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Report No: SLAB-2024-21

Delivery of Strategic Objectives
Select the Strategic Objective(s) relevant to the issues.
1. Our timely, clear and consistent decisions on legal aid applications and accounts deliver a positive customer experience.
	Report to:
	The Board

	Meeting Date:
	20 May 2024

	Report Title
	[bookmark: _Hlk182566430]Complaints Update: Quarters 3 and 4 (October 2023 to March 2024)

	Report Category
	For Discussion


	Issue status:

	Business as usual

	Written by:
	Stuart Drummond, Corporate Governance and Policy Officer 


	Director responsible:
	Colin Lancaster

	Presented by:
	Andrew McIntosh

	Contact details:
	McIntoshan@slab.org.uk


	Link to Board or Committee Remit

	This paper is linked to the Board’s function of overseeing performance. 



	Publication of the Paper

	This paper is suitable for publication. The information is not sensitive and we are obligated to publish data on complaints under the SPSO model code.



Previous Consideration
	Meeting
	Detail

	May 2023
	Members were provided with the quarter three and four reports for 2022-23 and noted the paper. 

	November 2023
	Members were provided with the quarter one and two reports for 2023-24 and noted the paper. 



	Report


Background
1. This report covers resolved complaints for the period October 2023 to March 2024 (quarters three and four). 
2. Table 5 appended shows the number of resolved complaints across previous quarters to allow a quarter by quarter comparison. 
3. Frontline complaints are those that are straightforward and easily resolved with little or no investigation required. These complaints have a response deadline of five working days.
4. Investigation complaints are those that have not been resolved at the frontline or for issues that require investigation and may be serious, complex or high risk. These complaints have a response deadline of 20 working days.

Analysis
Frontline complaints resolved: 
Quarter 3, October to December 2023
5. See Table 1 appended.
6. In quarter 3 there were a total of five resolved frontline complaints. None of these were upheld.

Quarter 4, January to March 2024
7. See Table 2 appended.
8. In quarter 4 there was one frontline complaint resolved. It was upheld.

Quarter 4 Upheld Frontline Complaint
	
	Complainer
	Department
	Complaint Category

	Complaint A
	Solicitor
	Civil Applications
	Mistake in Decision Making



9. The complaint related to a delay in the granting of a related Special Urgency application. This was delayed while we waited for a related children’s legal aid application to be granted. The solicitor was spoken with, and a solution agreed to the satisfaction of all parties. There was no serious failing identified. 

Investigation Complaints Resolved

Quarter 3, October to December 2023
10. See Table 3 appended. 
11. There was a total of 14 investigation complaints resolved in quarter 3. 
12. One was upheld and two were partially upheld.

Quarter 3 Upheld Complaint
	
	Complainer
	Department
	Complaint Category

	Complaint A
	Applicant
	Civil Finance
	Poor Communication or Standard of Service



13. The upheld complaint involved a misinterpretation of the applicant’s living circumstances. We had understood that the complainant was living with their partner which caused them offence. An apology was made, and our records amended. 

Quarter 3 Partially Upheld Complaints
	
	Complainer
	Department
	Complaint Category

	Complaint B
	Applicant
	Civil Finance
	Poor Communication or Standard of Service

	Complaint C
	Solicitor
	CEO
	Poor Communication or Standard of Service



14.  Complaint B involved an applicant who complained about SLAB having an incorrect name on the system and chasing them for payment. The first part of the complaint was upheld, and an apology was issued for not updating the name on the system. The second part of the complaint was not upheld but a full explanation of why money was due, and the documentation required was provided. 

15. Complaint C related to a solicitor firm complaining about the COP26 duty plans and our failure to handle the complaint in good time. The firm had complained that by participating in the COP26 duty plan they had effectively been ostracised by their local faculty, who had encouraged a boycott of the scheme. There was an apology issued about the lack of communication in relation to the complaint but the substantive element of the complaint in relation to the duty scheme was not upheld. 

Quarter 4, January to March 2024
16. See Table 4 appended. 
17. There were nine investigation complaints resolved in quarter 4. 
18. None of these complaints were upheld.

Conclusion
19. Overall, complaint numbers remain low. 
20. At the November 2023 Board meeting, figures were requested on the number of applications and payments to provide context for the number of complaints. During the period 2023-24 there were:
a. 46,000 grants of Civil Legal Assistance 
b. 102,000 grants of Criminal Legal Assistance
c. 41,000 civil cases paid to solicitors
d. 87,000 criminal cases paid to solicitors
e. 6,000 children's legal aid cases paid to solicitors.
21. As with previous reports, there have been no systemic failures identified with upheld complaints which all involved minor errors or oversights.
22. On 29 April 2024 we introduced new software, eCase, which is a case handling platform. Complaints recording will be migrated over to this new software in due course, which should improve the user experience of recording complaints.

