooms video conferencing capabilities.  

As the technology equipment being operated throughout the state continues to age, the limited funding is becoming an increasing issue. 25% of the equipment is now being operated past the end of its useful life. As a result, the risk of equipment failure, and potential adjournments, continues to rise. With an asset base of approximately $35 million, an expected useful life of 7 years for most of the technology, the existing $1.2 million budget is a small portion of the required $5 million needed each year to simply maintain the existing capability.

Due to the disperse nature of the CTR projects, the AV installations are completed by contractors selected from an approved panel of AV service providers. Depending upon the expected cost of the project, a requirements brief is provided to one or more contractors to provide a quotation. Once chosen, the selected contractor will be engaged to provide the equipment and services to install the AV system. The installation is scheduled to occur at a convenient time for the courthouse.

The following activities are those that are already underway, or are planned to be undertaken, as part of this initiative. Emergent activities will likely be undertaken throughout the year.

	To Do (Activities)
	Why do it? (Benefits)

	CBRC submission for CTR funding in 18/19

Funding submission to be drafted seeking to remedy the CTR budget shortfall as articulated in TAMP and CTR Asset Replacement Plan

Status: Not started
	· Remedy CTR funding shortfall

· Support TAMP & asset replacement plan

· Ability to replace at end of life

· Courtroom technology remains reliable

· Reduce Opex funding needed to band-aid systems

	Review and update the FMPM section related to Court AV assets

Current FMPM section related to Court AV assets is very out of date. There are a number of changes. 

Status: In progress
	· Update FMPM to reflect org structure

· Clarify digital recording now outsourced

· Add more recent types of AV systems

· Update AV system costs to reflect current

· Reflect more accurate useful life

· Update use of sub assets

· Update list of location codes

· Update stocktake process and use of asset labels

	Court Technology Asset Management Plan

The TAMP (15-16) identified a significant funding shortfall for renewal of courtroom technology assets. Commitment made to completing Asset Management Plan to articulate problem and assist in formulating funding submission.

Status: In progress
	· Provide clear baseline of existing assets

· Understand asset value by location and asset value by asset type

· Understand impact of increasing capability to annual budget required

· Understand existing risks and issues

· Clearly detail budget requirements to ensure sustainable operation

· Detail strategy to prioritise replacement

· List all assets by age to assist with decision making

	Courts AV SOA Renewal

SOA panel of AV contractors used to complete courtroom technology upgrades will expire in September 2016. A procurement activity is underway to establish a new panel for next 5 years

Status: In progress
	· Ensure effective panel is preserved

· Panel to consist of quality AV contractors 

· No delays due to panel/procurement issue

· Meet government SOA obligations 



	Court Technology Design review

Current design has been in place for several years. Need to capture high level business requirements with consideration to ICT and Facilities 5 year roadmaps, to identify future requirements. Based on these requirements a revised technology design to be developed and costed.

Status: Not started
	· Provide clear requirements for courtroom technology for court types

· Ensure future requirements included

· Ensure not over providing technology

· Ensure design meeting business requirements

· Achieve cost savings through identifying most cost effective solution to meet requirements.

	Various Courtroom upgrades

Upgrade technology in a variety of courts as agreed by the CTR Board. Review technology design with a view to simplify and reduce cost.

Status: In progress
	· Ensure ongoing operation of selected courts by replacing aged equipment with new

· Ensure design as cost effective as possible



	Corrections videoconferencing suite upgrades

Upgrading the videoconferencing facilities within correctional centres.  This includes both the hardware and networking of the systems.

Status:  In-progress
	· Replace aging technology to ensure on-going reliability of service allowing effective and cost-efficient access to justice

· Several units have been re-purposed to expand videoconference capability in correctional centres.

	ACW pre-recording infrastructure enhancement

Enhance the Affected Child Witness pre-recording infrastructure

Status:  In-progress
	· Provide a solution to mitigate the risk that pre-recorded evidence is lost due to equipment failure or limited storage capacity

	PSN VC2.0 Upgrade 

Migrate following services to Public Safety Network Video Conferencing 2.0:

- All Courts end points 

- All corrections end points

- DJAG Jabber

- Decommission legacy Courts ISDN gateway

- Introduce new Jabber Guest service

Status:  In-progress
	· New PSN VC2.0 infrastructure to provide increased reliability and improved audio and visual experience, to all Courts VC clients - both internal and external to DJAG.

