
Strategy for 2020 to 2024 and Operating Plan for 2021 to 2022 

 
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.  

Respond  

NEW: Respond to the challenge of Covid-19, and the impact on clients 
and the sector, and accelerate the change set out in our strategic aims 
and priorities to achieve a more adaptive and agile business model, with 
full remote working capability and a high resilience. 

 

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.  
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Users 
 

Theme By the end of 2024 we will have achieved… In year two 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. 

Identify one innovation (to improve quality or accessibility) in customer service to pilot, ensure the selection and then the 
design is informed by service design principles 

Deliver 
Innovate 

2. ‘Delivering clarity’ - 
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. 

Context: In the previous year we created the ‘delivering clarity’ project to give focus to this work, and a full review of 
templates was conducted.   
 
Implement testing of new templates and approach.  Deliver high impact refresher sessions on core messages from Plain 
English training at six months and one year.  Complete a year-end review drawing on results from internal QA, customer 
feedback, and other sources, to provide initial impact assessment of the changes. Collate and assess staff feedback on 
the impact of the Style Writer software. Consider ‘crystal mark’ accreditation for further key communications. 
 

Deliver 
Innovate 
Influence 

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.  Ensure this can be 
delivered in a more remote work context. 

Context:  in the previous year we will have identified key opportunities to improve customer service and access, and will 
have scoped one to two projects for implementation within this business year. 
 
Implement our new telephone service standards, developed in Year 1.  Continue to develop and implement our 
Customer Service plan, taking into the account the impacts and changes made by Covid-19.  This work will overlap with 
other areas and bring a customer service focus to other projects and work. 

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. 

Compare response rates on new feedback to track any trends. Refine questions asked based on Consumer Panel and 
Board feedback. Research and assess what other types of feedback other sectors are using to drive improvement. 

Deliver 
Innovate 
Prevent 

Influence 

5. Engaging directly 
with the profession 

Better direct engagement with the profession, by working with 
frontline practitioners on projects and policy, with an increased 
focus on digital communication. 

Develop and implement a multi-channel approach to engagement with Client Relations Managers to support prevention 
and improvement.  Publicly report on key themes and issues discussed by year-end. 

Deliver 
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. 

Speak to key consumer and advocacy bodies to understand changes in client needs, and in how they are delivering 
services, to identify learning for the SLCC around providing service to vulnerable users.  
 

Deliver 
Innovate 
Prevent 

Influence 
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Improvement 
 

Theme By the end of 2024 we will have achieved… In year two 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. 

Following review of the new integrated systems brought in throughout 2020-21, we will implement any further 
improvements and developments.  The Board will approve an updated QA framework towards the end of the business 
year.  

Deliver 
Innovate 

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. 

Review what was published in 2020-21 and plan out content for 2021-22, ensuring we try to use multimedia to reach all 
stakeholders. 

Deliver 
Innovate 
Influence 

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.  

Context: In 2019-20 we commenced this  work.  AT the start of 2020-21 we thought no action would be taken this year.  
However, it became clear that the pandemic had no impact on this issue, and it was still a costly and time consuming 
project.  
 
In 2021-22 we will review the sprint in 2020-21 and agree how to progress and in bed this work further. 

Deliver 

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.  
 

Develop and deliver an action plan in line with our new approach. 
 
Identify key areas of focus for trends analysis and reporting and publish our findings. 
 
Observe the retender of the Master Policy broker to ensure this helps drive consumer protection and provide redress for 
harm. 

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 engagement with the profession on prevention and good 
complaint handling. Continue programme of refresh and development of new content to support this work. 

Innovate 
Prevent 

6. ‘Reimagine  
Regulation’ 

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

Continue to work with the Scottish Government, the Law Society of Scotland, the Faculty of Advocates and our 
Consumer Panel on changes which may be possible by statutory instrument. Review all aspects of the complaints levy 
when implementing the changes (or as a standalone project if the changes are delayed).  
 
Continue to engage with Scottish Government on longer-term reform, and the potential for legislation in 2023. 

