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1. Performancereport
Performanceoverview

Introduction

Thepurposeof this sectionisto provideanoverviewof the organisationhow our work linksto the national
performanceoutcomes,our functionsand powers,andour strategy.

With that contextset,detailsarethen providedof our performanceandkeyoutcomesfor the year.

Historyand statutory background

The Scottish Legal Complaints Commisgioh t ShLeC C " ) i s ¢ onstérmstofl theeLdgalu nd e r 1
Professiorand Legahid (Scotland)Act2007,enactedon 1 October2008.

TheSLC&abodycorporateandisdomiciledin Scotland.

Purposestatutory powersandresponsibilities
TheS L Cgfatuwryfunctionscoverthree mainareasilegalcomplaintsoversightof complainthandlingby

the 1 egal profession, and monitoring the effective
recently trading as the *“Client Protection Fund?”)
(“the LSS”) and professional indemnity arrangements

( “ R Pabehglfof theirmembers(e.g.the MasterPolicy).

TheS L Cgtatusoryfunctionin respectof legalcomplaintsisto:
Providea gatewayfor all complaintsaboutlawyersin Scotland;
Giveadviceon complaintsto all parties;
Asses§ the complaintis eligible, againstanumberof legaltests;

Directly manage complaints that relate to tlserviceprovided by lawyers- providing
redress where appropriate (whether that service is provided by a traditional law firm or a
new“ Li c®moedder ") ;

Refercomplaintsaboutthe personalconductof lawyersto the RPO;
Referregulatory complaintsaboutLicensedProviderdo the ApprovedRegulatoryBody;

Managecomplaintsabouthow the RPCand“ A p p r Revgeull havenealswith those
conductissuegqcalled‘handling complaints and

Managecomplaintsabout“ApprovedRegulators .

TheS L Cgfatumryfunctioninrespectof oversightof complainthandlingincludes:
Investigatinga K |y Rdorhpja@tsabout RPAnvestigationsnto conduct;
Auditingw t hcérductcomplaintsrecords;

Monitoring and reporting on trendsin the waythe legalprofessiondealswith complaints
—to helpensurethe sectorlearnsfrom complaintsmade;and

Issuingguidanceto the legalprofessionon dealingwith complaints,and promoting best
practice.
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The { [ / fufxdon in respect of the effectivenessof the Client Protection Fund and indemnity
arrangementsallows us to make recommendations to the RPOs about the arrangements in place and has
includedresearchnto the ClientProtectionFundandthe MasterPolicy.

TheSLCGupportsanindependentadvisoryConsumePanel Its statutoryfunctionsareto:

Makerecommendation®n how SLCCanimproveour policiesandprocesses;
Suggestopicsfor researchconnectedo legalconsumersand
Expressiviewon mattersrelatingto the S L CfGrict®ns.

While the SLCC is an independent body, the work we
Performancd-rameworkWe contributethroughthe deliveryof our functionsto the followingoutcomes:

Communitiesilivein communitiesthat areinclusive empoweredresilientandsafe;
Culture:arecreativeandvibrantanddiverseculturesare expressedandenjoyedwidely;
Economyhavea globallycompetitive ,entrepreneurial inclusiveandsustainableeconomy;
FairWork and Businesshavethrivingandinnovativebusinessesyith qualityjobsandfair
work for everyone.

We alsotake accountof the ScottishGovernment' V i aridBrioritiesfor JusticanS ¢ o t I(wdiohevds
updatedin 2017). Althoughlessdirectly relevant,we alsoreviewedthe ScottishCourtsand Tribunalservice
“ R e s pReaovkrRenew:Supportinglusticehroughthe pandemicandb e y odoaurhent.

OrganisationalStructure

SLCC Board

CEO

Director of
Business
Performance

Director of Director of Public
Resolution Policy

Corporate

C laints T Oversight T
Services Team omplaints Team versight Team
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Purposestrategyand process

Duringthe course of the previous year (2019/20) we developed a new strafElgy.operational year
coveredin this annual report(2020/21)isthe first yearof the new strategy.

Theprocesawve usedto developthe strategywaspublishedaspart of our annualstatutory consultationon
work planning and budgets. This background context can be found at:
https:// www.scottishlegalcomplaints.gtuk/media/2118/backgroundlocumentfinal.pdf. Full details of
the strategy can be found ahttps:// www.scottishlegalcomplaints.org.uk/media/2172/strateand-op-

plan.pdf

Areviewduringthe courseof this year,in light of Covid19, addedan additional element. Thiswasto ensure

a focus on responding to the crisis and its impact on consumers and the safaalso seized opportunities
which came from new ways @forking and new skills developed during lockdown. A summary of the key
elementsof strategyis providebelow:

Every client receives % FAIRNESS I]&
a professional service, @
and every lawyer RESPECT IMPACT

/
adheres to professional -\@/- VALU ES

DELIVER
standards st el akrice
bl e A
RESPOND and propartionate, INNOVATE vQ .
to the challenge of and which delivers by working as a .‘ A
Covid-19, and the impact fair resoluitions performance-focused, ."

on clients and the sector, change-confident and
and accelerate the change resilient team, dalivering
set out in our strategic. our work in new and CLARITY LEARNING
aims and priorities to efiicient ways
achieve a more adaptive
and agile business
model, with full remote
working capability and

a hiah resilience

PREVENT INFLUENCE

MISSION the common causes the debate on reform,

. of complaints through and lead the change as

To resolve complaints, prevent the analysis, shared learning soon as final proposals

and improvement work are in place

common causes of complaints, and

enable quality improvement @ w

KEY STATISTICS

+1,000| +25 | 70% | 98%

complaints good practice of our of our staff USERS IMPROVEMENT

dealt with outreach mediations say the SLCC
about lawyers activities result in is a fair place

each year delivered successful to work
with lawyers consensual /
annually resolution ' ' l E
scottish legal Sl‘ ‘ ”
complaints commission DIGITAL PEOPLE

Summarystatementof the CEO

Our business planning cycle is set in statute. Each year we must consult in January on an operating plan and
on a budget sufficient to meet planned expenditurd/e must publish consultation responses in March, and

lay a budget before parliament in Ap@ur Annual Report and Financial Statements then complete the
cycle reportingon performancewithin that year.

In this performance analysis section we give a full account of our performance against our operating plan,
key achievements and activity, our key performance data (on the complaints process), our financial position,
key risks, and the future development tife organisationLater we provide remuneration information,
governance information, the full financial statements, and the detailed notes to the financial statements.
However this section provides highlevelsummary.
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We delivered the majority of the projects in our published Operating Plan for 20204gth the Board
approvingamid-yearupdateon one project basedon changesf circumstancesnd priorities. Thismeant
97%of projectswere completed,whichexceedshe 85%completiontargetsetbythe Board.

We continued the improved core performance of our complaints proc®etails of the volumes of cases
handled and the different outcomes provide transparency on our core work, and demonstrate a further
improvementon‘ WoinFr o g withis the'businessandthe‘ J o uT innf@ycomplaintswhichusers

of our serviceexperience.Onboth workin progressandjourneytime, we met the targetssetbythe Board.

Our rapid response to the CowvitP situations allowedsignificant savings in our 2020/21 budgethe SLCC

has always achieved income and expenditure close to the levels predicted in advance as part of the budgeting
process. The formal target, in usual circumstances, is that actual expenditures 586+6f panned
expenditure.This year far greater savings were possible as incoming numbers of complaints reduced and
the executive workingwith the Board,rapidlyrespondedo cut costs.

Themaindriversof the surplusin this financialyearagainsthe 2020/21budgetare:

Incomereceivedgreaterthan budget: £108,806
Expenditureat lowerlevelthanbudget: £424,288
Variancgrom Budget: £533,094

Themaindriversofincreasedncomeagainstoudgetwere:

A Additional Complaints Levy Income (£78,800) generdigé policy change to focus more on a
‘“pol l uter pays approach for upheld compl ai nt s,
profession. Thisoffsetsanin yearbaddebt provision £22,750).

A Secondment Income (£57,787) generated by immediate stepsduce staff resourcing as lower
incomingratesbecamevisible.

A This offset a reduction in bank interes£25,959) due to lower interest rates and a collaborative
agreement with the Law Society of Scotland to defer payment of 50% of the generdidevy
solicitorsmeaninglower bankholdingfor a significant periodf the year.

Themaindriverof decreasedexpenditurewas:
A Staff and Member Salaries (£416,102) created by both ougaing efficiency work and our
immediatework to reduceheadcountandstaff costsascomplaintshumbersslowed.

This funding is collected from the profession, and can only be used for the purposes the SLCC was established
to deliver. Thefundingisinitially returnedto reservesalsoassistingisin meetingareservegolicyof three
monthsoperatingcosts,whichwe currentlyfall shortof. Wefeelthisisaprudentapproach;n light of the

current uncertain environment and will provide the organisation with more financial resiligndée future,

this funding can beised to reduce, or avoid increases in the levy, or to allow-teng investment which

will assist in keeping levy costs as low as possible. This will depend on other factors, such as the level of
incomingcomplaintsandother cost pressures.

Whenour budgetwassetby our Boardin March2020,just asthe first lockdownwasannouncedijt wasnot
possible to predict whether complaints would go up or down, and we are required to ensure sufficient
budgetfor the work in hand.We were very consciouof the impactof the situationon the professionbut

also have duties to the public, whose need may have increased during this period. We considered various
scenarios and consulted with the profession on expected trends. At that stage, there were no clear
indicaions that complaints levels were more likely to fall than rise (and we have seen many other sectors
wherethey haverisen).Onthat basiswe seta flat budget.
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Inreality, we sawstrongbusinessieliveryand performance Ouroutput wasnot affectedby lockdownand

all backlogs had been cleared in the previous year. This was set against dips in complaint levels during
lockdown periods, and we took swift action to ensure these reductions led to cost savings, rather than a
drop in productivity. We did not see the rise in complaints that might have been expected, and that is a
testament to the work of the legal profession in very challenging circumstances. Those factors combined
haveallowedusto reduceour expenditurein year.

Ouranticipationof this surplusat our sixmonth budgetreviewgaveusconfidenceto reducethe levyfor all
lawyers in the 2021/22 budget year, which lawyers pay in July 2021. There is learning for the future too, it is
alwaysa challengefor the SLC@redictingbudgetneed18 monthsahead.However,overall,andbasedon

the data available at the time, we believe that reasonable decisions were taken, and that the statutory model
set for SLCC finances, which ensures this money is used for futueéttegainst our intended purposes,
hasworkedto dealwith the uncertaintyin budgeting,evenin this extremesituation.

Keyissuesandrisks¢ lookingforward

Our risk policy and risk register were maintained, updated, and scrutinised at @aditnittee and Board
throughoutthis year.

Anexercisevascarriedout in the previousyearto rethinkrisksfrom first principles(sometimescalleda‘ d e

novo'’ revi ew) and to ensur e al i gnTmgthinkingppwasisedhoe r i s k
fully refresh the risk register at the end of that operational year, and ensure it was aligned to the new
strategy.

Theimpact of Covid19 hasbeensignificantfor usasan organisation, the sectorthat fundsusandwhich
we provideservicedo, andfor the nation.

Inour 2019/20financialstatementswe setout detailedinformationon how we responded-supportingthe
profession and complainers, and ensuring all services continued to be offEnexican be found starting on
page8: https:// www.scottishlegalcomplaints.org.uk/abouwis/how-we-are-funded/our-annuataccounts/

Ourworkincludedavariationof our normalarrangementdor collectingour levyfor the 2020/21,working
in partnership with the Law Society of Scotland. A joint statementon this canbe found here:
https:// www.scottishlegalcomplaints.org.uk/abouis/news/joint-statementfrom-the-scottishlegal
complaintscommissiorand-the-law-societyof-scotlard/.

Nonewissuesarosefrom Covid19in this operationalyear. Likemanyorganisationsve continuedto work
remotely (but were ableto offer all of our services)facedthe uncertaintyof whenlockdownswould ease,
and have had to work hard to suppastaff in a variety of ways (hardware, software, pastoral support,
training, etc.)asthey copedwith this situation.

We noted last year that incoming complaints would be hard to predict. We noted a risk complaints might
increase (based on issues law firfased in dealing with Cowti9) or decrease as transactions numbers fell.
Whilst at the end of Q2 we looked set for a rise, the second lockdown, in January 2021, saw number dip
again, and by year end we only saw a marginal increase (1054, compared tth&Q3@vious year)We
envisagehat, if there wasno further lockdownsin 2021to 2022then numbermayincreaseagainthis year
(althoughremainlower than historichighspre Covid19),but uncertaintyon numbersremainshigherthan

in pastyears.