	Recording and Transcription Consolidated Repository

Over many years a number of disparate storage solutions have been used for Transcripts and Recordings. A consolidated repository is required to store all transcripts and recordings. Existing files will be migrated over.
	· Accessing recordings/transcripts will be simplified and more efficient

· Appropriate security more easily managed

· Cost of hosting and managing to reduce

· Archiving strategy easier to implement

· Return control of files to DJAG 

	Audio Recording Interface upgrade

Replace current single feed audio interface (in 241 courtrooms in Qld) with dual interface or similar. Currently no capability to monitor audio feed or easily transition from one service provider to another.
	· Better position DJAG to provide quality assurance of audio feed

· Allow for smooth transition from one vendor to another without outage

· Level of automated technical monitoring may be increased

· Possibility of providing video stream to improve quality of annotations and transcriptions


44. Continuously enhance and improve the delivery and governance of I&CT delivered services 

Supports DJAG Strategic Plan

Queensland is fair and just
· Deliver better outcomes for people in the justice system

· Maintain a high level of community confidence in Queensland justice system

· Promote marketplace fairness

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services 

Queensland can get on with the job
· Make it easier for Queensland to do business

Status:   In Progress
Background:

The Information and Court Technology (I&CT) Branch within Justice Services of DJAG, provides technology support to the Courts including:

· Provisioning courtroom audio visual technology solutions

· Delivering responsive and reliable ICT services to the Judiciary

· Providing first and second level support for the operation of the courtroom technology, including video conferencing equipment

· Providing operational support and maintenance for key Court applications including CLAIMS, QCIVIL, QJAS, Caseworks, eTrials, QWIC and ICJ.

As I&CT are strongly involved in providing a service to others, continual service improvement is a key area of focus. Process and governance improvement will greatly assist I&CT in improving the quality and timeliness of service delivery to I&CT clients.

The following activities are those that are already underway, or are planned to be undertaken, as part of this initiative. Emergent activities will likely be undertaken throughout the year.

	To Do (Activities)
	Why do it? (Benefits)

	Supreme, District, & Land Court laptop upgrade

Upgrade 72 x laptops and peripherals for all Supreme and District Court Judges along with 5 Land Court members.

Status: In-progress
	· High-performing supported laptop fleet for all Supreme and District Court judges

· Support Judiciary in working as efficiently as possible

	Contract/Vendor management review and process refresh

I&CT partner with a number of external organisations (e.g. Ajilon and SBC) to provide resources and support services. With the use of QContracts, review and improve the way we manage these ongoing relationships.

Status: In progress
	· By implementing QContracts & reviewing the process of engaging with vendors, seek to improve process to ensure stronger governance & improved services

· Improved and enforced governance will lead to better services delivered to I&CT and I&CT clients

	I&CT Capitalisation process refresh

Review the process used within I&CT to identify which costs can be capitalised. Single resource now responsible for gathering & documenting these details.

Status: In progress
	· Ensure hours that can be validly capitalised are captured on monthly basis 

· Accurately reflect capex activities

· Increase capex and reduce opex required by I&CT 

	Update Contract Variation Register for Ajilon contract

Ajilon are contracted to provide technology services to DJAG through I&CT. From time to time the services to be provided varies. It is important that these variations are clearly documented through a register.

Status: Not started
	· Ensure that vendor services are provided as agreed

· Ensure that DJAG only pay for services as agreed and as delivered

	I&CT IT Service Management Tool Replacement

Identify an implement a suitable whole-of-I&CT service management toolset that will fully support documented service delivery processes.

Status: Not started
	· Replaced end-of-life existing tool which has insufficient licenses to support all I&CT staff

· Robust and feature rich toolset that full supports I&CT service delivery.

	System Development Life Cycle (SDLC) process refresh  

SDLC refresh will address - Change and Release management, introduction of Quarterly QWIC releases, Test automation, Continuous Integration (CI) and Deployment automation (including a trail to host QWIC as a Web Service whereby removing Client packaging).  Additionally SDLC refresh will modernise software delivery with the replacement of Waterfall methodology to adoption of an Agile methodology.

Status:  In-progress
	· Better product quality & higher customer satisfaction

· Increased project control & predictability leading to reduced risk

· Increased collaboration & ownership

· Improve service delivery, governance & quality around software development

· Reduce time required for detailed testing with the use of automated testing

· Reduce reliance on ITS services by removing need for Client packaging

· Provide system enhancements more frequently by reducing time required for a release cycle

	Architecture Framework review

Establish an agreed framework for managing Architecture.  To provide design assurance for projects, to ensure that principles, standards, patterns, policies and guidelines are being followed.

