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01
Introduction 
to OCMC
What you need to know
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What is an Online Civil Money Claim?

OCMC stands for
Online Civil Money Claim

Users may know this service 
as ‘Money Claims’ or ‘Money 
Claims – new beta service’

Members of the public can apply 
to a county court to claim 
money they’re owed by a person 
or business.

This often used to be known as 
taking someone to a ‘small 
claims court’. Claimants can 
apply online or by post.

Small claims are for simple 
cases that don’t involve large 
amounts

of money or complicated issues. 

They’re often used to get 
compensation or money back if 
something’s gone wrong. 

Small claims are never usually 
for more than £10,000.
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Why would someone make a Civil Money Claim?

Example reasons for claims Claims might be made due to:

• a faulty product

• being owed a refund

• being owed money for work 
completed

Sometimes these issues can be 
resolved via mediation or 
making a formal complaint.

Sometimes just starting a money 
claim against someone is 
enough to make them pay and 
the case may not have to go to 
court at all.
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02
OCMC 
Service User
Vulnerabilities
And how to respond
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Potential service user vulnerabilities

Disputes Stress Finances Confidence

Users may have 
been through a 
difficult experience 
with a trader and 
be feeling unhappy 
about being 
involved in a 
dispute.

They may begin 
the process feeling 
upset and stressed 
if their experience 
has already been 
particularly 
negative.

If the user has 
existing money 
worries, then the 
claim may feel very 
important to them, 
and this could 
increase their 
sensitivity.

The idea of going 
to court can be 
intimidating for 
many people and 
could result in 
users presenting 
with low 
confidence or low 
mood.
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Potential service user vulnerabilities

Wait times 

Users are likely to 
want to reach a 
resolution as 
quickly as possible, 
so are more likely 
to show 
impatience or 
concern if there are 
delays,

or if they perceive 
that progressing 
their case has been 
delayed.
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• Are patient

• Listen carefully

• Show compassion

• Are encouraging

• Refer and signpost 
appropriately

How to respond 

Make sure you

• Bear in mind that everyone going through the 
OCMC journey has had a different experience.

• We can't give users suggestions on what they 
should do, but we can explain and give 
information of options so they can make an 
informed choice.

• Remember that CTSC may be the right place 
for some enquiries

Tips
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If you are booking a user on for an 
appointment with a network 
partner, remind the user of what 
they may need for the supported 
session. 

Preparing users for booked appointments

What to remember

This will vary depending on the service and the help 
needed, but it could include: 

• Identification 

• Documents, such as a marriage certificate and/or 
translation 

• Paperwork about their finances for Help with Fees 
application

• Debit or Credit card to pay the court fee. 
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Any questions?
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03
Recognising 
OCMC Short 
Tasks
When you can offer 
direct support
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Supporting Sign In

Notifications

Viewing Documents

Resetting Passwords

Claim issued

Defendant requests extra time

Case transferred

Defendant paper response

Counterclaim

Claimant has issued a CCJ

Settlement agreement signed

Settlement agreement not signed

Uploading Documents

Viewing Hearing Bundle

Pay a Hearing Fee - Card

Pay a Hearing Fee – HWF

Viewing an Order

Confirming Trial Arrangements

Read and Review Order

Short tasks – Quick Links

Currently supported:



15

Supporting Sign In

How to help users to sign in to the 
online portal.



The most common way for a user to sign in will be through the link in their email when they receive a 
notification.

If a user can’t find their email, doesn’t know where to go to sign in to the service, or if they are wary of 
clicking links in emails, you can direct them to type the words

“money claim enter number”

into a search engine, 
this should generate the link 
to click as shown:

Supporting Sign In
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Supporting Sign In

17

Both claimants and respondents should have a 
claim number from their email or letter of 
notification that they can now enter into the claim 
number box to access the portal and view their 
case.

If they are a claimant and they don’t know their 
claim number, they can sign in using their email 
address and password.

If they are a respondent and they don’t have the 
claim number, this will be an automatic redirect 
to the CTSC.



Supporting Sign In
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The legacy – old – money claims system “Money 
Claim Online (MCOL)” looks like this.