Opportunities from Covidl9 and new ways of workingln October 2020, a joint working party of senior
managersaand Boardmemberswassetup to examinethe experience®f workingduringlockdown,andto
identify opportunitiesin termsof our future operatingmodel.

Theworkingparty reportedbackto the Boardin January2021,andtheir recommendationsvere approved
by the Board.The recommendationscludedthe adjustmentto our overallstrategy(noted above).They
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also includedexamining the potential to move to an IT model which was not dependent on any physical
office location being required by the SLCC, and examining the potential for an even more agile staffing model
(around location and times of work). Timescales werdiskéd to the next lease review clause for the SLCC

in September2023.

We have now commissioned an independent review of the IT to make recommendations as to how we meet
the aboveaim,andhavestartedinformal discussionsvith staffandunionson the future workingmodel.

The SLCC may be subject to external refofiwo years ago an independent review of the regulation of legal
services in Scotland was published (October 2018). The Report recommended the creation of a single
regulator,mergingthe functions of five statutory bodies.

Thiscould be seenasa major strategicrisk to the businessand somethingneedingto be takeninto account
in all planning.

However thiswasin line with manyofthe S L Cd@vnrecommendationdo the review,andthe reportwas
positively welcomed by the SLCC, which continues to consider the current map of five separate statutory
bodiesregulatingapproximatelyl3,000peopleasinefficientandin needof modernisatiornin manyareas.

Furthermore, the Scottish Governmentsponse to the review did not appear to fully endorse these
recommendati ons, and raised concern at a debate wi
organisation. The response noted a need to find consenSusorking party was established byetlscottish
Governmentwhichthe SLCG@re part of, andhasmet throughoutthe previousyear.

We had expected a consultation in the spring of 2021, but this was delayed due toIQoaitl the
approachingelection. Theconsultationwasfinally publishedon 1 October2021.

Asprimarylegislationwill be required,it is highlyunlikelythat anyreform, whichwould questionthe future
of the organisation, will be completed in the next three to four years. This assessment is also made in the
contextof the 2010legalserviceseform legislation,which a decadeon, hasstill not beenfully implemented.

Even if there were significant changes, the functions of the SLCC are likely to continue to exist, albeit in a
new organisation, meaning TUPE would likedply to most or all staf\when the SLCC was established it
replaced the Scottish Legal Services Ombudsman (SLSO), so we have insight into, and experience of, how the
Scottish Government may choose to transfer functions and liability (SLCC still maortenegacy functions
andliabilities forSLSO).

It should be noted there are also discussions on mut
potentially achievable through Statutory Instrument. However, these do not fundamentally chhage
operatingcontext.

Onthis basis,anduntil notified otherwise,the Boardof the SLC@eedto planona‘ b u s aso e sibadis’
for at least a three to four year period, and this was a key assumption of the new strategy developed for
2020 to2024.

This year we avoided any serious IT security or failure incideWe have achieved this by ensuring regular
software updates and patches are carried out, as well as an upgrade programme this year to ensure all
software in use is fully supported. We hawmested inindependent penetration testing and an independent

IT review including examining securiYYe have followed cybeattacks on other organisations to ensure

we learn lessons and take appropriate actidvie continue to focus on mitigations aroundcsirity and staff
trainingto minimise risk.
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Brexit. We had previously assessed there would be minimal impact to our work from Bfds#.has proven
to bethe case.

Other issuesNo other major financial risks, issues or process failures were reported or identified. There
were no databreacheswithin the courseof the yearrequiringareport to the InformationCo mmi ssi oner
Office(ICO)compared withnonein 2019/20.

’

S

Thesemediumandlongterm riskswill be reviewedregularlyby the Audit CommitteeandBoard.

Summary:Covid19, and the long term impact on the economy and therefore legal services market remains
the biggestuncertaintyfor the comingyearleavinguslessable topredictboth workloadandincome than

in past yearsThis risk is highly rated on our risk register and will be monitored closely. Reform remains a
longer term uncertainty As with many organisations cybersecurity is a key ongoisk, with multiple
mitigationsbut the riskis still considered r simplydueto how sophisticatecandintenseattackscannow

be if someone is so mindeth other respects our assumption is that the operating environment will be
similarin the coming year.

Thelink betweenKPIsrisk and uncertainty

The most important factor influencing our performance is the incoming case load of complafatsan
make assumptions, but there is uncertainty in any forecast model. The key risk for the busiaesdsarp
increasepr decreasein complaintswhichtakesresourceandbudgetout of alignmentwith workload.

When setting our budget in March 2020 (pre ‘“lockdo
2020/21.Whilst this proved correct, thencrease was marginal (1054, compared to 1036 the previous year).

The increase was likely to be greater had it not been for the second lockdbws.means our best

prediction for the coming year is another small increase but falling short of a retutretbistoric highs seen

prior to lockdown.

If thereisanincreaseaboveour budgetedprediction,thisimmediatelyaffectsKPls.Contingencylansfor
hi gher workloads can be put in place, but leeyhi s wi |
Increaseslsoreduceour capacityto deliverprojectsor dealwith other risksthat materialisewithin the year.

Statementof goingconcern

In reviewing financial performance, operating performance, and the assessment of risk set out in this
document, there is no reason not to adopt the going concern concHps is further referenced in the
AccountabilityReport(seepagel9).

Performanceagainstoperatingplan - key activitiesandachievements

Inour Strategyfor 20202024 we setout four strategicaimsaswell asinternal prioritiesto supportthis.

Thisperformancereport setsout progresgowardsour strategicaims,crossreferencingthat to the internal
priorities: (U)Users(l) Improvement,(D) Digital,and (P)People.

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

1 Wedeployedtrainingon accessibl&nglisto all staff. (U, P)
1 Wereviewedall standardtemplateletters andemailsfor accessibl&nglish(U, P)

1 We continuedan extensiveprogrammeof improvement,with 17 s p r (iapiditest and deploy
cyclesof improvement)runningwithin the operationalyear. Thesencludedusingdigitaltelephony
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to improve customer service, changingcommunicationand administration at eligibility and
mediation to create faster and more efficient communication for customersting of different
remote mediation models, and new software to improve the accessibility of English in our customer
communications(U, |, D, P).

We useda servicedesignapproachto improvehow we respondto customerswhena complaintis
‘ pr e ménhanit lkas not yet been made to the law firm) using customer feedback and testing
to refine our process(U, 1)

We changedur approachto customerservicefeedbackallowingmore granularassessmendf the
user(lawyerandcomplainer)experienceat eachstageof our process(U, 1)

We learned from consumer groups about the specific needs of their service users (including older
people and women who have experienced domestic abuse) to inform our accessibility and customer
service(U)

OurConsumer Panel informed and challenged our work on customer service and plain English, as
well aspromotingthe needfor consumerfocusedregulatoryreform. (U, 1)

Toensureour focuson digitalandinnovationdoesnot causeanyissuedor usersof our servicewe
havedevelopedanddeployedadigital exclusiorchecklistto ensurewe alwayshaveother methods
of deliveryfor thosethat needit. (U, 1, D)

Although delayed at the start of the year, to allow firms to adapt to lockdown working, we have
movedto a more robust approach to accessing solicitor files to tackle a longstanding issue of lack of
engagement from the profession causing cost and delay in the pro¥éssare now moving
automatically to issuing statutory notices, and then pre litigationices, to gain access to files
(whichshouldbe beingprovidedby firms underthe 2007 Act). (U, 1)

We workedwith ScottishGovernmento recruit three newBoardmembers,and providedtraining
andinductionto ensurea smoothtransitionwhichdid not impactcustomerservicelevelsfor those
awaitinga decisionon complaints(U, P)

We have continued our focus on earl y-bouesiohagti ol
communicationgo usein our engagement wittthe legalprofession.(l)

We havereviewedall of our statutory’ o v e rpswegdndcbnsiderechowthesecanbe usedto
improve quality within the sector, created a new strategic approach to how we will use these
powers,and have consultedwith key stakeholdershoth informally and formally, and will publishthis
inthe comingyear.(U, I).

Afirst outcomefrom this newapproachhasalreadybeendelivered,with ourreviewofthe* Ma st er
Policy’ tender by the Law Society of Scotland |
which SLCGwill monitor to ensure the effectivenessof indemnity arrangementsif properly
consideredandoverseen(U, ).

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

1

Wecreatedd Di gi t al Specialist’ r We laveialso reviewed toegpiotss | nv e s
of , and embedded, two new career pat hways all o
‘el i gandb i Iniv e g fumctpast(ljPp n’

We created and piloteca new *‘ app’ (using Power Aut omat e)
complaints(D, I, P)
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1 We have reviewed the use of Al by other complaints bodies and by law firms to assess opportunities
for the SLCC to improve #gork (either our ownprocesses, or to identify where Al use by firms may
be anissue withincomplaints)(l, D)

1 We have engaged with and responded to the Scottish Government consultation on an Al strategy
for Scotland(l, D)

1 Wehavereviewedour rules,issuedunderour statutory powers,to ensuretheyempowera® di gi t al
f i organisatiorandapproachandwill consultonthesein the comingyear.(U, I, D).

1 We have invested in hardware and software to ensure that whilst we have been working fully
remotelywe canoffer the samestandardsof serviceto customeracrossall of our work. (U, D)

1 Wehavesupportedpeoplein newwaysof workingandremote workingthroughtraining,coaching,
andguidance (P).

1 We have worked with our Wellbeing and Inclusion Staff Group, Witlon representatives, and with
our staff ambassador to ensure the health and wellbeing of colleagues during a challenging year
througharangeof onlineevents,resourcescarepackagesindoneto one support.(P)

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

1 We held a discussion session with Client Relations Managers to better understand how firms
considerthird party complaints andhaveusedthe findingsto inform our outreachwork. (U, 1)

1 We deliveredl?7 outreach sessions to the profession, including 1:1 sessions with individual firms,
presentations and workshops with groups and associations, speaking slots at sector conferences and
events and on university diploma courses. We have reached out acresethor from students,
trainees and young lawyers, to new partners, and established Client Relations Managers. We
developed our approach to delivering our training remotely, experimenting with podcasts and online
courses(U, 1,D)

1 We increased ouengagement with the profession via social media, developingdited messages
that canbe deliveredin anengagingvayvia LinkedIn(includinggraphicsandvideo),and usingthat
to highlightour wider guidance adviceand support.(U, I, D)

1 We used oulquarterly enewsletter to deliver engaging content to the profession, including on early
resolution, consumer vulnerability, and the impact of Cel#&don complaints. We used case studies
from our decisiongo bringthisto life, andusedour socialmediaactivityto signposto this content
andincreaseour readership(U, 1)

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

1 We worked with the Scottish Government, Law Society of Scotland, and Faculty of Adwotates
proposaldor mediumterm changego the legislationthrough statutoryinstrument (U, 1).

1 Werespondedo the publicconsultationonthe above(U,I).

1 Wecontinuedto publisharticlesandgivetalksto makethe casefor longerterm andwider reform
of the systemfor legalregulation(U, ).

1 We liaised with Scottish Government and the Law Society of Scotland on the implementation of the
LegalServicegScotland) Ac2010(U, ).

1 Wewrote to allincomingMSPsandjusticespokespeopldollowingthe May 2021electionsto make
the casefor change(U, 1).
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Work we had planned, but which did not take place or where we amended our approach:
Inallinstancesghisrelatedto prioritisationof workto addressCovid19,lockdown,andremoteworking.

1 Wehadintendedto changeour approachto the productionand publicationof information on the
work of our Board. This hasnsteadbeencarriedoverinto the nextyear.(l)

1 Wehadintendedto measureour carbonfootprint, to allow a baselinemeasuremengprior to work
to move to a paperless approach which had been planned prior to d&vidhe more sudden move
to this way of working meant this would no longer provide a before and after measurement, so was
deprioritised(althoughwork to keepreducingcarbonusewasnot). (1)

Summary: We deliveredover 97%of our OperatingPlanfor the year,with 85%beingthe target setby our

Board (to take account of the facts some projects will always be affected by external factors outwith our
control, or prioritiesmaychangemid-year).Performanceon quantitative performancemeasureds detailed
belowin the PerformanceReport.

Keyperformancedatain complaints

Set out below are comparative volumes of work over the last four years. These figureimdes to the
statisticalinformationwe sharewith the relevantprofessionabrganisation®on a quarterlybasis.

