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The Courts and Tribunals Contact Centre (CTSC) is a department under the jurisdiction of HMCTS and the Ministry of Justice that is tasked with providing customer service in relation to general enquiries in order to relieve individual courthouses from the growing pressure when it comes to dealing with correspondence with stakeholders, victims, and defendants. The CTSC had offered a glimpse into what’s like working with people that undergo interactions with the criminal justice system which interests many who was looking for experience in fields that could potentially be related to criminology and policing. I’ve underwent shadowing for the probation and prison service before hearing about opportunities that have been listed in Newport where the local courts wished for a national department to oversee general court enquires. The experience within the CTSC had been a mixed one; it was found that it did offer services to all sorts of stakeholders over telephones which seemed ideal on paper however in practice it slowly grew to become a more primitive state with a lacklustre of technological advancement along with questionable decisions made by executives to meet customer demand. 

This understandably had a negative blowback when defendants, victims and stakeholders did email or call in to obtain information to only find that there have been significant backlogs delaying case results, application reviews, withdrawal of cases etc with ourselves half of the time proving of not much use due ourselves not having anything to do with the specific courthouses across England and Wales so we find ourselves at times unable to assist on multiple issues with many queries being something that only legally qualified people can only answer. 

However on the other there are also positives from what many found working within the CTSC and how it impacted the CJS if everything is done right; for example we’re able to communicate with victims and update them on their cases if they have zero communication with their witness protection officer and the police as well as being a comforting voice whenever someone needs to find a way to make a dispute in relation to a Single Justice Procedure from where we give the best guidance possible through a fast track system online that offers people a quick way to make an application to bring a hearing back to court if they were unaware about it or do not agree with the court’s decision. There’s also how we are able to liaise with emergency services if do we receive information about a risk of harm (anyone from a defendant to victim.) with ourselves giving available information or data we have on our systems to assist law enforcement or medical services of the potential victim of risk of harm situation. 
Objectives

1) To understand the nature of the CTSC and its role in the CJS
2) Understand advantages that the CTSC has to offer 
3) Understand the draw backs of the organization and degrading of the CJS.

Say that after clarifying the nature of the placement organisation and your role with that organisation, that you will analyse and reflect upon your performance with the placement organisation. 
[bookmark: _Toc162351906]Main Body 
The Courts and Tribunals Service Centre is an organisation that acts as a branch within HMCTS. It’s responsible for providing customer service to all parties related to a magistrates or civil court case with itself having its own departments specialising in different aspects of the justice system. According to HMCTS (2025) the CTSC’s typical duties usually range from processing cases (mostly uploading paperwork on the court’s and CPS behalf) to answering questions from the public via telephone or emails, it also has a department that supports virtual hearings for those that have been given special measures for example a defendant, witness or victim can apply to attend via video link. 
It should also be noted that the Courts and Tribunals Service Centre uses research to improve services along with consulting judges, magistrates and legal professionals to ensure that the process is smooth and without any faults. Evidently one of the main principles of the CTSC is to ensure that most elements related to the court should be digitalised as much as possible to streamline most services and hypothetically make it more accessible to both members of the public and stakeholders such as the territorial police forces, Ministry of Defence Police, and the Crown Prosecution Service etc. Additionally press statement by the HM Courts & Tribunals Service (2021) has provided details that describe its sub organisation to provide consistent service for the users involved with the court system through having its administrative teams answer queries by case relevant telephone calls which supported by new age technology and modern offices to which it claims to “provide a better service to those who need our support and guidance.”  
My role within the CTSC was a “support officer” which is essentially the rank-and-file that makes the backbone of the organisation. Essentially it is an administrative officer that does all sorts of tasks from processing court documents to answering telephone calls from all sorts of people ranging from members to the public to even at one point speaking with the royal military police in relation to a case about a soldier that was being trailed in a civilian court. As a support officer you would be assigned in working in a team; each team consists of eight-nine members that are led by a Team leader (an executive officer, first manager rank) the team leaders ensure that their support officers are working on their assigned tasks whilst also monitoring their work and compiling it into stats for upper management to review. It felt organised however at times it felt like a dystopia with one simple mistake such as going over time on a call momentarily setting off triggers that could lead to someone being put on a performance plan or face some sort of disciplinary action; the environment itself is friendly especially amongst other co-workers however from what I’ve seen the organisation’s backbone workers typically exhibit low morale which can be attributed to many factors such as the low pay, terrible executive decisions, as well as high demand for perfect statistics this isn’t found in the CTSC but also in other civil service sectors (Mason, 2025) where low morale is at its worst.

