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Pay linked to CPI  
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services start in 2026 and annually thereafter on the 
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An analysis of the bookings completed in 2023 and 2024 provides the following detail: 
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I am of course happy to provide any more information to the Committee if that would be helpful. 

 
 

Yours sincerely,  
 
 
 
 
 

SARAH SACKMAN KC  MP 
Minister Of State  
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�$�Q�Q�H�[���$������Review of thebigword Language Services 

Executive Summary   

Language services are used to provide language interpretation to the Ministry of Justice 
(MoJ) and its executive agencies, including HM Courts and Tribunals Service (HMCTS). 
Thebigword is the main service supplier for spoken language interpretation. The current 
contract is due to expire in May 2025.  

As part of the language services re-procurement project, HMCTS researchers developed a 
survey that was distributed to language professionals working as interpreters for thebigword. 
The survey aimed to obtain insights into the experiences of interpreters to identify how 
�W�K�H�E�L�J�Z�R�U�G�¶�V���F�X�U�U�H�Q�W���S�U�R�F�H�V�V�H�V���F�D�Q���E�H���L�P�S�U�R�Y�H�G���W�R���H�Q�V�X�U�H���W�K�H�\���F�R�Q�W�L�Q�X�H���W�R���H�Y�R�O�Y�H���D�Q�G��
reflect the needs of their users and language professionals. 509 individuals completed the 
survey, representing a 25% response rate. 

1.��Views and Experiences of MoJ Interpreting Assignments

1.1 Motivations 
Overall, there were mixed views about what motivated interpreters to undertake MoJ 
interpreting assignments.  

Of the multiple-choice options 38% of interpreters selected pay, 35% of interpreters selected 
organisation reputation, and 28% selected working conditions as motivating factors.1 Almost 
�K�D�O�I���������������V�H�O�H�F�W�H�G���µ�R�W�K�H�U�¶���� 

�)�R�U���W�K�R�V�H���Z�K�R���V�H�O�H�F�W�H�G���µ�R�W�K�H�U�¶�����D�Q�D�O�\�V�L�V��
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 �2�I���W�K�H�����������Z�K�R���V�H�O�H�F�W�H�G���µ�R�W�K�H�U�¶���P�D�Q�\ highlighted practical deterrents of face-to face 
assignments, albeit less than those who selected pay. These included their ability to travel 
via public transport, the length of time it takes to get paid, the poor cancellation process, and 
not having enough information prior to accepting an assignment.  
 
Pay and practical aspects of the assignment were strongly linked; interpreters felt less 
inclined to accept an assignment that is further away or shorter in length if they know they 
are at risk of either getting paid the one-hour minimum payment or will have to spend more 
money on travel expenses, especially if the assignment is cut short.  
 

1.4 Booking Duration Preferences  
Four-fifths (81%) felt that increasing the minimum booking duration for face-to-face MoJ 
assignments would encourage them to accept the assignment, with the top preference for a 
face-to-face booking being a full day3, and two hours for a remote booking.  
 

1.5 Information and Support  
Overall, most individuals felt that more information and support is required throughout the 
MoJ interpreting assignment process. When exploring interpreter needs before the 
assignment, almost all responses referred to wanting more information about the case to 
help them better prepare as well as having access to written materials such as medical 
reports, a list of charges, and statements as the hearing progresses.  
 
Well-being support in the form of regular breaks and welfare checks were mentioned most 
often when exploring �L�Q�W�H�U�S�U�H�W�H�U�¶�V��needs during the assignment, as well as the improved 
provision of practical support for interpreters. This included professionals speaking at a 
�V�O�R�Z�H�U���S�D�F�H�����D�O�O�R�Z�L�Q�J���W�K�H���L�Q�W�H�U�S�U�H�W�H�U���W�R���V�W�D�Q�G���R�X�W�V�L�G�H���R�I���W�K�H���G�H�I�H�Q�G�D�Q�W�¶�V���E�R�[���W�R���L�P�S�U�R�Y�H��
audibility,
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as biased by some individuals, specifically that there was a lack of consideration for the 
�L�Q�W�H�U�S�U�H�W�H�U�¶�V���F�R�Q�F�H�U�Q�V, and the process and outcome is often favourable to the client despite 
available evidence. Few individuals were worried that making a complaint could impact on 
the amount of work they get offered and suggested the process should be made fairer.  
 
Additionally, there was a general consensus that the pay systems and the WordSynk portal 
are slow and hard to navigate with many suggesting the use of electronic timesheets.  
 