It is only relevant for bulk claims.

You don’t need to worry about this as we don’t 
offer support to users for those claims at the 
moment.
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Notifications

Supporting users to view 
notifications and determine their 
next steps



Notifications
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Notifications are normally updates telling a 
claimant about progress on their claim. These 
often require the claimant to take additional 
action on their portal.

In most cases these are small tasks, such as 
confirming receipt of something or viewing or 
downloading a document.

In other cases, a user should be booked for 
support at a centre if the notification prompts 
them to take additional action on the portal, such 
as the one shown here:



Notifications
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Notifications that do not require further action 
include:
• Claim issued to defendant
• Claim transferred to local court
• IT error
• Defendant has requested extra time

Note:
If the claimant is struggling to navigate the portal 
with your support over the phone and may need 
more in-depth support, you can offer an 
appointment with a network partner.



Notifications

22

As just shown, users will be sent an email when 
something has happened in relation to their 
application, they can find out more about this by 
clicking the link to access the online portal.

Sometimes, early in the process, the other party 
will have acted and there is an update for the 
user to read before they are prompted to fill in 
another form.

That other form would be a long task, but reading 
the update first would be a short task.

Viewing these updates is normally straightforward 
once the user is signed into the portal.

Some notifications may require signposting to 
CTSC for specific guidance or technical support, 
e.g., if there is a technical issue with the 
application
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Viewing Documents

Supporting users to view 
documents in the portal



Viewing Documents
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Viewing documents is usually straightforward once the 
user is signed in to the portal.

All of the user’s previously submitted documents, as well 
as the documents submitted by the other party, will be 
available to view within the portal. 

The option to view the document will usually be described 
in blue underlined text.

scroll down to find the Hearing



Viewing Documents
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Once on the view documents page, A user can 
click the blue links to see the individual 
documents.
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Resetting Passwords

Supporting users to reset their 
password to gain access to the 
portal



Resetting Passwords
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If a user has forgotten their password and needs 
to reset it, there are some simple steps they can 
take.

The guidance for this is contained in the 
“Password Reset Flow” document, and in the 
addendum at the end of the Service Overview 
Training Guide.

You can access the Password Reset document 
here.

https://20293962.fs1.hubspotusercontent-na1.net/hubfs/20293962/Password_Reset_flow_document.pdf
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Claim issued

Supporting users to view the status 
of their claim and find out more 
about what happens next



Claim issued
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This notification is received when the claimant has 
submitted their claim application and they have 
been able to provide the email address of the 
defendant.

It is an automatic notification that is telling the 
claimant how long the defendant has to respond. 

The user can click the link in the email to see 
more about what happens next, including what 
happens if they don’t get a response, or if the 
defendant refuses to pay.
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Defendant requests extra time

Supporting users to view the 
update about the defendant’s 
request and the new deadline for a 
response



Defendant requests extra time
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This notification is received if the defendant has 
read the claimant’s initial application and has 
asked for longer than the original deadline to 
respond.

The defendant will have been given a new deadline, 
and this date will be detailed in the update to the 
claimant, so that they know what is happening.

The claimant can click the link in the email to see 
more about what happens next, including what 
happens if they don’t get a response, or if the 
defendant refuses to pay.
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Case transferred

Supporting users to see which court 
their case has been transferred to 
and how to get in touch



Case transferred
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The user will only receive this notification if their 
case is being moved completely away from the 
central system and will be dealt with directly by 
the court itself.

All communications will now need to be sent to 
that nominated court, including forms, letters, 
evidence or any enquiries.

The link in the notification will take the user to 
view the contact details for this court. They may 
wish to write these down for reference.
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Defendant paper response

Supporting users to see the status 
of their claim at the point it moves 
offline



Defendant paper response
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If the user receives this notification, it is because the 
defendant in their claim has decided not to continue 
responding to the claim process online but wants instead 
to respond through the paper forms by post.

This means that the whole process will now move offline, 
and all further communication will be through letters.

The same timelines and process applies, but there will be 
no further update to the online portal.

