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1. Introduction
1.1. This document is a guide to the process Legal Aid Agency employees must follow when
handling complaints and compensation claims. It includes:
•

Complaint and Compensation Process

•

Customer Service Standards & Best Practice

•

Quality Control

2. Definition of a complaint
2.1. Complaints and comments allow us to gain essential feedback from customers and
providers and help us make improvements when things have gone wrong.

2.2. Complaints are:
“Any communication received by the Legal Aid Agency which expresses a negative
comment regarding the LAA and the service we provide and seeking specific redress.”
See Appendix 1 Complaints Desk Aid.

2.3. Certain correspondence cannot be classed by the LAA as a complaint and should
instead be referred to the appropriate appeals procedure. This includes:
•

a challenge or an expression of dissatisfaction with a decision to refuse an
application for funding or to embargo or cancel funding

•

a challenge to an assessment of costs after submission of a claim for payment

•

a challenge to a decision that the statutory charge applies

3. Non- legal aid complaints
3.1. The Legal Aid Agency has no authority to investigate complaints concerning the
professional conduct of a Solicitor or Barrister. These should be directed to the
firm/individual involved, or if necessary, to the Solicitors Regulation Authority and the
Legal

Ombudsman:

http://www.lawsociety.org.uk/get-in-touch/complaints

Barristers Complaints Advisory Service: http://www.barcouncil.org.uk
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or,

the

3.2. Should the complaint concern dissatisfaction with services from a current legal aid
provider the option is available to apply for a transfer of legal aid to another provider if it
can be shown that this is a reasonable request.
3.3. Complaint teams should be aware that any allegations of fraud alleged by a funded client
or 3rd party need to be handled in accordance with the guidance at Appendix 16.
3.4. It is also prudent to be aware of complaints that could be made about potential breaches
of the provider’s contract. This is within the remit of the LAA to investigate. If in doubt
refer your query to the Service Development team for guidance.

4. Who can complain?
4.1. Anybody can telephone, email or write to the Legal Aid Agency to make a complaint and
these must be registered on the national customer service database along with
compensation claims. Further details about the customer complaints process are
available here:
https://www.gov.uk/government/organisations/legal-aid-agency/about/complaintsprocedure

4.2. There should be at least one named person in each team, department or office
responsible for adding the data. Once screened and the communication identified as a
complaint it can then be referred to the designated individual to be logged
(STComplaints@justice.gov.uk). The next step is to assign the complaint to the relevant
department where it will be allocated to a caseworker to respond within a set timescale.

5. How to complain about legal aid
As a provider
5.1. The LAA’s published complaints procedure is on the complaints procedure page of gov.uk.
Providers can submit complaints by post, e-mail, telephone and CCMS. They are also
able to use the complaint form at Appendix 2.

5.2. If the provider is using CCMS it is recommended that where possible they submit their
complaint through the Provider User Interface (PUI). If the complaint is case specific
then they submit a case enquiry and select the option ‘complaint’. If it is non-case
specific then they select ‘general query’ and select the option ‘complaint’. If a general
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complaint is submitted when it should be case specific, the provider should be invited to
resubmit as appropriate. See Appendix 3 reject template.

As a client
5.3 A client may complain in writing or by filling out a complaint form and emailing it to us.
They should put longer and more complicated complaints to us in writing. If the client
has a disability or language need, it may be more appropriate to telephone.

5.4 When contacting the Agency with their complaint, clients should provide sufficient
information for the complaint to be matched to the case, for it to be directed to the
relevant department, for their concerns to be investigated and for a response to be
provided. If insufficient information is provided then where possible further information
should be obtained from the complainant.

Telephone complaints
5.5 Anybody can make a complaint on the telephone. But, in the circumstances already
outlined, we would expect legal aid providers to use the relevant channels mentioned
above to submit a complaint. There may be circumstances where this is not possible and
the telephone will need to be used. When receiving telephone complaints, you should
address any issues straight away as set out under the Telephone Customer Services
Standards and Best Practice. If the complaint is closed at the first point of contact then
a full note should be made on the relevant IT system, including any database.