OMPLAINTS B 020 019/20 2018/19 20 3
Complaintsin handat start of year 436 685 849* 807
Complaintgeceivedn year 1,054 1,036 1,326 1,227
Prematurecomplaintsreopened(closedn previousyears) 7 11 13 22
Prematurecomplaintsreopened(closedn year) 77 81 67 67
Netchange-reassessedseligible/ineligibleon appeal 0 -1 0 0
Complaintsunder consideration 1,574 1,812 2,255 2,123
Ineligible -180 -224 -253 -164
Withdrawn -25 -48 -69 -48
Discontinued -24 -31 -38 -37
Resolvedt eligibility -236 -239 -336 -195
Premature -196 -215 -192 -274
Conduct -96 -155 -216 -213
Adjustmentgfor administrativereasons* 16 26 -21 -
Potentialservicecomplaints 833 926 1,130 1,192
Complaintsclosed -445 -490 -445 -337
Complaintsawaitingeligibilityassessmenat yearend 201 157 344 575
Eligibleserviceor hybridcomplaintsin progress 187 279 341 263
Complaintsin handat end of year 388 436 685 849*

ODFR O O omplaintsClosed 020 019/20 018/19 0 S
Mediation 90 45 80 52
Investigationconciliationwithout report) 104 138 111 57
Investigation(settlementwith report) 81 63 71 63
Withdrawnat investigation 39 46 45 29
Determination 131 198 138 136
Total 445 490 445 337
%Upheldat Determination 43% 43% 51% 50%
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F a! R2adzAaGYSyd T2 NJ ¢nBtYahk nimiers Mdll 4ddl ®S3he hidls prévidieille are making more transparent a number of
adjustments that take place for administrative reasoBgamples would include where someone has submitted an identical paper and electronic
complaint form, owheretwo complaints arenerged(issuesa complainerhas raisedgeparatelybut whichrepreseninecomplaint).

Incomingcomplaintsrosemarginallyafter ahistoriclow in 2019/20causedy the first lockdown.
Ineligiblecomplaintsreducedslightlyfrom last year.

Resolution atligibility remained highat 236 casegequivalent to almost a quarter of incomingases within

a year).ln these cases we invest time in trying to identify a solution which both parties are comfortable
with, this can take some weeks and considerable staff resource, but remainseacosteffective way of
resolving complaints than moving to a formal adjudicatidfe also generally find that both parties are more
contentwith an outcomewhichthey have beerinvolvedin the negotiationof andhaveagreedto. Almost

all these cases would progress to being a full service complaint without the investment of resource in
resolution at this early stage (although that does not necessarily mean they would go on to be upheld at final
determination).

Complaintsadmitted asservice(eligible,and not resolvedat eligibility) decreasedhis year. Again thisisin
part an impactof lower incomingnumberin the lasttwo yearsdue to Covid19, and havingno waiting cases.

The number of cases closed through mediation increaseguificantly, as parties were willing to mediate
again (although online mediation had been offered in the previous year, the impact of the first lockdown
wassignificant).

Settlementat investigation(whetherwith or without afull report beingissuedyemainedbroadlysimilarto
previous. Where this is possible, and both parties consent, it gives parties an outcome faster than
proceedingo full determination,andisalsomore costeffectivefor the SLCC.

Determination rates are down significantly omet previous yearThis is partly to do with lower incoming
over two years (it takes time for a lower incoming at the first stage to impact determination rates) and partly
to do withthe lower WIPin the lasttwo years withno waitingcasesat anystage.

Forthe fourth consecutiveyearwe havemanagedo reducethe numberof complaintsin handat the end
of the year. This meansve enter 2021/22in a strongposition.

We al so monitor t he ayv etheagpgegate df tha averagyg agdasfseseat each f case
stage of our process. For 2020/21 we saw further improvement with an average journey time at year end

of 6.7 months. This is dramatically different to 2016/17 when this figure was 14.7 months, with process
improvement seeing this drop eachlmequent year including this one (10.5 2017/18, 8.2 2018/19, 7.3
2019/20).Thisis a keyfactor for complainersand lawyers,and the positiveresult of ongoingefficiencywork.

All parties are issued a customer service feedback form at the end ofceagplaint. During 2020/21 we
receiveda 10%responserate (comparedto 13.1%n 2019/20,and13.8%in 2018/19).

Our Operating Plan for 2020/21 had a project to review our whole approach to customer feedback to ensure
this works for those providinfeedback and provides data that we can use to make improvemahvies.
continueto receivemorefeedbackresponsedgrom consumergatherthan practitioners70%:30%2020/21
(70%:3092019/20).

Responsebasedon Stagein ComplaintsProcess | Consumer Practitioner
Eligibility 13% 20%
Mediation 7% 7%
Investigation 42% 40%
Determination 38% 33%

Total 100% 100%
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From the new feedback report we can see we receive the highest responses from both consumers and
practitioners whoseomplaint closes at our investigation stage. We will continue to monitor trends going
forward.

We monitor several factors in these surveyasking if individuals are satisfied (or not) with our helpfulness,
the informationwe provide,how we explainthe processglarity of communicationthe reasoningorovided
for our decisionandsoon.

Practitioner feedback is strongly positive (irrespective of the case being upheld oR®at3oning, the
information provided, process explanation, communication, anthprehension all scored above 76% in
termsof practitionersrecordingthey were satisfied. Acrosshe whole yearsatisfactionratesfor all criteria
were between43%(satisfactionwith the recommendationand80%(informationprovided).

Onaverageconsumersatisfactiorlevelsare lowerthan practitionerlevels between41%(satisfactionwith
the recommendation}o 65%(satisfactionwith processexplanation).

On average consumers whose complaint closes at Mediation are most satisfied with the seeyiageceive
and we see lower rates of satisfaction from consumers whose complaint closes at DetermiAatibis.
stagewe seeareductionin the levelof satisfactionaroundour timescalesandimpatrtiality.

Onaveragepractitionersare mostsatisfiedwhenacomplaintclosesat Eligibility,comparedwith thosewho
reachthe investigationstageof our process.

Budgetperformance

TheSLC®Outturn againstoudgetis shownin the table below:

Yearended Yearended
30th June

30th June2021 2020

Budget Actual Actual
Income (3,993,180) (4,101,986) (4,082,112)
Expenditure 3,993,166 3,568,878 3,798,251
(Surplus) (14) (533,108) (283,861)
Pensiorivaluation 0 0 18,000
(Surplus) (14) (533,108) (265,861)

Incomewas£108,806higherthan expected basedon highercomplaintlevyincomethan anticipated(paid
when a complaintis upheld) and recoveredsecondmentincomeand also offset a reductionin bankinterest.

Expenditurevasunderspentby £424,2880r 10.6%underthe anticipatedbudget.

The mainarea of underspend was staffing costgithin the budget the SLCC had accounted for an FTE of
65.75, due to orgoing efficiency works andhe impact Covidl9 has had on the way we work, we were able
to reduce our FTE to 53.8 through attrition, which ledatsaving of £359,449. There were also savings on
membersalarieof £56,653.

Thishasmeantthe SLC@rereportingayearendsurplusof £533,1080or 2020/21.

I n the SLCC’s 2019/ 20 financi al st at e manountsfell shore or gan |
of our reserves policy position of three months average expenditihe. SLCC Board has committed to
strengtheninghe reservespositionto three monthsto better preparefor anyimpacton our cashflow. By
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returning thecurrent year surplus to our reserves we are now in a position where we will hold three months
averageexpenditurewithin reserves.

Paymentof creditorsandregularity of expenditure

TheSLCG@G committedto prompt paymentof billsfor goodsandserviceseceived. Paymentsare madeas
specified in the agreed contract conditions. Where there is no contractual obligation or other understanding,
we aim to pay for goods and services within 30 d&ys.average the SLCC took 15 days to pay for goods and
serviceqg2019/20:17days)andthe S L Cgaynentperformancewas97%(2019/20:90%).

Socialmatters

The SLCC is an equal opportunities employer and has become a member of the Employers Network for
Equality and Inclusion in 2019/20 to strengthen our worldiversity and inclusionAll staff are expected to
comply with a range of policies covering legal and behavioural matters and are encouraged to play an active
part in our sustainability and dignity at work are&taff policies are regularly updated foryamew
legislation and these changes are flagged to staff so they can review the relevant policy. Our staff code of
conduct adopts the nine key principles for public bodigtaff are reminded on an annual basis of the
organi sati on’ s wihe saff coaflict of mwteresgpolipyocbvers fyaud and domtbery
legislationandis reviewedregularly.

SustainabilityReport

TheSLC@ecogniseshat the changingclimatewill havefar reachingeffectsinS ¢ o t | eeonodnhy people
and environment.One of our strategic objectives is to deliver a sustainable operation and reduce our
environmentalimpactthroughstaffled initiativesand deliveryof our biodiversityduties.

Assustainability feature®n our current strategicplan, the SLC®oardhavesightof the work donein this
areathrough our OperationalPlanreporting andwithin our StrategicRiskRegistemwe highlightanyriskto
the organisation.

The SLCGs alsocommitted to supportingnational aimsand policieson Environmentaland Sustainable
DevelopmentWe publishedan updatedthree-yearreview (20182020)in December2020,reportingon
our work  to meet  the Scottish  Bio-diversity  Duty, is available  online:
https:// www.scottishlegalcomplaints.org.uk/abowts/rulespoliciesand-publications/biodiversity

reporting/.

Explanationof the developmentand performanceof the entity

After five yearsof increasingcomplaintswe startedto seea slightslowingof incomingnumbersin the first
half of the operationalyear,andthen whenlockdown starteca suddendecrease.

Lastyearwe flaggedthat investmentandprocesimprovementwork, whichcommencedn April 2018,had
started to show real results in WIP, complaints in hand at year end, and customer journeyRumier
improvementis clearlyvisiblein thisy e aresultsin thoseareas.

In combinationthis meansthat, at yearendthere were no meaningfulbacklogsat anystageof the process.

Ourbudgetfor 2020/21,setin March2020,predicteda further smallincreasan incomingnumbers,based
onthe bestdataavailableat the time.

As noted earlier ithe financial statements the anomaly of the lockdown period and uncertainty as to its
mediumterm impact on the sector make predicting the post lockdown position difficddimplaints
numbersare akeydeterminantof workloadand cost,andare not somethirg we havedirectcontrol of. As
noted, complaintsfell duringlockdown,but appearto be reboundingat leastto someextent. Thereare
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possible scenarios of decreasing complaints, a stewm spike, or a return to the increasing lotgym
trend.

Summary:Thekeyperformancechallengemaynow movefrom improvementon the speedand efficiency

of the process to ensuring resource is matched to currently lower volumes of work (cost efficiency) and
returning to look at the quality of work and stomer service provided (in line with the new Strategy and
OperatingPlan). We maybringthe planningprocesdor nextyearforward (thereis a statutory requirement

to consult in January, but we can start earlier than that as long as it concludes imtmih) to allow
discussion as to whether the Covi8 situation has fundamentally affected the pattern of legal work and
complaintsand thereforeimpactedour likely future workloads.

AnnualAudit

The financial statements are audited by exteraal di t or ' s appointed by the Aud
and he hasappointedDeloitte LLPasthe SLC@ u d i forn2020/21.AsAccountableOfficer,| am not aware

of any relevant audit information of |alystephtoensure audi t c
that | myselfamawareof anyrelevantauditinformationandto establishthatthea u d i isalsoawareof
thisinformation.

DocuSigned by:

Ml Stoanson

67BAFE9SDFEE42D..

Neil Stevenson
Chief Executivé®fficer

06 October2021
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2. Accountabilityreport

CorporateGovernanceReport

Details of our governance arrangements are published onliiés includes a governance statement, a
schemeof delegation the arrangementdor the managemenbf conflictof interest,a codeof conductand
ariskmanagemenpolicy.

https:// www.scottishlegalcomplaints.org.uk/abouis/rulespoliciesand-publications/theslccs
governancearrangements

Compliance wh our governance framework is periodically reviewed, including the use of internal audit
where appropriate. There were no reported breachegoncerns this year. Further details on governance
areprovidedin the remainderof this section.

TheDirectorsReport

Dateof Issue
TheAccountableOfficerauthoriseghesefinancialstatementsfor issueon 06 October2021.

TheSeniorManagementTeam

The SMT is responsible for the day to d&eylegagh nage me
responsibility for the organisation rests with the Board, and with the Chief Executive and the Accountable
Officer(asinglerole,andnot a Boardmember),asoutlinedin this report.

TheBoard

The SLCC comprises a lay chair, and eight further membfve lay and three legal. The Board has
responsibility for establishing and taking forward the strategic aims and objectives of the SLCC, and
demonstrating high standards of corporate governance by using the Audit Committee to address key
financialandother risks.

