
Strategy for 2020 to 2024 and Operating Plan for 2020 to 2021 

 
1.1 Our vision is that ‘every client receives a professional service, and every lawyer adheres to professional standards’. 

1.2 Our mission is to resolve complaints, prevent the common causes of complaints, and enable quality improvement.  

1.3 We have four strategic aims to achieve our ambition to be an efficient and effective complaints and improvement body, delivering a quality service.  Our aims are to: 

Deliver 
Deliver a high-quality service which is approachable, people-centric, 
prompt, and proportionate, and which delivers fair resolutions. 

Innovate 
Innovate by working as a performance-focused, change-confident and 
resilient team, delivering our work in new and efficient ways.   

Prevent 
Prevent the common causes of complaints through analysis, shared 
learning and improvement work.  

Influence 
Influence the debate on reform, and lead the change as soon as final 
proposals are in place.  

 

1.4 We have four internal priorities which will influence all our work and will ensure delivery of our aims: 

Users 
Good customer experience is at the heart of how we design and deliver 
services, and feedback drives our improvement work. 

Improvement 
Our people, processes, and outcomes demonstrate a commitment to, and 
delivery of, continuous quality improvement and best value. 

Digital  
Our thinking will focus on digital solutions, paperless processes and 
‘social’ engagement, whilst ensuring access for all. 

People 
Our approach to wellbeing, development and a high performance culture 
ensures we can meet the challenges of ongoing change and increased 
demand, in a stimulating and enjoyable environment. 

 

 
1.5 Our values are: 

Fairness 
Our processes and outcomes can be trusted by all as fair, independent 
and impartial. 

Respect 
We understand and respect the diverse groups we work with, work 
inclusively, and offer a good customer experience to all. 

Impact  Every element of our work will deliver a meaningful result.  

Learning 
We continuously learn and develop, and share that learning, so we all 
improve our processes and the quality of our work. 

Clarity 
Our decisions, explanations, communication, and services will be clear 
and accessible.  

 
1.6 Coronavirus, lockdown and aftermath: all projects and work will be implemented based on the learning from, and need to respond to, the impact of Covid 19 on the SLCC, on the legal sector, and on the needs, 

expectations and experiences of clients. It is not referenced in every element, to avoid duplication, but managing the situation will be one of the main overarching priorities of the Senior Management Team. 
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Users 
 
 
 

Theme 
 

By the end of 2024 we will have achieved… 
 

In year one we need to… 
Link to four strategic 

aims… 

1. Using service design to place 
people first  

Published outcomes from ‘service design’ projects showing diverse users (lawyers 
and consumers) at the heart of our improvement work. 

No separate project in year one – the focus will be on involving users in defining a new feedback 
system – see below.  

N/A 

2. Delivering quality services in 
clear and simple language  

Delivery of a four-year programme of work, through a cross-organisational team, on 
accessible English to ensure everyone understands our reports and decisions. 

Complete a cycle of training for staff on accessible English.  We will complete a review of all 
template letters and reports within our system (including input from the Consumer Panel).  We will 
explore using software to track readability scores of our consumer communications.  

Deliver 
Innovate 

3. Delivering quality customer 
service and making people 
feel heard 

Improvement in the quality of our customer service across all stages of our process 
– from enquiries to final outcome - ensuring all our diverse users feel heard, and 
get the information they need when they need it. 

Engage staff on existing good practice that we can build on and identify areas we need to address.  
We will use a web survey to assess user information needs.  We will do a desk-based assessment 
of best practice models we can learn from (including looking at models which have won recent 
awards).  We will include input from our Consumer Panel. We will develop a three year plan 

Deliver 
Innovate 

 

4. Listening to, and acting on, 
customer feedback to 
improve quality 

The launch of a new feedback system to allow us to understand our diverse 
customers’ experiences of enquiries and throughout the complaints journey, and 
we will have undertaken a post implementation review. 

Utilise the service design model to create a new approach. We will finalise the design for a new 
system for launch at the start of the 2021/22 business year (although anticipate it will evolve further 
in future years). We will ensure this captures feedback from a range of sources (feedback forms, 
compliments, service delivery complaints, etc). We will include input from our Consumer Panel. 
 