Status: Not started
	· Improve standards, governance, security and quality in software design

· Improved software design may lead to cost savings when developing and testing

· Improved standards lead to more efficient (lower-cost) maintenance of systems


45. Investigate, establish and articulate a long-term strategic roadmap for Courts ICT services

Supports DJAG Strategic Plan

Queensland is fair and just

· Deliver better outcomes for people in the justice system

· Improve access to justice

· Create a more integrated justice system

· Better manage service demand on the justice system and deliver results faster

Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders

· Foster a consultative approach and engage with our stakeholders and customers

Queensland can get on with the job

· Make it easier for Queensland to do business

DJAG is responsive and high performing

· Ensure a high performance culture focused on organisational excellence

· Ensure financial sustainability

· Deliver customer and business focused ICT solutions

Status:   In Progress

Background:  DJAG is currently developing business-enabling Information and Courts Technology (ICT) roadmaps for all of its business units. The roadmap for Justice Services – of which Courts are the biggest member – is currently being developed.  This roadmap will outline the strategic vision for how court services will be delivered in the future. It will detail the current state of the systems, the anticipated future state of systems and methods of service delivery and the transition plan of how to move from current to future state. 

The roadmap has identified numerous problems with how courts currently carry out their business. Some of the issues relate to the aged, disparate case management systems; the heavy reliance on paper files; the legislative restrictions on how we interact with our clients; and the gap between the public’s expectations of service delivery and the service currently provided.

The following activities are those that are already underway, or are planned to be undertaken, as part of this initiative. Emergent activities will likely be undertaken throughout the year.

	To Do (Activities)
	Why do it? (Benefits)

	Courts ICT Roadmap 

Ongoing work on the ICT roadmap program. As the program will require considerable funds to progress, the business case, including a strong cost-benefit analysis, will be critical.   

Status:  In progress
	· Provide a realistic plan as to how to reach the desired future state of Courts Services

· Secure funding required by clearly articulating strong business case

· Clear understanding and communication of the benefits to be realised

	Participate in Judicial committee to ensure ICT roadmap alignment
Support initiative 14 by participating in Judicial Committee including any technical sub-committees. 

Status:  In progress
	· Ensure strategic alignment of ICT Roadmap and Judicial committee priorities
· 

	Establish Collaboration Portal 

There are a number of business initiatives driven within Courts and the ICJ agencies that depend on a secure document portal for the exchange of documents.  Currently this is occurring ad-hoc via email, which is not secure, or initiatives are unable to commence as there is no suitable capability.  The ICT Roadmap will deliver this capability in the next 3-5 years, however an interim solution is required.  It is proposed that SharePoint, or a similar tool may be suitable to facilitate inter-agency collaboration. 

Status: Not started
	· Enable future inter-agency collaboration via a secure mechanism in the immediate term, rather than waiting for the ICT Roadmap solution.

· Ensure pilot and proof-of-concept collaboration projects are accomplished via a suitable secure solution.

	Information Security Review

Highlighted as problematic in the ICT Roadmap Current State Assessment. In the future it is planned that more information and documents will be shared electronically. Important to understand security requirements for how this information can be shared.

Status:  Not started
	· Understand security classification of information held by Courts

· Understand security requirements for sharing information

· Confidence that DJAG are adhering to Queensland Government requirements 


46. Enhance and expand development related services to effectively facilitate Court operations

Supports DJAG Strategic Plan

Queensland is fair and just

· Improve access to justice

· Create a more integrated justice system

· Better manage service demand on the justice system and deliver results faster

Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders

· Foster a consultative approach and engage with our stakeholders and customers

Queensland can get on with the job

· Make it easier for Queensland to do business

· Reduce red tape

DJAG is responsive and high performing

· Ensure a high performance culture focused on organisational excellence

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs

· Ensure financial sustainability

· Deliver customer and business focused ICT solutions

· Be creative problem solvers

· Ensure robust governance practices

· Streamline and remove unnecessary bureaucracy in internal processes

Status:   In-progress

Background:

The development services provided by I&CT relate to the maintenance and enhancement of the case management systems used in Courts, primarily the Queensland Wide Interlinked Courts (QWIC) system and the Integrated Criminal Justice (ICJ) platform. In the past, the Magistrates Court Civil system (CLAIMS) and the Jury system (QJAS) were also maintained by the Development Team. 
The skills to fully maintain these two systems have now been lost from I&CT. 

