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LAWIRL SERVICES
COMPLAINTS & COMPLIMENTS POLICY

OUR CONTACT DETAILS

Name: Law in Real Life Services “LawlRL” c/o

Address: The City Law School, City St George’s, University of London, Northampton Square,
London EC1V OHB, United Kingdom

Phone Number: 020 7040 5414

E-mail: LawlRL@citystgeorges.ac.uk

WHO WE ARE

The LawlRL services are based at the City Law School, City St George’s, University of London
(“City St George’s”). They include the City Community Legal Advice Centre, the City Law School
Innocence Project; the City School Exclusion Service, and the City Law School IPP Appeal
service (“the services”).

We provide advice, casework and representation to members of the public on certain areas of
law.

OUR AIM

The LawlRL services are committed to providing a quality service and working in an open and
accountable way that builds trust and respect. One of the ways in which we can continue to
improve our service is by listening and responding to the views of our clients and stakeholders,
and in particular by responding positively to complaints, and by putting mistakes right.

Therefore, we aim to ensure that:

¢ making a compliment or complaint is as easy as possible

e we welcome compliments, feedback and suggestions

e we treat a complaint as a clear expression of dissatisfaction with our service which calls
for an immediate response

e we deal with it promptly, politely and, when appropriate, confidentially

e we respond in the right way - for example, with an explanation, or an apology where we
have got things wrong, or information on any action taken etc.

e we learn from complaints, use them to improve our service, and review annually our
complaints policy and procedures

We recognise that many concerns will be raised informally and dealt with quickly.
Our aims are to:

e resolve informal concerns quickly
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e keep matters low-key
e enable mediation between the complainant and the individual to whom the complaint has
been referred

This policy ensures that we welcome compliments and provide guidelines for dealing with
complaints from members of the public about our services, facilities, staff and volunteers.

DEFINITIONS

A compliment is an expression of satisfaction about the standard of service we provide. A
complaint is defined as any expression of dissatisfaction; however, it is expressed. This would
include complaints expressed face to face, via a phone call, in writing, via email or any other
method. All staff should have sufficient knowledge to be able to identify an “expression of
dissatisfaction” even when the word “complain” or “complaint” is not used.

PURPOSE

We are always glad to hear from people who are satisfied with the services we offer. All
compliments are recorded, acknowledged, and a copy is sent to the relevant service manager to
provide feedback to the member of staff or service.

COMPLAINTS

The formal complaints procedure is intended to ensure that all complaints are handled fairly,
consistently, and wherever possible resolved to the complainant's satisfaction.

RESPONSIBILITIES

We will:

e acknowledge the formal complaint in writing;

e respond within a stated period of time;

e deal reasonably and sensitively with the complaint; and
e take action where appropriate.

A complainant's responsibility is to:

e bring their complaint, in writing, to the LawlRL services attention normally within 8 weeks of
the issue arising;

e raise concerns promptly and directly with a member of staff in the LawlIRL services explain the
problem as clearly and as fully as possible, including any action taken to date;

e allow the LawlRL services a reasonable time to deal with the matter, and

e recognise that some circumstances may be beyond the LawlRL services’ control.

CONFIDENTIALITY

Except in exceptional circumstances, every attempt will be made to ensure that both the
complainant and the LawlIRL services maintain confidentiality. However, the circumstances giving
rise to the complaint may be such that it may not be possible to maintain confidentiality (with each

The LawlIRL services
Complaints & Compliments Policy Page 2 | 4



SIRL U,

IN REAL LIFE THE CITY
LAW SCHOOL

CIIY, UNIVERSITY OF LONDON
EST 1894

complaint judged on its own facts). Should this be the case, the situation will be explained to the
complainant.

COMPLAINTS PROCEDURE
Written records must be made by the LawlRL services at each stage of the procedure.

Stage 1

In the first instance, staff member(s) must establish the seriousness of the complaint. An informal
approach is appropriate when it can be achieved. But if concerns cannot be satisfactorily resolved
informally, then the formal complaints procedure should be followed.

Stage 2

If the complaint cannot be resolved informally, the member of the public should be advised that a
formal complaint may be made, and the following procedure should be explained to them. It may
sometimes be appropriate for a different member of staff, preferably a member of the
Management Team, to make this explanation.

a) A formal complaint can be made either verbally or in writing. If verbally, a statement should be
taken by a member of the Management Team, staff member or a supervisor.

b) In all cases, the complaint must be passed on to the Director of the LawlRL services. In the
event of a complaint about the Director the complaint should be passed to the Chief Operating
Officer
of the City Law School and if the complaint is about the Chief Operating Officer this must be
passed on to the Associate Dean of Student Experience of the City Law School.

c) Whoever deals with your complaint (depending on its nature), must acknowledge the
complaint in writing within 15 working days of receiving it.

d) One of the above will investigate the complaint. Any conclusions reached should be discussed
with the staff member involved and their Line Manager.

e) The person making the complaint will receive a response based on the investigation within 4
weeks of the complaint being received. If this is not possible then a letter must be sent
explaining why.

Stage 3
If the complainant is not satisfied internally, inform the client:

i) on a durable medium that they cannot settle the complaint with the client;

ii) of the client’s right to complain to the Legal Ombudsman in connection with the solicitor who
worked on the matter;

ii) of the name and web address of an alternative dispute resolution (ADR) approved body which
would be competent to deal with the complaint, should both parties wish to use the scheme,
and whether the LawlIRL services/solicitor intends to use that ADR approved body.

The Law Society has produced the following draft wording that clinics can use:

If we have been unable to settle your complaint using our internal complaints process. You have
a right to complain to the Legal Ombudsman, an independent complaints body, established under
the Legal Services Act 2007, which deals with legal services complaints.
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You have 6 months from the date of this (our final) letter in which to complain to the Legal
Ombudsman as follows:

PO Box 6806

Wolverhampton

WV1 9wWJ

Telephone: 0300 555 0333

Email address: enquiries@legalombudsman.org.uk
Website: www.legalombudsman.org.uk

For information concerning the details of ADR approved bodies please look at the Law Society’s
website.

DATA PROTECTION

We need your consent to use your personal information. Our use of that information is subject to
the General Data Protection Regulation 2018. If you think that we have used or got your
information wrong, please tell us so that we can put it right. If you have any concerns about the
way we handle your information, you can also tell the Information Commissioner:
https://ico.org.uk/concerns/handling/

For further details on how we process your data please see our LawlRL services Privacy Notice
available on our website.
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