* May be reprioritised due to Covid-19 

Deliver 
Innovate 
Influence 

 

 

5. Engaging directly with the 
profession 

Better direct engagement with the profession, by working with frontline practitioners 
on projects and policy. 

Host one meeting of Client Relations Managers (CRMs), focusing on sharing learning and building 
ideas around our prevention work. Build our LinkedIn presence to improve direct engagement.  

Innovate 
Prevent 

Influence 

6. Engaging more with 
Consumer Organisations  

More effective engagement with diverse consumers and consumer groups to 
understand changing expectations and ensure people are directed to our services 
where relevant. 

 
Liaise with consumers, advocacy and support bodies to understand the key ‘trigger points’. Identify 
when they may need information on the SLCC or information regarding referring people to us.  We 
will map what information and support they need at those points.  We will aim to create resources 
and communication to meet those needs. We will include input from our Consumer Panel. 
 

* May be reprioritised due to Covid-19 
 

Innovate 
Prevent 

Influence 
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Improvement 
 

 
Theme 

 

 
By the end of 2024 we will have achieved… 

 
In year one we need to… 

Link to four strategic 
aims… 

1. Continually improving the 
quality and pace of our 
service  

A refresh of our ongoing improvement programme, and further delivery of change, 
based on our work with staff and users to identify improvements it is possible to 
make within the current legislation to achieve a more efficient and effective 
process. 

Implement a further series of targeted improvement projects to improve Journey Time. We will also 
run the first full year of our new integrated QA system, evaluating the outcomes and considering 
further development. 

Deliver 
Innovate 
Prevent 

2. Resolving complaints early 
and consensually  

Maintenance of our successful focus on early resolution and building of 
understanding with our stakeholders that most of our work does not involve formal 
adjudication but is facilitating consensual outcomes. 

Publish content on why we think early resolution is better for both parties. In D1, D3 and D4 below 
ensure we examine options on how digital can support early resolution.  

Deliver 
Innovate 

 

3. Tackling poor professional 
engagement  

Substantial improvement in the persistent issue with firms not responding when we 
request documents and explanations, which involves cost and delay.  

Publish a policy on how we will use our statutory powers, and other options, to tackle this problem. 
Deliver 

Influence 

4. Increasing the effectiveness 
of ‘Oversight‘ as a tool to 
increase quality  

A final published statement and plan of work, following consultation, on how we 
intend to use our ‘Oversight’ functions more coherently and effectively.  This will 
include how we will use data to focus on systemic issues to inform our approach to 
audits, handling complaints, redress, guidance, advice and trend publication.  
Delivery of that plan of work will also have been achieved.  

Finalise the internal review from 2019-20.  
Publish a consultation on our proposed approach and priorities.  
Publish the outcome of the consultation and the action plan. Start delivery of year one projects. 

Deliver 
Innovate 
Prevent 

Influence 

5. Working to prevent common 
causes of complaint   

An enhanced model of education, guidance and outreach work which will have 
moved to focusing on how we prevent the common causes of complaints, and 
prevent the need for complaints to move from ‘first-tier’ to the SLCC.  We will also 
increase our digital outreach (see digital section). 

 
 
Continue to deliver a planned outreach programme of speaking at CPD events organised by the 
profession or education providers.  
Refresh materials to focus on prevention of common causes, and better first-tier resolution.  
Liaise with RPOs on how we may better communicate information which assists the prevention of 
causes of complaints or escalation from ‘first-tier’. 
 
* May be reprioritised due to Covid-19 
 
 

Innovate 
Prevent 

Influence 

6. ‘Reimagine  
Regulation’ 

Consistently promoted the core policy themes set out in our #ReimagineRegulation 
work. 

 
 
 
Continue to work with Scottish Government, Law Society of Scotland, Faculty of Advocates and our 
Consumer Panel on changes which may be possible by statutory instrument. 
Continue to engage with the Scottish Government working party, or the work that follows, on longer 
term reform, including responding to any consultation. 
 
 

Innovate 
Influence 
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Theme By the end of 2024 we will have achieved… In year one we need to… 

 
Link to four strategic 

aims… 
 

7. Improving Transparency  
Increased transparency by publishing more information on our work and 
performance. 

Review the quarterly performance data we publish.   
Consider the publication of a Board report, or agenda and papers. 
 