As the I&CT Development team undergo a period of renewal, the services offered by this team will be enhanced and expanded. Whilst continuing to maintain and develop QWIC and ICJ, the processes used by the team will be reviewed and improved. For example, it is expected that the rate of QWIC releases can be increased by automating some aspects of testing. 
The following activities are those that are already underway, or are planned to be undertaken, as part of this initiative. Emergent activities will likely be undertaken throughout the year.

	To Do (Activities)
	Why do it? (Benefits)

	QWIC Release 40 
Predominantly QWIC Security upgrade to support initiative 11, plus a variety of small enhancements. QWIC application security to allow a single user id to have different security profiles for multiple court type/locations
Status:  In-progress
	· Support QCS Initiative 11 by improving system security with single user having different security profiles for multiple court type/locations, reflecting current authority levels

	QWIC Release 41

Scope still to be finalised but is likely to include Fail To Appear (FTA) warrants. Introduce validation in QWIC that would identify court events that have a Fail to Appear (FTA) warrant outstanding so users can action these warrants and ensure they are recalled when the charges relating to them are finalised at that event. 

Status:  Not started
	· Reduce the risk that Warrants remain open when they should be recalled

· Reduce the risk that a member of public is unnecessarily arrested due to an administrative oversight

· Reduce the risk that legal action is taken against the Queensland Government due to deprivation of liberty

	Implement a solution for the printing and posting of centrally produced QWIC forms. (CI#48) 

Potential to be involved in this initiative as it relates to QWIC. System changes may be necessary to implement the solution.

Status: Not started
	· Efficiencies and cost savings realised by centralising this process

	Enhance and leverage TFS platform

Update Team Foundation Server (TFS) version, used for source control, to the latest available. Implement features available with new version to enhance capability. 

Status: In progress
	· Improve stability of the development environment

· Provide additional functionality to the development environment

	I&CT Development team Service offerings review

Review and document the services offered by the I&CT Development team.

Status: Not started
	· Clear understanding of the services that the I&CT Development team provide

· Detail existing constraints due to aged systems and lack of skills to maintain


47. Lead the technical development and contribute to the ICJ Program of service innovations

Supports DJAG Strategic Plan

Queensland is safe

· Improve the justice system’s response to domestic and family violence

Queensland is fair and just

· Deliver better outcomes for people in the justice system

· Improve access to justice

· Create a more integrated justice system

· Better manage service demand on the justice system and deliver results faster

· Support victims of crime

Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders

· Foster a consultative approach and engage with our stakeholders and customers

DJAG is responsive and high performing

· Ensure financial sustainability

· Deliver customer and business focused ICT solutions

· Be creative problem solvers

· Deliver integrated corporate services

· Streamline and remove unnecessary bureaucracy in internal processes

Status:  In-progress

Background:
The Integrated Criminal Justice Program incorporates all agencies which are involved within the justice sector, with Queensland Police Service, Corrections and DJAG.

The following activities are those that are already underway, or are planned to be undertaken, as part of this initiative. Emergent activities will likely be undertaken throughout the year.

	To Do (Activities)
	Why do it? (Benefits)

	QWIC/SPER decoupling and shared spoke

New ICJ message service for replacement of direct QWIC to SPER interface

Status:  In-progress
	· Enables the SPER migration from DJAG to QT (OSR)

	eDV enhancements 

New ICJ message service for timely electronic exchange of police and private initiated DV applications (including data and attachments).

Status:  In-progress
	· Primarily focused on initiating changes to business processes and data management to increase the safety of the aggrieved and the community

	eWarrants ICJ enhancements

To amalgamate apprehension warrants into a bench warrant

Status:  Not started
	· Provide timely exchange of information between agencies to improve the process of managing warrants and provide better outcome for the community

	Extending ICJ to include Mental Health

Expand the agencies who have access to the Integrated Criminal Justice (ICJ) platform to include Mental Health. 

Status: Not started
	· Provide timely exchange of information to Mental Health to provide better outcomes for the community


48. Risk assess, stabilise and enhance current End-Of-Life systems 

Supports DJAG Strategic Plan

Queensland is fair and just

· Deliver better outcomes for people in the justice system

· Maintain a high level of community confidence in Queensland justice system

· Better manage service demand on the justice system and deliver results faster

Queensland gets great service

· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders

Queensland can get on with the job

· Make it easier for Queensland to do business

DJAG is responsive and high performing

· Deliver customer and business focused ICT solutions

Status:   In Progress

Background:

CLAIMS and QJAS are currently in a change freeze due to lack of suitably skilled resources to maintain this aged technology. QJAS is shortly to be replaced by the new QJURY system and is not considered to be a high risk. The replacement of CLAIMS is being considered as a high priority with the ICT Roadmap but will take some time to replace. As this system is crucial for the management of civil matters in the Magistrates Courts, it is important to understand the risk of continuing with this system. Also, the case management system used by the Court of Appeals, CAMS, is not able to be fully supported. The risk of this system failing needs to be assessed and mitigated.

