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MINUTE OF A MEETING OF THE MEMBERS OF THE SCOTTISH LEGAL COMPLAINTS 
COMMISSION: 1.20pm on MONDAY 22 April 2024 held in the SLCC Boardroom 

 
PRESENT: 
LAY:      LAWYER: 
Jane Malcolm, Chair    Lynne Collingham  
June Andrews    Dale Hughes  
Anne Gibson    Richard McMeeken   
Niki Maclean, Vice Chair  
 
Apologies: 
Jean Grier  
John Stevenson 
 
In attendance: 
Neil Stevenson (CEO)   Louise Burnett (DoBP)    
Vicky Crichton (DoPP)   Caroline Robertson (DoR) 

 (Secretariat - minutes)     
 
Abbreviations used:  
WIP – Work in Progress     DC – Determination Committee 
FMR – Financial Management Report   LSS – Law Society of Scotland 
AC – Audit Committee     FoA – Faculty of Advocates  
CI – Case Investigator     CIM – Case Investigations Manager  
RPO – Relevant Professional Organisation  SGvt – Scottish Government   
IMT – Investigations Management Team   CoS – Court of Session 
JT – Journey Time     WT – Working Time 
DoR– Director of Resolution    DoPP – Director of Public Policy 
DoBP – Director of Business Performance  SP – Scottish Parliament 
 
Private Member only session, after which the Meeting Chair invited SMT and Secretariat to 
join the meeting at 1.30pm 
 
1. Welcome and Apologies 
1.1 The Chair welcomed everyone to the meeting and gave a vote of thanks on behalf of the 

Board to Member, June Andrews, acknowledging this was her last Board Meeting with the 
SLCC.  

1.2 The Chair also thanked everyone for their input into a very productive and informative 
morning Development Session, advising the Secretariat to capture the following four 
points from the earlier session, which were: 
1. The Board noted the discussion on efficiency, and agreed the model to develop 

further was based on the Scottish Government Best Value principles. It was noted this 
had been formally considered at the April Audit meeting, and that it should be taken to 
Audit Committee for further formal discussion in July. 

2. The Board thanked the executive for the presentation on the Consumer Duty, and for 
leading discussion on our new responsibilities and requested they were kept updated. 

3. The Board asked that their thanks be passed to Donal Galligan of the Ombudsman 
Association for his helpful overview of the OA’s work and the sector in general.  

4. Finally, the Board agreed the suggested approach with future equalities work (data 
and issue mapping) and noted the opportunity to start this early if budget allowed. 

1.3 Apologies were noted from the Members, Jean Grier, and John Stevenson.  
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8. Op Plan Update for Q3 
8.1  The DoPP spoke to the paper presented and advised Members that two projects which 

are linked might not conclude in Q4, but it is hoped they will do so early in Q1. One other 
project, relating to People (1.1) is at risk of not being completed this year, due to 
resource. 

8.2 Members noted the paper presented. 
 
9. Strategic Risk Register Summary 
9.1 The DoBP spoke to the paper presented and advised Members this was discussed fully 

at the AC meeting last week. The AC were recommending to Board that Risk 10 – New 
business practice/hybrid, now be removed from the Risk Register as this project had now 
concluded. This was agreed by Board. 

9.2 The AC Chair noted that AC had also considered whether the risk level of Risk 3 – 
Statutory Duties (Complaints) should be increased due to the fluctuation in case numbers 
relating to the former firm, however after discussion, the AC agreed the risk scores should 
remain to be reviewed by SMT, as required. 

9.3 The DoBP confirmed a date has now been set for the penetration testing exercise to be 
conducted next month. The AC Chair advised, the AC Members considered and agreed 
the mitigations on this risk (Risk 1) would remain as is until this exercise had concluded.  

9.4 Members were content with the information provided and noted the paper as read.  
 
10. Finance Management Report for Q3 
10.1 The DoBP spoke to the papers presented and reported on the FMR spend to end March 

2024. 
10.2 The DoBP advised interest rates continue to rise, meaning we are now £65k ahead of 

budget. 
10.3 The DoBP reported the overall income was up £102,347 on year to date, with expenditure 

showing a saving of £35,750.  
10.4 The DoBP advised appeal costs continue to increase, with a current overspend of £67k, 

and are forecasting an overspend of £75k. The DoBP also reminded Members the 
provision on appeal costs had been increased in the 2024/25 budget.  

10.5 Members were pleased to note the invoice query relating to insurance costs at the stamp 
office premises has now been resolved, having received the refund of £6.5k.  

10.6 Members thanked the DoBP for the update to the paper presented. 
 
11. Customer Feedback for Q3 
11.1 The DoBP spoke to the paper presented and gave an update on Q3 response rates. The 

DoBP also reported that following Board feedback on the number of SDCs categories, 
IMT have carried out a review, the process has been changed and will be presented 
differently for Q4 reporting. 

11.2 Members sought clarification on a point (2.25) raised under the free text comments, 
where a firm make a ‘reasonable and fair offer’ with regards to the complaint levy. The 
CEO and DoBP advised they clarified this point, directing them to information on SGvt 
website on the changes in legislation relating to this matter. 

11.3 The Chair thanked SMT for their explanation to the paper presented. 
 

12. Chair’s Report 
12.1 The Chair advised they were moving forward with the recruitment of a replacement 

Member. It was noted they have still to agree a date for the next meeting with the LSS 
executive. The Chair also appraised Board of a matter from the Ethical Standards 
Commission.  

 
13. AOB 
13.1 None noted for discussion. 
 