Influence 
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7. Improving 
Transparency  

Increased transparency by publishing more online information 
on our work and performance. 

Context: work on this project planned for the previous year was delayed due to resource being allocated to deal with 
Covid-19. 
 
Consider the publication of a Board report, or agenda and papers (this being an outstanding action from our 2020-21 Op 
Plan as we prioritised resources to manage the Covid-19 situation). 

Deliver  
Innovate 

8. Delivering 
sustainable 
operations 

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

Reduce our carbon footprint through the use of digital technologies and blended working model. 
 
Provide sustainability training and events for staff, with a focus on carbon reduction when home working.  
 
Ensure contractors we work with have sustainability goals in their contracts. 

Deliver  
Innovate 

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. We have had 
further assurance from the Scottish Government and Law Society of Scotland that ABS may be implemented in the next 
18 months.  

Deliver  
Innovate 
Influence 

10. NEW – Planning is 
in place to take 
opportunities 
coming from the 
Covid-19 
experience   

Ensure we are reviewing the opportunities and challenges 
coming from the Covid-19 situation and the resultant economic 
impact on users of legal services and the sector. 

Finalise a vision of what model a ‘post Covid-19’ the SLCC will operate in to maximise efficiency, quality and 
accessibility.  
 
Publish details of the proposed changes to our operating model. 
 
Report quarterly to the Board on progress with the model.  

Deliver  
Innovate 

11. NEW – Tender for 
legal services    

Ensure a competitive tender for legal services to the SLCC. Publish a tender, and complete the tender process, to appoint a new legal panel for the SLCC by 1 Oct 2022. 
Deliver  

Innovate 
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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 two 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). 

Deploy a full remote telephony solution. 
 
Implement and support DC and Board process which is fully paperless. 
 
Complete the transition of all internal HR processes to a fully paperless approach. 
 
Complete the transition of all internal Finance processes to a fully paperless approach. 
 
Finalise the Office 365 rollout with all new features to support a remote working model. 
 
Finalise costing of a fully remote IT model / VPN. 
 
If there is no progress on our rules project (requiring firms to provide files in an electronic format), explore a complaint 
levy discount for those firms who send us an electronic file.  
 
Ongoing operational investment to ensure remote working delivers like for like or improved productivity (for example, 
enhanced WiFi, further licenses on software such as Adobe Pro, additional Video conference and remote working 
tools, further dual screen and home working kit, etc.). 
 

Deliver 
Innovate 
Prevent 

2. Developing new 
rules for a digital 
age  

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

Finalise and deliver a consultation on updates to our Rules (subject to any developments on medium-term changes/ 
ABS). 
 
Provide supportive guidance to the profession on how to send an electronic file to us, whether scanned or from a case 
management system, to allow the matter to be dealt with quickly for them.  

Deliver 
Innovate 

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. 

Develop further elements within our bank of digital tools and content for outreach. Consider options for an outreach 
microsite.  
Develop and implement a social media strategy for outreach. 

Deliver 
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. 

Pilot (subject to cost / availability of free demo), one AI tool to build understanding and competence, or commission 
external review to identify priority areas and build use case 
 
Continue to engage on the Scottish Government’s AI strategy for Scotland. 
 
Amend templates at investigation to formally ask whether any AI or automated decision making / scrutiny has been 
applied in the client transaction under service investigation.  This will be done for one year, to allow us to monitor the 
deployment of AI and its potential impact on complaints handling.    
 

Deliver 
Innovate 
Prevent 

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 using project plans and relevant sign off.   
 
Assess our demographic and enquiries data to identify any changes in service use during lockdown and the move to 
more digital working, which may represent improvements in access, or may indicate a group now not accessing our 
services, which may then require further exploration.   
 
Ensure our digital services are accessible and meet relevant guidelines. 

Deliver 
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People 
 

Theme By the end of 2024 we will have achieved… In year two 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. 

Work with PCS on the Pay Deal for 21-22 (including further discussion on pensions). 
 
Implement the Scottish Government Pay Policy. 
 
Take advice on a longer-term move of employment contracts, tax, H&S, and policies/processes to a model more fit for 
purpose for high levels of blended / remote working.  
 
