
Complaints Team Member         

 
The Scottish Legal Complaints Commission (SLCC) is an independent statutory body providing a 
single point of contact for all complaints against legal practitioners in Scotland. The SLCC assesses, 
investigates and resolves complaints about inadequate professional services, refers eligible conduct 
complaints to the relevant professional body for investigation, and also has oversight of complaints 
handling across the profession. The SLCC’s mediation service is recognised as a leading example of 
best practice. 
 

Overall Purpose of the Role 

As a Complaints Team Member, you will be dealing with a range of complaints at different stages of 
the complaints process, including Eligibility, Investigation and Determination.  There are various 
roles at this grade and business needs will dictate in which area you work. 
 
You will be sifting, reviewing and investigating complaints, analysing data and making decisions 
and/or recommendations, in line with the relevant rules, standards, policies and procedures.    

What you will be doing 

You will have the ability to: 
 

 review and analyse detailed information to make well-reasoned decisions  

  produce high quality, accurate reports 

 manage an individual caseload, including high profile and complex complaints, ensuring they are 
handled appropriately and in a timely fashion 

 work to organisational, team and individual objectives and targets 

 be resilient to working in a critical environment with competing challenges 

 review and quality assure recommendations and reports prepared by colleagues  to ensure they 
are accurate, well-reasoned and clearly written 

 provide a high standard of customer service to all stakeholders, both internal and external  

 try to achieve early informal resolution, where appropriate 

 use a case management system to accurately record information required for individual 
complaints and for management purposes 

 identify and promote good practice and contribute to the SLCC’s continuous cycle of 
improvement 

 prioritise work, set tasks and follow-up tasks on a daily and ongoing basis 

 ensure that all work you undertake is accurate, in plain English and proportionate and that 
quality standards are applied and met 

 
 

Knowledge and Experience 

You will have some experience of: 
 

 working in regulation, investigation and/or the determination of complaints, or in an 
environment which is resolution focused 

 building and maintaining effective relationships with stakeholders 

 reviewing and analysing detailed information 

 dealing with challenging or demanding service users 

 preparing detailed written reports and recommendations 
 



In addition to the above, you will have: 
 

 a proactive, flexible attitude to work and be comfortable with change  

 excellent communication and interpersonal skills 

 the ability to prioritise and manage a complex caseload 

 experience of dealing with challenging situations in a professional manner 

 experience of writing complex reports 
 

Qualifications and Skills Profile 

You will be educated to degree level or have demonstrable relevant experience.  A law degree is not 
essential. 
 
You will undertake professional and personal development to support your development 

 