	To Do (Activities)
	Why do it? (Benefits)

	Conduct CLAIMS risk assessments 

CLAIMS is currently in a change freeze. Highlighted as an at risk system in the ICT Roadmap Current State Assessment. Need to understand the impact and probability of failure and explore appropriate mitigation controls. Status:  In-progress
	· Understand risk of CLAIMS failure

· Understand impact of CLAIMS failure

· Determine and document actions required in case of CLAIMS failure

· Determine feasible mitigation strategies

	Conduct CAMS risk assessment

CAMS is an unsupported system used by the Court of Appeals. Need to understand the impact and probability of failure and explore appropriate mitigation controls. 

Status:  Not started
	· Understand risk of CAMS failure

· Understand impact of CAMS failure

· Determine and document actions required in case of CAMS failure

· Determine feasible mitigation strategies


49. Develop strategies to appropriately manage increasing workloads

Supports DJAG Strategic Plan

Queensland is fair and just

· Better manage service demand on the justice system and deliver results faster

DJAG is responsive and high performing

· Ensure financial sustainability

· Be creative problem solvers
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use
· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Ensure that the structures and internal practices of business units are efficient and effective
· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  Ongoing

Background:

In 2013 a review of the workloads of Queensland Courts’ registries across the State was undertaken to determine the required staffing to manage the workload at those centres. This review did not initially include the Southport, Brisbane Magistrates Court or Brisbane Supreme and District Court registries because it was acknowledged that significant additional complexities existed in those locations due to the relevant scale of workload, judicial officer support, stakeholder engagement etc.

The review, titled Our Courts Our Future (OCOF), was expanded in 2014 to include Southport and Brisbane Magistrates courts’ registries.

Prior to OCOF, it was already known that a disparity existed between the workloads and resources of some centres because of factors such as increasing/decreasing workloads and a lack of correlation between the staffing at some centres and demographic trends.

The purpose of OCOF was simply to develop a model that results in an equitable allocation of staffing resources to ensure that a staff member at any centre has a similar workload to manage. The implementation of OCOF has been reliant on natural attrition in that a position is transferred from an over-resourced centre to an under-resourced centre only when that position became vacant.  

Following consultation with the Local Consultative Committee (LCC), workloads not previously included under the OCOF framework were added to ensure that all material workloads were considered when calculating resource calculation and distribution. Further, in recognition of the significant increase in criminal lodgements and domestic and family violence (DFV) applications, and the increased complexity in managing the DFV workload, modifications were made to recognise the increased effort required by staff. 

In recognition of an overall shortage of resources to manage significantly increased workloads across the State, a submission was prepared seeking additional funding.    As part of this work, the resources required by the Brisbane Supreme & District Courts were also evaluated and identified.

An interim approach has been established where some workloads of under-resourced centres are transferred to centres that have capacity to assist. Those workloads include BDM applications, civil process, and the transfer of telephone calls.

However, it is acknowledged that, for a variety of reasons, existing strategies must be augmented for workloads to continue to be managed appropriately.
To do: 

· Continue consultation e.g. with Together to ensure the appropriate implementation of a fair resourcing model across registries;

· As part of any consultation process, consider options to fast track the implementation of OCOF including offering staff in over-resourced centres a transfer to a choice of under-resourced centres (including the payment of reasonable transfer expenses) and the offer of part-time arrangements. Any offer would be on a completely voluntary basis. 

· Understand that, as it is unlikely that additional funding would entirely meet the shortfall, we should develop a priority list of centres that urgently require additional resources

· Expand and improve the interim approach by investigating and implementing other workloads that may be transferred to better assist under-resourced centres in the management of their workloads.

· Review current work practices to identify services that are not critical to the delivery of Justice services and therefore may cease

· Work with managers and staff, with the assistance of Human Resources, to address issues that impede them in the efficient performance of their duties

· Identify new or improved strategies to manage existing and increasing workloads

Why do it?