The issues of the criminal justice system also are related with the problems that the CTSC experiences, for example according to Murray, et al. (2024, P.6) where it is addressed that victims are forced to cope with backlogs that courthouses experience which could range from the delay in results to a lack of general correspondence with the courts in relation to applications or special measures. For ourselves we constantly have to deal with victims or defendants calling in asking as to why the court have not responded to their queries to which we find hard to answer properly due to the courts having terrible communication with the themselves and half of the time question often related to legally to which we have no grounds to explain some questions with ourselves often forwarding questions to the legal department via email which has it’s own backlogs in regards to responses. An issue like this has been brought to the attention of the House of Commons Public Accounts Committee (2021, P5) where it’s stated they aimed to get the backlogs down to a level similar or lower to pre-pandemic levels however they have stated that pre-levels were already “unacceptably high.” The reason I bring this up is due to the fact that this was brought up during the COVID situation where the CTSC was founded in the same year and unfortunately working in the organisation since 2024 I can easily see that the situation has not really changed that much as backlogs are still a constant issue and as a call centre we are unable to really assist in speeding up the process with ourselves being left vulnerable to ridicule and abuse for being useless whilst in reality it is the individual courthouses that are usually at fault for these issues. Half of the time the courthouses can be very un-cooperative with us and often refuse to help us in basic queries whenever we get the chance to call in. 
Additionally, a less talked about issue is our technology services to help us in our day-day tasks more specifically the systems we use to view and manage cases with the most notable ones being Common Platform and Libra. Starting off with Libra which is the oldest and most active system that is still used is a practically outdated application that is usually a headache for most admin officers to get around with it being more or less a learning curve to get around with. The application itself is designed as if to serve organisations working in 2007 with it being rather unpractical for current use, in fact since the beginning it has been a source of all sorts of problems (Hitchcock, 2011) for example it had caused a fianaical data failure where it failed to produce data to support court fine accounts, leaving the fines department in a difficult position and this was attributed to the fact that the £444 million system had underlying difficulties and was not able to produce proper accounting records. In my case our department uses libra to view cases that the court for whatever reason decides to list on their instead of the more modern common platform; problem on our end is we are unable to view case notes left by legal advisors or view most documents on the system which leaves us in a awkward position with a stakleholder seeking information. Usually in that case an admin officer would have awkardly pass the direct courthouse email for whoever is calling to assist in their enquiry leaving us completely useless in situations like that.

Asides from the downsides at work I have noticed there was only one major reason many fellow co-workers look forward to is the career progression opportunities (HM Court & Tribunals Service, 2025) that the organisation offers with the main motivation being getting better pay and moving away from telephone work. Within our CTSC office our career pathways consist of several roles which relates to management, data & business analysis, recruitment, cyber security, media, complaints investigation etc with myself opting to try and get myself promoted to data analysis as my background was originally IT related however these positions are often very challenging to get and it is competitive to even try and get a interview. There is support out there such as a team leader having a meeting with yourself to understand where you want to progress too will try to help and find information related to that however overall, there isn’t much else you can do other then try and obtain as much experience by shadowing as much as possible. Another way people go around this is trying to get into civil service wide schemes that can help and increase your chances of moving up the rank ladder, for example the “Catapult scheme” which apart of an action plan to try and increase more leaders of a poorer socio-economic background (Social Mobility Commission, 2021) with high ranking executives typically taking roles as mentors to those that get accepted in the programme and usually give advice and often look at the mentees application to see how to improve it before submitting it. This mentorship scheme usually lasts about 6-12 months and aims to push lower ranks into building confidence and obtain shadowing opportunities with myself seeking to do the same once the applications return. 
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In conclusion working in the CTSC and the overall Ministry of Justice has made me understood the good, bad, and ugly parts of the criminal justice system. On one hand the CTSC and overall court system does offer good career progression and has sought to mainstream services for all stakeholders involved (defence solicitors, CPS, law enforcement etc) so information can be accessed easily without overwhelming the courts too much however unfortunately my experience has highlighted plenty of disadvantages and obstructions that the HMCTS has dug itself into from well-known issues such as victims not getting the support and communication they need as previously mentioned as well as the plague of constant IT & services issues (Lamont & Law, 2024) which has not just affected HMCTS but stakeholders such as solicitors when trying to gather relevant information in regards to a case  (Law Society, 2023) with portals constantly failing to deliver. The use of outdated systems such as Libra has only meant that our quality of providing customer service is constantly hindered only by the simple fact we’re struggling to catch up with technology and what makes it worse is the odd rules and procedures that for whatever reason means we cannot access properly. 
The environment overall within the office is generally friendly however as previously stated before morale is very low when it comes to the job itself with ourselves not feeling supported by our chief executives and the MoJ as a whole with ourselves being amongst the worst paid within the civil service which is terrible considering that multiple civil servant departments are known to be poorly paid and funded (House of Commons Committee of Public Accounts, 2024) so work-related burns out and the sentiment of “we’re not getting paid enough for this” becomes more understandable when we’re constantly having to spoon-feed the multiple un-cooperative courthouses, often dealing with the defendants, victims and legal representatives which is quite taxing on one’s mental health. I can personally attest to the fact that the cases I’ve seen on digital paperwork were beyond horrific and disgusting with many people in the court system going through the same thing according to PTSD (2025) which acknowledges the emotional problems that court staff (including admin) goes through as we’re often subjected to “distressing details” of what the victim experienced. 
By and large the experience at CTSC still has given clear picture of how law enforcement, law courts, prisons, and legal representatives etc impact both defendants and victims with there being both positive and negative qualities, this all-together could help.
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