
RLIT0000540 
RLIT0000540 

NAO :3 

k. • .r.viritasiir

INSIGHT 

Lessons learned: 
Government 
compensation schemes 

ross- g o\ .g& °_. 

SESSION 2024-25 
HC 121 



RLIT0000540 
RLIT0000540 

We are the UK's We support Parliament 
independent in holding government 

public 

spending to account and we 
watchdog help improve public 

services through our 
high-quality audits. 

The National Audit Office (NAO) scrutinises public spending 
for Parliament and is independent of government and the civil 
service. We help Parliament hold government to account and 
we use our insights to help people who manage and govern 
public bodies improve public services. 

The Comptroller and Auditor General (C&AG), Gareth Davies, 
is an Officer of the House of Commons and leads the NAO. 
We audit the financial accounts of departments and other 
public bodies_ We also examine and report on the value for 
money of how public money has been spent. 

In 2022, the NAO's work led to a positive financial impact 
through reduced costs, improved service delivery, or other 
benefits to citizens, of £572 million. 
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Lessons learned reports 

Our lessons learned reports bring together what 
we know on important recurring issues to make 
it easier for others to understand and apply the 
lessons from our work, 

The material featured in this document is subject to National Audit 
Office (NAO) copyright. The material may be copied or reproduced 

for non-commercial purposes only, namely reproduction for research, 
private study or for limited internal circulation within an organisation 
for the purpose of review. 

Copying for non-commercial purposes is subject to the material 
being accompanied by a sufficient acknowledgement, reproduced 
accurately, and not being used in a misleading context. To reproduce 
NAO copyright material for any other use, you must contact 
copyright@nao.org.uk. Please tell us who you are, the organisation 
you represent (if any) and how and why you wish to use our material. 
Please include your full contact details: name, address, telephone 
number and email. 
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be reproduced for commercial gain without the NAO's express and 
direct permission and that the NAO reserves its right to pursue 
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4 Introduction Lessons learned: Government compensation schemes 

Introduction 

1 People are sometimes harmed by the actions or inaction of public bodies, 

and successive governments have recognised that in some circumstances where this 

happens those people are entitled to be compensated. This compensation should be 
swift, appropriate, and fair to those affected - both directly and indirectly - and to the 
taxpayer. In his 2022 compensation framework for victims of the infected blood scandal, 

Sir Robert Francis QC stated: 

"Referring to dictionary definitions, it is clear that compensation is not a term limited to 
an award of money, that it involves a process of determining what should be awarded, 

and recognises that a person has suffered an injury or loss for which compensation 

is intended to redress. While liability in the sense of a legal wrong may be involved, 
fault, negligence or an unlawful act are not necessary preconditions for compensation. 

However, compensation is a recognition of adversity which should not have happened."' 

2 This report provides insights based on many years of our reporting on such 

schemes and the testimonies of those currently engaged in the design and delivery of 

schemes. It is intended to draw out good practice and risks to assist officials charged 
with developing similar schemes in the future. For the purposes of this report, we use the 
term "compensation scheme" to cover schemes where payment (or non-financial redress) 

is made as a result of a liability established in the courts, where there is no admission of 

fault by the government, and where there is no government legal liability.2

3 HM Treasury states that "essentially, designing a compensation scheme is no 

different from designing other services. Good management, efficiency, effectiveness, 

and value for money are key goals' 3 However, the delivery of such schemes is historically 
a difficult area for government. Stakeholders may want them to deliver justice, not just 

redress, for those who have suffered harm or loss. Potential claimants may be suffering 
emotional trauma because of the cause of the claim, and the process of claiming can 

cause the original trauma to resurface. Assessing the eligibility and calculation of 

claims can be very complex and may depend on evidence for events that happened 
decades earlier. Bodies involved in administering schemes must balance the desire 

to pay the maximum number of eligible claimants as quickly as possible with a duty 

to protect taxpayers' money.4 It is not surprising, therefore, that such schemes have 

regularly encountered problems in the past, as evidenced in our previous work and 

reports by others.5

Sir Robed Francis OC, Compensation and Redress for the Victims of Infected Blood: Recommendations for a Framework 
7 June 2022. 
Some schemes where payments are made without the establishment of iegal liability do not refer to themselves 
as 'compensation schemes' 
HM Treasury, Managing Public Money, May 2023. 
Or, in the case of some financial services schemes, the interests of firms who fund the schemes through levies. 
See for example: National Audit Office, Briefing: Administration of time-limited compensation schemes, 2008; All-Party 
Parliamentary Group on Fair Business Banking, Building a Framework for Compensation and Redress, February 2023; 
Sir Robert Francis OC, Compensation and Redress for the Victims of Infected Blood - Recommendations for a Framework 
June 2022. 
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Why have we produced this report now? 

4 In January 2024, the Chair of the Committee of Public Accounts (PAC) 
asked the Comptroller and Auditor General (C&AG) to consider a thematic 
review of government compensation schemes for citizens who have suffered 
harm, hardship and distress from failures by public bodies. The C&AG agreed 
that this would be a timely moment to update messages from our previous work 
on compensation schemes over a period of more than 20 years. 

5 In her letter, the PAC Chair drew attention to several schemes currently 
in the public eye: the Windrush Compensation Scheme; compensation and 
restorative measures for LGBT veterans of the UK armed forces; the proposed 
Infected Blood Compensation Scheme; and compensation for subpostmasters 
affected by the Horizon IT scandal.6 We have expanded our review to include 
the findings from a range of our reports on schemes of all kinds between 2002 
and 2022 and have consulted with those involved in administering a range of 
schemes. Our methodological approach, including scheme administrators and 
other stakeholders consulted, is set out in Appendix One. More details on the 
schemes we reviewed for this report are set out in Figure 4, Appendix Two. 

Scope of this work 

6 The intention of this report is to draw on the lessons learned from experience 
by those involved in the design and operation of various schemes over the years. 
The report details the lessons drawn from the various schemes with supporting 
examples from across government to illustrate the challenges faced and how they 
have been addressed. It is in three parts: 

• overview of compensation schemes (Part One) 

• scheme design and planning (Part Two) 

• operational challenges (Part Three) 

7 Our starting point was the National Audit Office (NAO) 2008 report on the 
administration of time-limited compensation schemes.' During the fieldwork for this 
study, those we spoke to confirmed the continued relevance of these themes and 
raised additional issues which are important issues for current schemes. We have 
also drawn on wider NAO good practice guidance. Despite the common structure 
of many schemes, each will reflect the particular circumstances of its creation, 
so these lessons should not be regarded as exhaustive. 

6 There are four main compensation schemes for suboostmasters affected by the Horizon IT scandal. These are: 
c Horizon Shortfall Schcmo iHSS), the Group Litiqation Order (GLO) Scheme, the Overturned Convictions scheme, 

and the Horizon Convictions Redress Scheme. Pvc spoke to the Department for Business and Trade and other 
st hehcld rs prlmariI, -thoutthe GLO Scheme and the Horizon Convictions Redress Scheme, as these schemes 
am rca by the govern , en a-n r than the Post Office. 

7 Nat card Aud t 01100 Bncfhng. ndr :inistruuon cr lime-limited compensation schemes, 2008. 
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8 We have not sought to individually evaluate any of the schemes mentioned 

in this report, although in some cases we have drawn on our previous reports 

which did evaluate some of the schemes covered. 

9 Throughout the report we differentiate between time-limited schemes 

and open-ended schemes (designed to address harms which may occur at any 

time after a specified earliest date of eligibility). We refer to these open-ended 

schemes in the report as `standing schemes' 

10 In the other parts of this report, we have drawn out a series of lessons 

for those designing and operating compensation schemes. We have summarised 

these lessons in Figure 1. 

Figure I 
Summary of lessons identified in our review of compensation schemes 

We have identified 21 lessons for the government on the design and planning of compensation schemes 
and operational challenges in delivering schemes 

Overview of compensation schemes 

Principles of Officials should learn and apply lessons from good practice and previous 
scheme design schemes, including by consulting guidance from HM Treasury and the 

Parliamentary and Health Service Ombudsman. 

Public bodies would benefit from a central hub within government that could 
provide guidance, expertise or a framework for those in government seeking 
to set up a compensation scheme. 

Scheme design and planning 

Understanding It is important to ma;c clear to stakeholders the purpose and scope of the 
stakeholder scheme when the scheme is established, including what it is unable or not 
perspectives and intended to do. 
building trust 

Scheme designers should consider the full range of potential awards in line 
with the intent of ministers and Parliament. 

Involving stakeholders in the design of schemes can help to achieve buy-in and 
improve the quality of the scheme. 

It is important for the scheme's credibility with claimants that both its design 
and operation can be seen to be independent from those judged to have 
caused the harm. 

Trade-offs between There is a balance to strike between paying claimants as quickly as possible 
speed of payment and the requirement to protect the public purse - the optimum point will vary 
and other factors by type of scheme and the circumstances of claimants. 

Scheme designers should be clear where ministers and Parliament stand on 
the extent to which speed of payment is balanced against other factors. 

Considerations 
around types of 
payments 

Interim payments can play an important role in supporting and reassuring 
scheme claimants. 

Scheme designers should be clear in advance to what extent, if any, 
the government or Parliament would desire scheme payments to be exempt 
from usual tax or benefit obligations. 
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Figure 1 continued 
Summary of lessons identified in our review of compensation schemes 

Operational challenges 

Key estimates It may not be possible to precisely estimate the total number of those eligible 
and assumptions for a scheme, and it will be helpful to make the level of uncertainty clear to 

decision-makers and stakeholders. 

Officials should avoid over-optimism in their assumptions about the duration 
of a scheme and the pace of claims processing. 

Officials should plan for the possibility that they may need to make additional 
efforts to persuade claimants to come forward. 

Claims processing Claims processing capacity will need the flexibil ity to cope with 
and administration changing circumstances. 

Schemes will wish to put in place robust systems for gathering evidence 
from third parties where necessary. 

It is important that scheme designers and administrators work to minimise 
any re-traumatising effects of the process on claimants. 

Operational challenges continued 

Engagement Constant communication using an appropriate tone is important for maintaining 
with claimants claimant engagement and stakeholder support. Specific attention should be 

paid to communicating with vulnerable or disadvantaged claimants. 

Claimants should be able to easily access accurate and up-to-date information 
about the progress and status of their claim. 

Additional support offered to claimants during the scheme will help to maintain 
confidence in the scheme, encourage potential claimants to come forward 
and improve the quality of applications. 

Monitoring scheme Scheme performance indicators should be meaningful, straightforward 
performance and transparent. 

There is a l ikel ihood that schemes wi ll need to change during their existence, 
whether time-l imited or not, and scheme designers should allow for this. 

Note 
1 These lessons are not intended to be exhaustive. 

Source National Audit Office analysis of our previous reports, other publicly available information and interviews 
with stakehoiders 
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Concluding remarks and recommendations 

11 Citizens eligible for redress will have suffered hardship and distress. 
These citizens have a reasonable expectation that their claim wil l be treated fairly 
and speedily. There is no central coordinated approach when government sets 
up new compensation schemes resulting in a relatively slow, ad-hoc approach. 
Setting-up and administering a compensation scheme is a complex task, 
and challenging for officials who may have never done it before. This has led to 
mistakes and inefficiencies in the design of schemes, and delays in getting money 
to claimants. Claimant and stakeholder confidence can be further undermined 
where the design and operation of the scheme is not seen as being independent 
from those who have caused them harm. Those with experience of schemes all 
agree that: redress should be swift; decisions fair, proportionate and transparent; 
and that those harmed should be at the heart of decision making. 

12 We recommend that: 

the Cabinet Office sets up, by the end of 2024, a centre of expertise within 
government to provide guidance, expertise or a framework for public bodies 
seeking to set up a compensation scheme - this should be resourced 
sufficiently to provide advice to existing and future schemes; 

the Cabinet Office reviews alternative arrangements, including structural 
arrangements, that would allow compensation schemes to begin and operate 
in a more timely, efficient and effective manner while earning the confidence of 
potential claimants. This review should consider a new standing public body to 
act as a compensating authority to administer future time-limited compensation 
schemes, and set out the changes it plans to make as a result of the review. 
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Part On 

Overview of government compensation schemes 

1.1 It is difficult for any definition to capture all compensation schemes given 

the range of circumstances through which they have come into being and their 

differing objectives. Although schemes adopt varying characteristics and features, 
HM Treasury and the Parliamentary and Health Service Ombudsman (PHSO) 

set out high level principles to guide how public bodies provide compensation. 