· Staff must be appropriately supported 

· To maximise the capacity of our current staff

· To ensure an equitable allocation of workloads across all centres

· To ensure that services are delivered to Queensland communities in a timely manner

· To assist centres identified as being over-resourced in transitioning to a model whereby they will have to undertake a greater workload in proportion to their establishments

50. Develop a program of work to commence state-wide transfers to Queensland State Archives
Supports DJAG Strategic Plan:
DJAG is responsive and high performing 
· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs

· Ensure financial sustainability

· Be creative problem solvers

· Act with integrity and accountability
Supports QCS Business Plan:

· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery
· Enable high quality decision making
· Facilitate and improve financial and procurement management
· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  Commenced 2015

Background:

Identifying records that need to be maintained, keeping them for the right amount of time and disposing of them the appropriate way can generate cost savings, efficiency, storage and other savings—savings that can be redirected into other business functions. It also offers protection in the event of litigation and ensures compliance with state and federal legislation.
Public records that must be preserved are those that: 

· document the rights and entitlements of Queensland citizens 

· enable the efficient and accountable operation of government and 

· preserve information about Queensland history for future generations.

It is generally accepted that there is an enormous volume of public records being stored across registries within Queensland Court Services that are either at risk of being lost/damaged due to inefficient management and/or storage practices or are way overdue for disposal.

To help registries meet their obligations and improve their practices in the retention and disposal of public records, has highlighted the need to develop a records disposal “framework” to assist in implementing systematic and transparent disposal programs inclusive of transfers of identified permanent retention records to Queensland State Archives.

To do: 

· Develop and implement a strategy to substantially reduce record holdings at regional courts 

· Undertake a state-wide inventory of existing record series and quantities of permanent and temporary retention records held in registries.

· Liaise with JAG Facilities Services to identify registries undertaking refurbishment, capital works as a possible way to offset costs associated with records relocation and scheduling of removal.

· Identify system changes which could assist with record management practices

· Consult with Grace Records Management to determine logistics, resources and costs associated with a third party provider undertaking regional archiving inclusive of storage, destruction transfer of records to QSA

· Formulate internal processes for the management of the disposal (destruction/archival) of future paper based records

· Develop and implement an internal records’ stakeholder engagement model which encompasses information sharing, consultation and active participation in decision-making to help shape outcomes, programs and service options

Why do it?

· Achieve better utilisation of existing floor space within registries / Court houses.

· Meet regulatory and compliance requirements.

· Improve accountability

· Continuity of business processes

· Align with strategic planning outcomes

· Foster recordkeeping best practice.

· Accessibility of Government information

· Routine disposal activities become a systematic business process. 

· Develop a skilled and diverse workforce.

· Efficient delivery of Government services

· Contribute to and preserve the cultural resources of Queensland.

51. Review structure and contents of Supreme and District Courts’ criminal files

Supports DJAG Strategic Plan:

Queensland gets great service
· Improve service delivery models and make it easier for people to use our services 

· Work collaboratively to deliver seamless and connected services to Queenslanders

DJAG is responsive and high performing 

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs

· Act with integrity and accountability
Supports QCS Business Plan:

· Work with other agencies to provide improved services to the community

· Develop and deploy information and services that are easier to access and use

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
· Leverage the ideas, experience and knowledge of our people to provide improvements to internal operations and service delivery

· Enable high quality decision making
Status:  To be commenced

Background:

There are various aspects of the management of criminal files in Supreme & District Courts’ (SDC) matters that should be addressed.

File Structure

Unlike the files used in civil matters, criminal files do not contain an index of documents, orders from QWIC or clearly guide the user of the file as to what has happened in relation to the file.

File Endorsements

There is often confusion about what the court has ordered which is communicated by files’ endorsements.  This can lead to errors by registry staff where action items that should follow if the endorsement is complete and understood (such as ordering transcripts or pre-sentence reports) do not occur. Some of these errors arise from unsuccessful communication between internal courts’ staff (associates, deposition clerks, and registry staff). Some orders can take a number of hours to ‘translate into QWIC language’.

Replacement Indictments

It seems that an increasing number of replacement indictments are being filed in court where quite often it is only the wording (or a word) which is different. The indictment could be simply amended in a lot of cases. This means the original file is finalised (nolle) and a replacement indictment file created and processed. It is arguable that the record of the court is misleading for statistical purposes e.g. the same matter would be counted as being heard twice. This approach also makes it difficult to follow a file on QWIC from beginning to end (from commencement in the Magistrates Court through to final outcome in the SDC).

To do:
· Review the process for endorsing files 
[image: image3.emf]mock  endorsement.pdf


· Create a working group with relevant experience to explore the ideas and concept of a streamlined court file which is able to be easily interpreted by staff preparing relevant orders/paperwork.