5.6 If the issue cannot be resolved then take a detailed note of the complaint using the
telephone complaint form at Appendix 4 so this can be investigated further.

6. Types of complaint
1st tier complaints (KPI 20 working days)
6.1 LAA complaints typically include delay, communication (or lack of), decisions, recovery
of debt, delays in removal of statutory charge and statements of account or income
and/or capital contribution orders (crime). However, complaints can be wider-ranging
covering any aspect of legal aid and can be from anyone who has an interest.
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6.2 Time should be spent fully investigating the complaint with a view to providing a right
first-time solution which avoids the need for escalation.

6.3 All LAA departments are responsible for responding to first tier complaints in their
respective areas. A provider, client or other stakeholder may make a complaint in writing
by e-mail to the relevant mailbox, by post or telephone.

2nd tier complaints (20 working days KPI)
6.4 If the complainant is unhappy with our initial response, they can escalate the complaint
to the 2nd tier stage. They must explain why they are unhappy with the initial reply and
what issues remain unanswered. 2nd tier complaints received by phone, should be
followed up in writing so there is a written record of the complaint and LAA response.

6.5 All staff involved in handling complaints must remain vigilant in identifying second tier
complaints that are not for their own business area. Complaints should be logged and
reports requested (where applicable) on the date of receipt. If the complainant submits
a further complaint but raises separate concerns to that previously raised then this
should be logged as another first-tier complaint.

6.6 2nd tier complaints should be investigated and responded to by a different person to the
one who processed the 1st tier complaint. The response should set out the
circumstances of the case and provide a conclusion confirming whether the complaint
is justified or not. Also, any documents that are referred to within the response should
be copied and attached, including a copy of the first-tier complaint and initial response
where relevant.

6.7 All documents should be saved in an appropriate and clearly labelled folder in the shared
drive and clear notes made on relevant IT systems.

MP Correspondence
6.8 We sometimes see complainants ask their local MP to contact the LAA on their behalf if
they do not believe that a 2nd tier response has resolved their complaint. We may
sometimes see a generic letter from the MP referring to an attached letter of complaint
and other times the MP takes an active interest in the complaint outcome and voices
their own dissatisfaction. A complainant’s referral to their MP can happen at any time
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and there is no deadline for them to do this. MP correspondence attracts the 20-working
day KPI. So, 48 hours will be applied to any requests for reports.

6.9 Further guidance is provided in Appendix 14 below which will assist with compiling your
response. However, those screening complaints and complaint teams must remain
vigilant to those which could quickly escalate into a high profile or complex complaint,
and so should be vetted by CCCT to determine the appropriate department to respond.
To illustrate:

-

Complaints made via an MP for the Chief Executive’s attention.

-

2nd tier complaints in relation to ECCT and Criminal Cases Unit.

-

If the complainant is making serious allegations of misconduct against the LAA or
specific individuals.

-

If the complainant is presenting a legal challenge dimension to a particular case (not
to be confused with appeals against decisions, unless the complaint is only in relation
to the decision-making process).

-

If the complainant has previously written to the Chief Executive or Principal Legal
Adviser.

-

If the complainant advises that they are going to escalate the matter within wider MoJ,
or publicly.

-

If the complainant appears particularly vulnerable or needs specialist support and the
complaint has already been previously responded to by the receiving department.

-

Any claims for compensation that are made as ex-statutory or ex-contractual.

This is a non-exhaustive list. If there are any doubts about where a piece of correspondence
should go to, you should speak to a member of CCCT.

Ministerial Correspondence
6.10 Complaints that have completed the LAA’s complaints process or are part of the way
through can sometimes be escalated to our Minister for Legal Aid or to the Secretary of
State (Lord Chancellor).