* May be reprioritised due to Covid-19 

Innovate 
Influence 

8. Delivering sustainable 
operations 

Reduced environmental impact through staff-led initiatives, and delivery of our 
biodiversity duties.  

Support ‘Climate Change Week’ with a week of themed activity on our carbon footprint.  
Assess the paper saving from our work on a ‘digital first’ approach.  

Deliver 

9. Implementing the 2010 Act 
Continued monitoring of the ongoing implementation of the Legal Services 
(Scotland) Act 2010, and preparation for the introduction of Alternative Business 
Structures. 

Reactive only – we have been on standby each year since the legislation was passed to deliver if 
required.  

Deliver 
Influence 
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Digital 
 

This strand of work already anticipated the need for a move to a fully digital, paperless and remote offering (whilst still ensuring access and preventing digital exclusion).  The experience of coronavirus only underscores 
further why this is a priority area of work.  

 
Theme 

 

 
By the end of 2024 we will have achieved… 

 
In year one we need to… 

Link to four strategic 
aims… 

1. Moving to a paperless and 
digital first approach  

A process which can primarily be managed online and through remote IT and 
telephony - a ‘digital first’ delivery of services (see below, on digital exclusion). 

Form a cross-organisational project team, assess the changes needing made (process, IT, 
telephony, etc.), carry out a risk and impact assessment (including on the issue of access), set in 
place a four-year plan, and implement quick wins.  

Deliver 
Innovate 

2. Developing new rules for a 
digital age  

New rules which reflect a digital and paperless focus in operations and 
engagement with the profession.  

Scope changes to the rules which will be required alongside the project above.  
Deliver 

Innovate 
Influence 

3. Increasing our online 
offering of guidance, 
training and outreach  

A ‘digital first’ approach to first-tier complaints, training, guidance, and outreach to 
better deliver the right messages, at the right time, to improve outcomes for users 
of legal services. Our social media presence will increase. 

 
Start the development of a bank of content for outreach work.  
Start to create video and podcast content on the main legal practice areas for complaints.  
Scope digital options to help clients avoid common issues leading to a complaint. Move to greater 
use of LinkedIn to reach out direct to lawyers. 
 
* May be reprioritised due to Covid-19 
 

Innovate 
Prevent 

Influence 

4. Investigating Artificial 
Intelligence and Big Data  

Effective tracking of Artificial Intelligence (AI) and ‘Big Data’ use in law firms, 
regulation and complaints to ensure we understand the risks and benefits for 
public, profession, and for use in complaints. 

Attend one significant event on AI and/or ‘Big Data’ in use within the legal sector.   
Identify those bodies in the Ombudsman Association and other networks investing in this area. 
Identify the uses of AI in mediation. 
 
* May be reprioritised due to Covid-19 

Innovate 
Influence 

5. Preventing digital exclusion  
Demonstrable evidence that our drive to digital does not impact those excluded 
from digital means for whatever reason, as informed by our risk and impact 
assessments. 

Ensure appropriate alternatives are in place through use of project plans and relevant sign off.  Deliver 
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People 

   

 
Theme 

 

 
By the end of 2024 we will have achieved… 

 
In year one we need to… 

Link to four strategic 
aims… 

1. Refining our package and 
reward 

An employment package, pay and culture which attracts and retains staff, with a 
focus on enabling people to deliver results whilst allowing appropriate flexibility for 
us to be ourselves and for our other life commitments and goals. 

Implement changes agreed from the 2019-20 review of flexible working.   We will work with PCS 
and our trade union representatives on a pay deal. 

Deliver 
Innovate 
Prevent 

Influence 

2. Refocusing our job design 
Role descriptions, training, and performance systems which value flexibility, 
adaptability and resilience alongside existing core skills.  

Review our appraisal and performance system, for the start of the 2021 operational year.   
Develop flexible role descriptions for all new appointments. 
 
* May be reprioritised due to Covid-19 

Deliver 
Innovate 
Prevent 

Influence 

3. Exploring talent pipelines 
and markets  

A review of the markets from which we can attract talent which fits with our culture 
of wellbeing and performance.  

Work with Scotland’s development agencies to gain market data on legal/ complex customer 
complaints talent across Scotland.  Assess the viability of a graduate programme. 
 