During2020/21two lay members,andonelegalmembersteppeddown from the Boardat the end of their
statutory fiveyear terms.The SLCC started planning for this in May 2020, with an initial discussion with
Scottish Governmenin June2020. Toreplace them a recruitment exercise wég run by Scottish
Governmentand theappointmentsare madeby ScottishMinisters.

Appointment

BoardAppointments From Noteson changeover
ChairingMember (Lay)

JimMartin 01/01/2018 31/12/2022 5

LayMembers

EmmaHutton 01/04/2016 31/03/2021 5 Departedduringyear
DrMichelleHynd 01/04/2016 31/03/2021 5 Departedduringyear
SaraHesp 01/01/2017 31/12/2021 5

SarahMcLuckie 01/01/2017 31/12/2021 5

MoragSheppard 01/01/2018 31/12/2022 5

JuneAndrews 01/04/2021 31/03/2026 5 Joinedduringyear
NikiMcLean 01/04/2021 31/03/2026 5 Joinedduringyear
LegalMembers

AmandaPringle 01/04/2016 31/03/2021 5 Departedduringyear
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DeniselLoney 01/01/2017 31/12/2021 5
KaySpringhamQC 01/01/2017 31/12/2021 5
FrankaGill 01/04/2021 31/03/2026 5 Joinedduringyear

In 2021/22 a further two legal members and one lay member will step down from the BReplacements
were recruited in the same recruitmemtescribed above, which will allow induction well in advance of
commencementates, effectively managingany risksaround continuity during a period with a large number

of changes.

However, in July 2021 the personal circumstances of one lay member ditertavith the SLCC changed
meaning they could not take up the appointmefithen in September 2021 one of our legal members
resigned from the SLCC Board, due to being offered a position with the Judiciary of Scidtiaridaves
us potentially twvomembersshortfrom 1stJanuary2022.

We are currently in conversation with our sponsor team at Scottish Government on how to replace these
members.There is a particular focus on the legal member, as certain roles are reserved to them in our
legislation.We areinvestigating whether we can make a temporary appointment of a previous legal member
on the basis of a A numben of eptionsraeerhéing consadéred wmund thenlay vacancy.
There are then two further members to depart the SLCC Boabieaember 2022 as part of our normal cycle.
This would then be an opportunity and to fill any gaps alongside the recruitment for a new chair and lay
member.

If this is not possible there could be some risk to the SLCC as we will only have two legal snehibler
could impact complaint journey time and has an impact on the workload of two new legal members in
chairingour determinationcommittees.

The Board met formally for six meetings during the course of the year, as well as taking part in a planning
andstrategyworkshopandseveraldevelopmentsessions All meetingswere conductedremotely by video
conference.Minutesare publishedon our website:

https:// www.scottishlegalcomplaints.org.uk/abowis/who-we-are/our-board/boardmeetingminutes/.

Board meetings deliver the governance function of Beard.Under our governing statute Board members
haveaseparaterole in determiningindividualcasesat two stagesn our processegither sitting individually
or in groupsof three, chairedby alegalmember.

The Board review their effectiveness througltonfidential discussion at the start and end of each Board
meeting,throughdialogueon the planningof Boardagendasand papers,andthroughdiscussiorof topics
andlearningneedsfor the five developmentsessionsn this operationalyear.

Accountableh ¥ F Ar€sSoNdibaities

The CEO is designated in statute the Accountable Officer for the SUCC.s i s conf i r med
governancearrangements.

Therelevantresponsibilitiesas AccountableOfficerare set out in the Memorandumto AccountableOfficers
for other PublicBodiesissuedby the ScottishGovernmentand publishedin the ScottishPublicFinance
Manualandreflectedinthe S L Cr@léssTheseaesponsibilitiesncluderesponsibilityfor the proprietyand
regularity of finances and for theeeping of proper records. The Memorandum is available at:
http://www.scotland.gov.uk/Topics/Government/Finance/spfm/Accountability/aomemoother

Underparagraphl5 (1) of Scheduldl of the LegalProfessiorand LegalAid (Scotland)Act2007 the SLC&
requiredto preparea statementof accountsfor eachfinancialyearin accordancewith directionsasrequired
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by the Scottish Ministers. The financial statements are prepared on an accruals basis and must give a true
andfair viewof the S L Cd&fairsandfinancialactivitiesat the yearend.

In preparingthe financialstatements,the AccountableOfficer isrequiredto comply withthe Government
FinanciaReportingManual(FReMjandin particularto:

(i)  Observethe accountsdirection issued by the Scottish Ministers, including the relevant
accounting and disclosure requirements, and apply suitable accounting policies on a consistent
basis;

(i) Makejudgementsandestimateson areasonabléasis;

(iii)y State whether applicable accounting standards have been followed and disclose and explain
anymaterialdeparturesin the financialstatements;and

(ivy Prepare the financi al statements on a
presumethat the SLC@ill continuein operation.

going

NeilStevensoroinedthe organisatiorasthe ChiefExecutiveandthe AccountableOfficeron 20 July2015.

The Accountable Officer is required to confirm that he is unaware of any relevant audit information of which
our auditor’”s is unaware and further conf iissamaret hat he
of anyrelevantauditinformationandto establisithatthea u d i isalsoawareof thisinformation.

The Accountable Officer must be of the opinion that the Annual Report and Financial Statements as a whole
arefair, balancedandunderstandablel acceptpersonalresponsibilityfor the AnnualReportandFinancial
Statements and for the judgements required for determining that they are fair, balanced and
understandable.

Governancestatement

Scopeof responsibility

| took up thepermanent post of Accountable Officer on 20 July 204%.Accountable Officer, | have
responsibility for maintaining a sound system of internal control that supports the achievementof
organisational policies, aims and objectives, whilst safeguardingthga ni sati on’ s asset s,
leviedfrom the legalprofessionfor whichl amresponsible.

The system of internal control is designed to manage rather than eliminate the risk of failure to achieve
policies, aims and objectives; it can therefore yopkovide reasonable and not absolute assurance of
effectivenessThe system of internal control will continue to evolve to identify the principal risks to the
achievements of the SLCC's policies, aitmserisksyd obj e
andmanagethem efficiently, effectivelyand economically.

The processes within the organisation have regard to the guidance to Public Bodies in Scotland issued by the
Scottish Ministers and set out in the Scottish Public Finance Manuathar8icottish Government Audit
Handbook{updatedApril 2019).

Governancdramework

The SLCC has a governance framework which comprises of the systems and processes (including a formal
scheme of delegation covering all aspects of work), culture and valuegich the SLCC is directed and
controlled.

The governance framework has been in place for the year ended 30 June 2021 and up to the date of approval
of the annualreport andfinancialstatements.
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The governance framework is overseen by the Senior Management Team comprising the Chief Executive
Officer,the Directorof Busines®erformancethe Directorof PublicPolicy,andthe Directorof Resolution.

Our Audit Committee meets four times per year. The Audit Committee consists of three members of the
Board.From June 2020 to end March 2021 the committee comprised Michelle Hynd (as Chair), with Sara
Hesp and Moragheppard as membergollowing the changes to Board membership from the start of April
2021to yearendthe committeecomprisedSaraHesp(asChair) with MoragShepparcand DeniseLoneyas
members.

The meeting is attended by our internal and exteraall d i tTlerCbnsmittee provides support to the
Board in respect of their responsibilities for issues of risk, control and governahazugh the year the
Committeemet by videoconferencedueto* | oc kdown’

A Board level Health and Safety Committeasisswith this key area, and met four times, again by video
conference.

The Remuneration Committee met four times during the course of this business year. This year they have
discussed succession planning, absence, equal pay, a competency framework, mexpéeses, staff
surveyresults,CEGsalaryprocesssuccessiomplanning the impactof Covid1l9 andpaydiscussions.

Declarations of Interest for the Senior Management Team, and for all staff, are managed under a policy
approved by Board and are updated regularly. The Board register of interests is available at:
https:// www.scottishlegalcomplaints.org.uk/abogtcc/whowe-are.aspx

As part of the framework the SL®&s a risk policy which sets out our approach to risk management and
appetite for risklt is supported by a corporate risk register, monitored by the Audit Committee, which is
part of an ongoing process designed to identify and manage the principatoitiks SLCC of achieving its
corporateobjectives.

The SLCC’s risk management system identifies the
and the control measures put in place to mitigate either the likelihood of a risk materialagidgor its

impact on achievement of corporate aim§his involves evaluating the nature and extent of risks and putting

in placeeffectiveandaffordablemanagementind control systems.

AdetailedSchemeof Delegationwasin placethroughoutthe year,andanupdatedversionapprovedby the
Boardduringthe courseof the year. We updatedour arrangementgor how businessvould be conducted
in the absenceof the Chair.

Other than a move to video conference meetings, no changes in our governance processess or rigour
hasbeenrequireddue to Covid19 assystemsalreadytook accountof remote workingand agileapproaches.

Reviewof effectivenessand AnnualReportof the Audit Committee
It is part of my responsibility as Accountable Officer to reuileaveffectiveness of the system of internal

control. My reviewisinformedby:
(i)  Theworkofthe Board,andin particularthe strategicdirectionit givesto the SLCC;

(i)  Thework of the Audit Committeein its considerationof risk, financialmanagementyiskand
auditreports;

(i)  Reportsfrom the internala u d i ondhe adequacyand effectivenesof the systemof internal
control; and

(iv) Theworkofthe managementeam.
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Duringthe year2020/21the SLC®asworked continuouslyto review and refine its systemsof internal
control. Thesatemsalsorepresentthe’ A n rRwe g l®frthe Audit Committee. In particularwe have:
Formalinternal Audit (Azetsg formally ScottMoncreiff)
1 Reviewedhe closeout reportonthe internal audit planfor the previousyear(2019/20).
i Approvedaninternalauditplanfor the currentyear(2020/21).
1 Startedpreparationof the internalaudit planfor the comingyear(2021/22).
1

Received reports from our outsourced tonternal
budgetsettingandmonitoring,andof our managemenbf the costsandauthorisationaround
Courtof Sessiorappeals.

i Subsequent to year end (July 21 meeting) reviewed the close out report on the internal audit
planfor the year(2020/21).

FormalExternalAudit (Deloitte, on behalf of Audit Scotland)

T Reviewedhe governancestatementandfinancialstatementsfrom the previousfinancialyear
(2019/20).

Reviewedhe ISA260externalauditreportonthe previous(2019/20)financialyear.

i Held a reviewdiscussion on the outcome and effectiveness of the external audit for the previous
year(2019/20).

i Approvedthe externalaudit planfor the year(2020/21).
Ensuringcompliancewith bestpractice
T Providedexternaltrainingon auditto new membergoiningthe committee.

| Received updates on fraud risks in the public sector and reviewed learning and key themes from
the work of the ScottishParliamentPublicAudit Committee.

i Attended external events to grow knowledge and help identify best practice. For the
AccountableOfficerthis includedNDPBChiefExecutiveForums.

1 Reviewed the new statement on ‘' Good Governanc
that SLCG@incorporatingthat practicesinto its own processesndapproaches.

i ReviewedAudit Scotland Emerging-raudRisk guidancetheir ‘COVIBEL9 Guidefor Auditand
whial |/ 2YYanid StSMe Tracking ¢he implicationsrof COWDp 2y { O2 Gt I yRQA
CAylyO0SaQ

Otherassurancectivity

| Reviewedur approachto mediumterm financialplanning,and currentthree-yearprojections
for income and expenditure (to aid future planning, and in response to a recommendation
within the externalaudit).

i Consideredhe feedbackreport from independentpenetrationtestingof the securityof our IT
systemsandthe managemengction planin responseo this.

i Received briefings and updates on learning from cybersecurity incidents, such as the SEPA
attack,to inform our learningandapproaches.

Continuedo ensurealeadBoardmemberwasplaceon cybersecurityissues.

i Considerednterim updateson a completeindependentreview of IT, lookingat how we achieve
anew operatingmodelwhichhasno dependencyon a physicalocationby Septembe2023.
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1 Oversaw f saa finechanismdo ensurefinanceif there wasa defaultby one of our funders
dueto Covid19-includingcontractualvariationof arrangementsvith one funder,securinga
bank credit line in case of an issue, and securing a Scottish Government loan commitment in
caseof anissue.

i Undertook risk and assurance work to support other plans for a new operating model by
Septembe2023,includinglookingat keyopportunitiesandrisksin transition, experienceand
competence within the organisation to support change, and effective engagemith staff to
supportchange.

i Consideredssuesarisingfrom a hard or soft Brexit,andits interfacewith Covidl 9 impacton
the economy,andapproveda BrexitManagementpaper.

i Reviewedthe successionplanning processwithin the organisation(joint work with our
RemuneratiorCommittee).