Officials tasked with setting up compensation schemes will need to draw on these 

principles, as well as the expertise within government, to ensure they follow good 

practice and learn from past experiences. 

1.2 In this part we cover: 

• why the government sets up compensation schemes; 

• the timing of schemes; 

• scheme characteristics and forms; and 

• principles of scheme design. 

When and why does the government set up compensation schemes? 

1.3 The government generally sets up a scheme to compensate or offer redress 

to members of the public:$ 

• as a policy choice by ministers; 

• in response to recommendations made by a publ ic inquiry, 

• through direction by the courts; 

• as a result of legislation passed by Parl iament; or 

• some combination of the above. 

1.4 The liabil ity for compensation may arise from a number of sources: 
statutory, contractual, litigation, and common law, or a perceived moral 

obligation where hardship has been suffered consequent to State action, 

notwithstanding the absence of legal liability.9

8 The terms compensation and redress are often used interchangeably. 
9 National Audit Office, Briefing: Administration of time-limited compensation schemes, 2008. 
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1.5 The compensation generally reflects the government's acknowledgement, 
or a determination by Parliament or the courts, that people have suffered harm, 
and that a public body is responsible for the wrong or the harm caused. There are 
some exceptions to this, for example, awards made under the Criminal Injuries 
Compensation Scheme "are intended to be an acknowledgement of harm 
[caused by violent crime] and an important gesture of public sympathy". 

1.6 Schemes may be intended to provide redress in response to a variety 
of situations. These include: 

something that happened at a specific point in time, such as the scheme 
to compensate former UK trawlermen who lost their jobs as a result of 
settlement of the Cod Wars with Iceland; 

a particular policy or policy instrument, such as the Windrush scheme 
to compensate those who have suffered loss in connection with being 
unable to demonstrate their lawful status in the United Kingdom; or 

a `standing' scheme to process claims of a type that can occur at any 

time, for example, the Armed Forces Compensation Scheme, designed 
to "provide compensation, irrespective of fault, across the full range of 
circumstances in which illness, injury or death may arise as a result of 
service [in the Armed Forces] 

Timing of schemes 

1.7 In Figure 2 on pages 12 to 15, we set out the elapsed time from the point at 
which individuals suffer harm before a scheme is established and begins to deliver 
compensation for the time-limited compensation schemes raised with us by the 
Chair of the Committee of Public Accounts (see paragraph 5). It is not the role of 
this report to evaluate the events that lead to such long time lags. However, long 
time lags before introducing compensation can increase both the harm to those 
who have suffered, and the difficulties presented for those who are eventually 
tasked with designing and operating the schemes. For example: 

• It may be very difficult for officials to regain the trust of the claimant population 
once it has been undermined by long-term failure to acknowledge and address 
the issue. 

• The number of people harmed can increase over time - especially in cases 
where harm causes health issues. This can extend the impact to family and 
friends who may become carers or suffer other impacts. 

• Claimants may also carry the effects of trauma as a result not only of the 
original harm, but also from events since, and officials will have to work 
carefully to minimise further trauma through interaction with the scheme. 

• There is an increased risk that evidence to support the claim will have been 
lost or destroyed in the interim. 
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When a scheme is being established there is likely to be considerable political, 

media and stakeholder pressure to pay claimants as soon as possible, 
which increases the risk that elements of the design will be rushed or 

have unforeseen consequences. 

Scheme characteristics and forms 

1.8 Compensation schemes can vary significantly in their characteristics and 
features, including the type of compensation offered, the method of claims 

assessment, access to the scheme and processes for appeals and dispute 
resolution. Figure 5 in Appendix Two sets out some characteristics of the 

schemes covered by this review in more detail. 

1.9 Compensation schemes are structured in various ways. Common examples 
include the fol lowing. 

Awards based on the specific circumstances of an individual. This would be 

seen as closely meeting the needs of each individual, particularly for a scheme 
with wide variations in the extent and types of harm suffered. The complexity 

would require greater input of skilled resources for administrators, and may 

require greater evidence-gathering, thus hindering swift awards. 

A system of tariffs' where a set sum is applied to a specific harm suffered, 

or where similar harms are grouped together in tiers of compensation. This is 
in theory more straightforward but would still require some expert assessment. 

A one-off payment to all claimants, either fixed or variable, in which the redress 
is acknowledgement of a wrong rather than compensation for a specific harm. 

Either of the first two types of schemes can be compensated in a single payment or 

a series of payments. There are numerous variations on these basic models. 

1.10 The type of redress offered need not be solely financial. Non-financial redress 

is a prominent feature of some schemes, including apologies to those harmed on 

behalf of government. The government has accepted the recommendations of the 
LGBT Veterans Independent Review to introduce a wide range of non-financial 

restorative measures, including the restoration of medals, replacement of discharge 
papers, and restoration of rank following demotion.7 ' Another important non-financial 

measure can be a timely, meaningful apology. The Compensation Act 2006 states 

that "an apology... shall not of itself amount to an admission of negligence or 

breach of statutory duty" The Ministry of Justice is consulting on further reform 

of the law of apologies in civil proceedings in England and Wales and has noted: 

"apologies may play an important role in the dispute resolution process across a 

whole range of areas of law by reducing adversarial behaviour and the potential for 

disagreements to escalate... In some situations, a simple sorry may be what those 

bringing a claim had most wanted.'11

10 The Ministry of Defence told us that claimants consider this as additional to, rather than an alternative to, 
financial compensation. 

11 The Ministry of Justice, Reforming the Law of Apologies in Civil Proceedings in England and Wales, April 2024. 
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Figure 2 
Timeline of selected schemes from event that caused harm to the present 

For some of the most prominent compensation schemes it has taken several decades for victims to begin receiving payments 

Early 1970v to 
late /9906 

f 
HO a vileIts are 

a.r1 t• t .-d 
hived otcd 

noel 1 i~ 1=_ 

1967 1970 1973 1999 2000 

9893 

Tee Henzon IT 
system starts to be 
rolled out in Post 
Office branches 
across the UK. 

Me Initial harm 

51185 The government commits to delivering compensation 

SOS First compensation scheme payments made 

Jut 2017 

The go . .ment 
announc -, It w II 
establish an miniquity into 
the contaminated hood 
scandal of the 19706 
and 19806 n which 
at least 2 400 people 
died and thousands 
were ititnuled with HIV 
and Hepatitis C. 

2012 2017 

Mar 2017 

55 sw 
takett a o 
t h H g h t 
Group 

(GLOI
torSos h;h 

feud 
i q 

1 
271 b 1 y 
Ho o. I s f_v.are_ 

Jul 2018 

Infected Blood 
Inquiry formalky 
beg ins. 

2018 

Lessons learned: Government compensation schemes Part One 13 

Jun 2022 ( Apr 2023 } ° May 2024 

Sir Robert Francis 1 lar t-- ii anon of Inquiry's 
CC publishes _.mJ at poi t. i port. 
Compensation reco•nmo• ( F responds 

me vork Study —pen— or Thyme I ul r y pry,, n=ed 
"should be  I  
and it -h L.g'no J .[I Jul 2022 vork this y I at p y nts 

1 1 r P.It Irshes
1 r 

ii

ntl ; 8ill

 I 
~.;  k

t nc ih

 I p- - ,a cr ity. 

Og22t̂e ..._. .,, :a+ 

Interim compensation 
made available to 
registered infected 
individuals and 
bereavad partners. 

The government 
acrepis the moral case 
for compensation. 

2019 2020 2021 2022

V

—~ ~11,2024 1May 2020 I Ma 2021 I Mar 2022 I I Mar 2023 

I - Jr'  t nts 
Settlement of I `v (F st 6 rn i 

n 
n- 

u 
I I i 

e 

2.. 
£58 million is J o r l r o t l s

020  - 
I ~~t t , ~. I (t I s i o cr h d of 

gre d br lg SPing r 1 ild h d -~ l I 
t rh ,. cc .d oup g en (JulJ 12021 'iluble to thus ,^' — ""—' ""'--'  l 01 iv t

ho i,100 roup_ J.12023 I L S r 

Tt'.p tCff . I t -1 h h no t I 
•rq d nt p . u i 

1 
nl _ t 

i t CF -i n 
ry  or  t•: I , u ._li tc rJ O.^0 ~tu92022 c 

I

rf f 1 

t r-rl' r*th , n de 9 p 2023 

r 

k ;yund file 

f,- I I 
L 

_d c c-O y c c I tf` ual pen r e 

F-ph C Art. ._._~ tt those 24
F I_   1M0 2524

Jue Lh., Aug 2021 I to { y r Jff Bill 
( I e iz00 system':

under c i, i nset or. offer

Os turned f £ 00 S j r lr rI I o`lences. 

ce clot 005 
scheme 



RLIT0000540 
RLIT0000540 

14 Part One Lessons learned: Government compensation schemes 

Figure 2 continued 
Timeline of selected schemes from event that caused harm to the present 
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Principles of scheme design 

Scheme principles and guidance 

1.11 There are desirable principles that apply to all schemes set up to compensate 
people for a particular harm. Other bodies have commented on the importance 
of setting up schemes that recognise perspectives such as accountability, 
transparency, and maintaining good financial management. The Parliamentary 
and Health Service Ombudsman has published Principles for Remedy to guide 

public bodies in how to provide remedies for injustice or hardship resulting from 
their maladministration or poor service.12 It encourages public bodies to use their 
judgement in applying the principles to produce reasonable, fair and proportionate 
remedies. The principles outline areas of good practice with regard to remedies. 

• Getting it right, which involves acknowledging and putting right cases of 
maladministration or poor service that have led to injustice or hardship and 
considering all relevant factors when deciding the appropriate remedy. 

• Being customer focused, which includes providing remedies that take account 
of an individual's circumstances, managing people's expectations and 

needs, apologising for and explaining the maladministration or poor service, 
and dealing with people professionally and sensitively. 

• Being open and accountable about how public bodies decide remedies, 
operating a proper system of accountability, and keeping a clear record 
of what public bodies have decided on remedies and why. 

• Acting fairly and proportionately by offering remedies that are fair and 
proportionate to the complainant's injustice or hardship, providing remedies 
to others who have suffered from the same issue, and treating people without 
bias, unlawful discrimination, or prejudice. 

• Putting things right, which means returning the complainant to the position 
they would have been in if the maladministration or poor service had not 
occurred or compensating them appropriately where this is not possible. 
This also involves fully considering all forms of remedy, including financial 
and non-financial redress. 

• Seeking continuous improvement by implementing lessons learned to ensure 
the maladministration or poor service is not repeated and information is used 
to improve services. 

12 Parliamentary and Health Service Ombudsman, Principles for Remedy, 2009. 
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1.12 Government schemes, irrespective of how they have come into being, are within 
scope of HM Treasury's Managing Public Money (MPM) guidance. It sets out factors 
to consider when deciding whether financial compensation is appropriate, 
including whether the action or inaction of the public body has caused knock-on 
effects, hardship or additional costs. It says that the design of a compensation 
scheme should aim towards the same key goals as the design of any other services, 
including good management, efficiency, effectiveness, and value for money. 
MPM observes that some specific issues should be taken into consideration, 
including attention paid to: 

• scheme coverage; 

• scheme rules; 

• issues of fairness and proportionality; 

• testing of systems, such as piloting; 

• designing in sufficient flexibility; 

• avoidance of excessive administration costs; and 

• assurance that the scheme is acceptable generally if it is to set a precedent. 

