
  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 Legal Ombudsman 

 

 

 

 

 

 



 

 Legal Ombudsman 

 

The Legal Ombudsman has made significant progress since it was 

created just over four years ago. The scheme, which is administered by 

the Office for Legal Complaints (OLC), under the Legal Services Act 

2007 was created by Parliament as the independent, impartial, ósingle-

point-of-entryô Ombudsman scheme for consumersô legal complaints.  

 

And from later in 2014, we will begin to accept complaints about claims 

management companies, following the Governmentôs December 2013 

decision to extend our remit to resolve complaints in this complex area. 

This is a significant development since we first began to develop this 

strategy; we have included here as much information as possible while 

we work with the Ministry of Justice, regulators and others to fully 

understand the scope and volume of work in this area. Our view remains, 

however, that planning assumptions and targets for this work should be 

produced and measured separately. There must be no confusion. In 

addition, our delivery of current work must not be, or be perceived to be, 

adversely impacted by the extension of the remit of our service. Indeed, 

we expect that in the medium term the service we offer to our existing 

customers will be enhanced. 

 

The published KPIs for the organisation speak for themselves ï our 

performance has improved year on year and we are now accepted as a 

recognised and respected part of the legal and consumer landscapes. 

Having said that, we continue to strive for improvements, working 

towards what we see as full operational effectiveness. Business and 

staffing models are now beginning to take shape with the benefit of 

operational experience and learning. In this sense, we are confident that 

we are progressing towards becoming one of the most effective and 

efficient alternative dispute resolution schemes available to consumers, 

with our attention remaining on ensuring the quality of our decisions as 

well as our unit cost over the coming period. 

 

Earlier this year, we called for the recently approved EU Directive on 

alternative dispute resolution (ADR) to be used as an opportunity to look 

again at the approach to providing redress so that future challenges are 

met and access for consumers simplified. The Directive will require ADR 

to be available for traders in all sectors and will apply to complaints 

regarding contractual obligations about services and products instigated 
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by a consumer against a business (including those who provide 

professional services) from 2015. This, alongside the innovation and 

evolution happening across the legal services and other professional 

markets, as well as a focus again on consumer rights and access to 

justice, means we continue to face new challenges to make sure the 

Ombudsman remains modern and relevant. 

 

What underpins this strategy is the idea that we should seek to help 

create a system that is accessible, transparent, effective and efficient 

both for consumers and for businesses. Many consumers will not think 

about who provided a service or where the boundaries in definition lie. 

Legal services for one are increasingly becoming entwined with other 

professional services. This lack of clarity around regulatory boundaries 

can be problematic for consumers as well as for businesses which must 

grapple with more than one set of sometimes conflicting requirements if 

they operate in more than one sector. 

 

All stakeholders need to respond to these changes. But if we are to 

secure the right framework to support consumers and businesses and 

the broader marketplace, we believe what is needed is a concerted and 

coordinated action to seek improvements both within the Ombudsman 

and also to ensure a better system and market practices overall. To do 

this, we need the right systems and information to help us resolve 

disputes and feed those lessons back to inform the market, regulators 

and policymakers.  

 

Our strategy seeks to respond to the opportunities provided in the 

existing Legal Services Act 2007, which set up the Legal Ombudsman, 

that allow it to provide redress related to a much broader range of 

services. We also want to recognise and invest in the skills of the 

organisation in delivering other forms of alternative dispute resolution, 

acknowledging that formal Ombudsman decision is appropriate to 

resolve some, but not all, disputes. At the moment the Legal 

Ombudsman can help put things right for consumers only if service 

providers are regulated. The timing is right to think about how the Legal 

Ombudsman could consider broadening its approach to redress to mirror 

changing consumer behaviour and innovations in legal services and 

beyond, which are eroding traditional boundaries between sectors. 

 

Elizabeth France CBE    Adam Sampson  

Chair of the Office for Legal Complaints  Chief Ombudsman 
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As we said above, the context in which we are doing our work is 

changing rapidly. When the Legal Services Act was passed, legal 

services were still delivered in a largely traditional manner: in face to face 

conversations with qualified lawyers in high street offices up and down 

the country. Six years later, we have alternative business structures, 

internet-based services, and complex delivery structures which may or 

may not be legally owned, legally staffed and legally regulated. Sharing 

information and learning from complaints is becoming increasingly vital.  