T Increasedoversight of the Court of Sessionappealsprocess,recognisingthe costs and
reputationalissuesdn this part of ourwork.

i Received updates on our work to ensure automated (rather than manual) compheitice
deletion of case management files after the prescribed period (an outstanding action from a
previouslinternal Audit).

T Reviewedthe member expensespolicy within the organisation (joint work with our
RemunerationCommittee).

T Refreshed all Health and f8ty risk assessments during this yeaworking with our Board level
Healthand SafetyCommittee.

T Continued to use external expertise to examine statistical data on the throughput of our
complaints process, and continued to developour * pr e d ing ¢ &dvimmprove our
understandingof how caseswill progressover6,12,and 18 months.

| Completeda feedbaclkcycleon performance.All Boardand Audit Committeememberswere
given the opportunity to feedback to the Chair on the performance of the CEO and Aablmun
Officer,andto feedbackio the CEQnthe performanceof the seniormanagementeam.

i Discusseaveryrisk on the strategicrisk registeron a quarterly basis,with a detailed discussion
at the Audit Committeeandapprovalat Board.

The SLCEmplies with the principles of the Scottish Public Finance Manual and the Scottish Government
AuditHandboolupdatedApril 2019).

| amsatisfiedthat the SLC@Gasrobust, proportionateandappropriatesystemsof controlin place.

Remuneration and staffreport

Remunerationpolicy andreport

The Board having considered the requirements of the Government Financial Reporting Manual and the
responsibilities of managers within the SLCC, consider that only the remuneration of the CEO, SMT and Board
Membersshouldbe disclosed.

Remuneration- CEO

TheC E Grénwunerationisapprovedbythe Board.It is subjectto andcompliantwith ThePublicSectorPay
Policy for Senior Appointmentsl e i | Stevenson joined the SLCC on 20
includesbasicsalaryonly. It doesnot includeemployernationalinsuranceor pensioncontributions. During
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the yearto 30June2021,£10,143waspaidinto amoneypurchasepensionschemeon behalfof the CEQn
line with hiscontract. Thetable belowhasbeenauditedbyourexternalaudi t or ' s .

YearEnded30June2021 YearEnded30June2020

Pension Benefit Pension Benefit
Salary  Benefit inKind Total Salary Benefit inKind Total
£000 £000 £000 £000 £000 £000
NeilStevenson 80-85 1015 Nil 90-95 8085 5-10 Nil 8590

Remuneration- SMT

The SMT’'s remuner at i dtis subjscttaang compliamtdvithothe Public SectGriP&y.
Policyandtheir gradesare includedwithin the overallSLC@radingstructure. ThethreeD i r e cdlades ' s
shownincludesbasicsalaryonly. It doesnot includeemployernationalinsuranceor pensioncontributions.

During the year to 30 June 2021, a total of £13,484 was paid into a money purchase pension scheme on
behalfofthethreeD i r e dntine with their contract. Thetable belowhasbeenauditedby our external

auditor’ s.

YearEnded30June2021 YearEnded30June2020

Pension Benefit Pension Benefit
Salary Benefit inKind Total Salary Benefit inKind Total
£000 £000 £000 £000 £000 £000
CarolineRobertson 60-65 0-5 Nil 65-70 5560 0-5 Nil 60-65
LouiseBurnett 5055 05 Nil 5560 5055 0-5 Nil 55-60
VickyCrichton 5055 05 Nil 5560 5055 05 Nil 50-55

Chairand Boardfees

SLCC Board members are eligibleelim out of pocket expenses relating to their work as SLCC Board
members (both in relation to their governance role, and their role in determining individual cases). Board
remuneration has been determined in line with Public Sector Pay Policy for Semom#nents; Chief

by

Executive, Chairs and MembefB.he t abl e bel ow has been durthéert ed
information canbe found atwww.scotland.gov.uk/publications
YearEnded30June 2021 YearEnded30June2020
DailyFee Total DailyFee Total
£ £000 £ £000
JimMartin, Chair 319 1520 319 15-20
EmmaHutton 216 0-5 216 0-5
DrMichelleHynd 216 5-10 216 5-10
SaraHesp 216 5-10 216 5-10
SarahMclLuckie 216 0-5 216 0-5
MoragSheppard 216 5-10 216 5-10
AmandaPringle 216 1015 216 10-15
DeniselLoney 216 5-10 216 5-10
KaySpringhanQC 216 0-5 216 5-10
FrankGill 216 0-5 - -
NikiMacLean 216 0-5 - -
JuneAndrews 216 - - -
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number of external engagementEach member will be involved in a differing number of Eligibility and
Determination Committee decisions and have a caseload of varying compleeggl menbers have an
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additional role to play as * C h aof Desefmination CommitteesSome members also sit on other

Committees (such as the Audit Committee).

Expenditure in relation to the chair can reasonably be expected

to riseasthe role develops particularlyin ayearwhensignificantchangesn legalcomplaintsregulationare

anticipated.

Hutton review of fair pay

Reporting bodies are required to disclose the relationship between the remuneration of the higguest
directorin their organisatiorandthe medianremunerationoftheo r g a n i wakfoice n

’

S

The relationship between the remuneration of the highest paid member of staff and the median
remunerationof the staffisas follows:

Annualisedemunerationof the highestpaid memberof staff

MedianRemuneratiorof staff

RemuneratiorRatio

LowestRemuneratiorPaid

Year
ended
30June
2021
84,586
38,622

1:2.2

23,518

Year
ended
30June
2020
83,366
37,405

1:2.2

22,332

Themedianremunerationfor the S L C €&ff is basedupon annualisedull-time equivalentsalaryof the

employeesat 30 June2021.

In 2020/21, no employees received remuneration in excess of the higlzédtdirector. Total remuneration
includessalary non-consolidatedpberformancerelated pay,benefitsin kind aswell asseverancgpayments.
It doesnot includeemployerpensioncontributionsandthe cashequivalenttransfervalueof pensions.

Toimplementthe nationallyagreedpublicsectorpay policyjn April 2021 ,the SLC@ppliedanincreaseof
£8000f thoseearningunder£25,0002%for thoseearningbetween£25,000and£40,000and 1%to those

earningover £40,000.

The following table shows the salary and related costs for all staff for theeywhed 30 June 2021, identifying

staffandmembersseparately.

Yearended Yearended

30June2021 30June2020

Staff Members Total Total

£000 £000 £000 £000
Salaries 2,186 67 2,253 2,236
Sociakecuritycosts 208 2 210 202
Pensiorcosts 179 - 179 262
Outsourcedstaffcosts - - - 13
TotalSalaryCosts 2,573 69 2,642 2,713
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Duringthe yearto 30 June2021zeroemployeesreceivedan exit packagg(2019/202 exit packagest a total
cost 0f£32,988).
Nooff-payrollpaymentswere made.
TheSLCCurrentlyholdsthe LivingWageaccreditation.

Information disclosed within the Remuneration Report were reviewed by Deloitte to ensure that they are
consistentwith the financialstatements.

Staffreport (includingstaff engagement)
Theaveragenumberof full time equivalentstaff (FTEgmployedbythe SLC@G shownin the table below.

Year Year
ended ended
30June 30June
2021 2020
AverageFTE 56 59

Staffing was slightly lower than last yewith SLCC reducing resource based on the impact of efficiency work
carriedout in previousyearsanda continuedrecruitmentfreezein light of Covid19.

In 2020/21 an average of 5.9 days (including leavers) were lost per staff member compared to 3.6 day
from 2019/20.This includes lonterm sickness absenc&here has been in an increase in ldegn sickness
absenceén 2020/21,with 80%0f all absenceelatedto longterm sick.

Turnover of staff was 10.48% in the year (2019/20: 19.83%i% reductionwas expected and is a more
normalturnover percentagefor our organisation.

In November2020we ran our annualstaff engagemensurvey. Theresponseate this yearwas87%(72%
in 2019/20). We saw positive increases in all answers compared with ours2@i€y, with the exception
of 1 question,” mgoodwork receivesecognitionor praiseinsomef o r (80%2020/21,85%2019/20)

Overall we were pleased to see that we received a
and everyoneis espect f ul and considerate to ea-t%handorémoter ' , par
working, (83%2020/21,67%2019/20) and‘ w o wourécommendthe SLC@saplaceto w o rirdcreased

by 13%ithis year(85%2020/21,72%2019/20)

Staffcompositionandequal pay
Asat 30 June 2021here were 56 staffin post. Thesplitacross gendeandbusinessareais detailedin the

table below.
Prefer not to

Employees Female Male say Total
SeniorManagementTeam 3 1 0 4
Complaints 27 14 0 41
CorporateServices 6 1 0 7
Oversight 3 1 0 4
Total 39 17 0 56

Page?27 of 50



DocuSign Envelope ID: D847C9E7-BFA0-458C-8884-4DE51C2A72CD

scottish legal Sl‘ ‘
complaints commission

Ourcurrentstaff compositeis 70%femaleand 30% maleghere is a 2%changein our genderbalancewith
anincreasedemalecomposite,comparedwith the previousyear.

All staff, irrespective of gender, are paid according to our current pay and grading structure, are treated
equally, and are progressing through our current pay and grading structure based on performance and length
of service.

In our management gradese have one male and one female in a Grade D role (two post holders at that
grade). At GradeErolesthere are more malesthan females(three malesto two females).At GradeFthere
aretwo femaleswhile at GradeGthere isonefemale. Thecurrent ChiefExecutivas male.

Grade C is our largest grade in terms of numbers of atéthin this Grade there are 35 staff, 25 females
(71%)and 10 males(29%).Within the lower three spinepointsthere are 5 femalesand 3 males,andwithin

the top two spinepoints there are 20 females and 7 males. This relates solely to length of satisfactory service
andsuggestso structuralissue.

In GradesA and Bwe havemore femalesthan males. We will continueto considerin termsof recruitment,
benefitsandother aspectf employmenthow we cancontinueto be attractiveto differentgenders.

Intermsof both gradesandthe organisatioroverallwe continueto deliverequalpay.

Equalopportunities and diversity statement

TheSLC®& committedto the principleof equalopportunitiesacrossour functionsandin our employment
practices.We are committed to pursuing positive action in our policies and practices to ensure that no
individualis discriminatedagainstdirectly or indirectly,unlawfully,unjustifiablyor unfairly becauseof their
personalstatusin relationto race,ethnicor nationalorigin,religion,age,sex,genderidentity, pregnancyor
maternity, disability,sexual orientatioror marital/civil partnershipstatus.

Staffpoliciesfor disabledstaff, and other employeematters

The SLCC follows the Civil Service Recruitment principles to ensure fair recruitment for all and encourages
applicationsfrom thosewith disabilitiesthat meetthe essentiakelectioncriteria.

We continueto improveour policiesand practiceson disabilityand are awareof our equalitydutiesunder
the Equality Act 2010//hen developing a new policy we always carry out an equality impact assessment to
ensureour policiesdo not discriminateor disadvantagenyof our staff protectedunderthe EqualityAct.

Reasonable adjustment, unconscious bias, and equality training are provided annually for all staff and HR
provide advice and support to line managers and individuals to make sure all staff are well supported. We
also make reasonable adjustments and seek advice from our occupational health specialists to ensure all
staff havethe correctsupportfor their disability.

In our 2021 survey 21% of our staff indicated they have a disability oftéwnghealth condition This
compares favourably with the reported UK averages for the Civil Service in the 2020 survey (which see rates
around6%to 13%dependingon grade).

We alsocontinuedwith our focuson mentalhealthandwellbeingand providedadditionaltrainingfor both
individualsandour mental healthfirst aiderson mentalhealthtopics. We alsooffered greaterflexibility in

how our staff worked this year and we can see the benefits this has to support a disability, caring
responsibilities or simply managing a skdife balanceWe have made a commitment to staff to develop
future workingpoliciesthat build on this flexibility to continueto supportstaff.
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There is a staff and Board member Health and Safety Committee, which met throughoygahdrisk
assessmentarerefreshedannually asisour policystatementon Healthand Safetyandstaffare consulted

on the risk assessment#/e took part in the annual Health and Safety week, and focused on health and
safetywhile workingfrom homedueto the currentlockdownperiod.

TradeUnion Facility Time

The SLCC recognises one trade union for the purpose of collective bargaining, Public and Commercial Services
Union(PCS)TheSLC@ecognisehe benefitsof a positiveandopenrelationshipwith our recognisedrade

union. As part of our commitment to working in partnership, and in accordance with the Trade Union
(Facility Time Publication Requirements) Regulations 2017, we offer paid facility time to our workplace
representativego enablethemto carryout unionactivitiesandduties.

