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MINUTE OF A MEETING OF THE MEMBERS OF THE SCOTTISH LEGAL COMPLAINTS 
COMMISSION: 1pm on MONDAY 20 January 2025 in the SLCC Boardroom 

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

 (Secretariat)  
 
Governance Consultant, Andrew Harvey, observing the meeting 
 
Abbreviations used:  
WIP – Work in Progress     DC – Determination Committee 
FMR – Financial Management Report   LSS – Law Society of Scotland 
AC – Audit Committee     FoA – Faculty of Advocates  
CI – Case Investigator     CIM – Case Investigations Manager  
RPO – Relevant Professional Organisation   SGvt – Scottish Government   
IMT – Investigations Management Team   CoS – Court of Session 
JT – Journey Time      WT – Working Time 
DoR– Director of Resolution     DoPP – Director of Public Policy 
DoBP – Director of Business Performance   SP – Scottish Parliament 
RC – Remuneration Committee 
 
1. Welcome and Apologies 
1.1 The Chair welcomed everyone to the meeting and thanked everyone for their input into to 

a productive and informative Development Session, noting apologies had been received 
from Richard McMeeken. It was also noted that Members, Anne Gibson, and Dale 
Hughes were joining online.  

1.2 The Chair also gave a warm welcome to Consultant, Andrew Harvey, who was observing 
and conducting the Governance Project on behalf of the Board and the executive. 
 

2. Declaration of Interests 
2.1 The Chair noted the standard declarations of interest declared by Members, Lynne 

Collingham, and Dale Hughes in relation to any pecuniary interest with regards to any 
budgetary discussions and the Reform Bill process/responses by the SLCC. 
 

3. Minutes and Matters Arising from Board Meeting on 28 October 2024 and 
Conference Call on 16 December 2024 

3.1 The Minute of the Board Meeting was noted and approved as read, along with the 
Conference call notes.  

 
4. Board Actions Register 
4.1 Members noted the ongoing Actions and agreed all other completed actions be removed 

from the register. Updates were provided on the following: 
4.1.1 Action 515 – the Chair was pleased to note this action was now clear. 
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13.3 Members agreed they liked the infographic, as they found this provided a good snapshot 
of feedback analysis, which they found clear and helpful. However, they did struggle in 
relating this to the presented raw data. The DoR and DoBP agree, both advising they are 
considering how this information could be presented using Power Bi, as this should 
provide clearer reporting. The DoBP also explained the free text data relates to the end of 
the process. 

13.4 Members noted there were perceptions this was an unfair process and there was a bias in 
the process in favour of legal providers, as identified in one of the top 5 themes.  

13.5 Members noted the increase in the number of Service Delivery Complaints (SDCs). The 
DoR explained they have adjusted the process to allow CIs to engage with parties earlier, 
to try and resolve these complaints before they are moved onto a CIM. 

13.6 Members also noted that there was an impetus to improve standards within the 
profession, particularly in receiving an apology. The DoPP gave an overview of some of 
the guidance proposals they have previously recommended, with the CEO explaining that 
a system has been tested where firms with upheld complaints were encouraged to reflect 
on these with a tool issued by the SLCC, but there had been virtually no engagement in 
this.  

13.7 Members suggested the DoR might wish to consider reviewing the wording of the 
standard issuing of Investigation letter, as this would link to managing the expectations of 
parties at the different stages of the process.  

13.8 Members enquired if all feedback was anonymous. The DoBP confirmed they do ask for 
case reference numbers, but this is not a mandatory field the feedback form, so often not 
provided. The DoR and DoBP reiterated all points are considered to try and improve the 
process. 

13.9 Following discussion, Members agreed this new format would be used going forward. 
13.10 The Chair thanked the team for this information. 
 
2.45pm Member, J Grier left the meeting 
 
14. Chairs Report 
14.1 The Chair reported they were just awaiting final confirmation from SGvt on the new 

Member appointment and as soon as this is confirmed it will be shared with Members.  
14.2 The Chair gave a brief overview of the meetings attended with the DoPP last quarter, with 

the LSS President and Executive and the Minister, both of which were productive. 
 
15. AOB 
15.1  None noted for discussion. 
 
16. Minute from Consumer Panel of 3 September 2024 
16.1 Members noted the paper presented. 
 
17. Chief Executive’s Report 
17.1 Members noted the meetings attended by the CEO. 
 
18. Date of Next Meetings 
18.1 Members noted the date of the next meeting would be a Board Conference Call on Monday 

24 March 2025 at 10am to discuss the response to our Budget and Business Plan 
consultation.  

 
19. Review of the Meeting 
19.1 With no other business the meeting concluded. 
 
2.50pm the SMT and Secretariat left the meeting 
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Private Member only session, after which the Chair confirmed with the Secretariat the 
Board Discussion on item 20.  

 
20. Chief Executive’s Six-Month Performance Review 
20.1 The Chair confirmed that Members noted and agreed with the Chair’s presented paper in 

relation to the mid-year 6-monthly appraisal for the CEO. Board formally agreed. 
 
3pm Board Meeting ends 




