
The FeeAccount system was � rst developed by Liberata in 2014. It enabled HMCTS sta�  in courts and business centres to 
electronically record civil court fees levied on large volume customers, typically business or other government organisations. 
Conveniently, this allowed customers to settle the amounts they owed at the end of the month by direct debit, providing a credit 
facility in the interim.

The initial solution was successful in removing the large volume of cheques being remitted which was one of the only e� ective means 
of paying up to that point, In turn, this reduced the administration costs of the service.

However, four years later it was clear the application could be signi� cantly improved to make it easier to use and navigate. New 
technology was also available that could signi� cantly improve the application’s performance and speed across the HMCTS estate.

The initial commercial model which was appropriate to start with, had become out-dated with a � xed fee being levied each month to 
HMCTS. It did not relate to the numbers of people using the application or the transaction volumes being processed. 

By adopting an entirely collaborative approach with the client Liberata facilitated a number of workshops working with key o�  cers and 
users to explore what HMCTS wanted out of the improved application that also met value for money considerations.

A number of requirements were jointly developed:

Subsequently Liberata delivered a proposal for a new replacement solution to meet the above which was accepted by HMCTS.

• Provide a solution that supported user authentication and 
approval hierarchies with improved processes for user 
management including self-service password resets

• Be resilient and perform with high availability 

• Support a single input with work-� owed approvals for 
transactions and streamline input of cases via intuitive 
menus of values

• Deliver the Management Information required by HMCTS 
for � nancial reporting and income planning

• Integrate with existing HMCTS direct debit systems to 
manage customer accounts and collections together with 
monitoring and management of customer credit limits

• A commercial model that did not require a large up front 
HMCTS funded software development and that also linked 
the volume usage and success of the application to the 
charges HMCTS paid in the future

• A staged and risk managed approach to implementation 
rather than ‘big-bang’ that enabled users to feedback into 
the development cycle at several points
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THE CHALLENGE

THE APPROACH

INNOVATION THROUGH COLLABORATION 
A SUCCESS STORY AT HMCTS
Supported by Liberata, HMCTS can now process court 
payments with greater accuracy and speed than ever before

Liberata’s Finance and Accounting Service Hub in Cardiff, South Wales, supports large 
government agencies and private clients, processing transactions worth more than 
£5bn annually. 

Liberata and Her Majesty’s Courts and Tribunals Service (HMCTS) have worked in partnership for over 20 years. Liberata delivers 
specialist � nance and accounting services for a range of clients delivering multi-channel revenue accounting and receipting solutions, 
multi-channel payment solutions and � nancial reconciliations. All this is backed by robust customer and client support functions with 
actionable intelligence derived from comprehensive of management reporting information. 

Liberata is committed to helping HMCTS meet its digital transformation objectives through dramatically improving their � nance 
system capabilities and user experiences. One such example is the “FeeAccount” system.
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“ “

“The fee account project, delivered and rolled out nationally to agreed timescales, was a great example 
of collaboration, delivering a more robust system built around the needs of courts sta�  and users.” 

SARAH WALLACE - HMCTS Deputy Director and Financial Controller
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Following approval from HMCTS Liberata developed a detailed 
speci� cation and tested this with 15-20 expert users of the 
current system via dedicated meetings and workshops. Following 
speci� cation rati� cation, the solution was implemented with unit 
and system tests prior to commencement of user acceptance 
testing (UAT) by both Liberata and HMCTS sta� :

In the � rst full quarter of live operation to 31st March 2019 the average volume of fees input each month was 70,000 (a 10% increase 
on the previous application) across 345 sites by 1,800+ users for 2,400 customer accounts.

The key bene� ts to HMCTS of the implementation of this solution are:

Approval to roll-out the new solution was granted following provision of the UAT completion report and Liberata agreed a roll-out 
plan which included an initial Liberata supported pilot phase across 18 HMCTS sites. The solution was subsequently rolled-out to 
the 300+ remaining sites, region by region over the following two months.

Liberata supported client UAT at key client o�  ces 
and received a positive response from testers in 
respect of the ease of use and responsiveness of 
the solution. 

During UAT, stress testing proved the high 
availability of the application and platform. This 
continued to be monitored in the � rst two months 
of live operation.
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ROLL OUT

The time taken to record new fees was reduced 
by up to half

£0.5m in savings forecast over the � rst two years 
of the application’s life

The performance of the application improved 
dramatically with no ‘hang time’ and improved 
user experience

Removal of � xed licencing costs and 
introduction of price per transaction charging 
model that links usage and success of the 
application to HMCTS charges

No up-front costs for development or 
implementation of the solution, together with an 
immediate 20-25% direct reduction in costs of 
operation for comparable levels of fee transactions

The team in South and West Devon are great fans of 
the new fee account system and universally agree it 
is much easier to use than the old system, very user 
friendly and straight forward.

I’m very excited for the new fee account as I think it’s a huge improvement over 
what came before. It’s much faster and easier to use than the older version. 
Searching especially feels much better. Overall the modern look helps navigation 
and it’s always easy to know where you are in the application. I really like it.

HMCTS Court User
HMCTS Court User

“

Streamlined support for authorisation controls
within the process, based on transaction types to 
align with HMCTS delegated authority

More streamlined solution and integration with 
HMCTS direct debit solution 