The role of the centre of government 

1.13 It is usually the case that the department or public body responsible for the 
relevant policy area will be responsible for the design of a compensation scheme. 
Different departments and bodies have adopted different approaches to the design 
and implementation of their schemes. Our 2008 report on the administration of 
time-limited compensation schemes highlighted the importance of drawing upon 
the expertise of other parts of government, and other organisations with relevant 
experience of administering similar schemes. As part of its development of the 
Infected Blood Compensation Scheme, the Cabinet Office brought together an 
informal working group of administrators and officials involved in current and former 
compensation schemes to be able to draw on their experience and expertise, 
and used this to inform scheme design. 

1.14 Departments or public bodies may also require support from the Treasury 
Officer of Accounts team in HM Treasury on specific issues relating to regularity, 
propriety, value for money, and feasibility of the scheme. This could include 
identifying the need for legislation. Spending teams within HM Treasury will review 
and approve submissions for new spending relating to compensation schemes 
(for example, where an accounting officer considers spending is novel and 
contentious or outside departments' delegated limits), and monitor departments' 
budgets and spending risks. 
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1.15 However, there is no central point in government responsible for coordinating 
schemes or providing guidance or advice on how to design and administer 
compensation schemes. The Treasury Officer of Accounts team told us that a 
repository of knowledge on compensation schemes had built up over the past 
few years, but this was not necessarily formally recorded anywhere. We have 
previously noted how new schemes might fail to learn the lessons of previous 
schemes as institutional memory is lost or lessons fail to be learnt. Compensation 
schemes are not a new area of government spending, but in 2021, we reported 
that the Home Office told us it had found no clear precedent when designing the 
Windrush Compensation Scheme. In 2013, the Public Accounts Committee found 
that HM Treasury had failed to learn lessons from previous compensation schemes 
when setting up the Equitable Life Payment Scheme. 

Officials should learn and apply lessons from good practice and previous 
schemes, including by consulting guidance from HM Treasury and the 
Parliamentary and Health Service Ombudsman. 

Public bodies would benefit from a central hub within government that could 
provide guidance, expertise or a framework for those in government seeking to 
set up a compensation scheme. 
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Scheme design and planning 

2.1 A government compensation scheme might arise from a range of sources 

(paragraph 1.3). This report focuses on the period after a decision is made 

to introduce a scheme. A key consideration for scheme designers is that, 

before a scheme even starts, potential claimants and their representatives may 

feel traumatised by the experiences that led to the campaign for government 

compensation. Stakeholders may also feel alienated by the initial response of 

the relevant government bodies - the same bodies which may be involved in 

the development of the compensation scheme. 

2.2 There are a range of different design options for a scheme and the public 

body must navigate its way through these options. The design must establish 

the credibility of the scheme with claimants, and strike a balance between 

speed of payments, the complexities of each case, and the principles of 

good financial management. 

2.3 In this part we cover: 

understanding stakeholder perspectives and building trust; 

trade-offs between speed of payment and other factors; and 

considerations around types of payments. 

Understanding stakeholder perspectives and building trust 

Scheme purpose and coverage 

2.4 It is important that the rationale for the scheme and the purpose of any 

compensation payment is clear from the outset, as this will affect the type and size 
of payments. The level and type of compensation offered will be partly determined 

by why the scheme was set up, which may be for one or more of the following: 

to restore the claimant to a specific financial position that they would have 

occupied if a wrong committed by a public body had not happened; 

to acknowledge harm suffered because of a wrong committed by a public body; 
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• to reflect harm suffered through contact with a public body without the formal 

apportionment of blame; 

as an acknowledgement of physical or mental harm suffered from other 

sources; or 

• to cover financial losses resulting from the failure of, or behaviour of, firms 
in the financial services sector. 

2.5 What the scheme is seeking to achieve, and what it aims to compensate for 

needs to be communicated effectively to manage claimant expectations sensitively 

and transparently. It also needs to ensure that those who are eligible realise that the 
scheme is targeted at them. As an example of why this is important, the Windrush 

Compensation Scheme's Independent Person reported in March 2022 that the 

scheme branding had meant that many individuals from communities beyond the 
Caribbean `'felt discouraged from coming forward'. 

It is important to make clear to stakeholders the purpose and scope of the scheme 

when the scheme is established, including what it is unable or not intended to do. 

Scheme scope 

2.6 It is common for schemes not aimed solely at compensating financial 

loss to extend their scope beyond the person immediately affected and the 
direct harm experienced. This can present additional challenges for schemes 

in terms of identifying evidence of eligibility and engaging with the full range 

of potential claimants. 

• Awards for wider impacts, including social impacts. Sir Robert Francis' study 

on Infected Blood Compensation acknowledged the challenges associated 
with trying to assign monetary values to individuals' different circumstances, 

as the social effects of diseases could show up in completely different ways 
depending on individual circumstances. 

• Awards for family members or other individuals affected. Scheme designers 
will need to carefully consider the boundaries to the scheme, and how far 
eligibi lity to compensation will extend beyond the directly affected individual 

(including their estate if they have died). Schemes will need to consider this in 

light of proportionality and avoiding the scheme becoming unduly complex. 

Scheme designers should consider the full range of potential awards in line with 

the intent of ministers and Parliament. 
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Stakeholder input into scheme design 

2.7 Input from stakeholders to the design of a scheme is a helpful way of building 
potential claimants' confidence in the schemes and providing external expertise. 

This can feed through to greater awareness and willingness to claim when the 

scheme opens for applications. The Department for Business and Trade set up an 

advisory board, consisting of parliamentarians and academics, as a way of providing 

independent advice and challenge to the Group Litigation Order Compensation 

Scheme, and other strands of Horizon-related compensation delivered by the 
Post Office. The Horizon Compensation Advisory Board has recommended 
that future compensation schemes adopt an independent, well resourced and 

non-adversarial approach to redress, moving away from courts and lawyers 

towards new, modern, and responsive dispute resolution procedures. While the 
Board recognises it is too late to change the fundamental design of the schemes, 

it has contributed to the new approach of the Horizon schemes aimed at speeding 

up redress and reducing the effort required of some claimants in bringing claims. 
Another example is the way that the Infected Blood Inquiry's independent Infected 

Blood Expert Group had an important role in designing both the compensation 

framework for the scheme, and more detailed aspects. 

Involving stakeholders in the design of schemes can help to achieve buy-in 

and improve the qual ity o the scheme. 

Independence of scheme administrators 

2.8 The body delivering a compensation scheme can have a significant impact 

on the confidence that potential claimants have in it, and hence their willingness 

to engage with it. Several public inquiries and parliamentary reports have drawn 

attention to issues around both the perceived and actual independence of the 

bodies involved in delivering compensation schemes from those who were 
seen to have caused the harm. These inquiries and reports expect government 

decisions about who delivers a scheme to reflect stakeholder views, and any 

recommendations from inquiries or other reviews. It may be the case that the level 

of harm caused by a government body, and a prolonged failure to acknowledge 
responsibility, risks making potential claimants distrustful, which increases the 
challenges for the compensating authority. 
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2.9 The relevant government department should develop a business case for a 

scheme. This business case should outline how the high-level policy objectives 
for the scheme will be del ivered, and include elements such as the overall 

amount, and desired speed of, payments. One del ivery option is to set up a 
non-departmental public body' which operates at arm's length from ministers. 
For example, the Infected Blood Compensation Scheme wi ll be administered 
separately from the Department of Health and Social Care by an arm's length body 

called the Infected Blood Compensation Authority. Primary legislation is required 

to set up such a body and the HM Treasury Officer of Accounts team told us the 

setting up of such a body takes, on average, 18 months. However, in practice this 

delay can be partially mitigated through the government's contingency fund advance 

to allow the body to start to spend, and recruit staff, before legislation is passed. 

2.10 It is best to consider the issue of independence while the scheme is being 

planned. In November 2021, the House of Commons Home Affairs Committee 

recommended that the ongoing Windrush Compensation Scheme be transferred 
to an independent organisation to increase trust and encourage more applicants. 

The government rejected the recommendation on the basis that replacing the 

existing arrangements could lead to further delays in issuing compensation to 

those affected. 

2.11 Independent input to provide assurance, review, and challenge to operating 

compensation schemes is also an important element. Schemes have adopted 

different models for doing this (Figure 5 in Appendix Two), as shown in the 

following examples. 

• The Home Secretary appointed an Independent Person with a remit to provide 
oversight and assurance to the Windrush Compensation Scheme. In his 
March 2022 report on the performance of the scheme, the Independent 

Person provided assurance on the `robustness' of the scheme but drew 

attention to, among other things, the "problematic" communication with 

claimants on application progress. 

• The Post Office Horizon IT inquiry's First Interim Report on Compensation 

commented on the potential for the Horizon Compensation Advisory Board 

(see paragraph 2.7) to "have an extremely important safeguarding role" and 

"allay the fears of those who are dubious about the sufficiency of independence 
safeguards within each scheme For example, one of the Board's recent lines 

of enquiry was to ascertain that those working on del ivering compensation 

or the appeals process through the schemes had not been involved in the 
Horizon scandal. 

It is important for the scheme's credibil ity with claimants that both its design 

and operation can be seen to be independent from those judged to have 

caused the harm. 
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Trade-offs between speed of payment and other factors 

Level of evidence to justify claims 

2.12 It is usually the case that schemes operate on the basis of eligibility for an 

award of compensation 'on the balance of probabilities' (that is, it is more likely 

than not that the award is justified - the standard applied in civil proceedings). 

This still leaves scope for interpretation by scheme administrators as to what level of 

evidence this would require. This should be covered in the scheme's business case. 

2.13 Schemes have a duty to protect the interests of the taxpayer, especially 
from fraud. Before developing scheme eligibility criteria, the government requires 

departments and arm's length bodies setting up new schemes to carry out an initial 

fraud impact assessment, which the Public Sector Fraud Authority should sign off. 

The level of fraud risk will reflect, among other things, whether supporting evidence 

is complete and held within government, and the level of certainty over who is 
el igible for the scheme. 

2.14 If the burden of proof for a claim is set too high, it could cause an unacceptably 

slow pace of processing. For example, the Windrush Compensation Scheme had 

originally set the burden of proof for some categories within the scheme at `beyond 

reasonable doubt' (the standard for criminal proceedings), which contributed to 

the much slower than expected processing of claims, but in October 2020 moved 

to making judgements `on the balance of probabilities' in al l categories and set 

targets for catching up on claim backlogs. This contributed to the amount paid 
out in 2021-22 being many times higher than in 2020-21. 

2.15 There are alternative approaches which shift the burden of proof away from 

the claimant. For example, the LGBT Veterans Independent Review has suggested 

that claims for that scheme should be subject to a reverse burden of proof, in other 

words that evidence put forward to scheme administrators should be assumed to be 

true unless proven otherwise (especially as the Ministry of Defence has announced 

that in 2010 and 2011 it destroyed most remaining records of police investigations 
concerning decriminalised sexual offences, in line with its policy at the time). 
Similarly, stakeholders in the Post Office compensation schemes have suggested 

that the government should be more flexible in assessing claims where harm 

experienced is "self-evident': Schemes need to balance this against the potentially 

higher risk of making erroneous payments. 

There is a balance to strike between paying claimants as quickly as possible and 

the requirement to protect the public purse - the optimum point will vary by type 
of scheme and the circumstances of claimants. 
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Balancing speed of payment and fairness 

2.16 The inherent tension between a desire for swift payment to victims and the 
desire for awards to fully reflect the complexity of each case was captured by 
Sir Robert Francis in 2022, referring to Infected Blood compensation: 

"There is a groundswell of dissatisfaction at the 'support' offered to date... 
However, there is also a demand fora bespoke assessment of suffering and losses 
Given the complexity and variability of the consequences of these infections, 
it would be very challenging to deliver such assessments within a very short 
period. Therefore, meeting the two demands may require a degree of compromise 
between these two needs and the wide range of people who have been directly 
and indirectly impacted who potentially could be entitled to make a claim." 

2.17 Providing bespoke settlements tailored to each claimant's individual losses 
may be considered the fairest and most accurate way of compensating people, 
particularly where the scheme is aiming to put people back in the position they 
would have been had the wrong not occurred. However, this may also lead to a 
slower and more costly process. Some schemes have opted instead to provide 

a more standardised award, for instance, by grouping claimants or harms into 
bands or tariffs. 