 

That is the new reality to which the Legal Ombudsman must adjust. 

Some of that adjustment can be made by simple improvements to our 

processes and procedures. Improving our IT will allow us to take 

advantage of the technological advances which have been made since 

we began work in 2010 and deliver more ï and more efficiently ï to users 

of our service who are increasingly IT literate and who increasingly 

expect the sort of 24-hour, immediate access which modern IT allows. 

The changing economic environment, with more competition among legal 

providers and less money going to fund legal aid, for example, requires 

us to look even more critically at our cost base, continuing to drive down 

our unit costs and look for ways of delivering our service more efficiently. 

The fact that we now have three years worth of information about the 

number and profile of consumer complaints being made allows us to 

refine our business process to manage demand more effectively. In 

2014-15 we will be dealing with complaints about claims management 

companies for the first time. In addition to providing an independent 

complaint scheme for this industry, we will also achieve economies of 

scale which we believe will benefit our existing stakeholders. The 

amendments to the Banking Reform Act 2013 that bring about this 

change have implications for the financial arrangements set out in the 

Legal Services Act 2007. As we implement these changes, we intend to 

ensure that the new jurisdiction is functionally separate from our existing 

work so its costs can be tracked and reported separately to ensure that 

they are apportioned correctly between professional communities. Any 

impact will be isolated and contained without affecting the handling of 

legal complaints; for this reason we expressed our current (limited) 
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planning assumptions for CMC work separately from our existing 

jurisdiction. 

 

However, some of the changes which are taking place in the external 

environment cannot easily be accommodated by our organisation within 

our existing legal framework. The increasingly complex nature of some of 

the organisations providing legal services challenges the edges of the 

existing system of regulation of legal services. With current Ministerial 

policy not in favour of extending the ambit of regulation, a significant 

proportion of legal service provision will remain beyond the statutory 

jurisdiction of the Ombudsman scheme.  

 

Moreover, there are signs that a range of professionals outside the 

traditional legal structures are becoming interested in providing legal 

services as part of a bundled professional services offer. One of the 

accountancy regulators is investigating the possibility of regulating legal 

activity. Insurance companies are buying up law firms. These changes 

confuse an already confused consumer market and expose the gaps and 

overlaps in regulation and redress provision. 

 

It is in this context that the EU ADR Directive offers a real opportunity to 

revisit the way that consumers access redress. By the time this strategy 

is finalised, we may know more about the way in which Government is 

intending to implement the Directive. However, it is clear that this is an 

area where we need to use the experience we have gained over the past 

four years to help inform the direction of policy and be ready to help 

implement the policy which is created. 

To ensure that the Legal Ombudsman remains fit-for-purpose, modern 

and efficient over the long term, there are a number of things we all must 

do. 

 

Å We will start to resolve complaints about claims 

management companies (CMCs). Government has 

responded to identified detriment to consumers in this market 

and in December 2013 decided to extend our remit to resolve 
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complaints in this complex area. We will work with regulators, 

stakeholders, consumers and their representatives and the 

claims management industry, as well as legal professionals, to 

plan and implement redress in this area, without adverse 

impact on our current work. 

 

Å We have to respond to an evolving external landscape. 

There is an important and ongoing debate about how 

consumers should be able to access redress and how that sits 

in the broader consumer affairs and justice landscapes. 

Equally, the legal services and other markets are changing and 

there is an increasing need and appetite to learn lessons from 

complaints to raise standards. If consumers are to continue to 

receive the services they need, then we need to coordinate our 

efforts to develop a strategic response to make this happen. 

 

Å We need to continue to find better ways of doing things. 

We cannot rely on continuing to do things the same way as 

before. We want to make sure the way we do things meets 

good practice and helps to set the standard for businesses 

within our jurisdiction.  

 

Å We all have to play our part. Finding solutions to the 

challenges we face is not something the Ombudsman can ï or 

should ï do alone. We want to continue to work with 

regulators, professional bodies, consumer groups and 

Government to assist debate and share evidence to promote 

policy making.  We remain committed to working with all of our 

stakeholders to help deliver a coherent and simple approach to 

redress that supports confidence in the wider legal services 

market. 
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Our goals in helping to deliver access to redress and achieve our mission 

are: 

 

 
1. To continue to improve our efficiency  

 

2. To implement changes to our jurisdiction and begin to 

resolve claims management complaints in 2014 

 

3. To help create an improved legal complaints handling 

system 

 
4. To replicate what we have learned more widely  

 

We have developed these from discussions internally and with our 

stakeholders, particularly through useful discussion and challenge from 

the publication of our discussion paper óAccess to redress for legal and 

other professional servicesô (which you can read here) earlier this year. 

