Guildhall Chambers Complaints Procedure!

This complaints procedure is published on our website.

We will also provide it in alternative formats upon request. These may
include printed copies, large print, accessible electronic formats, audio
versions, or translation into other languages. We are happy to discuss any
specific accessibility needs and will make reasonable adjustments to ensure
that all clients can access and understand our complaints process.

Chair of Complaints Committee Mr Julian Allsop
Email julian.allsop@guildhallchambers.co.uk
Telephone 0117 930 9000

Introduction

1. All the barristers and staff at Guildhall Chambers strive to provide you with high-quality
advice and standards of service at all times. We recognise, however, that there may be an
occasion when you are not satisfied with the service you receive, and you wish to make a complaint.
Weaim constantly to improve our client service, so take such feedback very seriously and listen to
it carefully. Naturally, we hope to retain a good working relationship with you, so we will do all we
can to find a solution in each situation.

2. This document explains how Chambers’ Complaints Procedure works, who is involved, and
what you can expect at each stage. Its aim is to ensure that complaints are dealt with effectively
and efficiently, are resolved fairly and promptly, and that clients are kept informed throughout
the complaints process.

3. All complaints will be dealt with in accordance with Chambers’ commitment to equality,
diversity and inclusion. If at any stage during the complaints process you require a reasonable
adjustment, please raise this in writing with the Chair of the Complaints Committee (see the
contact details above) who will consider what measures may reasonably be put in place to assist
you in in raising and determining your complaint.

4, Please note that this procedure relates to complaints about service being made by
someone who is or was a client of a barrister of Guildhall Chambers. If you are not or were not a
client of the barrister, we may be able to resolve your issue informally, but we cannot investigate
it formally. If you wish to make such a complaint formally, you will need to contact the Bar
Standards Board, the Bar’s regulatory body. Please see the section below titled “Complaints to the
Bar Standards Board”.

5. If you are making an allegation of professional negligence or professional misconduct by a
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barrister, we cannot investigate this, whether or not the barrister was working for you. In this
instance, you will need to contact the Bar Standards Board, the Bar’s regulatory body. Please see
the section below titled “Complaints to the Bar Standards Board”.

6. The Legal Ombudsman is the independent complaints body for complaints about the

services received from lawyers; it will also only deal with complaints about barristers from those

for whom the barrister has worked. You may raise your complaint with the Legal Ombudsman if

you are not satisfied with the outcome of our investigation. The Legal Ombudsman has time limits
in which a complaint must be raised with it.  You must refer your complaint to the Legal

Ombudsman either:

° within one year of when the act or omission about which you wish to complain
happened; or

. within one year of when you should reasonably have known that there was cause
for complaint.

. You must also ordinarily refer your complaint to the Legal Ombudsman within six
months of receiving our written response to your complaint

7. We will not usually deal with complaints that fall outside the Legal Ombudsman's time
limits. The Legal Ombudsman can extend its time limits in exceptional circumstances.

Informal Stage

8. We will always try to deal with complaints promptly and informally where appropriate.

9. You may wish to make a formal complaint in writing and, if so, please follow the procedure
under “Formal Stage” below. However, if you would rather contact us about your complaint to try
at first to resolve it informally, then please phone 0117 930 9000 and ask to speak to one of the
following, according to the type of work that was carried out for you, or email them:

° Lucy Northeast lucy.northeast@guildhallchambers.co.uk (Practice Director Crime &
Sports) for crime, regulatory or sports matters;

° Stephen Arnold stephen.arnold@guildhallchambers.co.uk (Civil Practice Director) for
all other civil law matters.

10. If your complaint is about either Mr Arnold or Ms Northeast, please phone or email Mr
Julian Allsop, the Chair of the Complaints Committee. If the complaint is about Mr Allsop, please
contact the Head of Chambers, Mr Hugh Sims KC.

11. The person you contact will make a note of the details of your complaint and what you would
like to have done about it. They will discuss your concerns with you and aim to resolve them. If the
matter is resolved they will record the outcome, check that you are satisfied with the outcome and
then email or write to you by post to confirm that you were satisfied with the outcome. You may
also wish to record the outcome of the telephone discussion in writing.

12. If your complaint is not resolved informally, you will be invited to write to us about it, so it
can be investigated formally. Communication by email tends to be faster and more reliable, but we
will, of course, accept letters by post.



Formal Stage

13. Please email:

. Lucy Northeast lucy.northeast@guildhallchambers.co.uk (Practice Director Crime &
Sports) for crime, regulatory or sports matters;

° Robin Jackson robin.jackson@guildhallchambers.co.uk (Civil Strategy Director) for all
other civil law matters.

or address your letter to that person at 5-8 Broad Street, Bristol BS1 2HW. Please mark the email or
letter as “confidential”. We will, where possible, acknowledge receipt of your complaint within two
days and provide you with further details of how your complaint will be dealt with. We are required
to provide a written response within eight weeks of receiving a formal complaint and we will confirm
this date when we acknowledge your complaint.