	
	Governance Links

	1
	Finance and Resources
No issues of note.

	2
	Risk 
Complaints are an important way in which we can assess our service. Acting because of upheld complaints is a key control for several risks that we face.

	3

	Legal and Compliance
Our complaints handling procedure follows a mandatory model supplied by the Scottish Public Services Ombudsman. 

	4
	Performance
No issues of note.

	5
	Equalities Impact
No equalities impact assessment is relevant to this paper.

	6
	Privacy Impact and Data Protection
Nothing to note.

	7
	Communications and Engagement
This paper will be published as part of our ongoing commitment to publish board papers.

	Conclusion and next steps

	Members are asked to note and comment on the report. 

	Appendices/Further Reading

	Appendix A: Frontline Complaints Tables, Investigation Complaints Tables, Quarter comparison.
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APPENDIX A - TABLES

Table 1 – Q3 Frontline Complaints
[image: Frontline complaints had five total.]

Table 2 – Q4 Frontline Complaints
[image: Frontline complaints in quarter four totalled one.]

Table 3 – Q3 Investigation Complaints
[image: Investigation complaints for quarter three totalled 14.]



Table 4 – Q4 Investigation Complaints
[image: Investigation complaints for quarter four totalled 9.]

Table 5 – Quarter by Quarter Comparison
[image: A table showing comparisons of total complaints by quarter from 2021-22, 2022-23 and 2023-24.]
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Q3

Department Total Complaints Upheld

Part 

Upheld

Not 

Upheld

ResolvedApplicant AP Solicitor

Main Category of 

Complaint

Y N

Civil Applications 2 2 2

Mistake in decision 

making, poor 

communication or 

standard of service

2

PDSO & SCL 3 3 2

Treatment of staff or 

staff attitude

1 2

Findings Complainer On time?

Other

1
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Q4

Department

Total 

Complaints Upheld

Part 

Upheld

Not 

Upheld ResolvedApplicant AP Solicitor

Main Category of 

Complaint Y N

Civil 

Applications

1 1 1

Mistake in Decsion 

Making

1

Findings Complainer On time?

Other
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Q3

Department Total Complaints Upheld

Part 

Upheld

Not 

Upheld

ResolvedApplicant AP Solicitor

Main Category of 

Complaint

Y N

CEO 1 1 1

Poor 

Communication 

or standard of 

service

1

Civil Applications 8 8 5

Mistake in 

decision making

8

Civil Finance 4 1 2 2 1

Poor 

Communication 

or standard of 

service

3 1

CLAO 1 1

Treatment by 

Staff or Staff 

attitude

1

On time?

Other
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1

1

Findings Complainer
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Q4

Department Total Complaints Upheld

Part 

Upheld

Not 

Upheld ResolvedApplicant AP Solicitor

Main Category of 

Complaint Y N

Civil Applications 3 3

Poor communication 

or standard of service, 

Mistake in decision 

making, 

Dissatisfaction with 

SLAB 

Policies/Procedures

3

Civil Finance 5 5 4

Dissatisfaction with 

SLAB 

Policies/Procedures

5

PDSO & SCL 1 1 1 Other 1

1

Findings Complainer On time?

Other

3
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Frontline Complaints Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Total 2023/24 Total 2022/23 Total 2021/22 Total 2020/21 Total 2019/21

Total Complaints 3 3 2 2 1 2 1 4 5 3 5 1 14 8 10 15 16

Total Upheld 1 0 1 1 0 1 1 0 3 0 0 1 4 (29%) 2 (25%) 3 (30%) 0 0

Total Part-Upheld 1 0 1 0 1 0 0 1 0 1 0 0 1 (7%) 2 (25%) 2 (20%) 1(7%) 1 (6%)

Investigation Complaints Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Total 2023/24 Total 2022/21 Total Total Total

Total Complaints 8 10 7 6 12 9 11 6 9 6 14 9 38 38 31 45 56

Total Upheld 0 2 0 3 0 1 2 1 0 1 0 0 1 (3%) 4 (10%) 5 (16%) 10 (22%) 6 (11%)

Total Part-Upheld 1 1 2 2 4 2 3 4 0 1 2 0 3 (8%) 13 (34%) 6 (19%) 3 (7%) 2 (4%)

2021-2022 2022-2023 2023-2024