· Explore approaches that better manage all of these aspects of criminal file management with internal and external stakeholders

· Review associates manual and training for 2015/16.

Why do it?

· With a view to being ‘electronic’ or everything ‘e’ based within 10 years which was mentioned 3 years ago, it’s timely to look to the future.

· To reduce or eliminate errors

52. Improve the management of criminal matters between jurisdictions and locations

Supports DJAG Strategic Plan:


Queensland is fair and just

· Better manage service demand on the justice system and deliver results faster
· Maintain a high level of community confidence in Queensland’s justice system
DJAG is responsive and high performing 

· Ensure a high performance culture focussed on organisational excellence

· Deliver customer and business focused ICT solutions

· Streamline and remove unnecessary bureaucracy in internal processes
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace

· Enable high quality decision making

· Ensure that the structures and internal practices of business units are efficient and effective

· Implement internal improvements that prioritise the utilisation of resources for more productive outcomes
Status:  Commenced
Background: 

‘Unconnected IT systems’

The Future Courts Vision identified that a major area for preventable mistakes was when, because matters moved between jurisdictions, they also moved between case management systems.  This leads to at least one part of Queensland Courts Services (QCS) literally not knowing what the other is doing and then acting or allowing the parties to act in ignorance of the subsequent situation.

The area of appeals from one jurisdiction to another is a particular example of this.  For example, appeals to the Court of Appeal from any other jurisdiction are managed within the Court of Appeal Management System (‘CAMS’) which does not connect with and is not accessible to any other case management system or registry within QCS.  Another example is appeals against bail decisions to the Supreme Court from the Magistrates courts which transition from the QWIC system to the QCIVIL system.

Respective Chief Magistrates have been concerned about instances where this has led to a Magistrate acting in ignorance of pending matters or decisions actually made in the Supreme Court.

On 1 May 2014, a group of experienced registrars from the Magistrates Courts, dual registries and SDC registries met with senior officers from QCS and Mick Reeves, Team Leader, Policy and Procedures, to discuss practical management strategies to reduce or eliminate the risk of such errors.

Different locations 

Less frequently, errors arise where, because the initial proceedings (e.g. a warrant being issued) occurred in a different location than the subsequent but related event (e.g. the offender being arrested on the warrant) there are delays and errors in information sharing and system updating that also cause errors in court proceedings. 

s.651 Information

Finally, in order for pending summary charges to be dealt with at the same time as sentencing for related indictable offences, an application (s651(2) application) must be filed.   This enables material relevant to the summary offences held in the Magistrates Court to be made available to the sentencing judge through being exchanged between the relevant registries.

While there are practice directions mandating at least 14 days’ notice to the registries involved, the application is often not filed in the Magistrates Court until the day before or even the day of the sentencing hearing. This causes problems for all registries involved and causes stress and avoidable disruption to staff in both registries which are sometimes ultimately unable to transfer the information as required.   While judges often proceed without the material to which they are entitled to inform their sentencing, there is also a risk of the judge considering it unsuitable to proceed with sentencing on the summary matters in the absence of material and two sentencing hearings therefore being necessary.
Officers of the Business Reform Unit (BRU) are in the process of documenting already agreed procedures for matters involving ‘unconnected systems’.  An amendment to existing procedures has already occurred in that it has been agreed that transcripts in all appeals will be orders by the receiving SDC registry rather than the MC registry saving money as well as time.

To do:  

· BRU officers will finalise documentation of the policy and procedures as agreed, refer to those from the initial group and then the usual approval process will be conducted.

· Relevant solutions will need to be identified in relation to the other issues raised above.

· Modified policies and procedures will then be implemented.

· The impact of these changes on QWIC due to the access rules and any consequential amendments necessary to either QWIC itself or the rules are being addressed by Reform & Support Services’ team members but others may arise in respect of the ‘different locations’ and ‘s.651(2) information’ issues.

Why do it?

· To reduce the risk of errors which cause damage to the parties and diminish the reputation of the courts.