TradeUnionRepresentative§TU)
Number of employeeswho were relevant

UnionOfficialsduringthe relevantyear
2 2

FTEemployeenumbers

Percentagef time spenton FacilityTime

Percentagef Time Numberof Representatives
1%-50% 2

Percentagef paybill on FacilityTime

TotalCostof FacilityTime £3,876
TotalPayBill £2,573,356
P_ercentageof Total PayBill Spenton Facility 0.15%
Time

PaidTUActivities

Timespenton paid TUActivitiesasa %oof total

0,
paidFacilityTime 28%

Parliamentaryaccountability

TheSLCG heldto accountby the ScottishParliamentunderthe terms ofits foundingAct. TheStatement

of Accountsof the SLC @& subjectto auditby the Auditor Generafor Scotlandandthe auditedstatementis

laid before Parliament in accordance with such directions as may be given by Scottish Ministers. The SLCC
mustalsoprepareanannualreport onits functionsandsubmitthat report to the ScottishMinistersassoon
aspracticableafter the end ofeachfinancialyear.

DocuSigned by:

ML Stoenson

67BAFE99DFEE42D..

Neil Stevenson
Chief Executivéfficer

06 October2021
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3. Independentl dzR A iepoIbathe members of Scottish Legal Complaints
Commissionthe Auditor Generalfor Scotlandand the ScottishParliament

Reporton the audit of the financialstatements

Opinionon financial statements

We have audited the financial statements in the annual report and financial statements of Scottish Legal
Complaints Commission for the year ended 30 June 2021 under theRredession and Legal Aid (Scotland)
Act 2007. The financial statements comprise tBmtement of Comprehensive Net Expenditure, the
Statementof FinanciaPosition the Statementof CashFlow,the Statementof Change$n Equityandnotes

to the financialstatements,includinga summaryof significantaccountingpolicies.

The financial reporting framework that has been applied in their preparation is applicablelaw and
International Financial Reporting Standards (IFRSs) as adopted by the Europearahthesjnterpreted
andadaptedby the 2020/21Government-inanciaReportingManual(the 2020/21FReM).

Inour opinionthe accompanyindinancialstatements:
. give a true and fair view in accordance with the Legal Profession and Legal Aid (Scotland) Act

2007 and directions made thereunder by the S
affairsasat 30 June2021andof its net expenditurefor the yearthen ended;

. havebeenproperlypreparedin accordancevith IFRSasadoptedby the EuropeanJnion,
asinterpreted andadapted bythe 2020/21FReMand
. havebeenpreparedin accordancewith the requirementsof the LegaProfessiorandLegal

Aid (ScotlandAct2007anddirectionsmadethereunderby the ScottishMinisters.

Basidor opinion

We conductedour audit in accordance with applicable law and International Standards on Auditing (UK)
(ISAs (UK)), as required by tBede of Audit Practicapproved by the Auditor General for Scotland. Our
responsibilitiesinderthosestandardsarefurther describednthea u d i tesponsikdlitiedor the audit of

the financialstatementssectionof our report. Wewere appointedby the Auditor Generalbn 31 May 2016.
Theperiodof total uninterruptedappointmentisfive years We areindependentof the bodyin accordance
with the ethicalrequirementsthat are relevantto our audit of the financialstatementsin the UKincluding

the FinanciaReportingC o u n EthicklStandardandwe havefulfilled our other ethicalresponsibilitiesn
accordance with theseequirements. Noraudit services prohibited by the Ethical Standard were not
providedto the body.We believethat the audit evidencewe haveobtainedis sufficientandappropriateto
providea basisfor our opinion.

Conclusionselatingto goingconcernbasisof accounting
We haveconcludedhat the useof the goingconcernbasisof accountingn the preparationof the financial
statementsis appropriate.

Basednthe workwe haveperformed,we havenot identified anymaterialuncertaintiesrelatingto events
or conditionsthat, individuallyor collectively maycastsignificantdoubtonthe b o d gbilitgto continueto
adoptthe goingconcernbasisof accountingfor a period of at leasttwelve monthsfrom whenthe financial
statementsare authorisedfor issue.

Risksof material misstatement
We have reported in a separate Annual Audit Report, which is available fromwuitiié Scotland websitethe
mostsignificantassessedsksof materialmisstatementhat we identifiedandour conclusionghereon.
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Responsibilitieof the AccountableOfficerfor the financialstatements

As explained more fully in the Statement of the Chief Executive's Responsihgitthe Accountable Officer,

the Accountable Officer is responsible for the preparation of financial statements that give a true and fair
viewin accordance wittthe financialreportingframework,andfor suchinternal control asthe Accountable
Officerdetermines is necessary to enable the preparation of financial statements that are free from material
misstatementwhetherdueto fraud or error.

In preparingthe financialstatements the AccountableOfficerisresponsiblefor assessinghe b o d gbilitg
to continue as a going concern, disclosing, as applicable, matters related to going concern and using the
goingconcernbasisof accountingunlessdeemedinappropriate.

I dzR A fegpdliBiilitiesfor the audit of the financial statements

Our objectivesare to obtain reasonable assurance about whether the financial statements as a whole are
free from materi al mi sstat ement , whet her due to
includesour opinion.Reasonablassurances a highlevelof assurance put isnot aguaranteethat anaudit
conductedin accordancewith ISAs(UK) willalways detect a material misstatementwhen it exists.
Misstatementscanarisefrom fraud or error andare consideredmaterialif, individuallyor in the aggregate,
theycouldreasonablybe expectedto influencethe economiadecisionf userstakenon the basisof these
financialstatements.

Afurther descriptionofthea u d i tegponsikilitiedor the audit of the financialstatementsislocatedon
the Financial Reporting Council's website/w.frc.org.uk/auditorsresponsibilitiesThis description forms
partof our repardi t or ' s

Extent to which the audit was considered capable daftdcting irregularities, including fraud
Irregularities,including fraud, are instancesof non-compliancewith laws and regulations.We design
proceduresn linewith our responsibilitieutlined aboveto detect material misstatementsn respectof
irregularities,includingfraud. Proceduresnclude

e consideringhe natureofthe b o d gohtrelenvironmentandreviewingtheb o d gotusnentationof
their policies and procedures relating to fraud and compliance with laws and regulations. We also
enquired with management, internal audit and those charged with governance about their own
identificationandassessmenof the risksof irregularities;

e obtaining an understanding of the applicable legal and regulatory framework and how the body is
complying withthat framework;

« identifyingwhichlawsandregulationsare significantin the contextof the body;

. assessinthe susceptibilityof the financialstatementsto materialmisstatementjncludinghow fraud
mightoccur;and

e consideringvhetherthe audit team collectivelyhasthe appropriatecompetenceand capabilitiesto
identify or recognisenon-compliancewith lawsandregulations.

We obtained an understandingof the legal and regulatory framework that the body operatesin, and
identifiedthe keylawsandregulationsthat:

. had a direct effect on the determination of material amounts and disclosures in the financial
statements.Thisincludedthe LegalProfessiorand LegalAid (Scotland)Act 2007.

« do not have a direct effect on the financgthtements but compliance with which may be fundamental
totheb o d gbilitgto operateor to avoidamaterialpenalty. Thesancludedthe DataProtectionAct
2018andrelevantemploymentlegislation.
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We discussed among the audit engagement team regarding the opportunities and incentives that may exist
within the organisatiorfor fraud andhow andwhere fraud mightoccurin the financialstatements.

As a result of the performing the above, we identified the greatest potential for fraud was in relation to the
recognitionof incomefrom levies. Theriskisthat the incomerecogniseds not completeandaccurate.In
responsdo this risk,we havetesteda sampleof levyincomerecognisedn the yearand performedcut-off
procedurego test the accuracyof the amountsreceived.

In commonwith all auditsunder ISAs (UK), ware also required toperform specifiqproceduresto respond

to the risk of management overridén addressing the risk of fraud through management override of
controls, we tested the appropriateness of journal entries and other adjustments; assessed whether the
judgements made in making accding estimates are indicative of a potential bias; and evaluated the
businesgationale of any significanttransactionsthat are unusualor outsidethe normal courseof business.

Inadditionto the above,our procedurego respondto the risksidentifiedincludedthe following:

. reviewing financial statement disclosuresby testing to supporting documentation to assess
compliance with provisions of relevant laws and regulations described as having a direct effect on the
financialstatements;

« performing analytical procedures to identify any unusual or unexpected relationships that may
indicaterisksof materialmisstatementdueto fraud,;

. enquiring of management, internal audit and external legal counsel concerning actual and potential
litigation and claims,andinstancesf non-compliancewith lawsandregulations;and

¢ readingminutesof meetingsof thosechargedwith governanceandreviewinginternalauditreports.

The extent to which our procedures are capable of detecting irregularitiefyding fraud, is affected by the
inherentdifficulty in detectingirregularities the effectivenes®ofthe b o d gohtrels,andthe nature,timing
andextent of the audit proceduresperformed.

Irregularities that result from fraud are inherently modéfficult to detect than irregularities that result from
error asfraud mayinvolvecollusion,intentional omissionsmisrepresentationsor the overrideof internal
control. The capability of the audit to detect fraud and other irregularities dependaanors such as the
skilfulnessof the perpetrator,the frequencyand extent of manipulation,the degreeof collusioninvolved,
the relative sizeof individualamountsmanipulated,andthe seniorityof thoseindividualsinvolved.

Reportingon regularity of expenditureandincome

Opinionon regularity
In our opinionin all material respectsthe expenditureandincomein the financialstatementswere incurred
or appliedin accordancevith anyapplicableenactmentsandguidancdassuedbythe ScottishMinisters.

Responsibilitiegor regularity

TheAccountableOfficeris responsiblor ensuringthe regularityof expenditureandincome.ln additionto

our responsibilitiego detectmaterialmisstatementsn the financialstatementsin respectof irregularities,

we are responsible for expressing an opinion on the regularity of expenditure and income in accordance with
the PublicFinanceand Accountability(Scotland)Act 2000.
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Reporton other requirements

Opinion prescribed by théAuditor General for Scotland on audited part of the Remuneration and Staff
Report

We haveauditedthe parts of the Remuneratiorand StaffReportdescribedasaudited.In our opinion,the
audited part of the Remuneration and Staff Report has been progedpared in accordance with the Legal
ProfessiorandLegalAid (ScotlandAct2007anddirectionsmadethereunderby the ScottishMinisters.

Statutory other information

The Accountable Officer is responsible for the statutory other information irathreual report and accounts.

The statutory other information comprises the Performance Report and the Accountability Report excluding
the auditedpart of the Remuneratiorand StaffReport.

Our responsibility is to read all the statutory other informatiomdain doing so, consider whether the
statutory other information is materially inconsistent with the financial statements or our knowledge
obtained in theaudit or otherwise appears to bematerially misstated. If wadentify such material
inconsistenciesr apparent material misstatements, we are required to determine whether this gives rise
to a material misstatement in the financial statements themselves. If, based on the work we have performed,
we conclude that there is a material misstatement of thettory other information, we are required to
report that fact. We havenothingto report inthis regard.

Our opinion on the financial statements does not cover the statutory other information and we do not
express any form of assurance conclusibareon except on the Performance Report and Governance
Statement to the extent explicitly stated in the following opinions prescribed by the Auditor General for
Scotland.

Opinions prescribed bythe Auditor General forScotland on Performancdreport and ®vernance
Statement
Inour opinion,basedon the work undertakenin the courseof the audit:

. the information given in the Performance Report for the financial year for which the financial
statements are prepared is consistent with the financial statememtd that report has been
preparedin accordancewith the LegalProfessiorand LegalAid (Scotland)Act 2007anddirections
madethereunderby the ScottishMinisters;and

. the information given in the Governance Statement for the financial year for whetinancial
statements are prepared is consistent with the financial statements and that report has been
preparedin accordancewith the LegalProfessiorand LegalAid (Scotland)Act2007anddirections
madethereunderby the ScottishMinisters.

Matters on whichwe arerequiredto report by exception
Wearerequiredbythe Auditor Generafor Scotlando report to youif, in our opinion:

. adequateaccountingecordshavenot beenkept; or

. the financial statementsand the audited part of the Remunerationand Staff Reportare not in
agreementwith the accountingrecords;or

. we havenot receivedall the informationandexplanationsve requirefor our audit.

Wehavenothingto reportin respectof thesematters.
Conclusion®n wider scoperesponsibilities

In addition to our responsibilities for the annual report and accounts, our conclusions on the wider scope
responsibilitiespecifiedn the Codeof Audit Practiceare setout in our AnnualAudit Report.
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Useof our report
Thisreport is madesolelyto the partiesto whomit isaddressedn accordancewith the PublicFinanceand

Accountability(Scotland)Act 2000 and for no other purpose.In accordancewith paragraphl120 of the Code
of Audit Practice, we do not undertake to hargsponsibilities to members or officers, in their individual
capacitiespr to third parties.