Undertake an equality impact assessment on the impact of remote working on recruitment, working, and development. 
 

Deliver 
Innovate 

2. Refocusing 
our job design 

Role descriptions, training, and performance systems which 
value flexibility, adaptability and resilience alongside existing 
core skills.  

Context: work to redesign more flexible job roles has been put on hold during the lockdown as we assess long term needs 
in a changed external environment.   
 
Restart work on job design in 2021 - 2022 in light of learning from the lockdown period.  

Deliver 
Innovate 

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.  

Context: Recruitment is likely to continue to only be where essential, and at significantly lower levels than previously.  
 
Continue to monitor the talent market and be aware of developments with recruitment trends to be able to respond to any 
changes in SLCC recruiting.  Linked to ‘P1’ above, take advice on more remote workforce.  

Deliver 
Innovate 

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). 

Review the Digital Specialist Role, and our personnel needs around IT and digital in an ongoing model with greater remote 
working.  

Deliver 
Innovate 

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. 

Deliver a training programme supporting the full operating plan, with a particular focus on responding to Covid-19 and new 
working arrangements, and preparing for the future.  Deliver training for managers on managing in a blended and/or remote 
work model. Roll out leadership and management training to support our future planning.  Introduce wellbeing group 
awards.  Renew our First Aid Mental Health Training (seeking a supplier who has adapted their training to include how to 
deliver mental health first aid remotely).  Provide training on new digital tools to support remote working, and introduce a 
‘short talks’ programme to bring variety to our remote working experience. 
 

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.  

Develop an initial preferred and reserve property model to be approved by Board, to then allow an initial market search in 
Q2 of following year to test viability.  Ensure key stakeholder engagement on models will take place, including with the 
Scottish Government. 

Deliver 
Innovate 

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. 

Context: Recruitment of 7 x members should be complete.   
 
Implement a plan for keeping in touch and induction of the second cohort of appointments (Jan 22).  Liaise with Scottish 
Government on a plan for recruiting the new chair (and one lay member), start the process, and ensure it is on track for a 1 
January 2022 start date. 

Deliver  
Innovate 
Influence 
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8. NEW  – 
adapting to a 
blended 
staffing model  

To ensure the effective management of a ‘blended’ model as 
lockdown restrictions ease and before long-term decisions 
(and investment) on operating model are taken. 

Context: The SLCC had both flexible and remote working in place prior to Covid-19, however, the office remained a strong 
hub for key meetings, implicit sharing of knowledge, and in sharing values and culture.  In a fully remote environment during 
lockdown we have learnt to adapt.   
 
Adapt again during a period where it is likely we will have more staff in the office but for less time and with less consistency, 
and working alongside colleague who are still operating remotely.  We will be proactive around particular challenges we 
have identified around consistency, fairness, participation, development opportunity, and culture.  
 

Deliver  
Innovate 
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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 two we need to… Link to our 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. 

Provide input and advice to the SLCC in delivering its change and improvement work to ensure it meets consumer needs, 
specifically: 
 Assist the SLCC with improving its communications to legal service users, ensuring clarity and accessibility of 

messages  
 Input to development and implementation of the SLCC customer service plan 
 Continue to monitor SLCC customer feedback and provide challenge on learning 

 

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.  

Prepare a briefing on the Consumer Panel’s work and priorities for the incoming Minister.  
 

Identify opportunities to build evidence and insight on consumer needs.  Continue to engage with the Scottish 
Government on consumer-focused reform (if published, respond to the consultation on reform). 

Innovate 

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. 

Support the SLCC to develop its approach to service design.  
 
Identify areas where analysis of SLCC data may drive insight into consumer needs or barriers. 
 

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. 

Make contact with the Consumer Scotland Board, once established, to highlight the Panel’s role and to seek an early 
meeting to discuss shared priorities. 
 
Monitor progress on implementing the Public Bodies Consumer Duty and consider responding to any consultation.   
Advise SLCC on engagement with consumer, advocacy and support bodies. 
 

Innovate 
Influence 

 