* May be reprioritised due to Covid-19  

Deliver 
Innovate 
Prevent 

Influence 

4. Providing positive career 
pathways 

More visible career pathways, showing routes to promoted, managerial or technical 
specialist roles, and trying to offer maximum opportunity in an inclusive way 
(including split roles and secondments). 

Finalise our succession and workforce plans, and publish information to staff on existing pathways, 
while consulting on future options.  

Deliver 
Innovate 
Prevent 

Influence 

5. Delivering training, support 
and wellbeing  

Annual training, development and wellbeing plans to support the aspirations of this 
strategy and to develop the CVs of our team to give them exceptional transferable 
skills for internal roles, and ones within the regulatory and complaints sector, while 
supporting wellbeing. 

Ensure a digital offering within the 2020-2021 organisational training plan. 
Include offerings on risk, change, project management and resilience in the programme.  
Have active participation in national mental health and wellbeing weeks.  

Deliver 
Innovate 
Prevent 

Influence 

6. Creating an environment that 
supports performance  

An accommodation review (in line with lease renewal) and office environment 
review to support effective work and wellbeing.  

No action needed in year one – lease recently renewed and planned pause after minor 
refurbishment in 2019 – 2020 year. 

 
Deliver 

Innovate 
Prevent 

Influence 
 

7. Recruiting a new Board to 
continue the delivery of 
change  

The recruitment, working with the Public Appointments Team, of a new Board with 
the skills and aptitudes required to continue the ongoing delivery of this strategy. 

Undertake a skills and diversity review of Board.   
Develop an action plan to access those skills, and attract a diverse audience.   
Develop a recruitment pack.  
Promote first tranche of posts. 

Deliver 
Innovate 
Prevent 

Influence 
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Consumer Panel 
 

The statutory Consumer Panel is part of the SLCC and is funded and supported by it.  However, it has a remit defined in law and its decision making and prioritisation is independent of the SLCC’s Board and Executive. 

Whilst the SLCC’s adjudication functions are impartial, the Consumer Panel exists to ensure an equal voice for consumers in a context where professional input is more readily available from established and well-funded 

organisations.  It also assists in ensuring services are equally understandable and accessible to all, again in a context where lawyers already find this easier due to their professional knowledge and expertise. 

 

 

 
Theme 

 

 
By the end of 2024 we will have achieved… 

 
In year one we need to… 

Link to four strategic 
aims… 

1. Improving the complaints 
process  

A better complaints system for all users which is accessible, provides clear and 
understandable information and decisions, and delivers a good customer 
experience. 

 
Assist the SLCC with its review of correspondence and reports (see project U2 above) to ensure 
accessibility. 
Input to SLCC assessment of best practice models for customer service (see project U3 above). 
Input to SLCC review of customer feedback (see project U4 above). 
Input to SLCC project to ensure people are directed to SLCC services where relevant, helping to 
identify relevant organisations or fields, and advise on appropriate resources and communication to 
support this (see project U6 above). 
 

Deliver 
Innovate 

2. Promoting consumer 
focused regulatory reform  

Reform of legal regulation based on the Consumer Principles, the ‘better regulation’ 
agenda, and insight into and from service users and those experiencing 
vulnerability.  

 
Influence the nature of the planned Scottish Government consultation on reforms to ensure it 
effectively engages consumers and users. 
Respond as a panel to the consultation, and encourage others to do the same. 

 

Innovate 
Prevent 

Influence 

3. Championing consumer 
voice, and consumer 
research 

A greater voice for consumers in reform, legal services, and regulation by promoting 
and commissioning work, including research, which values the lived experience of 
individual service users.  Produce practical insights from this for firms and 
organisations. 

 
Run a ‘service design’ style project with legal services users on their expectations of legal services, 
how issues will be dealt with if they have a concern, and to publish the outcomes.  Promote this as 
a resource to use in SLCC decision making, for firms, and in considering future work on ‘service 
standards’. 
 

Deliver 
Innovate 
Prevent 

Influence 

4. Working across the 
consumer landscape 

A role in wider reform of consumer affairs in Scotland, where there is a connection 
to legal services,  

 
Form a strategic relationship with Consumer Scotland once it is established.  
Consider further organisations to invite to sit on the Consumer Panel, or to engage with on specific 
areas of work. 
 

Innovate 
Influence 