6.11 The guidance for MP responses should be followed in these instances. But, as with
MP correspondence above, handlers are advised to be vigilant and refer matters to
CCCT where this is appropriate. CCCT will vet those that are referred and advise on if
it can be processed by another department.
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Ex-gratia (compensation) claims
6.12 If the complainant submits a claim for compensation we may consider making a
payment where there has been an error or omission (maladministration). This would
happen where the complainant suffered from financial loss and/or distress caused by an
act of maladministration. If the appeals route is available, this must be fully exhausted
before the complainant is referred down the ex-gratia route. Also, we should only be
sign-posting complainants to the ex-gratia process if directly asked about its availability.
While there is no KPI attached to ex-gratia claims, endeavours should be made to
process within 20 working days.

6.13 If the claim is partially granted or refused then a review of the decision can be sought
from the department making the initial determination. If the claim is for a sum less than
£500 then it can be investigated and responded to by the team in receipt of the claim. If
the claim exceeds £500 it will be processed by CCCT. If the claim exceeds £5,000 then
a report must be prepared for the Corporate Legal Team.

6.14 Claims processed by CCCT and CLT may require reports prepared by the relevant
business area within 48 hours of the request being made. Further guidance is available
in the compensation manual and SOP. Templates for preparing reports can be found
below at Appendix 13.

6.15 Further guidance can be found in the Compensation Manual which can be accessed
via the intranet and you should familiarise yourselves with the content.

PHSO referrals
6.16 If the complainant feels that the LAA hasn’t resolved their complaint, they can request
that their MP refer the complaint to the Parliamentary and Health Service Ombudsman.
CCCT is responsible for managing referrals to the PHSO and any requests for
information. However, requests for reports from the relevant department may be
required. The Agency will reply to any PHSO referrals and requests for information within
10 working days.
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7. The Complaints Process
Complaints process map
7.1 This process map outlines a basic process flow for any complaint handling team and
should form the basis of any local procedure.

Complaint/query
received by
department

Is it in the correct
department?

Yes

No

Log on database,
local tracker and
relevant IT system

Refer to correct
department (see
list)

Request report
(deadline 48
hours)

Chase day after
deadline if no
response

Is the report
sufficient?
Yes

No

Complete
substantive
response within 10
w/d

Request FI (48
hour deadline)

Chase day after
deadline if no
response

Complete
substantive
response within 20
w/d and update
records

Screening Complaints
7.2 When a complaint arrives in the LAA that hasn’t been received/forwarded via the
Complaint Administration Team in ST, the receiving team should identify whether the
complaint is for their business area. If it isn’t for your business area, refer it on to the
Complaint Administration team in ST (STComplaints@justice.gov.uk) on the same day
or to your complaint logging staff to do this. If the complaint received is for your business
area but has not been forwarded on by the Complaint Team please ensure you provide
them with a copy of this so it can be logged and recorded correctly on the central
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database. If there is any doubt as to which department should respond to a complaint,
speak to your line manager or someone in CCCT.

Logging Complaints
7.3 When logging a complaint on a database or tracker you will need to enter a date. This
should be the date that the LAA received the complaint if the complainant followed the
publicised GOV.UK process which triggers the start of the target period. A note of receipt
should also be made on the relevant IT system where appropriate. This will allow other
staff to see where a complaint has been made, or where we are paying ex-gratia claims.

7.4 The external published timeframe for responding to complaints is 20 working days from
the date of receipt. However, we will aim to respond within the 10-working day leading
indicator target enabling us to keep well within the 20-working day KPI.

7.5 The day of receipt should be regarded as the first working day for measuring response
times. Complaints received after 4pm should be recorded as being received on the
following working day. This is applicable to both post and e-mails.

Completing and closing complaints
7.6 Only when a substantive response has been sent to the complainant/originator can a
complaint/correspondence be recorded as completed for KPI purposes. The complaint
itself may not give enough information to produce a substantive response, and a request
for further information may need to be requested from the complainant. In these
circumstances the complaint should be de-registered, unless the complainant is able to
provide further information within the 20-working day KPI and within appropriate time for
a substantive response to be issued within target. To formally close out a complaint, the
complaint handler is required to send all completed paperwork to the Complaint
Administrators at STComplaints@justice.gov.uk. This should include a fully completed
Complaint Control form, a copy of the actual response (in a word document) and if
applicable a copy of the Feedback and Learning form.