The user does not need to take any action, they will be 
notified by post of the next steps.
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Counterclaim

Supporting users to understand 
that the defendant has changed 
the case, and how it will move 
offline



Counterclaim
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If the user receives this notification, it is because the 
defendant in their claim has decided to change the claim 
made against them and launch a counterclaim - to say 
that they are owed something by the original claimant. At 
this point, the claim process will now move offline, and all 
further communication will be by post.

The claimant can view the status of their claim by clicking 
the link, but there will be no further updates to the online 
portal.

They don’t need to take any action; they will be notified 
by post of the next steps.
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Claimant has issued a CCJ

Supporting users to understand the 
implications of a CCJ and what 
happens next



Claimant has issued a CCJ
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If the defendant hasn’t responded to the claim by the 
deadlines set by the service, then the claimant is entitled 
to request a County Court Judgement (CCJ). This is an 
order by the court to the defendant to pay the money 
claimed.

The defendant will receive a notification like the one 
shown, stating a CCJ has been requested, or issued, 
against them.

Note: 
If the defendant has previously sent a letter in response 
before the deadline which hasn’t yet been picked up by 
the service, then the request for a CCJ will be rejected.



Claimant has issued a CCJ
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The link in the notification will take the defendant to information 
about the CCJ and will advise that the judgement (and the request 
for the defendant to pay the claimant) has been sent by post.

If the defendant pays within one month and supplies evidence of 
payment to the court, then they will not have to worry about the 
judgement being added to a public register. If they do not pay 
within a month then their credit rating may be affected by the 
listing on the register, which will remain for 6 years.

Agents should support the user to read and understand the update. 
There is no further online process, but information is available 
online that may support the user and they should be helped to 
access it.

https://www.gov.uk/county-court-judgments-ccj-for-debt/ccjs-and-your-credit-rating
https://www.gov.uk/county-court-judgments-ccj-for-debt/ccjs-and-your-credit-rating
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Settlement agreement signed

Supporting users to view and 
download a copy of the settlement 
agreement



Settlement agreement signed
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The claimant will receive this notification if the 
defendant has accepted and signed a settlement 
agreement. This marks the final stage in the online 
claim process.

A link to the agreement is contained in the email, 
which the claimant can access to view the terms of 
the agreement.



Settlement agreement signed
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The user may wish to view and download the agreement 
for reference and safekeeping. They can do this by 
clicking the blue underlined link in the portal.

It may be important for the user to keep a copy of the 
agreement (printed or digital) so that they can refer to 
the it at a later date, should either they or the other 
party do something that breaks the terms. 

You should help the user to view the document and then 
to download or save it if they wish.



44

Settlement agreement not signed

Supporting users to view the 
update on their settlement 
agreement status and understand 
their options



Settlement agreement not signed
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The claimant will receive this notification if the 
defendant has chosen not to accept or sign the 
settlement agreement. They may also receive this 
notification if the defendant has not responded to the 
settlement agreement.

A link to the agreement is contained in the email, 
which the claimant can access to view details of the 
update.

If the defendant actively refused to accept the 
agreement, then the claim will be referred to a local 
court for review. This will be an offline process and 
the court will contact both parties directly.



Settlement agreement not signed
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If the defendant didn’t respond to the settlement 
agreement at all, then the claimant can request a 
CCJ (County Court Judgement).

You can support the user to view the update and 
they can decide whether they want to request a 
CCJ. This is a long task and should be booked with 
a partner.
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Any questions?



48

Uploading Documents



Uploading Documents
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When there has been a requirement for hearing 
documents to be uploaded, there is a blue 
highlighted panel at the top of the user's money 
claims home page. 

The user can click the ‘upload and submit 
documents’ link as shown by          to begin the 
process.

They can also see the bundle in other ways as 
shown by the next slide.

Agent Note: If there are Multiple Documents to 
upload this may need to be a long task.
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When uploading  hearing documents is required, it 
will appear in the hearing section of their money 
claims home page.

If the Upload hearing documents section is 
marked as ‘not available yet’ then it cannot be 
viewed at this time. 