2.18 To speed up the delivery of financial redress to postmasters affected by the 
Horizon IT issues and reduce administrative costs, the Horizon compensation 
schemes introduced new up-front fixed-sum compensation offers in 2023 and 
2024. The May 2024 proposed Infected Blood Compensation Scheme seeks to 
balance speed and the desire to act in accordance with HM Treasury principles by 
proposing a "core and supplementary" route. All claimants deemed eligible for the 
scheme will be offered a `core' award calculated on a tariff basis, which is intended 
to "minimise the amount of information that applicants are required to provide 
In some cases, a higher `supplementary' award may be applied for, which will 

require a greater amount of supporting evidence. 

jesson 

Scheme designers should be clear where ministers and Parliament stand on the 
extent to which speed of payment is balanced against other factors. 
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Considerations around types of payments 

Interim payments 

2.19 In delivering schemes, bodies may choose to make one or more interim 
payments to claimants. Schemes use these for one or both of the following reasons: 

to ensure claimants receive money while awaiting processing of claims to 
mitigate financial hardship; or 

to indicate that the public body operating the scheme is committed to meeting 

its commitments when the full processing of claims is delayed. 

2.20 Interim payments are a common tool among existing schemes. For example, 
as at April 2024, between 476 and 483 interim payments have been made to 
the 492 postmasters in the Group Litigation Order (GLO) Scheme. The Windrush 
Compensation Scheme makes an interim payment of £10,000 wherever possible 
following the completion of essential eligibility checks. Similarly, in October 2022, 
the government made the first Infected Blood interim payment "to alleviate the 
immediate suffering of infected beneficiaries and bereaved partner beneficiaries of 
UK IBSS [Infected Blood Support Schemes], pending the UK Government's response 
to any further recommendations by the Infected Blood Inquiry in its final report." 

2.21 Careful, early consideration needs to be given to the basis and timing of such 
payments. In setting interim payment amounts, there is a challenge in making 
payments substantive enough to satisfy claimants without the risk of paying more 
than the full and final amount calculated. The Home Office overcame this challenge 
in the Windrush Compensation Scheme by setting the interim payment as equivalent 
to the minimum award available under the scheme. The Quinquennial Review of the 
Armed Forces Compensation Scheme raised concerns that interim payments can 
be seen as a way for the compensating authority to defer the need for paying the 
full award. 

Interim payments can play an important role in supporting and reassuring 
scheme claimants. 
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Impacts of awards on tax and benefits 

2.22 Schemes vary as to whether a compensation payment is exempt from taxation 
or wi ll impact upon benefits claimants already receive. 

• Compensation payments will normal ly impact on any benefits received by the 
claimant. Which benefits are affected will depend on what any compensation 

award is for. 

The tax position for compensation payments is complex. It can vary depending 

on whether the payment is for any wrong or injury to a person or a financial 

loss, whether it counts as income or is paid in a lump sum, and so on. 

2.23The government and Parliament may decide to exempt recipients of awards 
from suffering any impact on benefits (such as with the Post Office compensation 

schemes), or from being liable to tax (such as the Armed Forces Compensation 

Scheme). In the case of the Post Office Horizon Shortfall Scheme, the tax 

implications were not grasped initially, and the government made top-up payments 
to recipients to offset the impact of tax on compensation. 

Scheme designers should be clear in advance to what extent, if any, 

the government or Parliament would desire scheme payments to be exempt 

from usual tax or benefit obligations. 
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Operational challenges 

3.1 Operating a scheme is challenging. Schemes will frequently be under 

pressure to start paying claims as quickly as possible, and new systems 

need bedding in while unforeseen issues with submission and processing 

may emerge. The flow of claims may vary from expectations in several ways, 

depending, for example, on levels of awareness in the claimant population 

or in response to media publicity about the scheme. 

3.2 One of the most difficult areas to manage on most schemes is the 
relationship between the scheme administrators, and the population of those 

eligible to claim and their representatives. The media regularly carries posts 

and articles that illustrate the consequences when these relationships are not 

working. Before a scheme starts, potential claimants and their representatives 
may be traumatised by the experiences that led to the campaign for government 

compensation. Stakeholders may also have been alienated by the initial response 
of the relevant government bodies - the same bodies which may now be involved 
in the development of the compensation scheme. Claimants may then find 

their interactions with the scheme onerous and unsatisfactory, and val idating 

their claim may force them to re-live the traumatic events that render them 

eligible for compensation. 

3.3 The challenges facing compensation schemes in delivering their claims 
processing activities are not dissimilar to those faced by the government in 

delivering operational services. The National Audit Office has produced a 

series of good practice guides on how to improve the quality and efficiency 

of day-to-day government services which are relevant to the operation of 

government compensation schemes.13

3.4 In this part of the report, we cover challenges related to: 

• key estimates and assumptions; 

• claims processing and administration; 

• engagement with claimants; and 

• monitoring scheme performance. 

13 National Audit Office good practice guide series on How to improve operational services, February 2023 
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Key estimates and assumptions 

Identifying the extent of the liability 

3.5 Irrespective of the scheme type, it is often a challenge for scheme 
designers and administrators to know accurately in advance the total population 
of potential claimants and, within that, what proportion are ready to claim. 
This is critical as it enables the government to estimate the resources required 
to deliver redress - including staff numbers and financial liability. It is rarely the 
case that a reasonably comprehensive list of eligible applicants is available, 
and so, accurately estimating numbers is difficult. For example, owing to the 
incompleteness of records, Ministry of Defence designers of the LGBT veterans 
scheme have used the Government Actuary's Department to model the potential 
claimant population, which produced a maximum estimate of 4,000 people. 
The government is also encouraging those who think that they might be eligible for 

restorative action to register their interest in advance to assist in scheme design. 
The Home Office used information from its immigration systems and the 2011 
census to estimate the number of Windrush Compensation Scheme claimants. 

3.6 Making these estimates is more challenging when including people 
who are eligible for a scheme based on their relationship to the individual 
who suffered harm. In the case of those harmed directly or indirectly by infected 
blood, Sir Robert Francis has recommended that these should include spouses, 
civil partners and long-term cohabitees, children, parents, siblings and carers, 
others seriously affected, and the estates of deceased members of some of 
these categories. The Cabinet Office told us that there are no existing records 
that could indicate the numbers of people involved, and any estimate derived from 
population-level data will inevitably be a wide range. The Department for Business, 
Enterprise and Regulatory Reform significantly underestimated the number of 
claims for the coal health compensation schemes because of a failure to take 
into account the fact that the scheme allowed eligible beneficiaries from 
the estate of deceased miners, not just immediate relatives. 

3.7 Standing schemes, regulators, and ombudsmen also have varying 
experiences of estimating claimant numbers. For example, the Armed Forces 
Compensation Scheme. a standing scheme for current and former members of the 
armed services who have suffered harm while in service, experiences reasonably 
constant demand from year to year, and variation in the level of demand is 
predictable as it is linked to specific events, for example, involvement in overseas 
conflicts. On the other hand, the Financial Ombudsman Service (FOS) 
can experience more volatility and receive claims from anyone for events within 
the financial services sector which may occur at any time, such as the mis-selling 
of Payment Protection Insurance which led to 1.3 million complaints to the FOS. 
To manage this volatility, it makes use of market intelligence and consults with 
consumer groups and other stakeholders, but it is not possible to predict every 

event, and multiple factors can affect demand in different ways. 
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It may not be possible to precisely estimate the total number of those eligible 
for a scheme, and it will be helpful to make the level of uncertainty clear to 
decision-makers and stakeholders. 

Time allowed for claim applications 

3.8 Schemes are generally only open to claims for a limited time. This is partly 

because schemes not established under specific legislation only have delegated 
authority from Parliament to incur expenditure for two years, and it is helpful for 
the prompt receipt and processing of claims.14 However, as we have set out earlier 
in this report, there are a number of reasons why it could prove difficult to identify 
potential claimants and to persuade them to claim. Those introducing schemes 
need to assess the risk that claims are not made at the expected rate at an early 

stage and consider contingency options. The Windrush Compensation Scheme 
had to relax its initial two-year application window after under-estimating the work 
necessary to get claimants to come forward. Similarly, the government had to pass 
an Act of Parliament to ensure that postmasters affected by the Horizon scandal 
were not timed-out of making claims for compensation under the GLO Scheme 
by the original two-year rule. 

3.9 Even when claims are received in line with expectations, the time taken to 
process complex claims, or where there is difficulty in establishing evidence to support 

the claim, may lead to a long 'tail' of claims processing. This will require decisions to 
be made about the retention of processing capacity - will it be dedicated capacity or 
part of business as usual, and what skill levels will be required? 

Officials should avoid over-optimism in their assumptions about the duration of 
a scheme and the pace of claims processing. 

14 Standing schemes also generally require a claim to be submitted within a set period after the harm occurred, 
although there are exceptions in the case of mitigating circumstances. 
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Impact of willingness to claim 

3.10 The willingness of those eligible to come forward with claims will 
impact on the amount and profile of payments. This should already have 
been identified when establishing the likely extent of the scheme's liability, 

as set out in paragraph 3.5. If this has not been anticipated, additional effort, 
and possibly expenditure, wil l be required to encourage people to come 
forward. The Government Communication Service recommends the OASIS 
framework for planned government communications: Objectives, Audience, 
Strategy, Implementation, and Scoring. Claim processing and payments will be 
skewed towards the latter part of the scheme's existence, potentially placing an 
additional burden on processing capacity. For example, in December 2023 the 
Horizon Compensation Advisory Board raised concerns about the reluctance of 
postmasters with Horizon-related convictions to apply to have their convictions 
overturned, proposing that all convictions be automatically overturned. 

3.11 Several stakeholders told us that potential claimants for the Windrush 
Compensation Scheme were fearful of engaging with the scheme in case it 
was used to question their right to remain in the UK. The Home Office undertook 
additional outreach activities, including contacts with community groups, 
and numbers of applications increased following changes to the scheme. 
As at March 2024, 8,164 claims had been received against an expectation of 
11,500 in 2019, more than 70% of claims were filed after the original closure 
date of April 2021. 

Officials should plan for the possibility that they may need to make additional 
efforts to persuade claimants to come forward. 
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Claims processing and administration 

Building in capacity to process claims promptly 

3.12 There are always trade-offs to be made between the desire to process 

claims quickly and the requirements to achieve efficiency and value for money 

in the scheme operation. Estimates are needed for various aspects of the 

scheme, including the likely number of claims, rate of applications, and timings 
for processing a claim through to conclusion. It is important that the scheme's 

commitments to processing times for claims are based on real istic assessments 
of what is achievable, and a clear understanding of where the pinch points 

and dependencies in the process are (such as reliance on other organisations 
for supporting evidence). There is a reasonable expectation that claims will be 

assessed accurately. The scheme incurs reputational damage and imposes 

hardships on claimants if it underperforms against expectations (including if it 

starts accepting applications before it is ready). If there is the possibility that a 

scheme might experience sharp increases in demand, and it wishes to avoid this 
impacting on the speed of decision-making, it will require a contingency plan to 

increase the processing capacity of the organisation. 

3.13 National Audit Office guidance on understanding and managing demand 

emphasises the importance of planning for peaks and troughs.'" For a time-limited 

scheme, for example, it is logical to expect more claims at the start, in the 

run-up to the end-date for claims, or in response to exercises by administrators 

and stakeholders to encourage claimants to come forward. In late 2022 and 
early 2023, the Windrush Compensation Scheme experienced a volume of 

claims several times higher than a few months earlier. The Home Office told us 

this was partly in response to external social media activity about the scheme. 

The Home Secretary authorised a loan of `surge' staff from citizenship casework 

to the scheme in May 2023, which increased the case throughput from 210 

cases finalised in April 2023 to 340 in May 2023 and 370 in June 2023. In the 
financial services sector, activities like mis-selling can cause major inflows of 

claims. The FOS received 1.3 mi llion complaints about the mis-selling of Payment 

Protection Insurance. In order to cope with this, the service increased in size 
from around 1,000 to around 4,000 people.76 The FOS was also able to adjust its 
funding model to finance this in a way not available to central government bodies. 

One important factor with wider relevance was its development - in six weeks - 
of a decision-support tool to assist with caseload. 