EDacuSigncd by:
3377FEQ03D94848A...

PatKenny,CPFAfor and on behalf of Deloitte LLP)
110QueenStreet

Glasgow

G13BX

United Kingdom

06October2021
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4. Statementof comprehensivenet expenditurefor yearended30 June2021

Yearended Yearended
30June 30June

Notes 2021 2020
£000 £000

Operatingincome 2 (4,102) (4,082)
Expenditure
StaffCosts 3.4 2,642 2,713
OtherAdministrationCosts 5 849 1,025
InterestandOtherFinanceCosts 6 5 2
Depreciatiorand Amortisation 7,8 73 58
Net Operating(Income) (533) (284)
OtherComprehensivéncome
ActuarialLoss/(Gainin respectof PensiorScheme - 18
Total Comprehensivésurplus)for the year (533) (266)

Allamountsrelateto continuingactivities.

Theaccompanyingnoteson pages39to 49 form anintegral part of thesefinancialstatements.

Page35 of 50



DocuSign Envelope ID: D847C9E7-BFA0-458C-8884-4DE51C2A72CD
complaint:c:;:riir:‘i;‘:igoar: Slcc
5. Statementof financial position asat 30 June2021

Yearended Yearended
30June 30June

Notes 2021 2020
£000 £000

Non-CurrentAssets
Property,PlantandEquipment 7 107 161
IntangibleAssets 8 18 39
TotalNon-CurrentAssets 125 200
CurrentAssets
TradeandOtherReceivables 9 185 153
CashandCaslEquivalents 10 1,493 984
Total CurrentAssets 1,678 1,137
CurrentLiabilities
TradeandOtherPayables 11 (449) (424)
Total CurrentLiabilities (449) (424)
Net CurrentAssets 1,229 713
Non-CurrentAssetsplusNet CurrentAssets 1,354 913
Non-CurrentLiabilities
Creditors-amountsfallingdue after morethanoneyear 12 (43) (140)
Provisiondor liabilitiesandcharges 13 (119) (114)
Assetdessliabilities 1,192 659
Equity
GeneraFund 1,192 659
Total Equity 1,192 659

TheGeneraFundrepresentset assetsavailableto the SLC@t the balancesheetdate. Theaccompanying
noteson pages39to 49 form anintegral part of these financiastatements.

DocuSigned by:

Ml Storenson

67BAFE9SDFEE42D..

Neil Stevenson
Chief Executiv®fficer
06 October2021
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Yearended Yearended
30June 30June

2021 2020
Notes £000 £000
CashFlowfrom GeneratedActivities
NetOperatingincome/(Expenditure) 538 288
InterestandOtherFinanceCosts 6 (5) 2)
Adjustmentfor NonCashrlransactions
Depreciation 7 52 32
Amortisation 8 21 26
NetChargedor RetirementBenefits 19 - 5
Employer'<Contributionpayableto LPF 19 - 2)
NetChargedor Settlement 19 - (100)
NetIntereston PensiorScheme 19 - -
Increasen TradeandOtherReceivables 9 (32) 27)
Increasen TradeandOtherPayables 11 25 209
Increasen Creditors- amountsfallingdue after morethan 1 year 12 97) 140
Increasdn Provisiondor liabilitiesandcharges 13 5 (31)
Increasefrom GeneratedActivities 507 538
CashFlowsfrom InvestingActivities
Purchasef Property,Plantand Equipment 7 - (176)
Purchasef IntangibleAssets
8 - (44)
Net CashOutflow usedin InvestingActivities - (220)
Increasen Cash 507 318
NetIncrease/(Decreaseh Cashand CashEquivalents
CashandCash=quivalentst the beginningof year 986 668
CashandCastequivalentsat the endof year 1,493 986
Increasen Cash 507 318
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7. Statementof changesn reservesfor yearended30 June2021

Yearended Yearended
30June 30June

2021 2020

Notes £000 £000
Balanceasat 1 July2020 659 393
Surpluson Provisiorof Services 533 284
Actuarial(Losspn PensionScheme 19 0 (18)
Balanceasat 30 June2021 1,192 659

Theaccompanyingoteson pages39to 49 form anintegral part of thesefinancialstatements.
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8. Notesto the FinancialStatements

1. Accountingpolicies

In accordance with the accounts direction issued by ScoMlstisters under section 15(1) of The Legal
Profession and Legal Aid (Scotland) Act 2007, these accounts have been prepared in compliance with the
principles and disclosurerequirements of the GovernmentFinancialReporting Manual. This follows
generallyaccepted accounting practice as defined in International Financial Reporting Standards (IFRS),
InternationalFinanciaReportinginterpretation Committee(IFRICandInterpretationsandthe Companies

Act 2006 to the extent that it is meaningful and appriape in the public sector contexhe particular
accounting policies adopted by the Scottish Government are described bé&lwy. have been applied
consistentlyin dealingwith itemsconsideredmaterialin relationto the accounts.

Theaccountsandfinancialstatementshavebeenpreparedusingthe goingconcernbasis.

The accounts are prepared using accounting policies and, where necessary, estimation techniques, which
are selected as the most appropriate for the purpose of giving a true and éairisiaccordance with the
principles, set out in International Accounting Standard 8: Accounting Policies, Changes in Accounting
EstimatesandErrors.Theincreaseccomplexityof casesn relationto interpretation of the LegalProfession

and Legal AidScotland) Act 2007 has been reflected in the estimation of legal provision and in the treatment
of potentiallybad debtsarisingfrom determinationdecisionanadebythe SLCC.

Changes in accounting policies which do not give rise to a prior year adjusareereported in the relevant
note.

GoingConcern

Theconceptof goingconcernisappliedin adifferent wayin the publicsector.Publicbodiesexistto deliver
essentiapublicserviceslt isreasonabldo presumethat thoseserviceswill continueto be deliveredusing

the same assets unless there is evidence to the contrary. This presumption continues to hold even where
responsibilityfor deliveryistransferredby the governmentto anotherbodyor bodies.

In determining the appropriateness of tlgoing concern basis of accounting, thentinued use of the assets
to deliverserviceds more important thanthe continuedexistenceof a particularpublicbody. Thefinancial
frameworkin the publicsectorrecogniseshe presumptionof the continuationof publicservices.

I n preparing the account s, the Scottish Legal Comp
complywith the Government~inanciaReportingManual(FReMandin particularto preparethe financial
statement scoomc ear f’'g ob ansgi s , unl ess it i s i nappropri at
operation.

Managemenhaveassessethe appropriatenes®f the goingconcernbasisof accountingrequiredby IASL
andhasconcludedhat the useof goingconcernbasisisappropriate. Thisisinformedby the following:
Therehasbeenno substantivechangeto the LegalProfessiorand LegalAid (Scotland)Act2007in
the operationalyear;
If the SLCdid notexist it islikelythe ScottishGovernmentwould be requiredto appointanother
organisatiorto carryout the legalcomplaintsprocess;
Thereisastrategicplanin placeuntil 2024;
Financiaplanningin placefor 2021/22andthe budgethasbeenlaid before parliament;
Fundinglevelsare linked to the number of practitionersin the sectorand data showsthis is not
declining;and
Consultatioron longerterm reformis now underwaybut it ishighlyunlikelythat anyreform, which
would questionthe future of the organisationwill be completedin the nextthree to four years.This
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assessmerisalsomadein the contextof the 2010legalservicegeformlegislationwhichadecade
on, hasstill not beenfully implemented.

In reviewing financial performance, operating performance, and the assessofiaigk set out in this
document,there isno reasonnot to adoptthe goingconcernconcept

Criticalaccountingestimatesandjudgements

The SLCC makes estimates and assumptions about financial transactions or those involving uncertainty about
future events. There are no specific judgements in relation to accounting policies which have a material
impact uponthesefinancialstatements.

Provisionsare basedon estimates A provisionhasbeenincludedto takeinto accountappealshat we had
conceded bythe end of the financial year and are expecting to pay expenses in the new Financial Year. Legal
provisionsare calculatedon 80%of the costinvolvedto defendor bringthe action.

Accountingconvention
Theseaccountshavebeenpreparedunderthe historicalcostconvention.Thegoingconcernbasishasalso
beenadoptedin the preparationof thesefinancialstatements.

NewlyadoptedIFRS

In the current operational year, a number of amendments to IFRS Standards and Interpretations that are
effectivefor anannualperiodthat beginson or after 1 January2020havebeenapplied. Theiradoptionhas

not hadanymaterialimpactonthe disclosure®r onthe amountsreportedin thesefinancialstatements:

. Amendmentdo References$o the ConceptuaFrameworkin IFRSStandards.
. Amendmentto IFR®: ApplyingIFR® with IFRSI.
. Amendmentto IFRS3: Definitionof aBusiness.

. Amendmentgo IAS1 andIASS: Definitionof Material.
. Amendmentgo IAS39,IFRS, IFRS andIFR®: InterestRateBenchmarkReform(Phasel).
. Annuallmprovementdo IFRSStandard20152017Cycle.

Thereareno newstandardsamendmentor interpretationsearlyadoptedthis year.
IFRSssuednot yet effective

At the date of authorisation of these financial statements, fblbowing Standards and Interpretations which
havebeenappliedin thesefinancialstatementswere in issuebut not yeteffective (andin somecaseshad

not yet beenadopted):

. IFRY.6:LeasesHM Treasunhaveagreedto deferimplementationuntil 1 April2022.

. IFRS.7:InsuranceContracts Applicablefor periodsbeginningon or after 1 January2023.

. Amendmentto IAS1: Classificatiorof Liabilitiesas Currentor Non-Current.Applicablefor periods
beginningon orafter 1 January2023.

. Amendmento IASL: Disclosuref AccountingPoliciesApplicablefor periodsbeginningon or after 1
January 2023.

. Amendmento IAS8: Definitionof AccountingestimatesApplicablefor periodsbeginningon or after
1 January2023.

. Amendmentgo IAS16: Property,Plantand Equipmentproceedseforeintendeduse.Applicablefor
periodsbeginningon or after 1 January2022.

. Amendmentsto IAS37: OnerousContracts,cost of fulfilling a contract. Applicablefor periods
beginningon orafter 1 January2022.

. Amendmentsto 1AS39, IFRSA, IFRS7 and IFRS9: Interest Rate BenchmarkReform (Phase?2).
Applicablefor periodsbeginningon or after 1 January2021.
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. Annuallmprovementsto IFRSStandards2018-2020 Cycle.Applicablefor periodsbeginningon or after
1 January2022.

The SLCC does not expect that the adoption of the Standards listed above will have a material impact on the
financialstatementsin future periods,exceptasnoted below.

IFRI6 LeasesupersedesASl7 Leasesndis beingappliedby HM Treasuryn the GovernmentFinancial
ReportingManual (FReM)from 1 April 2022.IFRSL6 introducesa singlelesseeaccountingmodel that results

in a more faithfur e pr esent ati on of a | essee’s assets and | i a
improvetransparencyof reportingon capitalemployed.

Under IFRS 16, lessees are required to recognise assets and liabilities for leases with a term of more than 12
mont hs, unl ess the underlying asset is of l ow valu
mandated the SLC@®aveelectedto utilisethe capitalisatiorthresholdof £5,000to determinethe assetd¢o

be disclosedThe SLCC expects thatétgsting finance leases will continue to be classified as leases. All
existing operating |l eases wil!/ fall within the sco|
the FReMor the initial transitionto IFR.6.Infuturey e amewcentracisandcontractrenegotiationswill

be reviewed for consideration under IFRS 16 as implicitly identified-oighi$e assets. Assets recognised

under IFRS 16 will be held on the Statement of Financial Position as (i) rigde afsets which represent
theSLCC’ s right to use the underlying |l eased assets;
to makeleasepayments.

Thebringingof leasedassetonto the Statementof FinanciaPositionwill requiredepreciationandinterest
to be chargedon the rightof-use asset and lease liability, respectively. Cash repayments will also be
recognisedn the Statementof Cashlows,asrequiredby IAS7.

The SLCC does not expect the implementation of this standard to have a material impactfioanbel
statements.

Property,plant and equipment

Capitalisation
Purchase®f qualifyingassetswith a valueexceedingE500inclusiveof irrecoverableVATare treated as

capital.

Valuation
Assetsarevaluedat depreciatedhistoriccostasaproxyfor fair value.

