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Complaints (Against the Commissioner*) Procedure

The Legal Services Oversight Commissioner* (the ‘Commissioner’) takes any complaint** about the quality of their services seriously. A timely response will be provided following a full and fair investigation of your complaint. 

*The Commissioner is an independent officer responsible for making provisions regarding complaints against members of the legal profession. The Commissioner is not directly involved in assessing complaints, instead the Commissioner has an important role in overseeing the complaints handling systems and monitoring the effectiveness of the related structures. This Complaints Procedure relates to complaints against the service provided by the Commissioner (or any member of their office), not to complaints made about the legal profession and their handling by the relevant professional bodies.

**For the purposes of this Complaints Procedure, a complaint is defined as “An expression of dissatisfaction by one or more members of the public about the Commissioner’s
action or lack of action, or about the standard of service provided by or on behalf of the Commissioner.”


Learning 

The Commissioner will record any complaints received under this Complaints Procedure and include details in their published Annual Report. Doing so demonstrates the Commissioner’s commitment to learn from complaints received, making any appropriate changes to service delivery as a result. The Commissioner is also committed to making it easy to submit a complaint via this Complaints Procedure. Should you need support in making a complaint, please contact the Commissioner.

Making a complaint 

The Complaints Procedure is designed to address any specific concerns that relate to the quality of customer service provided by the Commissioner. This might include: 

 	maladministration 
 	delays in receiving information/responses within accepted timeframes 
 	difficulty with contact 
 	incorrect information or guidance issued by the Commissioner
 	attitude and conduct of the Commissioner

The Complaints Procedure does not cover: 

 	a routine first-time request for a service 
 	issues that are in court or have already been heard by a court, tribunal or complaints committee
 	disagreement with a decision where a statutory right of appeal or other procedure for review exists 
 	an attempt to reopen a previously concluded complaint (or appeal) or to have a complaint (or appeal) reconsidered where the final decision has been given 
 	contractual issues
  	matters of policy or legislation which are the direct responsibility of the Minister 

The Complaints Procedure 

This consists of two stages. Stage 1 provides an opportunity to respond and resolve complaints early, as close as possible to the point of service delivery. Stage 2 is for when the complainant remains dissatisfied following the Stage 1 response. Should the complainant remain dissatisfied, they will be signposted to the NI Public Services Ombudsman (NIPSO).

How to make a complaint 

Stage 1
You should send a written complaint to the Commissioner (Contact Information | Legal Services Oversight Commissioner for NI). Please clearly state the reason for your complaint in the ‘Subject’ bar of your e.mail, or at the top of your letter, and provide as much information as possible about your complaint along with contact details, such as your name, telephone number, e.mail address and/or postal address.
 
Our target for replying to complaints is 10 working days from the date of receipt. If a full reply cannot be issued within this time (e.g. if further information is required), an interim reply will be issued, which will include an indication as to when a final reply can be expected. 
 
Stage 2
If you are not satisfied with the response at Stage 1, you can write to the Commissioner’s Sponsor Team in the Department of Finance at dof.corporateservicesdivision@finance-ni.gov.uk. You will receive an acknowledgement of receipt within 6 working days and a full response within 40 working days. Again, if further time is required, you will receive an interim reply.



Northern Ireland Public Services Ombudsman 

If you continue to be dissatisfied, you can bring your complaint to the Northern Ireland Public Services Ombudsman (NIPSO) within six months of the completion of this internal Complaints Procedure (the NIPSO, in certain circumstances, may investigate a complaint outside the time limit). 

You can contact the NIPSO at: 

Progressive House 
33 Wellington Place 
Belfast 
BT1 6HN 

Opening Hours: 9.00am - 5.00pm, Monday to Friday (excluding Public Holidays) 

Telephone: 028 9023 3821 
Text Phone: 028 9089 7789 
Freephone: 0800 34 34 24 

Email: nipso@nipso.org.uk 

Freepost: Freepost NIPSO 

Website: www.nipso.org.uk/nipso 
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