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 COMPLAINTS PROCEDURE INTERNAL PROTOCOL 
Reviewed August 2020 

PROTOCOL GOVERNING THE COMPLAINTS PROCEDURE 
1. Whilst all barristers and staff strive to maintain high standards of service there 

will be occasions when a client is dissatisfied with the service provided by a 
barrister or by Chambers. In that situation we invite the client (professional or 
lay) to bring the matter to the attention of Chambers as soon as possible. 

2. Attached to this Protocol is Chambers’ Complaint leaflet which sets out the 
procedure by which complaints are received, investigated and resolved. The 
leaflet is available to all professional clients who are in turn invited to draw the 
attention of their lay clients to its contents. Further, the leaflet is published on 
Chambers’ website and copies should be made available upon request. This 
Protocol sets out the detailed mechanics of the procedure. The leaflet and 
Protocol contain measures which are applied to all complaints; whether, from 
a professional/lay client (external) or from a Member of 
Chambers/Probationary Tenant/Staff/Pupil Barrister (internal). For ease of 
reference this Protocol and the complaints leaflet refer to external complaints. 
However, the procedure is equally applicable to internal complaints.  

FIRST STAGE 
3. Where a client is dissatisfied with some aspect of the service provided by a 

barrister or by Chambers they should be invited to telephone the barrister 
concerned or (where the complaint is about a member of staff) the Practice 
Director. If the complaint is about the Practice Director, the client should 
telephone the Chair of the Complaints Committee. The client should also be 
told that if they prefer, they may make the complaint in writing and the 
Chambers Complaint leaflet should be sent to them unless it has already 
been provided. 

4. Where a complaint is made by telephone, a note of the complaint should be 
made. It should record: 

 The name and address of the complainant 

 Against whom the complaint is made 

 The detail of the complaint 

 What the complainant believes should be done about her/his 
complaint.  

5. In many cases the complaint will be resolved over the telephone during the 
first call. When that occurs, the Barrister/Practice Director should record the 
outcome on the note of complaint. The client should be asked whether they 
are content with the outcome. If they are, that fact will be recorded. The 
complaints leaflet suggests the client may wish to make their own note. If the 
client is not content, they should be invited to put the complaint in writing 
within 14 days so that it may be investigated formally. At that stage they 
should be sent a copy of Chambers’ Complaints leaflet, unless it has already 
been provided, together with a standard Complaints Form. The client should 
also be informed of the Legal Ombudsman’s complaints procedure. 
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SECOND STAGE 
6. Chambers has set up a Complaints Panel made up of (a) a QC to Chair the 

panel’s work, (b) two junior barristers and (c) the Practice Director. The 
Chair’s nominated deputy is the senior junior barrister. All complaints (other 
than those resolved at stage one) should be put before the Chair of the panel 
or, in their absence, the deputy. 

7. Within 14 days of the receipt of a letter of complaint the Chair of the Panel (or 
their deputy) should appoint a member of the panel to investigate the 
complaint. Where the complaint is against a member of staff the person 
appointed will normally be the Practice Director. Where the complaint is 
against the Practice Director the Chair of the panel should appoint another 
member of the panel to investigate. Where the complaint is against the Chair 
of the panel, the Head(s) of Chambers should investigate or, at their 
discretion, appoint a member of the panel to investigate. Where the Head(s) 
of Chambers is the head of the panel the deputy head of the panel should be 
the appointed person. No barrister should investigate a complaint of which 
they are the subject. 

8. The appointed person should write to the client as soon as they are 
appointed. They should inform them that they are to investigate the complaint 
and that they will report back to the client within 14 days. If it becomes plain 
that a response cannot be sent within 14 days, a realistic time frame should 
be set, and the client informed accordingly. 

9. The appointed person should investigate the complaint. They should speak to 
the barrister/member of staff complained against, and any other people they 
identify as having something to contribute. They should review all relevant 
documents. If necessary, they should revert to the client for further 
information and clarification.  

10. The appointed person should prepare a report to the client (with a copy to the 
barrister/member of staff complained against). The report should set out all 
the matters referred to at paragraph 4 above, the nature and scope of the 
investigations carried out in respect of each complaint, their conclusions and 
the basis for their conclusions. Where a complaint is found to be justified, 
proposals for resolution (e.g. reduction in fees, apology, compensation). 
Details of the Legal Ombudsman’s complaints procedure should also be 
included. 

11. The report should be sent to the client within 14 days of the appointed 
person’s appointment (or such longer period as has been communicated to 
the client in advance – see paragraph 8). A copy of the report should be 
provided to the barrister/member of staff complained against. 

12. In the course of this process the Complaints Panel should determine whether 
the complaint amounts to an allegation of pure professional misconduct (as 
opposed to complaints alleging an inadequate professional service). The 
former should be referred to the Legal Ombudsman. 

13. Further, the Complaints Panel should determine whether the complaint 
amounts to an allegation of pure legal competence as opposed to those that, 
for example, raise issues of poor client service/discipline. The former should 
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always be preserved for the Chair and or barrister members of the panel to 
investigate.  

BMIF 
14. Where a complaint raises an allegation of negligence the BMIF should be 

informed immediately. Further, the BMIF should be consulted before 
proposals for resolution are made to the client. 

CONFIDENTIALITY 
15. All conversations and documents shall be confidential and disclosed only to 

the extent necessary. They may be disclosed only to the client, the person 
complained about, the Head(s) of Chambers, the head of the Complaints 
Panel or Practice Director, the General Management Committee [GMC] (for 
carrying out the task at paragraph 18) and any other individual with whom 
enquiries need to be made for the purpose of the investigation. 

16. Where the procedure ends after the first stage the person responsible for 
recording the outcome on the note of complaint should ensure that the note of 
complaint is placed on the Chambers complaints file. 

17. Where the procedure ends after the second stage the head of the panel 
should ensure that the following documents are placed on the Chambers 
complaints file:-  

Note/letter of complaint (see paragraphs 4 and 5) 
Appointed person’s report (see paragraph 10) 
All letters to client  
All letters from client 

REVIEW OF RECORDS 
18. The Chambers complaints file should be inspected regularly by the General 

Management Committee [GMC]. The GMC should consider matters raised 
with a view to improving services generally. 

19. In addition, the Chair of the Complaints Panel should report annually to the 
GMC on the number of complaints received and the subject area of the 
complaints. In such a report all details should be anonymised but should be 
reviewed for trends and possible training needs.  

FRAMEWORK 

20. The procedure outlined above has been reduced into a flow chart for ease of 
reference and is attached to this Protocol. 

EXTERNAL MONITORING 
21. Chambers must comply promptly with requests from the Monitoring 

Committee of the Bar Standards Board for annual figures in relation to 
complaints received.  
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