3. Overall Satisfaction of Undertaking Inte rpreting Assignments within the MoJ  
 
Overall, findings were mixed, but interpreters tended to feel positive about their experience 
of undertaking interpreting assignments for the MoJ�����������I�H�O�W���H�L�W�K�H�U���µ�Y�H�U�\���V�D�W�L�V�I�L�H�G���R�U��
satisfied, 28% were ambivalent, and 18% felt either dissatisfied or satisfied), and satisfaction 
was linked with awareness and positive views of thebigword processes Half (50%) stated 
that they wanted to stay on the MoJ register for the next 3 years at least.  
 
Addressing 
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to make a 
decision to 
accept or 
decline a 
booking  
Request are 
received in a 
timely 
manner 

     

Easy to 
accept or 
decline a 
booking 

     

 
3. How would you rate the process for notifying you via the Helpdesk about an 

urgent booking request?  
 
 Strongly 

Agree 
Agree Neither 

agree nor 
disagree 

Disagree Strongly 
Disagree 

Not 
Applicable 

Easy to use  
 

      

Provides all the 
information 
required to enable 
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11. Would having an increased minimum booking duration for face to face MoJ 
assignments encourage you to accept these bookings? 
 

a) Yes 
b) No 
c) Would not make a difference 
d) �'�R�Q�¶�W���N�Q�R�Z���Q�R�W���V�X�U�H 

 
12. Please rank the below minimum booking duration options in order of preference 

(1 �± Most likely to 4 �± Least likely) 
 
Minimum Booking Duration options Preference  

Rank 1 �± 4) 
 In person Face 

to Face 
Remote (Video 
and 
Telephone) 

Option 1 
 

One hour 
minimum 

One hour 
minimum 

 

Option 2 Two hours 
minimum 

One hour 
minimum 

 

Option 3 Half day (3 
hours) minimum 

One hour 
minimum 

 

Option 4 Full day (5 or 6 
hours) minimum 

One hour 
minimum 

 

 
13. Are there any other minimum booking duration options you think we should 

consider?  

If Other, please specify 
 
 

 
14. We know that some bookings within the Ministry of Justice deal with sensitive 

and often distressing subject matter. What information/support, if any, would be 
helpful Before, During or After such bookings?  

 
Before: 
 
During: 
 
After: 
 

 
 
Timesheet process.  
 

15. To what extent do you agree or disagree with the following statements? 
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b) No  
c) Unsure/cannot remember  

 
19. How would you rate your experience of the payment process? 
 

a) Very satisfied 
b) Satisfied 
c) Neither satisfied nor dissatisfied 
d) Dissatisfied 
e) Very dissatisfied 

 
Providing feedback or raising concerns  
 
20. Are you aware of how to submit feedback or raise concerns? 
 

a) Yes 
b) No 

 
21. 
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b) Fairly satisfied 
c) Neither satisfied not dissatisfied 
d) Fairly dissatisfied  
e) Very dissatisfied  

 
25. What could be done to improve your satisfaction of undertaking interpreting 

assignments within the Ministry of Justice?  

(free text) 
 
 

 
26. Which of the following statements most reflects your current thoughts about being 

on the Ministry of Justice register? 
 
a) 
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31. Do you have any other working patterns related to Ministry of Justice 
assignments? E.g. term time only 

 
 
 

 
32. What is your age 

 

18-24 1  

25-34 2  

35-44 3  

45-54 4  

55-64 5  

65-74 6  

75+ 7  

Prefer not to say 8  

 

33. What sex were you registered at birth? 
 

Male 1  

Female 2  

Prefer not to say  3  

 
34. Is your gender the same as the sex you were registered at birth? 

 

Yes 1  



OFFICIAL  
March 2024 

14 
 

Gypsy or Irish Traveller 3 

Any other White background (please specify) 4 

White and Black Caribbean 5 

Mixed / Multiple ethnic 
groups 

White and Black African 6 

White and Asian 7 

Any other Mixed / Multiple ethnic background 
(please specify) 8 

African 9 
Black / African / Caribbean 

/ Black British: 
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�$�Q�Q�H�[���%����Chartered Institute of Linguists Survey Findings 

Executive Summary   

The Chartered Institute of Linguists (CIOL) is a UK based professional association for 
language professionals that seeks to enhance and promote languages and language skills 
worldwide. 

Previous 
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2.1 Motivations 
Of those who had completed interpreting assignments for the MoJ, the reasons for doing so 
were mixed. Of the multiple-choice options, over half 
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improved working conditions for interpreters was frequently mentioned such as allowing 
regular breaks, being given more information ahead of the hearing, having the appropriate 
equipment to work with, and access to mental health support.  

Others would be encouraged by an increase in baseline pay, having travel costs paid, and 
being paid for the duration of the booked hours. A few mentioned the need for interpreters to 
be treated with more respect by other court professionals and that the value of interpreters 
needing to be acknowledged more.  

A couple of individuals felt that more training opportunities such as continuous personal 
development and affordable training in legal interpretation, would encourage them to 
undertake MoJ interpreting assignments.  