If it is marked ‘Action needed’ then the user needs 
to click the ‘Upload hearing documents’ link as 
shown by 

Uploading Documents
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The user will get information on the requirements 
and deadlines for uploading documents.

The user must click ‘start now’ to begin the 
process as shown by

Uploading Documents
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The next page will cover what types of documents 
the user wants to upload. Users must tick the box 
next to the item to indicate they want to upload 
that document.

Its important to note that for each of the items 
ticked on this list, the user will have to provide the 
upload in the relevant section on the next page 
(the list can get quite long if they have a lot to 
upload)

The user must click ‘continue’ to begin the process 
as shown by

Uploading Documents
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The first section of the document upload in this example 
is disclosure, however the sections shown here depend on 
what the user has selected. 

(examples of these are on the following pages)

The user needs to provide all the information requested 
(some will cause error messages if not complete).

Users can use the ‘Add another’ button to upload more 
than one file.

When all evidence is uploaded, the user needs to click the 
green ‘Continue’ button at the bottom of the page to 
proceed.

Sections depend on user 
selection (next slide)

Uploading Documents
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This is an example of what the witness evidence 
section of the page asks for when a user wants to 
provide (upload) a witness statement as evidence.

When all evidence is uploaded, the user needs to 
click the green ‘Continue’ button at the bottom of 
the page to proceed.

Uploading Documents
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This is an example of what the Expert Advice 
section of the page asks for when a user wants to 
provide (upload) an Expert’s Report as evidence.

When all evidence is uploaded, the user needs to 
click the green ‘Continue’ button at the bottom of 
the page to proceed.

Uploading Documents
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This is an example of what the Trial documents 
section of the page asks for when a user wants to 
provide (upload) a Skeleton argument as evidence.

When all evidence is completed, the user needs to 
click the green ‘Continue’ button at the bottom of the 
page to proceed.

Uploading Documents
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The final page is the ‘Check your answers’ page the 
user needs to review their answers on this page.

The user can click ‘change’ on any of the uploaded 
items on this page by clicking the ‘Change’ link. This 
lets the user alter the information or upload another 
copy before submitting. 

Finally, the user must confirm the documents are 
correct and they understand they cannot withdraw 
them after submission. They do this by ticking the box 
and clicking the green ‘Submit’ button.

Sections depend on user selection for upload 
( it can be longer or shorted in sections)

Uploading Documents
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The final page should be a confirmation page like the 
image on the right of this page.

The user can click the green ‘view documents’ button 
to look at the uploaded documents post submission.

Uploading Documents
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Viewing the Hearing Bundle



Viewing the Hearing
Bundle

60

When a bundle is available, there is a blue 
highlighted panel at the top of the user’s money 
claims home page. 

The user can click the ‘Review the bundle’ link as 
shown by          to see the bundle.

They can also see the bundle in other ways as 
shown by the next slide.



Viewing the Hearing
Bundle

61

When a bundle is ready for the user to view, it will 
appear in the hearing section of their money 
claims home page.

If the view the bundle section says ‘not available 
yet’ then it cannot be viewed at this time. 

If it is marked available then the user needs to 
click the ‘view the bundle’ link as shown by 



Viewing the Hearing
Bundle

62

After clicking ‘View the bundle’ this page will 
appear.

User must click the link shown by

A pdf document will then appear on their browser 
with the bundle information.

To leave the page the user must click the green 
‘Close and return to case overview’ button.
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Pay a Hearing Fee 
(Card)



Pay a Hearing Fee 
(Card)

64

To pay a hearing fee the user needs to click the 
‘pay the hearing fee’ URL on the Home Page or by 
clicking the same text in the notification.

See the URLS marked by the          for the 
location.

Scroll down to find the hearing section



Pay a Hearing Fee 
(Card)

65

This will redirect the user from the HMCTS Service 
to a Government Payment service.

The User will need their Card Details, Billing 
Address and Contact Details ready.

They will get a confirmation email to confirm the 
payment.

£619



Pay a Hearing Fee 
(Card)
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Once complete the user will get a green confirmation 
screen to confirm their payment was successful.

