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Delivery of Strategic Objectives
1 – Administration: Our timely, clear, and consistent decisions on legal aid applications and accounts deliver a positive customer experience.	
Link to Board or Committee remit:	
This paper is linked to the Board’s function of overseeing performance. 
Link to Risk Management:			
Complaints are an important way in which we can assess our service. Action taken in the case of upheld complaints is a key control for several risks that we face.
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.	
Executive Summary:			
Overall complaint numbers remain low with no serious failings or systemic problems identified. 
Previous Consideration 
Meeting:	20 May 2024
Details: 	Members were presented with the Quarter 3 & 4 update for the 2023-24 period.     
                             Members noted the report. 
Report
Background
This report covers closed complaints for the period starting April 2024 to the end of September 2024 (quarters one and two). 
Table 5 appended shows the number of closed complaints across previous quarters to allow a quarter by quarter comparison. 
Frontline complaints are those that are straightforward and easily resolved with little or no investigation required. These complaints have a response deadline of 5 working days.
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.
In addition to recording whether a complaint has been “upheld” or “not upheld” the SPSO introduced a further category of “resolved”. According to the SPSO, a complaint is considered resolved when both the customer and the organization agree on a course of action to fully resolve the issue. This agreement does not require a decision on whether the complaint was upheld or not.
Frontline complaints closed
Quarter 1, April to June 2024

See Table 1 appended.
In quarter 1 there were a total of six closed frontline complaints. Of these, two were partially upheld. 
Quarter 1 Partially Upheld Frontline Complaints

	
	Complainer
	Department
	Complaint Category

	Complaint A
	Solicitor
	Civil Applications
	Poor Communication or standard of service

	Complaint B
	Solicitor
	Civil Applications
	Procedure/Technical




Complaint A referred to a minor administrative error where an email referred to an attachment that was not included. In the event the attachment was not required, and the original email should have been sent without any reference to an attachment. An apology was issued. 
Complaint B involved a technical issue with legal aid online where the amendment of a category code was refused. An apology was issued and the procedure with legal aid online was clarified with the solicitor. There was no underlying technical problem identified. 

Quarter 2, July to September 2024

See Table 2 appended.
In quarter 2 there was one frontline complaint closed. It was not upheld and resolved. 
Investigation Complaints Closed
Quarter 1, April to June 2024

See Table 3 appended. 
In quarter 1 there were 11 frontline complaints closed. Of these, one was upheld and two were partially upheld. 
Quarter 1 Upheld Investigation Complaint
	
	Complainer
	Department
	Complaint Category

	Complaint C
	Other
	Legal Services Technical 
	Poor Communication or Standard of Service



Complaint C referred to a delay in providing a decision on accounts that had been submitted to us in connection with a firm of solicitors that had gone into liquidation. The delay in the decision on the accounts was causing delays with the liquidation process. We accepted that there had been undue delay and a full apology was issued and the matter relating to the accounts was resolved. 
Quarter 1 Partially Upheld Complaints
	
	Complainer
	Department
	Complaint Category

	Complaint D
	Applicant
	Civil Applications 
	Dissatisfaction with SLAB Policy or Procedures 

	Complaint E
	Other
	Civil Applications 
	Poor Communication or Standard of Service



