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Delivery of Strategic Objectives
Select our relevant Strategic Objective(s).
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 have an obligation to publish data on complaints under the Scottish Public Services Ombudsman (SPSO) model code.	
Executive Summary:			
There were a low volume of complaints, and no systemic problems were identified, with minor administrative errors being the source of upheld complaints. 
Previous Consideration 
Meeting: 26 May 2025.
Details:  The board were presented with the Q3 & Q4 2024-25 report. Members noted the report. 
Report
This report covers closed complaints for the period starting April 2025 to end September 2025 (Q1 & Q2 2025-26 period). 

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 five 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 organisation 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 2025
In quarter one there were two frontline complaints closed. One was partially upheld. 
	Quarter One Partially Upheld Complaint
	Complainer
	Department
	Complaint Category

	Complaint A
	Solicitor
	Civil Applications
	Mistake in Decision Making



Complaint A related to the refusal of an application. While it was accepted the terms for refusal were correct, they could have been expressed in a more detailed and constructive manner. An apology was issued to the solicitor and the Head of Civil and Children’s Legal Assistance, Wendy Dalgliesh, spoke to team members about framing such refusals in future. 

Quarter 2 – July – September 2025
In quarter two there were three frontline complaints closed. None were upheld. 
Investigation Complaints Closed
Quarter 1 – April to June 2025
In quarter 1 there were seven investigation complaints closed. Of these, two were upheld and one was partially upheld.
	Quarter One Upheld Investigation Complaints
	Complainer
	Department
	Complaint Category

	Complaint B
	Solicitor
	Civil Applications
	Poor communication or standard of service

	Complaint C
	Applicant
	Civil Finance
	Treatment by staff or staff attitude



Complaint B was from a solicitor who had not received correspondence relating to an amendment for a case cost increase. This was due to an IT system error. An apology was issued and the technical matter raised and resolved with Digital Services. The error was put down to a glitch rather than a recurrent problem.
Complaint C was an applicant who was of the view that we did not show an appropriate degree of empathy when dealing with their case. A full explanation and apology were provided and training requirements for staff were identified and actioned. 
	Quarter One Partially Upheld Investigation Complaints
	Complainer
	Department
	Complaint Category

	Complaint D
	Applicant
	Civil Finance
	Treatment by staff or staff attitude



The complainer in complaint D was of the view that their application had been dealt with in an incompetent manner. An error had been made when assessing financial information and there had been some confusion on the part of the assessment officer over certain transactions, which had upset the applicant. An apology was issued and steps were taken to avoid similar problems. The error did not affect the outcome of the application. 
Quarter 2 – July to September 2025
In quarter 2 there were nine resolved investigation complaints. One was justified and four were partially justified. 
	Quarter Two Upheld Investigation Complaints
	Complainer
	Department
	Complaint Category

	Complaint E
	Other
	Civil Finance
	Poor communication or standard of service



Complaint E was from an opponent who had not been sent follow-up correspondence despite several reports being submitted to SLAB in relation to the financial eligibility of the applicant. This was due to an initial error in the spelling of the opponent’s name, which was not identified at the time. An apology was issued and the matter rectified. 
	Quarter Two Partially Upheld Investigation Complaints
	Complainer
	Department
	Complaint Category

	Complaint F
	Other
	Civil Applications
	Failure to follow proper procedure

	Complaint G
	Other 
	Civil Applications
	Dissatisfaction with SLAB policy or procedures

	Complaint H
	Assisted Person
	CLAO
	Other

	Complaint I
	Assisted Person
	CLAO
	Treatment by staff or staff attitude



Complaint F related to an opponent who was of the view that legal aid was granted before the expiry of the time limit for them to provide representations as to why a legal aid grant should not be made. An administrative error had been made with the timescale but there was no material effect on the application in question. An apology was made and staff were spoken to regarding adherence to timescales. 
Complaint G was from an opponent who was dissatisfied with the procedures used in a legal aid application. Although the core of the complaint relating to mishandling and alleged corruption on the part of SLAB was not upheld, it was accepted that communication with the opponent could have been clearer in relation to the representations they made. An apology was issued and there was an undertaking to be clearer in such communications in the future. 
Complaint H centered around an assisted person disputing their contributions. There was no error in the calculation, but it was accepted the communication could have been clearer. An apology was made. 
Complaint I related to a complaint from a CLAO client about a delay in the progress of their case. It was acknowledged that there was a delay, due to unplanned leave and temporary staff shortages, but that the delay did not materially affect the case. An apology was issued to the complainer. 
Governance links 
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 SPSO. 
4. Performance
Complaints are a key way in which we inform the setting of our performance benchmarks.
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 
Analysis of the resolved complaints in Q1 & Q2 shows most complaints relate to isolated administrative errors and corrective action was taken to ensure specific errors were not repeated. Given the overall volume of business, these complaints do not demonstrate there has been any systemic problems identified with staff, policies or procedures. 
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Appendix and/or further reading links
Table 1: Q1 Frontline Complaints
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Table 2: Q2 Frontline Complaints
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Table 3: Q1 Investigation Complaints
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Table 4: Q2 Investigation Complaints
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Department Total Complaints Upheld Part Upheld Not Upheld Resolved Applicant AP Solicitor Main Category of Complaint Y N

Civil Applications 1 1 1 Mistake in decision making 1

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



Q1 Findings Complainer On time?

Other
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Department Total Complaints Upheld Part Upheld Not Upheld Resolved Applicant AP Solicitor Main Category of Complaint Y N

Civil Applications 2 2 1 Poor communication or standard of service 2

CLAO 1 1 Other 1

Other

1

1

Q2 Findings Complainer On time?
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Department Total Complaints Upheld Part Upheld Not Upheld ResolvedApplicant AP Solicitor Main Category of Complaint Y N

Civil 

Applications 1 1 1

Poor communication or 

standard of service 1

Civil Finance 6 1 1 4 1

Poor communication or 

standard of service 6

Q1

1



Findings Complainer On time?

Other


image5.emf
Q2

Department Total Complaints Upheld Part Upheld Not Upheld ResolvedApplicant AP Solicitor Main Category of Complaint Y N

Civil 

Applications 3 2 1 1

Failure to follow proper 

procedure 3

Civil Finance 3 1 2 1

Disatisfaction with SLAB 

policy and procedures 2 1

CLAO 3 2 1 1 2

Poor communication or 

standard of service 1 2

2

2



Findings Complainer On time?

Other
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Frontline Complaints Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Total 2024/25 Total 2023/24 Total 2022/23

Total Complaints 1 2 1 4 5 3 5 1 6 1 6 6 2 3 19 14 8

Total Upheld 0 1 1 0 3 0 0 1 0 0 1 1 0 0 2 (11%) 4 (29%) 2 (25%)

Total Part-Upheld 1 0 0 1 0 1 0 0 2 0 0 1 1 0 2 (11%) 1 (7%) 2 (25%)

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

Total Complaints 12 9 11 6 9 6 14 9 11 3 8 7 7 9 29 38 38

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

Total Part-Upheld 4 2 3 4 0 1 2 0 2 0 2 0 1 4 4 (14%) 3 (8%) 13 (34%)

2022-2023 2023-2024 2024-2025 2025-26