15 National Audit Office. Improving services - understanding and managing demand, February 2023. 
16 The National Audit Office reported in this in Financial services mis-selling: regulation and redress, Session 2015-16, 

HC 851, February 2016. 
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3.14 There may be options to triage applications early for more efficient 

processing. The Windrush Compensation Scheme's Independent Person has 
recommended a fast-track approach of triaging and grouping applications 

where there are close family links. The Armed Forces Compensation Scheme is 
implementing a process for identifying more complex cases upon receipt of the 
claim. NHS Resolution is increasingly focusing on using a range of dispute resolution 

options such as resolution meetings or mediation for clinical negl igence claims 

to resolve claims earlier and avoid the need for adversarial court proceedings, 
with the aim of reducing stress and financial burden for all parties involved. 

Claims processing capacity wi ll need the flexibility to cope with 

changing circumstances. 

Evidence to support claims 

3.15 As we explained in paragraphs 2.12 to 2.15, the availability of evidence is 

a major factor in determining how long it takes to process claims. Evidence to 
support testimony of what happened in the past may never have existed, or been 

destroyed. HM Treasury has accepted evidenced arguments from departments 
that a flat-rate compensation payment to al l claimants was justified, even it it was 

likely to be more than some claimants would have received through individual 

assessment of their claims, if it reduces the administrative costs of the scheme. 

3.16 Schemes have put in place systems for gathering evidence from third 

parties who may be involved in providing evidence to support a claim, 

for example the police, the NHS, or the Insolvency Service. Scheme developers 
will wish to consider how requests can be met in line with processing targets, 
for example, through service level agreements or memoranda of understanding. 

Experts may be involved in validating claims or assessing an appeal , such as 
medical assessments of physical and mental injury. Claimants may have already 

supplied evidence of their eligibility, or of their experiences, to previous schemes, 

organisations, or investigations. However, there are rules which govern the extent 

of any information sharing between organisations or between any inquiry into 
events and other parties. 

Schemes will wish to put in place robust systems for gathering evidence from 

third parties where necessary. 
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Preventing re-traumatisation in processing claims 

3.17 Mr Melvil le Williams QC, one of the trustees of the variant Creutzfeldt-Jakob 

disease (vCJD) compensation scheme, stated: "A scheme to be regarded as 

acceptable should provide an appropriate payment with the minimum of delay 

and without the need for repeated and painful persistent inquiries."17 We have 

heard from stakeholders about the potential for aspects of the design and 
implementation of compensation schemes to have a re-traumatising effect on 

claimants. In some cases, the fear of being re-traumatised by the process may 

be one barrier preventing eligible individuals from applying for compensation. 

Professor Christopher Hodges, Chair of the Horizon Compensation Advisory 

Board, told us that claimants' existing psychological harm can be compounded 

by involvement in a "long, impersonal, confusing or legalistic process" 

3.18 Several reports and stakeholders have raised concerns about overly onerous 

processes where claimants are often repeatedly having to prove their eligibility 

and relive their trauma. Sir Robert Francis' Infected Blood Compensation Study 

recommended that the application process for the scheme be "as simple, sensitive, 

`trauma-informed' and undemanding as possible." The Department for Business 

and Trade identified that a key lesson learned from its involvement in the Post Office 

Horizon schemes is the importance of establishing a clear position on evidential 

thresholds which acknowledges the trauma experienced by claimants early on 

in the process as a way of reaching compensation agreements more quickly. 

3.19 The National Trauma Transformation Programme, which the Scottish 

Government funds, publishes guidance to help services and organisations 

to embed a trauma-informed and responsive approach across policy and 

practice. The guidance sets out how organisations can create environments 

and relationships that improve access to support, promote recovery and reduce 

re-traumatisation.18 The approach can also be used to inform how schemes 
communicate with claimants, the language used, and what additional support 

schemes should offer. The Criminal Injuries Compensation Authority told us that 

it uses this guidance to train its staff. It has also amended the language used 

in its communications in response to victim feedback. 

It is important that scheme designers and administrators work to minimise any 

re-traumatising effects of the process on claimants. 

, John Me'rr; So 'JVill'ams QC, Setting Up the vCJD Trust Operations and Lessons for the Future, 2004. Available at: 
wwwvcidtrus conk/setting-up-the-vcjd-trust-operations-and-lessons-for-the-future/ 
Nat enal Trauma Transformation Programme, A Roadmap for Creating Trauma-Informed and Responsive Change: 
Guidance for Organisations, Systems and Workforces in Scotland, 2023. 
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Engagement with claimants 

Communicating with claimants 

3.20 Effective ongoing communication with claimants and other stakeholders 

is critical throughout the delivery of any compensation scheme but continues to 

prove challenging for many schemes. In some cases, scheme administrators might 
need to counteract misinformation in social and traditional media, either publicly 

or privately. 

3.21 The Parliamentary and Health Service Ombudsman told us that it has found 
that having a single caseworker throughout a case can be helpful in streamlining 

communications. In response to concerns about the communication between 

caseworkers and claimants, the FOS now embeds the principles of 'active case 
management', placing increased responsibility on its case-handlers to properly 

update, inform and communicate with customers in a timely fashion. 

3.22 The Armed Forces Compensation Scheme has a set of performance 
indicators around communications with claimants, for example, to measure 
timeliness and usefulness of communications. The Ministry of Defence told us 

that only 34% of people currently understand how they will be assessed and 
that this is driving more work around signposting and explanations. 

3.23 Particular consideration should be given to how scheme administrators 

and caseworkers communicate with vulnerable or `difficult to reach' eligible 

claimants. In July 2022, the Public Accounts Committee highlighted a failure to 

recognise the specific vulnerabi lities preventing British Steel Pension members 
from seeking compensation directly and resulting in only a small proportion of 

eligible members seeking compensation. The Financial Conduct Authority has 

subsequently introduced a consumer redress scheme, operating on an `opt-out' 

basis in which firms are expected to identify all consumers within scope of the 

scheme. Scheme administrators wi ll need to pay attention to how vulnerable or 

disadvantaged claimants might gain access to information and advice needed to 
make a claim and understand any barriers to communication that they might face 
(which might be assisted by directing communications to relatives). The Financial 

Services Compensation Scheme has introduced `Customer Care Champions' to 
support customers in vulnerable circumstances. The Home Office established 

a Vulnerable Persons Team in May 2018 to provide advice to individuals where 
safeguarding and vulnerability issues are identified, although the Independent 

Person to the Windrush Compensation Scheme suggested further support and 
signposting for vulnerable claimants be considered. 

Constant communication using an appropriate tone is important for maintaining 

claimant engagement and stakeholder support. Specific attention should be paid 

to communicating with vulnerable or disadvantaged claimants. 
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Keeping claimants updated on progress 

3.24 Schemes will wish to consider how claimants can access information 
about the progress of their claim. The Financial Services Compensation Scheme 

publishes expected timeframes for different types of claims on its website and 

has an online portal for claimants to access information about their claim's 

status. The Independent Person report on the Windrush Compensation Scheme, 
on the other hand, found that communication with applicants on progress of their 

applications has been problematic, owing to a lack of a simple digital interface 

to enable the applicant to self-track progress of their application. 

3.25 How queries from claimants will be handled and routed needs consideration. 
In 2013, we reported that applicants to the Equitable Life Payment Scheme 

received standard letters in response to queries, which often did not address 

the issues they raised or provide al l the details they sought. The scheme later 

introduced a queries handling team and developed more bespoke letters with 

the aim of addressing policyholders' queries more effectively. 

Claimants should be able to easily access accurate and up-to-date information 

about the progress and status of their claim. 

Additional support to claimants 

3.26 Scheme administrators should consider what non-financial support might be 

appropriate to help support claimants through the process. Some schemes have 

provided additional support for claimants' legal representation or access to advice 

services. For example, the GLO Scheme provides support for claimants' legal 

costs through a tariff agreed via mediation with the legal advisors representing 

claimants, and the Windrush Compensation Scheme offers an independent advice 

service through 'We Are Group' (formerly We Are Digital) to support claimants 
with paperwork and applications. Several stakeholders highlighted to us the 

importance of advice and advocacy services to help guide claimants through 

complex claims processes. We heard how subpostmasters have been reliant 

on pro-bono support offered by independent advisors and accountancy firms. 
Sir Robert Francis reiterated the importance of such services in his Infected Blood 

Compensation Framework, in which he recommended an advice and advocacy 

service, supplemented where necessary by discretionary access to independent 

legal advice and representation. 
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3.27 We have found that few schemes have focused on providing access to 
health or counselling support services, despite the profound psychological 
impact that the event leading to compensation may have had on individuals. 

Northern Ireland, Wales and Scotland have developed bespoke psychological 

support services dealing with the specific needs of people impacted upon by the 

infected blood scandal. Sir Robert Francis recommended that non-financial support 

form part of the Infected Blood Compensation Scheme, including a support unit 

to provide or arrange the provision of medical, psychological, and social support 

to infected and affected individuals. The Inquiry's Second Interim Report repeated 

the call for steps to be taken "without delay" to provide a bespoke psychological 

service in England. The government has said it is developing a service that will be 

introduced from summer 2024. 

r .—..—..— —...—..—..—..— .—..—..—...—..—..—..— —..—..—..—..— —..—..—..—..—.—..—..— 

Additional support offered to claimants during the scheme will help to maintain 

confidence in the scheme, encourage potential claimants to come forward and 
improve the qual ity of appl ications. 

Monitoring scheme performance 

Monitoring and responding to claims-processing performance 

3.28 The way that schemes measure claims-processing performance should 
reflect the needs of claimants and what matters most to them, for example the 

claimant's experience of interacting with claims administrators. Techniques such 

as consumption mapping can be used for understanding what is important to 

claimants. The time taken to reach a decision is of great importance to claimants. 

However, we found that there is rarely much public reporting of performance 
on this and other measures, such as the number of appeals and those which 

are successful. 
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3.29 One example is the published performance data from the Criminal Injuries 
Compensation Authority (CICA), which show in 2022-23 it decided 41% of 
new applications in 6 months, 66% in 12 months, and resolved 72% of review 

cases within six months. A small percentage remain open for years, for example, 
until the long-term implications of injuries are known. Bodies tend to take this 
`tail' into account in setting performance. The Financial Services Compensation 

Scheme reports the average time it takes to provide a decision on most claims 

(8 out of every 10), based on claims completed in the preceding 9 months. 
This information is broken down by type of claim to reflect the fact that some 

are more complex than others. A small proportion of claims, across all types, 

can take longer to complete than their reported time-frame due to their complexity. 

The Department for Business and Trade undertakes to make an initial offer to 

90% of claimants within 40 working days of submission of a complete claim on 

the GLO Scheme. It would be good practice to also publish evidence on the time 
taken to process all claims, as does CICA. In its Annual Report and Accounts, 
CICA also records numbers of appeals and the results, reasons for refusing 

claims, and customer satisfaction. 

Scheme performance indicators should be meaningful, straightforward 

and transparent. 

Scheme flexibility 

3.30 The rules and eligibility criteria for any compensation scheme should 

be established at the outset and communicated clearly. Our report on the 

Icelandic-Water Trawlermen Compensation Scheme found that ambiguity with 

the initial scheme rules complicated the processing of applications. Piloting the 

proposed rules and key aspects of the scheme with different types of applicants 

could be helpful to determine what changes are needed to enable more efficient 

and effective implementation and avoid the need for frequent changes once the 
scheme has launched. Piloting can be used to identify practical barriers or risks 

that might prevent the scheme from working as intended. 
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3.31 The National Audit Office's good practice guide on evaluating government 

spending sets out how integrating evaluation throughout the policy-making 

process wil l help departments identify how the intervention might be modified to 

maximise its impact.79 As specified in Figure 5 in Appendix Two, compensation 

schemes have adopted different approaches to external review and evaluation. 

Scheme administrators will need to be clear about the process and scope for 

changing scheme rules. Academics in this field have noted that, where rules are 

too restrictive or prescriptive, they can impinge on the functioning of a scheme.2° 

Changes to scheme rules can result from emerging evidence, or recommendations 
from external evaluations or reviews. Administrators should be clear on how they 

wil l mitigate any risks associated with these changes. 