Complaint D involved an allegation of sexism in the suspension of legal aid for a divorce case. The complainer was of the view the decision made to suspend legal aid was based on him being male. The sexism aspect of the complaint was not upheld as all the relevant tests had been applied correctly without discrimination. However, due to a misunderstanding with the applicant’s solicitor, legal aid had been suspended. We upheld that aspect of the complaint and, in addition to reinstating legal aid, an apology was issued to the complainer. 
Complaint E was in relation to our communications about an application for legal assistance. The complainer found our communication unclear and was not sure what the grant of legal aid covered. The complaint involved a complex case and while there had been no mishandling on our part, it was accepted that things could have been more clearly explained. The complainer – an opponent’s solicitor – was provided with a chronology of the case including an explanation of what had been granted and when. 
A particular technical issue involving the refusal of an amendment application when it contains craves was highlighted as a particular source of confusion and we recognised that such an issue could be considered for the re-write of the application system to avoid future confusion.  
Quarter 2, July to September 2024
In quarter 2 there were 3 investigation complaints closed. None were upheld.
Child Friendly Complaints Process
The SPSO has published a child friendly complaints process intended to provide best practice guidance on how to deliver the Model Complaints Handling Procedure in a way that meets children’s rights under the UNCRC.  
We are incorporating this process into our current complaints handling process, which is closely follows the SPSO’s Model Complaints Handling Procedure. 
The process should be used whenever a child is involved in a complaint. This is when: 
· A child raises a complaint directly.
· An adult raises a complaint at the request of a child. 
· An adult raises a complaint about matters which affect a child.
We anticipate very few complaints involving a child and if we do it is likely that that they would be an adult raising a complaint about a matter involving a child.  
That said, we cannot rule out the possibility that a greater awareness of a child friendly complaints process will increase the number of complaints involving a child.
Conclusion
Complaint numbers were low in the reporting period.  
Of the complaints that were upheld or partially upheld, most of these were because of minor errors.
A technical issue was identified because of one complaint and an undertaking was made to address this as part of a rewrite of the applications system. 
Work will begin shortly to migrate our complaints handling process from JIRA to eCase, which has a better user interface than JIRA and should simplify and improve the recording of complaints. 
Governance links 
Any relevant information linked to key heads of corporate governance.
1. Finance and resources 			
N/A.
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
N/A.
5. Equalities impact
N/A.
6. Privacy impact and data protection
N/A.
7. Communications and engagement
This paper will be published as part of our ongoing commitment to publish board papers.
Conclusion and next steps 
8. Members are asked to note and comment on the report. 
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Appendix and/or further reading links
Appendix A – Tables

Table 1 – Q1 Frontline Complaints
[image: Table showing total number of frontline complains for Q1. ]
Table 2 – Q2 Frontline Complaints
[image: Table 2 showing total number of frontline complaints Q2. ]
Table 3 – Q1 Investigation Complaints
[image: Table 3 showing total number of Investigation complaints in Q1 with a total of 11. 1 was upheld, 2 were part upheld and 8 were not upheld. ]


Table 4 – Q2 Investigation Complaints
[image: Table showing total number of investigation complaints in Q2, which was three, two of which were not upheld and one resolved. ]
Table 5 – Quarter by Quarter Comparison
[image: Table showing frontline and investigation complaints numbers by quarter comparison from 2021-22 to 2024-25. Total complaints were 10 in 2021-22, 8 in 2022-23 and 14 in 2023-24.]
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Q1

Department Total ComplaintsUpheldPart UpheldNot UpheldResolvedApplicantAPSolicitor Main Category of Complaint Y N

CLAO 4 4 Poor Comminication or Standard of Service 1 3

Civil Applications 2 2 2

Poor Comminication or Standard of Service (1) 

Procedure/Technical (1) 2

Totals 6 2 4 2 3 3

4

4

Findings Complainer On time?

Other
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Q2

Department Total ComplaintsUpheldPart UpheldNot UpheldResolvedApplicantAPSolicitor Main Category of Complaint Y N

CLAO 1 1 Dissatisfaction with SLAB Policy/Procedure 1

Totals 1 1 1

Findings Complainer On time?

Other

1

1
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Q1

Department Total ComplaintsUpheldPart UpheldNot UpheldResolvedApplicantAPSolicitor Main Category of Complaint Y N

Civil Applications 4 2 2 1 1 Dissatisfaction with SLAB Policy/Procedure 3 1

Civil Finance 1 1 1 Poor Communication or standard of service 1

CLAO 3 3 1 Treatment by staff 1 2

Legal Services Technical 1 1 Poor Communication or standard of service 1

PDSO/SCL 2 2 2 Poor Communication or standard of service 1 1

Totals  11 1 2 8 4 1 1 7 4 5
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Q2

Department Total ComplaintsUpheldPart UpheldNot UpheldResolvedApplicantAPSolicitor Main Category of Complaint Y N

Civil Accounts 1 1 1 Poor Communication or standard of service 1

Civil Applications 1 1 Dissatisfaction with SLAB Policy/Procedure 1

Civil Finance 1 1 1 Dissatisfaction with SLAB Policy/Procedure 1

Totals  3 2 1 1 1 3

1

1

Other

Findings Complainer On time?
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Frontline Complaints Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Total 2023/24 Total 2022/23 Total 2021/22

Total Complaints 3 3 2 2 1 2 1 4 5 3 5 1 6 1 14 8 10

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

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

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

Total Complaints 8 10 7 6 12 9 11 6 9 6 14 9 11 3 38 38 31

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

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

2021-2022 2022-2023 2023-2024 2024-2025