2.3 Booking Duration Preferences 
The most preferred minimum booking duration for face-to-face assignments was half a day5 
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Survey Questions  

Language Professional Survey �± Wider  
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4. Are you registered with either of the suppliers that currently provide 
interpreting services to the Ministry of Justice? 

a. Yes 
b. No 

 
5. Are you registered with any other interpreting agencies? 

a. Yes 
b. No 

If yes, what motivated you to register with these agencies? 

[Free Text response or we can provide options] 
 
 

 

6. Have you accepted any interpreting assignments for the Ministry of Justice? 
[Linked to Q4 to identify those that are off contract?] 

a. Yes 
b. No 

 
7. Are most of the interpreting assignments you undertake for the Ministry of 

Justice?  
 

a. Yes 
b. No 

 
8. Have you considered providing interpreting services for the Ministry of 

Justice? [Routed here if answer no to question 6.] 
a. Yes 
b. No 

 
9. What would encourage you to accept interpreting assignments with the 

Ministry of Justice? 
 

a. Nothing would encourage me to accept interpreting assignments with 
the Ministry of Justice. 

b. Increased hourly rate 
c. Minimum Booking duration 
d. 
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14. 
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35-44 3  

45-54 4  

55-64 5  

65-74 6  

75+ 7  

Prefer not to say 8  

 

20. What sex were you registered at birth? 
 

Male 1  

Female 2  

Prefer not to say  3  
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Caribbean 10 Black / African / 
Caribbean / Black 

British: 

 

Any other Black / African / Caribbean 
background (please specify) 11 

Indian 12 

Asian / Asian British: 

 

Pakistani 13 

Bangladeshi 14 

Chinese 15 

Any other Asian background (please specify) 16 

Arab 17 Other ethnic group: 

Any other ethnic group (please specify) 18 

Prefer not to say 19  

 
 
Thank you for taking the time to complete this survey.  
 

 

 





Annex �' – MoJ procedure for complaints by Interpreters 

Complaints Procedure 

Set out below is the process to be followed by Language Professionals (LPs) if they 
have a concern or complaint regarding services provided to the MoJ. There is also a  

First Instance 

1. If the issue relates directly to the complainant, this should be taken up directly with
the provider. TBW has confirmed it has a process for LPs to raise concerns, queries
or complaints, which is set out below (including the link):

�x The complaint is raised on the “Linguist Complaint” form (Linguist
Complaints).

�x Complaints will be resolved within 30 days, with all but the most complex
usually resolved within 14 days.

�x Complaints and queries are tracked, monitored and reviewed formally on a
monthly basis.

All complaints from LPs are now monitored and reviewed by MoJ as part of the 
agenda of its regular operational performance boards. Where trends or serious 
concerns are identified, the board will commission appropriate follow up action. 

2. If the complaint/concern relates to the conduct and/or quality standard of another
LP, this can either be raised directly with the provider using the process set out
above, or it can be raised with TLS, who are contracted with us to provide an
independent and objective quality assurance of the language services provided to
the MoJ. The process is set out below:

�x Complaints should be registered at https://moj.languageshop.org/feedback
leaving as many relevant details as possible.

�x TLS will acknowledge complaints within 2 working days and aim to resolve all
complaints within 10 working days.

�x Please note that the incident that the complaint relates must have been
observed first hand by the complainant to enable an investigation to be
undertaken.

All complaints/concerns raised with TLS are monitored and reviewed as part of the 
agenda of the regular MoJ operational performance boards. Where trends or serious 
concerns are identified, the board will commission appropriate follow up action. 

Escalation to MoJ/HMCTS 

3. Should the matter not be resolved following the above processes, LPs can
escalate the complaint to the Contracted Services Division, HMCTS.



�x The escalated complaint should be sent by email to 
Contracts_and_Perf@Justice.gov.uk. 

�x The Subject header should read ‘Escalated Complaint – for the attention of 
the Language Services Contract Team’. 

�x The email must explain why the complaint has been escalated and what 
resolution the complainant is seeking. The complainant should include details 
of the attempts to resolve the complaint directly with the service provider and 
attach relevant documentation. 

�x A response will be provided within 10 working days, but please note complex 
complaints may take longer. 

All escalated complaints are monitored and reviewed as part of the MoJ/HMCTS 
governance of contracted services. Where trends or serious concerns are identified, 
appropriate follow up action will be undertaken. 

 


	1. SUB120941 Letter to Baroness Morris of Yardley (Public Services Committee Chair)
	Annex A - Survey of MoJ register interpreters_exec summary&questions
	Annex B - Survey of CIOL register_exec summary&questions
	Annex C - TBW survey of interpreters (002)
	Slide 1

	Annex D - MoJ procedure for complaints by interpreters
	Annex B – MoJ procedure for complaints by Interpreters