3.32 As we noted in our 2008 report on time-limited compensation schemes, 
comparatively small changes to the scheme rules and eligibility criteria can have a 
potentially big impact on the resources needed to manage and pay for the scheme. 

Whether or not the rules of a scheme are set out in specific legislation, the schemes 
we examined found it necessary to update the rules on a regular basis, as the 
following examples show. 

The Ministry of Defence relies on an advisory non-departmental public body, 

the Independent Medical Expert Group, to provide medical and scientific advice 
on updates to the Armed Forces Compensation Scheme. It also consults with a 
stakeholder advisory group, the Central Advisory Committee on Compensation. 

Scheme updates are made annually in Parliament by statutory instrument. 

Since 2020, the Ministry of Justice has consulted three times on changes to 

the Criminal Injuries Compensation Scheme following a review of the scheme 

and recommendations from the Independent Inquiry into Child Sexual Abuse. 

Since the launch of the Windrush Compensation scheme in 2019, 

the government has introduced changes, including to the eligibility criteria, 

scheme end date, and the way claims are assessed. The scheme's rules are 
not laid out in legislation. The Home Office told us that reviewing a scheme 

and revising it in response to experience can help to demonstrate a l istening 

culture and rebuild relationships but is not straightforward administratively. 

r i 

There is a likelihood that schemes will need to change during their existence, 
whether time-limited or not, and scheme designers should allow for this. 

19 National Audit Office, Evaluating government spending: an audit framework, April 2022. 
20 Sonia Macleod and Christopher Hodges, Redress Schemes for Personal Injuries, 2017. 
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Appendix One

Our approach 

Our scope 

1 We undertook this work after receiving correspondence from the Chair of 
the Committee of Public Accounts asking us to consider conducting a thematic 
review of government compensation schemes for citizens who have suffered harm, 
hardship, and distress from failures by public bodies. 

2 This report identifies lessons learned relevant to government compensation 

and redress schemes. We include in our scope examples of compensation schemes 
set up to provide redress in response to a specific harm or event that happened 
at a particular point in time, a particular policy or policy instrument, or a `standing 
scheme' to process claims of a type that can occur at any time. The lessons in our 
report are primarily intended for schemes where compensation is funded by central 
government, although, to identify common challenges and lessons, we also held 
discussions with bodies determining and distributing compensation paid by industry. 

3 This report includes examples of government compensation schemes from our 

published work and from other schemes that are in the public domain. These are 
illustrative examples and not indicative of the overall performance of specific 
departments. This report does not set out all of the actions the government may 
have taken, or changes implemented since the relevant National Audit Office (NAC) 
reports were published. 

Our evidence base 

4 We conducted our fieldwork between March 2024 and May 2024. Our purpose 
with this work was to identify and illustrate the most important lessons that 
can be learned from drawing together insights on the government's delivery 
of compensation schemes. We drew on a variety of evidence sources. 
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Review of NAO reports 

5 We used our knowledge management tools and colleagues' expertise to identify 
NAO reports which looked at, or were highly relevant to, government compensation 
and redress schemes. We reviewed 12 NAO reports on compensation and redress 
schemes published between 2002 and 2022 to identify findings related to how 
government sets up and delivers compensation schemes. These are listed in 
Figure 4 in Appendix Two. 

6 We structured our review of NAO reports around the key areas examined in 
our 2008 briefing on the administration of time-limited compensation schemes.21
This gave us a set of key areas upon which to base our review: 

• determining the extent of the liability; 

• designing the scheme; 

• implementing the scheme; and 

• winding down the scheme. 

Within each of these areas, specific themes were used to draw out and collate 
insights from our back catalogue of reports into a qualitative matrix. During this 
review process, we also recorded any other themes which appeared in the reports 
but fell outside of our standard review framework. 

7 We also reviewed other NAO good practice guides and lessons learned 
reports for practices and principles relevant to government compensation schemes, 
including our work on operational delivery in government. 

Review of other documents and publicly available information 

8 We supplemented this review with additional sources of information 
on government compensation schemes, such as Parliamentary reports 
(including Committee of Public Accounts reports), official scheme documents, 
reviews of schemes and reports of inquiries. These covered the schemes 
outlined in the former Chair of Committee of Public Account's letter, in addition 

to other relevant compensation schemes listed in Figure 4 in Appendix Two. 
These documents were reviewed using the same analytical framework and 
approach as were used in our review of NAO reports. 

9 We also reviewed documents sent to us by departments administering 
compensation schemes. These included internal lessons learned reports on 
specific schemes. 

21 National Audit Office, Administration of time-limited compensation schemes, July 2008. 
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Interviews with other government departments, regulators, ombudsmen, 
and wider stakeholders 

10 We conducted semi-structured interviews with government departments, 
regulators, and wider stakeholders to test our findings from the review of past 
NAO audits, hear their perspectives on the key issues and challenges, and discuss 
specific schemes. The interviews generally lasted one hour, and we took detailed 
notes which were agreed for factual accuracy with the attendees. The government 
and other public bodies we spoke to, included: 

HM Treasury, Cabinet Office, Ministry of Defence, Home Office, 
the Department for Business and Trade, the Criminal Injuries Compensation 
Authority, NHS Resolution, Financial Services Compensation Scheme, 
Financial Conduct Authority, Financial Ombudsman Service, Parliamentary 
and Health Service Ombudsman. 

11 We also tested our emerging findings with a cross-government group 
of government departments and public bodies involved in setting up and 
delivering compensation schemes. We facilitated this discussion to challenge 
and refine our findings and test whether they were realistic and relevant. 
Attendees included government officials working on the following compensation 
schemes: the Infected Blood Compensation Scheme, the Windrush Compensation 

Scheme, the proposed child sexual abuse redress scheme, the Armed Forces 
Compensation Scheme, the LGBT veterans scheme, the Group Litigation Order 
Compensation Scheme, the Criminal Injuries Compensation Scheme and Victims 
of Overseas Terrorism Compensation Scheme, the Number 10 Delivery Unit, and the 
response to the Hughes Report on options for redress for those harmed by valproate 
and pelvic mesh.22

12 We also spoke to other non-governmental stakeholders to hear views on the 
key challenges and lessons involved in the delivery of government compensation 

schemes. We spoke to various individuals and representatives from stakeholder 
groups, including: 

The Horizon IT Inquiry, the Horizon Compensation Advisory Board, Freeths 
LLP, Justice for Subpostmasters Alliance, Fighting with Pride, the Independent 
Person to the Windrush Compensation Scheme, SME Alliance. 

13 The interviews were structured around the same key stages identified in our 
2008 report on time-limited compensation schemes: determining the extent of 
the liability; designing the scheme; implementing the scheme; and winding down 
the scheme. 

22 Patient Safety Commissioner, The Hughes Report. Options for redress for those harmed by valproate and 
pelvic mesh, February 2024. 
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Analytical approach 

14 We organised the notes from the interviews in an Excel matrix, against the 

themes identified in our review of past NAO reports. We used this analysis to refine, 
test and supplement our findings and to identify and examine case examples to 

illustrate our findings. 

International examples 

15 We contacted 12 international Supreme Audit Institutions (SAls) to understand 
their governments' approaches to setting up and delivering compensation schemes, 
any audit work they may have done in this area, and any areas of good practice or 

lessons learned. We received 10 responses, allowing us to consider common themes 

and lessons across countries and international comparisons as we developed 

this report. 

Quantitative analysis 

16 We analysed simple quantitative information for various schemes, such 

as data on financial expenditure and number of claims processed, to provide 
contextual information on the main compensation schemes we reviewed for this 
report. Figure 3 in Appendix Two sets out the estimated expenditure and claims 

processed for each of these schemes. In some cases, these data were available in 

annual reports and accounts. In other instances, we used figures reported in publicly 

available documents or published on gov.uk. We have endeavoured to report the 

most up-to-date publicly available data. However, not all of the data are reported 
consistently across schemes or are fully up to date. Some caution should therefore 

be exercised in interpreting the information as it may not fully reflect the scheme's 

current performance or be comparable across schemes. 
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Appendix Two 

Summary of selected government 
compensation schemes 

1 Figure 3 on pages 44 to 47 sets out some of the key figures relating to 
compensation paid out and numbers of claims received and processed across 
a selection of compensation schemes. Figure 4 on pages 48 to 50 outlines the 
19 compensation schemes and other mechanisms for providing redress reviewed 
by the National Audit Office for the purpose of this study, and Figure 5 on pages 
51 to 53 exhibits some of the key characteristics and features of these schemes. 
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Figure 3 
Key figures relating to costs and claims processed of a selection of compensation schemes 

From our sample, the total value of compensation paid out under individual government compensation schemes ranges 
from around £43 million to around £27 billion 

Armed Forces Since 2005. 
Compensation Scheme 

British Steel pension The redress scheme has been in place since 
redress scheme 2023. Prior to this, redress was provided through 

a complaints-led process. 

Clinical negligence Since 1995. 
schemes managed by 
NHS Resolution 

Coal health compensation 1998 to 2004. 
schemes: Vibration White 
Finger (VWF) scheme 
and Chronic Obstructive 
Pulmonary Disease 
(CORD) scheme 

Compensation schemes The Criminal Injuries Compensation Scheme was 
run by the Criminal Injuries first set up in 1964. The most recent version of 
Compensation Authority the Sn Terre ran been operating since 2012. 

The Victim--,s cl Overseas Terrorism Compensation 
Scheme has been operating since 2012. 

Equitable Life 2011 to 2015. 
Payment Scheme 

Financial Services Since 2001. 
Compensation 
Scheme (FSCS) 

Financial services 2011 to 2015. 
mis-selling 

Foot and mouth disease 2001 to 2002. 
compensation scheme 

114,573 claims cleared between April 2005 
and March 2023. 

Total claims figures not yet published 

As at March 2023, 1,600 British Steel 
pension scheme claims have been 
completed through the Financial Services 
Compensation Scheme (FSCS), which 
include claims processed as part of the 
Financial Conduct Authority's British Steel 
pension redress scheme. 

13.499 claims settled across all clinical 
negligence schemes in 2022-23. 

The total number of claims completed for 
the VWF and CORD schemes was 761,379 
as at June 2011. 

As at 31 March 2023 the compensation 
liability of the Armed Forces Compensation 
Scheme was valued at £2.3 billion. 

N/A (Redress is mandated by the Financial 
Conduct Authority (FCA) and is paid by 
private firms or by the FSCS where firms 
are unable to do so.) 
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The total expenditure for compensation under the scheme was around £1.3 billion 
as at March 2023. 

The total compensation paid to British Steel pension scheme members not 
yet published. 

As at March 2023, the FSCS, which covers compensation from firms no 
longer in business, had paid out £69 million in compensation to British Steel 
pension scheme members. This includes claims processed as part of the FCAs 
British Steel pension redress scheme. 

Prevision for all clinical negligence In 2022-23, the total payments made against NHS Resolutions clinical negligence 
schemes managed by NHS Resolution was schemes was £2.6 billion. 
£69.3 bi l lion as at 31 March 2323. 

The total compensation paid between 2005 and 2023 was £26.5 billion across 
al l clinical negligence schemes. 

N/A The total compensation in damages and Compensation Recovery Unit Payments paid 
across the VWF and CORD schemes was approximately £4.3 billion as at June 2011. 

34.753 claims resolved in 2022-23. As at March 2023, the total provision for all The total compensation paid between 2012 and 2023 was over £2 billion across all 
schemes was £170 million. compensation schemes. 

As at August 2016, the scheme had issued 
payments to 932,805 policyholders, which 
was 90% of eligible policyholders. 

67,908 customers compensated and around 
97,000 decisions on claims completed 
in 2022-23. 

Between April 2011 and November 2015, 
firms paid redress to more than 
12 million customers. 

Over 17,000 applications received, of which 
14,000 were accepted. 

N/A The total compensation paid by August 2016 was £1.1 billion. 

As at March 2023, the provision for In 2022-23, the total compensation paid out to customers was £403 mil l ion. 
compensation costs was £36.3 billion. 