14. Please give the following details in your email or letter:
. Your name and address and, if possible, your phone number;
J Which barrister or member of staff you are complaining about;
. The detail of the complaint; and
. What you would like done about it.
15. Guildhall Chambers has a Complaints Committee to deal with formal complaints. Itis chaired

by Mr Allsop and made up of experienced Members of Chambers.

16. Mr Allsop (or his deputy in his absence) will appoint a member of the Committee to
investigate it. To ensure objectivity and fairness, this will be someone who is not connected with
the complaint or with any party to it.

17. If your complaint is against Mr Allsop, the Head of Chambers will appoint a member of the
panel who will investigate it. In any case, the person appointed will be someone other than the
person you are complaining about.

18. The person appointed will write to you to let you know they will be investigating your
complaint. The investigating barrister may also ask you some further questions if they need you to
clarify anything to do with your complaint. We will keep you updated on progress in the
investigation of your complaint. If, for any reason, the investigating barrister finds that they will
not be able to provide you with their written report by the date previously given, they will inform
you as soon as possible of the reason for the delay and set a new date. The investigating barrister
will send you their written report on the investigation of your complaint, setting out:

e The nature and scope of their investigation;
e Their conclusion on each complaint and the basis for their conclusion; and

e |If they find that you are justified in your complaint, their proposals for resolving the
complaint.



19. The possible outcomes of your complaint and the typical consequences include:
e The complaint is upheld, either fully or partially:

Our investigation concludes that your complaint is justified in whole or in part. Typical
consequences could include one or more of:

A formal apology;
An explanation of what went wrong;
Remedial steps (eg correcting work, providing missing information);
Reduction, refund, or waiver of fees (where appropriate);
Internal action such as training or process changes.

e The complaint is not upheld:

Our investigation concludes that your complaint is rejected. You will receive:

A clear explanation of the decision;
Detailed reasons based on evidence and applicable standards.

Confidentiality

20. All conversations and documents relating to the complaint will be treated as confidential and
will be disclosed only to the extent that is strictly necessary to investigate your complaint fully. If
the complaint is later referred to the Legal Ombudsman or the Bar Standards Board, it is likely that
we will be required to pass to them information relating to our investigation.

Our policy

21. As part of our commitment to client care we make a written record of any complaint and
retain all documents and correspondence generated by the complaint for a period of six years. Our
Management Committee reviews annually an anonymised summary of all complaints with a view to
improving Chambers’ services to our clients.

Mediation

22. If you are unhappy with the outcome of our investigation, other bodies exist which are
competent to deal with complaints about legal services should both you and the barrister agree
to use such a scheme. One such body is ProMediate. If you wish to use ProMediate, please contact
us to discuss this further. Please also note that the time limit for contacting ProMediate is 28 days
from the date you received Chambers’ report on your complaint, and, if mediation is used, neither
you nor the barrister is required to accept the proposed resolution. If mediation does not resolve
the complaint, or either you or the barrister do not wish to use mediation, you may still make a
complaint to the Legal Ombudsman.

Complaints to the Legal Ombudsman

23. After eight weeks from the date when you made your complaint, if your complaint has
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not been resolved to your satisfaction,, and whether or not you have attempted mediation, you
may have the right to complain to the Legal Ombudsman. The Legal Ombudsman will not
consider your complaint until it has first been investigated by Chambers. Please note the time
limits for referring a complaint to the Legal Ombudsman, shown at paragraph 6 above.

24, The Legal Ombudsman may exercise discretion to extend these time limits if, on the
evidence, it is fair and reasonable to do so, for example, if the complainant was prevented from
meeting the time limit as a result of serious illness.

25. If you would like more information about the Legal Ombudsman, please:

° Visit www.legalombudsman.org.uk

e  (Call 0300 555 0333 between 10am and 4pm, Monday to Friday

° Email enquiries@legalombudsman.org.uk

° Write to The Legal Ombudsman, PO Box 6167, Slough, SL1 OEH
Complaints to the Bar Standards Board

26. If you are not or were not the client of a barrister at Guildhall Chambers or if you are alleging
professional negligence or other professional misconduct by a barrister who worked for you, we
are unable to investigate your complaint formally. If you wish to raise a formal complaint in these
circumstances, please visit the Bar Standards Board’s webpage on reporting concerns about a
barrister for further information and an online reporting for, or write to the Bar Standards Board,
289-293 High Holborn, London WC1V 7JZ.