Depreciation
Depreciationis provided on all tangible non-current assetsat rates calculatedto write off the costor

valuationin equalinstalmentsoverthe remainingestimatedusefullife of the asset.Theseare asfollows:

1 Furniture fixturesandfittings - 5 years;and
1 ITandtelecomsequipment- 3years

Intangibleassetscompriseexternallypurchasedsoftwarelicensesrecognisedt costlessamortisation.

1 Amortisationis chargedon costin equalinstalmentsover theestimatedusefullife of the
softwarewhichis 3years.

FinanceLeases
Where substantiallyll of the risksand rewardsof ownershipof aleasedasset areborne by the SLCC, the
assetisrecordedasan asan assetand a correspondindiability is recorded. Assetsheld under financeleases
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are valued at their fair values and are depreciated over the remaining period of the lease in accordance with
IFRS.

Theassetandliability arerecognisedat the inceptionof the leaseandarederecognisedvhenthe liability is
discharged, cancelled or expiréBhe minimum lease payments (annual rental less operating costs e.g.
maintenanceand contingentrental) are apportioned betweenthe repaymentof the outstandingliability and

a finance chargeThe annual finance charge is allocated to each period during the lease term so as to
producea constantate of intereston the remainingbalanceof the liability.

OperatingLeases

Otherleasesareregardedasoperatingleasesandthe rentalsare chargedio expenditureon a straightline

basis over the term of the leas@perating lease incentives received are added to the lease rentals and
chargedo expenditureoverthe life of the lease.

PensionCosts
TheSLCOperatea moneypurchaseschemeadministeredby StandardLife. All existingand new staffare
enrolledin this scheme unlessthe individual choose$o opt out.

In 2019/20 the SLCC ceased as an emplofy/gre Lothian Pension Fund (Fund) due to the last remaining
member of staff leaving the organisatioAn actuarial valuation of the SLCC was undertaken as at 9
November to determine liabilities that remained and a cessation payment was agreed. Thedsatian
paymentagreedwas£178,000and a paymentplan wasagreedwith LothianPensionFund,£22,250was paid

in 2019/20 and during the course of 2020/21 £89,000 was paid Fabtlalance of £66,750 remains to be
paidbackin 2021/22(seenote 11).

ValueAddedTax
The Commission is required to pay VAT on the provision of goods and seflicéAT is charged to the
incomeandexpenditureaccount asncurred.

Financialnstruments

Financial instruments are classified and accounted for, according tsubstance of the contractual
agreement as, financial assets, financial liabilities or equity instruments. An equity instrument is any contract
that evidencesaresidualinterestin the assetf the organisatiorafter deductingall of its liabilities.

Rewmgnition of Income

Levy income is recognised in the accounting year to which it relates. Interest income is credited to the
Statementof Comprehensivéncomeand Expendituran the yearin whichit isreceivable Grantincomeis
recognisedn the yearin the yearto whichit relates.

Cashandcashequivalents
Cashandcashequivalentscomprisecashbalancesandshort-term deposits.
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2. Operatingincome

Yearended Yearended
30June 30June

2021 2020
£000 £000
Levyfrom LawSocietyof Scotland 3,779 3,626
Levyfrom Facultyof Advocates 82 79
ApprovedRegulatolLevy(LawSocietyof Scotland) 0 8
Complaintd_evies 179 264
Totalleviesfor the year 4,040 3,976
Bankinterest 5 38
Recovenpflegalexpenses 0 3
Secondmentncome 57 66
ScottishGovernmentABSontribution 0 0
Totalother income 62 106
Totalincomefrom all sources 4,102 4,082
3. StaffCostsandNumbers
Staffemployed

The averageumber of staff full time equivalent(FTEpmployedby the SLC@uring theyearwas56 FTE,
detailedasfollows:

Yearended Yearended
30June 30June

2021 2020
CEO 1 1
SMT 3 3
Staff 52 55
TotalaverageFTE 56 59
PermanentTE 55 59
TemporaryFTE 1 0
TotalaverageFTE 56 59
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Yearended Yearended
30June 30June

2021 2020
Chair 1 1
Members 8 8
TotalaverageFTE 9 9

Breakdownof staff and membercosts

Yearended Yearended

30June2021 30June2020

Staff Members Total Staff Members Total

£000 £000 £000 £000 £000 £000
Salaries 2,186 67 2,253 2,167 69 2,236
Sociakecuritycosts 208 2 210 198 4 202
Pensiorcosts 179 - 179 262 - 262
Outsourcedstaffcosts - - - 13 - 13
TotalSalaryCosts 2,573 69 2,642 2,640 73 2,713

4, PensionCosts

For2 020/ 21, conripdtianyot£d76,807(2019/20: £169,488)vere payableto Standard Lifet
8%and 12%of pensionable pay.

5. Other Administration Costs

Yearended Yearended
30June 30June

2021 2020

£000 £000
Property 354 331
Office 63 67
StaffTraining& Recruitment 43 46
Travel& hospitality 0 7
IT 142 150
Outreach 16 19
Research 27 24
Legal 155 291
Financial 26 26
OtherProfessionakFees 0 2
BadDebtProvision 23 63
Other Administration Costs 849 1,025
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Theexternala u d i tearivedns feesin relationto non-audit work.

6.

Interestand Other FinanceCosts

Yearended Year ended

30June 30June
2021 2020
£000 £000
InterestPayabldrom Leases 5 2
TotalOperatingExpenditure 5 2
7. Property,Plantand Equipment
Yearended Yearended
30June2021 30June2020
Furniture ITand Total Furniture  ITand Total
fixtures&  telecoms tangible fixtures&  telecoms tangible
fittings equipment  assets fittings equipment assets
£000 £000 £000 £000 £000 £000
Cost
Asat1July2020 243 295 538 159 203 362
Additions - - - 84 92 176
Disposals (D) 2) 3) - - -
Asat 30June2021 242 293 535 243 295 538
Depreciation
Asat1July2020 168 209 377 157 188 345
Chargdor year 17 35 52 11 21 32
Disposals - (1) (1) - - -
Asat 30June2021 185 243 428 168 209 377
Net BookValue 57 50 107 75 86 161
OwnedAssets 57 5 62 75 13 88
LeasedAssets - 45 45 - 73 73
NetBookValue 57 50 107 75 86 161
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8. Intangible Assets
Year Year
ended ended
30 June 30 June
2021 2020
Software Software
£000 £000
Cost
Asat 1 July2020 362 318
Additions 0 44
Asat 30June2021 362 362
Depreciation
Asat 1 July2020 323 297
Chargdor year 21 26
Asat 30June2021 344 323
Net BookValue 18 39
OwnedAssets 3 12
LeasedAssets 15 26
Net BookValue 18 39
9. Tradeand Other Receivables
Year Year
ended ended
30June 30June
2021 2020
£000 £000
OtherDebtors 125 111
Expectedreditlosses (96) (79)
Prepayments 156 121
Total 185 153

scottish legal

complaints commission

slcc

All of the debtors are helét amortised cost. The expected credit losses are in relation to the trade
receivablesasawholewhichare similarin nature. Thesereceivableselateto complaintslevyinvoices An
expected credit loss provision has been made where the Solicitor &irBple Trader or Partnership has
goneout of busines®r the invoiceis morethan 28 daysoverdue.Thisis basedon historicdefaultratesand

this is not expected to change looking forward and is therefore appropriate. The expected credit loss
provisionhas increased year on year due to the complaints levy increasing and therefore the debtors
increasing.
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10. Cashand CashEquivalents

Year Year
ended ended
30June 30June
2021 2020
£000 £000
OpeningBalance 984 668
Netchangen cashandcashequivalentbalances 509 316
Total 1,493 984
Analyseds:
Cash 60 51
TermDeposits 1,433 933
1,493 984
11. TradeandOtherPayables
Year Year
ended ended
30June 30June
2021 2020
£000 £000
TradePayables 166 96
TaxesandSocialSecurityCosts 85 61
Accrualsand OtherCreditors 100 147
Leasd?ayments 31 31
PensiorCessation 67 89
Total 449 424

Allof the creditorsare heldat amortisedcost.
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12. Creditorsg amountsfalling due after more than oneyear

Year Year
ended ended
30June 30June
2021 2020
£000 £000
Leasd?ayments 43 73
PensiorCessation 0 67
Total 43 140
Analysis
Duewithin oneyear 31 120
Duewithin oneandtwo years 26 98
Duewithin two andfive years 16 42
Total 73 260
13. Provisiondor liabilities andcharges
Yearended Yearended
30June2021 30June2020
Dilapidation Legal Total Dilapidation Legal Total
Provision Provision Provisions  Provision Provision Provisions
£000 £000 £000 £000 £000 £000
Asat 1 July 2020 69 45 114 69 76 145
Providedin year 17 33 50 - 45 45
Released from
provisions - (45) (45) - (76) (76)
Asat 30June2021 86 33 119 69 45 114
The provision for dilapidation costs relatesttoth e SLCC’' s contractual duty to

termination of the leaseThe provision is made on the basis of a dilapidations report that the SLCC
commissioned to assess the likely liabilitjre provision has been made on the assumption thate would

be the requirementfor a strip out, repairsandredecorationto the currentfloor space. It alsoassumesve

would have to replace floor coverings and remove all alterations to return the space back to an open plan
office.

The provision imespect of legal expenses reflects an estimate of costs payable by the SLCC in respect of
recentappealdecisions.

Page48 of 50



DocuSign Envelope ID: D847C9E7-BFA0-458C-8884-4DE51C2A72CD
scottish legal Sl‘ ‘
complaints commission
14. OperatingLeaseCommitments

Yearended Yearended
30 June 30 June

2021 2020
OperatingLeasePayment
Commitmentsexpiring: £000 £000
Not laterthanOneYear 125 125
Laterthanonebut lessthanFiveYears 502 502
LaterthanFiveYears 276 401
Total 903 1,028

The previous five year property lease expired in September 2018. Under-thegagiated tenyear lease

(with a five year break clause) annual lease costs are £125,000 (2019/20: £125,000). Future annual costs will
average £125,000 over the duration of the lease which ends in September 2028. There are no restrictions
on activitiesin respectof thislease.

15. Capitalcommitments
Therewereno contractedcapitalcommitmentsasat 30 June2021(2019/20:Nil).

16. Relatedparty transactions
TheSLC®& an ExecutiveNon-DepartmentalPublicBody(NDPBandnot part of the ScottishGovernmentor
ScottishAdministration. AsaNDPBhe SLCEarryout regulatoryfunctionson behalfof Government.

During the year there were no related party transactions undertaken by the SLCC Management Team or
Board.

17. Contingentliabilities

Thirdpartieshavesoughtto appealthe S L Cdecissonsinderthe LegalProfessiorandLegalAid (Scotland)

Act 2007.The SLCC may defend these cases and is liable to pay legal expenses and costs if appeals are
upheld.l tnbtpracticableto quantifyandtherei s an'adtualliability atthe yearend,giventhat the cases
areongoing.

Giventhe nature of our servicegrovided,there areanumberof appealsongoingat anygiventime.

18. PostBalanceSheetEvents
Noeventhasoccurredsincethe date of the balancesheetwhichmateriallyaffectsthe financialstatements.

19. DefinedBenefitPensionScheme

In 2019/20 SLCC left Lothian Pension Fund and are no longer a member of the defined benefit pension
scheme.Details on the 2019/20 note 19 disclosures can be found on pages 4 ab our previous year
financialstatementswhich carbe viewedon ourwebsite.

https:// www.scottishlegalcomplaints.org.uk/media/2217/stsignedaccounts2019-2020.pdf
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The Scottish
Government

SCOTTISH LEGAL COMPLAINTS COMMISSION

DIRECTION BY THE SCOTTISH MINISTERS

1. The Scottish Ministers, in pursuance of section 15(1) of The Legal Profession and
Legal Aid (Scotland) Act 2007, hereby give the following direction.

2. The statement of accounts for the financial year ended 30 June 2009, and subsequent
years, shall comply with the accounting principles and disclosure requirements of the
edition of the Government Financial Reporting Manual (FReM) which is in force for
the year for which the statement of accounts are prepared.

3. The accounts shall be prepared so as to give a true and fair view of the income and
expenditure and cash flows for the financial year, and of the state of affairs as at the
end of the financial year.

4. In accordance with section 15(1) (c) of the Act a copy of the statement of accounts
should be sent to the Scottish Ministers. following the financial year ended 30 June.
The accounts will be sent by Scottish Ministers to the Auditor General for Scotland
and will be subject to audit by auditors appointed by the Auditor General for
Scotland. The audited statement of accounts will be laid before the Scottish
Parliament.

5. This direction shall be reproduced as an appendix to the statement of accounts.

(-

Signed by the authority of the Scottish Ministers

Dated 19 October 2009
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