The total compensation paid between 2001 and 2023 was around £27 billion, 
which includes compensation paid out by FSCS under other schemes listed 
in this table. 

N/A Bvtwocr Ayr/ 2011 and Noven-bar 2015, it is estimated that firms paid £22.2 billion 
in redress  to customers (some of which will have been arranged by the FCA). 

The FSCS paid £898 million in compensation for claims relating to defunct firms 
between 2010-11 and 2014-15. 

N/A Between February 2601 and May 2002, approximately £1.3 billion was spent on 
compensation and other payments to farmers. 
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Figure 3 continued 
Key figures relating to costs and claims processed of a selection of compensation schemes 

Horizon compensation The Horizon Shortfall Scheme (HSS) was launched At least 3,060 offers made as at The former Department for Business, Energy As of 31 May 2024, approximately £222 million in compensation has been paid out 
schemes in 2020 and is ongoing. 31 May 2024. of which 189 are full and final & Industrial Strategy reported a discounted across three schemes (HSS; GLO Scheme; Overturned Convictions). This includes 

offers under the GLO Scheme, liability estimate of £600 mil l ion as at £54 million in payments (including interim payments) under the GILD Scheme. 
The Overturned Convictions Scheme started in 31 March 2023 . 
2021 with interim payments and is ongoing. In the 2024 Spring budget the Government said it has committed around £1 bill ion to 

The Group Litigation Order (GLO) Scheme 
date to ensure postmasters are compensated fairly, which will be increased if needed. 

was announced in 2022 and is ongoing. 

The Horizon Convictions Redress Scheme is 
yet to be launched. 

Icelandic-Water Trawlermen 2000 to 2002. By March 2007, the Department for P N/A The total corr yensahanpaid as at March 2007 was just under £43 million. 1  1 
Compensation Scheme Business, Innovation and Skills had paid out 

compensation to 4,400 claims (63% of the 
claims received from or on behalf of around 
7,000 former trawlermen). 

Infected Blood Not yet fully set up although interim payments 3,460 interim payments made uses Department for Health & Social Care £346 million in interim payments were paid in 2022-23. 
Compensation Scheme began in 2022. March 2023. recognised provisions totalling £2.2 billion 

as at March 2023. The government has not announced an estimate of the scheme's cost. 

London Capital & Finance 2021 to 2022. Compensation for 12,421 bonds had N/A ' he to al corrpensaLian paid as L Fehr iary 2024 , as ova 01'a million under the 
Compensation Scheme been paid as at June 2022 under the ,loves r I -rhran i ii rddli t,rs mil l ion was else paid through the Financial 

government scheme. Services Corrmensati r Schemes uses ndustry fending. 

LGBT veterans scheme Not yet established (although non-financial redress None. None. No compensation has been paid so far. 
is underway). 

The government has announced that the total cost of compensation will be capped 
at £50 million. 

Vaccine Damage Since 1979. No figure avai lable. No figure available. No figure was available for the total amount paid to applicants. 
Payment Schern&•" 

As of 15 March 2024, the scheme has paid approximately £20 million to claimants 
where a COVID-19 vaccine has caused severe disablement (provided as a one-off 
payment of £120,000). 

Windrush Compensation Since 2019. As at March 2024, the total number of cases The Home Office reported a provision of £F5.9 million in compensation has been paid as at March 2024. 
Scheme which were fully closed was 5,383. £111 mlliorr as at 1./arch 2523. TO' rr al stiernte I r rstof the uchcwe as rut ,Hi-,  3021 was £171-215 million. 

Notes 
1 in some eas . . the mast up Is  data ,; ai:. bl. _ W he ✓e used the best hie Infoemation which can be found in publicly available 

do err em it Cr., i ✓ .sot  II c c~ ti.. Vo Iii
2  cl~ c , .hr 11 I 51 1 l i Ce s uiT" a_d ny NI - Rc;, i-nr ,1 c t' ra e al omp i ilr m home 

A tl e com, o rs, c . .:c he nny t P c. ral lrju e, c. no_.rs. mennit ro d .^.tai ccm, ns t o , pa'.:t is ~_ schp,-,~es s u ~ r 
rJ Ii ig Ic LI d -i ., re Ic , , I i is ia i al v c  at  pu.d 

c 2r1',:f 11 . I s, ri m ctla .,..r n. , .r J.;r c .1i for 'cc 1m m ,I l ' mm tl , msi, mm m __.inl ,,t cr vuthur tY_ 
_d here ii,  ne !'a^r3q .. ;;^,h=vs le are tea ni Ily net..v. p n a ..a soh es, out paym cm ehemcs_ 

Ne ca o i, C I1. I Dd  5  i_ .blc, -_,et', _,%, n.~. 
4 The Nadir- L mm ,.,u Nay cl 1e I Irot a  I; puc lsh data on the scheme. The figure of £20 million was published in response to a 

Freedom of lnfc'm3_ or 'if 5. 
5 Same oft  a.^ vi i re mom din the table are rounded to one decimal place. 

La.orla d t Olcec ay.,..; of uJtj y ,._lable Hismatien 
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Figure 4 
Compensation schemes reviewed by the National Audit Office (NAO) 

We have reviewed 19 compensation schemes and other mechanisms for providing redress, primarily from within the last 20 years, of which 12 have had their own NAO repo 

Vr 
a 

Time-limited schemes 

nradh 1. wars, 1023 Two compensation schemes to compensate coal miners Coal lle:1 h,
compensation to 2024 for mining-related health problems - Chronic Obstructive Session 2006-07, HC 608, Nationa. Audit Office, 

Pulmonary Disease (COPD) and Vibration White Finger (VWF). July 2007. Available at: https://,c?l;a-chive. 
no ionalerhives.gov uk/u'<go /2di 0207002351/ 
h Ltp_: V rao_oIi] ul %.:o cot ant/ 
upoads, Uc .1 1/ hes pcII 

I  I ic - : ater October 2000 to A scheme to r cmpensate former distant water trawlermen who The compensase .,r, a o to o,m°r Icelandic 
f a 1( risen October 2002 lost their ob' when the industry collapsed following settlement wah;, I . rr;n. ,n 20L:, 07. Hr 530, 
Cc mpc bat lon Scheme of I -, Cad N/ars. 10,1 . V „d l Offi JII- c 20C /beailab c at. 

.vvr^r_, o rg.0 c/vvl ,r 1' enLi 
If)) L/_ d67/do/C lt7OoL.p I 

Foot and mouth 2001 to 
disease compensation February 2002 
scheme 

Equitable Life June 2011 to 
Payment Scheme December 2J1 

A senewc t, pn,vido con uv ati u) f , I'_tt i9 Z, iimals 
that were slat, ht en_ d k , d . ,sec ntrr I cut pc~'c~ after the 
outbreak of foot-and-mouth disease In the UK. 

An ex gratia payment scheme for Egwtable Life policyholders 
,,ho had a 1._- cr melt i t 1 1u o]. ae, ii -nt 

tint 1't' anc 2000. 

Windrush Started April 2019 A compensation scheme serving moon bus of _he Vindrush 
Compensation Scheme generation aro their farni l lnS who inn wit a I, duo to 

difficulties iic'  ng then 1, jcl In mig rW ,ta[L,s lr ho U-v 

5e 202 3' 'ii s„ cI l - IOU 'use. 
_scion ' '01-02. 1 ,  Nat anal Audit Off cc. 

I i i i'
mt ,ce /2012. t °1C off. pdf 

Ail', ,G.he C„,,tt 'L. P, .o-, 5,r.:me. 
.n2212-'3. 1 101043,Natl ;n,l fucis Off cc, 

Apr12 1't AdcilaI I= ,t - :nwv_n ..o guk/ 
uad I I 04/ Ii i .i-00' r 

Admini, dng--1 -Egratable-Life-Payment-
~;cl~emr-~x2{,JI 

Nal anal Fuidi l Office, Memorandum for the 
Con; n,'ii ee o 1 ;'ubtr_ Aoccun is by', table 0,1e 
,nays; n IIr?.- ;c, p it ,J21_!, a,lablo 'a , w, . nao. 
org u, content pl '.2 U1 i,lo orandum-
,c :h n I t'ec el 1 II I Ar r •Ls Equltable-
Lite-f;aym Ln1sA- I dI 

te IMn{rush ,e - onsaUon 
Sar^ 'It r rcc'io i L' 21 - HC h., IJ noiseIA :d 
cfht _, , 1., 2021. all,cle at: ,,.e nao. org.uk/ 
,.p-;crl pi oars 7(-U05ll ~esbga),on-into-the-
Nirdr r .o rpon nt , , ;:hemo-_pdf 

I ondon Capital I 1 vein' cr ?0>I hemo-, to :r. npensate bcndf l i t ll , , outstanding 
& Finance (LCF) to October 2022 II 1 enent in _ondon Capital C Finf nI ., ahlr,n tad not 
Compensation Scheme ,1 ,dv be r sal, . 1 1 r us F

Compensation Sere

British Steel pension Started Consume ,e i ., , whet e ro~ British ',lc-1 pensu n rchene n ees U r. cis r^Io It L r., s , steel Petrstt Scheme, 
redress scheme February 2023 r r r I ars . I Ife,ed f r ,r =.I I s an, I, • r.;1 , I. aced to ;essi, n '-. 21 22, I IC 1145_ National /wdi- Offtrs, 

Lra s-er o- L of the pen .1 . , erne_ 1 he oh s scneme M,­h  Guild, Ic. a- vile, r ap. erg_u :of 
post-dates the IVAC report content r -a;ls/2[ :./Invr hg rLior Into-the-

Pt Ish-Siccl-pons scheme.. odf 

Group Litigation Started An ex gratia claims based scheme for postmasters who were 
Order (GLO) Scheme March 2023 part of the Oct or A'ar L es and trot . Pest r, fflce L nited 

and who cc n t have a I i i-n-relat I tcnelc_ I his scheme 
. 1 l iven_ i i , he lJap3l tree,- fort a men I . , de. 

Horizon Convictions Expected from A sr near-: to I -,+n1-: re I . I 0r nts t, pas-ma rs 
Redress Scheme 2024 onwards I .,_.. I I e ... 1 , 1 Iu:: P I i , the f ,ace 

n
I 

I Ir I

os 

tr n; C -- 't , , Act 2024_ 

Infected Blood Expected from A sc:tor1 top ,,v de firer ,I eoml:_ t. 'o, ,, s cL „r,f 
Compensation Scheme 2024 onwards iv • ed of vl , I  tlh I I l hoee affected. Into I

il l Ls a I eady registered h it I r l . ~r-ed 
Rlood Su:,po, Scf E: c! 

LGBT veterans Expected from r i t iI -.l :v I d Scher I ,ag. ' I  hu L r I n I oy 
financial award scheme 2024 to 2026 UI L' vetoi i Ii' ,4 I the ii 211100 ban on homosexuality 

I a, , UK„I I I Fcr e '1P t I ancial restorative measures 
havc already boor Introduced. 

Clinical negligence Started 1995 NHS RetioluriIts provides Indemnity to the NHS in England for Managing the costs of clinical negligence in trusts, 
and non-clinical the risks nvclved In delivering healthcare services by handling Session 2017-2019, HC 305, National Audit Office, 
schemes managed by clinical rr;gflyenee compensation claims. It also provides September 2017. Available at: www.nao.org.uk/wp-
NHS Resolution m acn I for other non -d nical risks such as employer and content/uploads/2017/09/Managing-the-costs-of-

pub'1c 1, 1 i l ity_ clinical-negligence-in-trusts.pdf 

Financial Services Started 2001 „ ,_aI ^ no n go e:atic r ,:I 'i i s^t .p c f I ate t 
Compensation Scheme `t,,n-cr:, cf rni-A t ices firm Lrnt have fail yd_ 

Pension Protection Started 2004 re Pensi-r F,.,tection I r,i I I cvlsca c71 pcsm_r to The rc s or: 0, 1 . o., 1.,u,
Fund Lhe nen-or ,s cf UK prix d , r., foI c II e bc,.ol1L pensions I C -4 f atio„a1 , r fL `;-_gee. F .1 , r, 2010. 

