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MINUTE OF A BOARD CONFERENCE CALL OF THE MEMBERS OF THE SCOTTISH 
LEGAL COMPLAINTS COMMISSION: 10am on MONDAY 8 June 2026 on MS Teams 
 
PRESENT: 
 
LAY:      LAWYER: 
Jane Malcolm, Chair    Lynne Collingham     
Ged Bell    Dale Hughes 
Anne Gibson    Richard McMeeken    
Thane Lawrie         
 
Apologies: 
Jean Grier, John Stevenson and Caroline Robertson (DoR) 
 
In attendance: 
Neil Stevenson (CEO)   Louise Burnett (DoBP)    
Vicky Crichton (DoPP)    (PCo)    

 (Secretariat - minutes)  
 
Abbreviations used:  
SGvt – Scottish Government   DoBP – Director of Business Performance  
DoPP – Director of Public Policy   DoR– Director of Resolution  
LSS – Law Society of Scotland   FoA – Faculty of Advocates 
MP – Master Policy     PCo – Project Co-ordinator 
FinO – Finance Officer    EA – External Auditor 
JT – Journey Time 
 
Private Member only session, after which, the Chair invited SMT, PCo and Secretariat to 
join the meeting at 10.10am 
     
1. Welcome and Apologies 
1.1 The Chair welcomed everyone to the Conference Call, and noted the apologies as 

recorded from Jean Grier, John Stevenson and Caroline Robertson (DoR).  
 
2. Declaration of Interests 
2.1 The Chair noted the standard declarations of interest declared by Lynne Collingham, Dale 

Hughes and Richard McMeeken in relation to any pecuniary interest with regards to 
budgetary and the reform discussions by the SLCC. 

 
3. Key Issues 
3.1 The CEO spoke to the paper presented and provided an update on the following specific 

matters. 
3.2  ET (Solicitor challenging Complain Decision) & Litigation Update – Board noted the 

ongoing litigation matter involving a solicitor seeking to challenge a complaint decision 
through the ET route. Further debt hearings have continued, and cost recovery remained 
ongoing. Members noted that there had been limited recent activity by the solicitor in 
terms of new challenges to the SLCC and no further escalation, suggesting the position 
may be stabilising. The CEO advised whilst cost recovery was ongoing the matter will 
remain under review and continue to be reported as a key issue. 

3.3 Changes at Eligibility and working new approach through the system – Board 
received an update and progress on the revised eligibility ‘sprint’ approach following the 
Wilson appeal. Noting we are becoming more confident in early evidence that indicates 
improved processing times and efficiency savings. There has been limited external 
challenge, with no significant adverse impact on customer service experience. Members 
noted it was planned to roll this out to include additional staff. Board discussed feedback 
from the profession regarding the perceived inconsistency in requesting comments from 
practitioners and firms. It was confirmed that a standardised approach was now in place, 
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7. Draft KPIs for 2026/27 
7.1 In the absence of the DoR the CEO spoke to the paper presented. 
7.2 Board reviewed the draft KPIs and noted overall strong performance, with continued 

improvement in the eligibility allocation timescales, noting this had reduced to 7 weeks 
from 8-10 weeks.  Although was still not on target (2-6 weeks). 

7.3 Board approved a proposed reduction in the total JT KPI from 7.9 months to 7.5 months, 
reflecting performance improvement and a commitment to continuous improvement.  

7.4 Board also discussed the role of customer feedback and the potential for further 
development of performance measures in this area. 

7.5 The Chair asked that Board’s thanks be passed to the DoR. 
 

8. Governance Project 
8.1 Board considered the paper confirming completion of the governance action plan arising 

from the previous governance review.  It was noted that the Governance Subgroup had 
reviewed progress in detail and was satisfied that the agreed actions had been delivered, 
including updates to policies and strengthening of governance arrangements over the 
course of the year. Board acknowledged the contribution of the Subgroup and those 
involved in progressing the work. 

8.2 Board took assurance that the agreed governance improvements have been implemented 
and embedded within current arrangements. 

8.3 Board approved completion of the governance action plan. 
 
9. Date of Next Meetings 
9.1 Members noted the next full Board Meeting and Development Session will take place in 

person, in the Boardroom on Monday 20 July 2026, with lunch being provided. 
• Board Development Session will commence at 10am  
• Board meeting will start thereafter, with a short lunchbreak in between. 

 
10. AOCB and Review of the Meeting 
10.1 Board noted the strong progress on the Reform programme and acknowledged the 

contribution of staff, and thanks were given to SMT and IMT for this. 
10.2 The Chair thanked everyone for their time and input on to the Conference Call. 
10.3 With no other business the meeting concluded. 
 
Private Member only session, where SMT, PCo and Secretariat left the meeting at 11.50am 
Call ended 11.55am 