As touched on in this discussion paper (pages 2-3) we are guided by the 

principles of improvement, simplicity and rationalisation to challenge us 

to improve both what we do and also how the Ombudsman makes a 

contribution more broadly. We also thank those who took the time to 

contribute to the development of this strategy through our consultation 

process.  

 

None of the four goals can be delivered in isolation or to the detriment of 

any of the others. For example, we cannot ensure a fair deal for 

customers and improved efficiency without making sure that our 

approach fits with developments in redress and also how the legal 

services market is delivering its products.  

 

Under each goal, we state: 

Å what it means; 

Å our long-term view of what we are trying to achieve; 

Å an example of how we propose to turn our strategy into action; 

and 

Å key elements of our legal duties and powers or external factors 

to delivery that are most relevant. 

 

 

 

http://www.legalombudsman.org.uk/downloads/documents/consultations/Access-to-redress-for-legal-other-professional-services-Final-130726.pdf
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What it means: 

Å Making sure that improvement is embedded in the culture of 

the Ombudsman service. We want it to be a state of mind 

where we all want to learn, develop and improve what we do 

all the time so that we are prepared for and can meet future 

challenges.  

 

Å Demonstrating improvement both internally and externally and 

being held accountable for this. We will do this by setting 

stretching annual KPI targets and ensuring we achieve them in 

order to demonstrate progress externally. We will deliver year 

on year improvement against our five KPIs; timeliness, cost, 

quality, reputation and impact. We will make sure that any 

strides forward in one area is not at the expense of others, with 

special attention on ensuring the ongoing quality of work, 

 

Å Engaging effectively internally so everyone at the Ombudsman 

has the chance to contribute to the development of our 

systems and processes to allow us to put in place continuous 

improvement. We will place an even greater emphasis on 

developing our people as individual improvement and 

development will lead to organisational improvement and 

development. 

 

Å Expanding our partnerships and insight across the ADR 

community to ensure we are aware of and consider the 

benefits of best practice. We will look beyond our own industry 

to generate ideas, learn about new technologies and 

benchmark our aspirations. 

 

Long term view:  

We want to create awareness, ownership and a sense of responsibility 

for the achievement of improved performance amongst all LeO staff. We 

want everyone to believe it is their responsibility to be delivering annual 

improvement. We want everyone to want to be part of a high performing 

organisation and to take individual responsibility for doing their jobs 

better. This collectively will allow LeO to improve performance. 

 



 

 Legal Ombudsman 

We want to gain a better understanding of what great looks like for our 

customers and stakeholders so we can use this insight to help us strive 

for continuous improvement and greater performance. Complainants 

want their issues resolved independently and the legal profession want 

us to be fair and efficient. But we will go beyond that. We will gain a 

greater understanding of when, how and what outcomes complainants 

want and deliver these.  

 

At the same time we will be looking to minimise the cost to the profession 

of our services as ultimately our costs are borne by the users of legal 

services. We will demonstrate to government, consumers and 

ombudsman and ADR colleagues to that we can provide high-quality 

redress in a cost effective way and we are a model that can really add 

value across sectors. 

 

We will have the credibility to drive change to the depth and breadth of 

our service offering based on the quality of service we deliver. An 

organisation that features long delays, poor decision-making or reducing 

cost efficiency is not an organisation with a right to expand its role and 

jurisdiction. We will only seek to take on additional responsibilities once 

we are able to demonstrate we can deliver them effectively. Our 

improvement will be a catalyst for our expansion and will re-enforce the 

economic arguments for a comprehensive ADR system to be put in place 

across consumer markets. 

 

Turning strategy into action 

To do this we will, for example: 

 

Å continue to review and refine our processes to reduce the time 

and delays in resolving cases as well as to continue to identify 

ways of supporting and improving quality; 

Å invest in the enhancement of our IT and telephony systems to 

provide greater functionality, improved efficiency and improved 

service levels; 

Å increase the focus on the quality of our work so that we 

improve the experience of our customers and the consistency 

of our decisions; 

Å continue to increase staff engagement and involvement with 

what we are trying to achieve and how we go about making it 

happen; 


