. ehc ne v. t 'I It . tf Iv,u r a its shat: and Lhe scheme Available at s i' it c , r,. .,khrp
self has Insrl'fbiem h.nds to pay more Loan the fund will uploads/2010/02/0910293.pdf 

pay In ccr,pensaucn_ 

Armed Forces Started 2005 ,  prn, r I vine that compensates UK serving and 
Compensation Scheme err, r ti tiil. I e-~r .1 i t my It ry I n -",' 'rd i i, reused 

by set✓Ic.r. die /ti t d 0(i5. 
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/ continued
Compensation schemes reviewed by the National Audit Office (NAG) 

0 
Crinunul njurii s Started 2012 A .Chemi operoti I by the Criminal Injurir;s Corupunbation C~ampc [II cal ng vic(ima )1 .I le'n( crir'i r 
Cornpensation Scheme !Authority to provid compLnsition to victims of violent mi Sii ,ion 2007-08, HC 100, National Audit Office, ai 

in Groat Fr i t iii D icernber 2007. Avai lable a wwwnao-or.,l.uk/wp- 0 
U)content/uploads/2 0 07/1 2/07081 IC) pH
ID 

Other mechanisms for providing redress or compensation

Parliamentary and Established The Parliamentary and Health Service Ombudsman handles a 
Health Service in 1967 complaints that have not been resolved by the NHS in England G)
Ombudsman and by UK government departments. It can recommend various o 

remedies, including financial payments. 

Financial Ombudsman Established I ho Financial Ombudswwi Service provides an alternative Efficient handling of financial services complaints, 3m 
Service in 2001 dlspcte resolution sew ce to the Court system for addressing National Audit Office, January 2012. Available at: 

potential consumer harm, when using financial services, www.nao.org.uk/wp-content/uploads/2012/01/1012_
and can award redress where harrn has been found. Financial_Ombudsrnan.pdf 3 

Financial services mis-selling: regulation and 
redress, Session 2015-16, HC 851, National Audit 
Office, February 2016. Available at; www.nao.org.uk/ o 
wp-content/uploads/2016/02/Financial-services-
mis-selling-regulation-and-redress.a. pdf 

m 
Regulator-led The Financial For example, the Financial Conduct Authority can use its 3 
mechanisms Conduct Authority statutory powers under the Financial Services and Markets Act m 

was established 2000 to establish a consumer redress scheme or a single firm 
in 2013 scheme where it considers a widespread problem exists. 

Notes 
1 Pro! :o the. I C;A'r Implementation of a consumer redress scheme in Fob' jury 2073, complaints and claims by former members of the British Steel pension scheme were resolved through 

rc,di ..,s, pnid i>y ;hr I r ' s wh:> gave the U' _,wl,ablea urr ico eifhc r rersolvinq the; co.',p alms the, 1 ve , I I tollotvl r 1 Jr„ isron by iLir I ,an„i. Ombudsman >crr Icr,. In o,ho,! ca ,e, r iut'a the 
i , rm thnt provided t,c, .rnsuitnblc, advic:, Irrd gonr, c LL' cf )LL I .,,, and t^r; c nnsul'IL ' Lind n e ,I ld churn aq ,unst oral fern' I",C,S plaid :.hc I pen „Ilion. 

2 V e clso r . veld I F . Neat;raril A rdit ( IF ic ,N AC ,) 200£3 brc fim , /drrrnr.fre1/on cr/ time fftwi ed aon / ,eneabon .,chemes and other" relevant NAO r000rtr, on Jr Jr r ing s co llar 

oper:at rvc:es. 

I iiii c:-l ir;,ht in . r t ILL .i ll :c •et p to provide redress in response to a specific harm or event that happened at a particular point in time. Standing schemes refer to schemes 
mat ) r IL c• tas in,- of i type Ihat c an I Jr :at anv tune. 

Source: Natlor i AuJit Offis c ❑naly is of our urr viol's e^ports, other publicly available information and Interviews with stakeholders 
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Ficjure 5 
Characteristics of schemes covered by our review of compensation schemes 

Schemes can exhibit a wide range of characteristics 

Purpose/Type Voluntary 

Statutory 
_....._...._....._......_ ................ .......I....._....._......_......_. 

Funding Funded by 
government 

Levy based 

Access to Oper-ended 
the scheme 

Administrator 

Time-limited 

Government 
department 

Operaticoally 
independent body 

Contracted body 

Regulator 

Compensation is not regei ed by law, but the government provides 
it voluntarily. 

The law requ res the government to provide compensation. 
_........ ......__.......-
Funded by the government through the appropriate public body. 

The sr;t arne is undod using a Icvy on other bodras cacti as banks. 

The sobeme is open ndofinitcly to new claims, although claims are 
often sti l l required to be mwdc within a set period of time since the 
claimant first became el igible_ 

The scheme is open for a set time period 

A government department runs the scheme. 

An independent body runs the scheme. 

Operations are contracted out to another body on behalf of 
the government. 

Regulators are involved in organising redress or compensation 
to claimants. 

Ombudsman Some ombudsmen can require organisations to provide redress 
to successful claimants. 

Legal basis for No-fault Compensation payments are made without the aaverrrnenl admitting 
compensation fault. The individual could also make a separate claim through 
payment common law route for damages. Claimants just need to prove that 

the event claimed for occurred rather than prove wrongdoing. 

Legal liability If there is no agreement on whether or not compensation should be 
established by case provided, or how much should be paid, then too claim will be taken 
law and statute to court and resolved through legal challenge. 

Ex gratia A peymant mane as goodwill where there is no government 
legal liability. 

Windrush Compensation Scheme 

Criminal Injuries Compensation Scheme 

Windrush Compensation Scheme 

Financial fervices Compon a;)tior Scheme 

Aimed Forearm Compensation Scheme 

London Capital & Finance Compensation Scheme 

Windrush Compensation Scheme 

Financial Services Compensation Scheme 

Coal health compensation schemes 

British Steel pension redress scheme 

Financial Ombudsman Service2

Aimed Forces Compensation Scheme 

NHS clinical negligence schemes 

Group Litigation Order (GLO) Scheme 
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cii 
Figolo 5 continued 
Characteristics of schemes covered by our review of compensation schemes 

A to or Ir deocndent panel An independent panel assesses claims. Iaim, n.;` 'rr 'd to 
lit, is as=,a-t eat the it by the D part, err - r b i re's and 

Tr;tlr; (f7HT)? 

A_,_.,3ment by The government department admlrl,;toiina rh c ;creme GLO dcher,c (CLl uue with legal advice) 
deparhnentor assesses claims. 
otI er body 

Cxt in il claim The .when c, s( ii l rr cor i o its ,vid l iii ha',dl, i' to Flnan, , er; ec, C,mi .rsar r . ,Ibei ie 
hancJers assess cIa ms- 

Ciar.utc no,.ul ution If the p. i Ins Srnr ,t .qi e t  cer ,t p +v able, NHS Clinical Negllq_n :e 3chcmc for Trusts 
or mediation service or the amount .1 oral ,ulI be I ild, s meal to r or other Ilspurc 

rest .ern I r 1„plHd- 1 viii l ii i lerrinj 
the d pi to a cr d ioh n v , ,,ist octh parties to reach an 
ogre - a, I i l it  to , ._our 1. 

Review Expert advice within Experts; such as legal professionals, advise scheme administrators. GLO Scheme 
and advice the scheme 

Independent Person The scheme is subject to a review from a Denson Independent Windrush Compensation Scheme 
of the r F r  v.1, monitors Si cn p  it it
and e`fec_ ve~ness. 

Advisory board An indeperdont ad, ,cry ooard, which dos at have a role in LrLC .,chart o (Hone n scmpcnsaI cn 
Init lual .; a mo niters scheme progress and ensures the ft ult i i  gco J ad cs L LT air =L rs or 
proa vorki rq wel l. d . scl iv.  I d . 1 i ands 

of Inv n n:l aeU nj nsa Jon) 

Regular scheme The scherr o i, subject to regular reviews to ensure it remains fit Arrnr J FsI r es Ci i,p. ii i ii wh c ne 
reviews for p.,, pose grid provides an opportunity to make improvements 

tothe scim,.,. 

Form of Lump sum Cob 'r' for r paid with a tax-free lump sum. Armed Forces Ca mpvr ,s-ien ,u1 ens 

compensation
-._— ..—._..—_...—_... .._.—.. . __—.__...._. -...._._...—._._...—

payment Interim payments Corr r settee oayn°.eats are paid prior to the full settlement being Infected Blood Interim Compensation 
established, co cIaimants receive some compensation as they wait Payment Scheme 
fora final Jo cis on- 

Guaranty I Income An award to cornpensare for loss of earning capacity Iv h loh is tax free Armed Forces Compensation Scheme 
Payne' (GIP) and paid f :r I lfe. It Is doscribt d is an irn ri .. replacerrr-^nt payment. 

Tariff h,,•;ccI Corr „r,r' ,rior e rl,,r die brssr..l .,r a tr  system were evels Criminal Injuries Compensation Scheme 
paym it of ha m ire care 1 rred and al oc It  a pie -Fete rm net disc it

cf ronpensancn-

urhe o' No' lr ~~uclA 
compensation redress 

Comer r' ,Iii.. 
to otl I, ad 
indi,rd,:aly fsurh as 
tam ly rre i l s) 

ii, r I, r j a;led r d v u:,ls Ihi ough non-financial means, I GH— v ~r sr I e.ma 
such as through , p hllc to I- by tht g' i i imem, and other 

i . r .., , r =co I Ih e wrtI I r .l vdr ich r ok place. 

Fern Iy , rr h:, = ,.  l ., i i iar,t. , I h as Windrush Compensation Scheme 
parent5 Ii p' i li i =.n c;r f t UI rr.elve compensation 
for impact to their lives. 

t'o rr ,I for Payments are mad.-: le ca rips rsare for nor I viii iv l or social I', .1 xvi Cones: l i i 3chFne 
for social rnpact/ rep,' cte on the lives of claimants, such as emotional distress or 
impact i i >—od-I cliff cultlew 

Appeals and Ap: ,I Irro,, tlh i',Ia n1 :ar, r,,,kr ,n appeal to an Independent tribunal If they are Armed Forces Cwh , :,:morn •orarne 
complaints independent tribunal ur I- .ppy'nth th outcome of then o aim-

Irdependent panel Cla r r I ., i :a ,for .,I , a r f pr.n d-nl p r r I u1' ...oar , of . .,I Ir.h GLO Scheme 
will Icw I r k of r -ii ns o arr to reach sn agreement or the 
r, onll, .:,l ion to drd- 

Independent Cla , mt i, i . b .. .:.v of their claim by an independent person Windrush Compensation Scheme 
adjudicator who ill 'i i i h e i i d;c 'ion and recommerr whether or not 

the , ,, she I I t , .,. r u; dsrc,d. 

Ombudsman CIa , oat vi ,. rrI in .:,>, t , ,h .:m:, i, ,n I ,Ili , , . 1 -nr d, - I, _'r ,k u;n 
as tf P , Derr , ,nd I lul l Ice i 1 :dsman I t gfeal Compensanon Scheme 
that tr r t , rI  I I ;i l:Ir= r I ' her, r „ : ncl a I 'I pre:;rcrly 
and tnelr complaint has riot b vn resalved b h e po:errr, e nt and 
Other S,sterrb. 

Note 
1 This is not an exhaustive list of the characteristics Of compensation schemes. It is meant to illustrate some key features or characteristics found across a range of compensation schemes. 

2 The I Inanol vl OeeIdsman ServlCe Is not an example of a compensation scheme, but it can require a financial business to provide compensation where thus made a mistake or treated a 

Source. v,-~, I + .r., e  .,r;,lyces of publicly available Information and interviews with stakeholders 

On 
W 
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This report has been printed on Pro Digital 
Silk and contains material sourced from 
responsibly managed and sustainable 
forests certified in accordance with the 
FSC (Forest Stewardship Council). 

The wood pulp is totally recyclable and 
acid-free. Our printers also have full ISO 14001 
environmental accreditation, which ensures 
that they have effective procedures in place to 
manage waste and practices that may affect 
the environment. 
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