· To simplify certain aspects of the existing processes creating internal efficiencies.
· To ensure that court matters are able to proceed as efficiently as possible
53. Continue to advance the audit of courthouse facilities and progressively implement outcomes

Supports DJAG Strategic Plan:

Queensland is safe

· Securely contain and supervise offenders

Queensland is fair and just

· Improve access to justice

· Support victims of crime

Queensland gets great service

· Make it easier for people to use our services

DJAG is responsive and high performing

· Ensure a safe and rewarding workplace

· Ensure financial sustainability
Supports QCS Business Plan:

· Improve services and support to vulnerable or disadvantaged people seeking to access or that are involved in court processes
· Develop and deploy information and services that are easier to access and use

· Provide improved services through consultation and collaboration with those involved or interested in courts and the justice system

· Enable high quality decision making

· Facilitate and improve financial and procurement management

· Implement internal improvements that prioritise the utilization of resources for more productive outcomes
Status:

· Phase 1a (GEC346) delivered (June 2016)

· Phase 1b (Data Analysis) in progress 

· Phase 2 (Needs Based Planning) yet to commence

· Phase 3 (Physical Presence Strategy) yet to commence.

Background:

The Government responded to a request by the Queensland Law Society (QLS) to audit existing courthouse facilities by adopting it in an election commitment. GEC346 states that:

“Labor will commit to undertaking a comprehensive audit of all Queensland courts and tribunals with a view to providing appropriate resourcing of courthouses. Such an audit will include the provision of: 

· a soundproof interview room;

· access for mobility impaired persons;

· facilities to assist persons with disabilities;

· videoconferencing facilities; and

· E-filing. 

Such an audit will inform the future allocation of capital and maintenance expenditure in the DJAG budget.”
Driven by GEC346, the audit of court facilities provides an opportunity to capture additional data, to generate a baseline of existing facilities and inform current and future needs.

To do:

· The election commitment has delivered a baseline report of courthouse facilities, with a focus on the original call to parties by the Law Society. Additional analysis of the 53,500 lines of baseline data is required to identify and report on data relevant to specific locations, operations and jurisdictions.

· A market scan of existing methodologies used by other government and non-government entities to determine their future planning models will also be progressed, to help inform the next step in the development of an evidence and needs based planning approach for the courts and other areas of the division.. 

Why do it?

· To ensure that existing facilities are utilised in the most effective and appropriate way and meet the needs of those working within or accessing them
· To develop a longer term strategic plan to ensure the most effective and appropriate management and utilisation of existing infrastructure and investment in the upgrade, replacement or addition of court based facilities.
54. Develop and implement records’ management training for registries


Supports DJAG Strategic Plan:
Queensland is fair and just

· Improve access to justice
· Better manage service demand on the justice system and deliver results faster
DJAG is responsive and high performing

· Ensure a highly skilled, sustainable and diverse workforce that meets current and future service delivery needs
Supports QCS Business Plan:

· Develop and deploy information and services that are easier to access and use

· Develop and support our people to enjoy a fulfilling career while performing to a high standard in the workplace
Status:  To commence

Background:  
Traditionally Queensland Court Service has placed a high value on the physical management of its business records albeit with little emphasis on raising awareness or the understanding of roles, responsibilities and concepts in relation to creating, managing and disposing of court and administrative records in relation to the Public records Act 2002. Obtaining this awareness will enable us to improve services to our clients and to one another, and will make us more efficient in the way we do business.

Training will need to address both the specific needs of those staff with primary responsibility for records management activities requiring specialist skills (e.g. appraisal, policy development, etc), and all other staff within the organisation. Multi-skilling of staff may also help to avoid a common situation where a recordkeeping function is wholly dependent on the presence of one individual.

Training staff is also an important aspect of managing change, particularly for managing a transition to digital recordkeeping. Staff need a mixture of instruction and practical, hands on exercises and experience to achieve confidence in operating records systems and new practices
To do:

· Investigate scope of training strategy inclusive of –
· Liaise with internal business units (TDU), other agencies, Queensland State Archives to determine what training exists and or can be modified to suit requirements.

· Determine which records and QCS divisions are to be included as part of this initiative for example Administrative records (Finance, HR), Evidence (Exhibits and Subpoena’s and MFI’s), Land Court records.

· Develop stakeholder profile – who requires it, their expectations, needs, concerns, motivations

· Develop and implement records management training aids, for example a suite of information as simple as:
· Transferring Records – QSA Myth Busters

· Develop and implement a Registrar’s Record Management Guide to assist registries in identifying the relevant retention periods for each record type.  

· Implement/Modify existing policies and procedures supporting recording management

· Increase staff awareness 

· Ensure continuous support and process improvement remains beyond completion of the initiative.

Why do it?

To ensure that registry staff are able to:

· Understand the importance of recordkeeping and key recordkeeping responsibilities and concepts.

· Distinguish between what is and what is not a public record.

· Understand when a record should be created, kept and managed and when it can be lawfully deleted or destroyed.

· Identify the key recordkeeping legislation and standards for Queensland public authorities.
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