They will also see a blue notification confirming this on 
their case page (below).
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Pay a Hearing Fee 
(Help with fees)

If a user does not have a 
HWF reference number –
They will need a long task 
with a partner.



Pay a Hearing Fee 
(Help with Fees)
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To pay a hearing fee the user needs to click the 
‘apply for help with fees’ URL on the Home Page 
or by clicking the same text in the notification.

See the URLS marked by the          for the 
location.



Pay a Hearing Fee 
(Help with Fees)
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This will redirect the user to a help with fees 
application page.

They must click the ‘Apply for Help with Fees 
(open in a new window)”URL and complete that 
process before clicking continue.



Pay a Hearing Fee 
(Help with Fees)
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The user will now need to either provide their help 
with fees reference number (starts with HWF). 

If they do not have a help with fees reference 
number they will have to complete the longer help 
with fees journey (please follow the help with fees 
guidance).

If a user does not have a HWF 
reference number – They will need a 
long task with a partner.



Pay a Hearing Fee 
(Help with Fees)
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The next page (if a HWF reference was provided) 
confirms the application is complete for HWF.

The user needs to now close the window and click 
the green  continue on the original window (see on 
the far right of this page)
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Viewing an Order



Viewing an Order
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To View to an order the user needs to click the 
‘View the Order’ URL on the Home Page or by 
clicking the same text in the notification.

See the URLS marked by the          for the 
location.
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Confirming Trial Arrangements



Confirming Trial 
Arrangements
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To confirm trial arrangements the user needs to 
click the ‘confirm your trial arrangements’ URL on 
the Home Page or by clicking the same text in the 
notification.

See the URLS marked by the          for the 
location.

The user can also refer to the ‘questionnaire you 
submitted’ if they are not sure what they had said 
previously. See        for the location.



Confirming Trial 
Arrangements
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The user will be greeted with a page that explains 
information around the process for finalising their 
trial arrangements. 

The user can also refer to the ‘directions 
questionnaire’ if they are not sure what they had 
said previously. See        for the location.

To start the process, the user needs to click the 
Green ‘Start now’ Button.



Confirming Trial 
Arrangements
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Next the user will be asked if their case is ready 
for trial. It’s important the user reads this page 
carefully before making their decision.

The User must select ‘Yes’ or ‘No’. They then need 
to click the green ‘Continue’ button to proceed.

If the user selects ‘No’ they should be sure to read 
and understand the text on screen carefully as it 
does not stop the process, and other action will 
need to be taken by them.



Confirming Trial 
Arrangements
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The user will then be asked about changes and 
have to confirm ‘Yes’ or ‘No’. They can also add 
detail with a text box.

The user can also refer to the ‘directions 
questionnaire’ if they are not sure what they had 
said previously. 

To continue they need to click the green ‘Continue’ 
button.



Confirming Trial 
Arrangements
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The user will next be given another page to read 
about the trial information, they will also be given 
an optional opportunity to provide any other 
information they feel the court needs to know via 
the text box. 

The use must click the green ‘continue’ box to 
proceed.



Confirming Trial 
Arrangements
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Finally the user needs to review their responses, 
they can click the ‘Change’ link next to any 
response to update it. 

The use must click the green ‘Submit’ button to 
complete this process. 



Confirming Trial 
Arrangements
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The user will be shown the green confirmation 
page to signify the process has been completed.

The user can click the green ‘Go to your account’ 
button to return to their case view.
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Read and Review Order



Read and Review 
Order

83

To read and review an order the user needs to 
click the ‘read and review this order’ URL on the 
Home Page or by clicking the same text in the 
notification.

See the URLS marked by the          for the 
location.

If the user does not agree with something in the 
order they need to click ‘ask the court to review 
it’. As show by 



Read and Review 
Order

84

If the user wants to ask the court to review the 
order and clicks the URL, they will be brought to 
the screen shown to the right. 

They can choose to complete the text box to give 
details.

The user must click the green ‘Continue’ button to 
proceed.



Read and Review 
Order

85

The user must now review their answers. If they 
want to change any of their answers they need to 
click the ‘Change’ link as show by 

Finally the user must then click the green ‘Submit’ 
button to complete this process. 

Users can also choose to stop this request at this 
stage by clicking the 'Cancel’ link at the bottom of 
the page.



Read and Review 
Order

86

The user will now be shown a green confirmation 
page to confirm that the request is complete.

The user must click the green ‘Close and return to 
case overview’ button to go back to their case. 
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04
Recognising 
OCMC Long 
Tasks
When to book a 
Partner appointment
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• Review the Defendant’s 
Response

• Request a CCJ

• Sign a Settlement Agreement

Long tasks – quick links

Currently supported:
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Review the Defendant’s Response

This notification is generated in the 
claimant’s portal when a 
defendant has responded to the 
claim. 



Review the Defendant’s Response
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If upon clicking “View” under the “Actions” 
column, the user is being asked to “View and 
respond” to the update on the portal this is a long 
task.

“View and respond” is a clear indication that a 
longer appointment is needed should the user 
choose to be supported.

If the user would like support to submit their 
response, then an appointment with a partner 
should be booked. 
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Note:

If the user indicates that they will choose “Counterclaim” (which is a paper process) an appointment 
won’t be needed. In this instance they should be signposted to form N9B on gov.uk, or to CTSC if they 
want further guidance.

If the user has missed the deadline to review, as indicated on their dashboard, then they should be 
signposted to CTSC as they would either need to request an extension or move to the paper process.

Review the Defendant’s Response
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Request a CCJ

If the user chooses to request a 
County Court Judgement



Request a CCJ
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If the user is given the option to “Request a CCJ” 
this means that they can request that the case is 
settled by a County Court Judge instead of 
between both parties through the online portal.

This is a clear indication to that a longer 
appointment is needed should the user choose to 
be supported.

If the user would like support to make the 
request, then an appointment with a partner 
should be booked.
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Sign a Settlement Agreement

If the claimant requests a formal 
settlement agreement with the 
defendant



Sign a Settlement Agreement
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In this situation the defendant is notified that the 
claimant has requested a formal settlement 
agreement. The user will be given the option to 
“View and sign the agreement”.

This is a legal repayment plan, and the user has 7 
days to sign it otherwise the claimant can request 
a CCJ (County Court Judgement). 

If the user would like support to view and sign the 
agreement, then an appointment with a partner 
should be booked.



9696

Any questions?
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06
Index
Search for key terms 
within this pack
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Index
Hearing details
IT error
Long tasks
Money Claim Online (MCOL)
Notifications
Offer to pay
Paper response (defendant)
Passwords
Repayment plan
Request a CCJ
Resetting passwords
Review the defendant’s response

Settlement agreement refused or 
not signed
Settlement agreement signed
Short tasks
Sign a settlement agreement
Sign in
Updating hearing details
Uploading evidence
View and respond
View and sign
Viewing documents
Viewing the hearing bundle
Vulnerability

Bulk claims
CCJ issued or requested
Claim issued to defendant
Claim number
Claim transferred to local court
Counterclaim
Defendant has requested extra 
time
Defendant’s response (review)
Evidence
Extra time
Hearing bundle
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05
Glossary

Key terms and 
definitions
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Glossary
CTSC
Court & Tribunal Service Centres

Counterclaim
A counterclaim is when the 
defendant in the dispute decides 
to respond to the original claim 
with their own claim.

Dashboard
The front page of the user’s 
online portal

Defendant / Respondent
A person against whom a 
criminal or civil action is brought

HMCTS
His Majesty’s Courts and 
Tribunals Service

Notification
Message received via email (or 
post) communicating a change 
or update in the proceedings

CCJ
County Court Judgement

Claim
A demand for money, for 
property, or for enforcement of a 
right provided by law

Claimant
A person making a claim, 
especially in a lawsuit or for a 
state benefit
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Glossary
Settlement
If the defendant and claimant 
cooperate to reach a resolution 
about their case this is called a 
settlement.

OCMC
Online Civil Money Claim
- also called Money Claims, or
Money Claims – new beta 
service

Portal
The online home of the user’s 
case



Thank you!
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