7.7 Follow up correspondence can be generated following the issue of a substantive
response which means that the complaint case file will need to stay open. Only when all
outstanding follow up actions have been completed can the complaint file be recorded
as fully closed.
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7.8 To assist with ongoing reporting of potential ex-gratia claims, 2nd tier complaints and/or
PHSO investigations complaints files should be retained on site for 3 months.

Reporting
7.9 Senior managers should be sighted where there is a risk of either leading indicators (local
targets set to ensure compliance with KPI) or KPIs being missed. This will allow remedial
and preventative action to be taken where appropriate. All departments who process
complaints should keep a log of those received and responded to. Details should be
either sent to or made accessible to the Planning, Performance and Change department
which collates performance data as well as to the Complaint Lead. Commentary on
weekly performance data will be requested by this department where expected levels of
performance have dropped.

A justified complaint
7.10 A complaint will be justified where a failure has been identified, even if only one out of
many separate issues raised within the same complaint is proved.
7.11 A justified complaint is a “learning opportunity” if an error has been made by an
individual or by the organisation that could reasonably have been prevented.
7.12 A justified complaint may include concerns relating to:
•
•
•
•
•

Unreasonable delay
Unclear communication
Incorrect/conflicting advice
Incorrect determination (that is not the subject of an appeal)
Technical issues that have resulted in a process failure

Please note that this is not an exhaustive list.
7.13 Justified complaints should be clearly identified to allow analysis of the cause of the
error and allow appropriate remedies to be put in place.
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7.14 Where a complaint is justified a feedback and learning form See Appendix 10 should
be completed. This will enable the individual or department to learn from their mistakes,
taking appropriate remedial and preventative action.

Quality Control
7.15 It is considered good practice to frequently quality control complaint responses. The
frequency will be determined by the department and should be linked to the volume of
complaints received. These measures have been put in place to ensure that the LAA
provides a quality and consistent approach when responding to complaints. These steps
should minimise complaint correspondence and reduce second tier complaints.

7.16 The quality control complaints checklist is a useful tool that can be used to facilitate
quality control and can be found at Appendix 11
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Appendix 1

Identifying Complaints Desk Aid
DEFINITION OF A COMPLAINT
“Any communication received by the Legal Aid Agency which expresses a negative comment
regarding the Agency and the service we provide”

TARGET FOR RESPONDING TO COMPLAINTS
The internal target for responding to complaints is 95% within 10 days. To achieve the target,
it is vital that complaints are identified on the day of receipt. The published target is 95% in
20 days.

HOW CAN YOU HELP
Be vigilant to those that are to be processed by CCCT. Identify complaints quickly and
correctly, referring to the correct department (where applicable) on the day of receipt.

KEY WORDS TO LOOK FOR
▪

Subject heading is given as “COMPLAINT”, “FORMAL COMPLAINT” OR “URGENT –

COMPLAINT”.
▪

Word COMPLAINT used in the body of the letter (usually first or last paragraph).

▪

Tone and words used. Some examples of tones/words to look out for:

“Inherently unfair system of ...”
“Shambolic way case has been handled”, “We are most annoyed by this unnecessary
rejection”
“We are finding that our bills are repeatedly returned, presumably just for the sole purpose of
delaying payment or because the people dealing with the matters are not adequately trained”.
Here are some examples of where the targets for responding to complaints have been missed
due to failing to identify on the day of receipt:

1.

Last sentence of finance post – “We would like it to be noted as a formal complaint

regarding the rejection of this letter.

2.

Appeals post – “Representation was urgently required for the protection of the client

and carried out in good faith. It appears to us that good faith is not reciprocated and that
a flimsy bureaucratic excuse has been found not to pay us for the justified work that we
have carried out”.

3.

Means post – “You will note from the record the shambolic way that this matter has

been handled. This is having a greatly prejudicial effect on our client who has serious
health issues”.

4.

Finance post – Words above Dear Sirs: “URGENT – COMPLAINT
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Appendix 2
Our ref:
Date received:
For internal use only:

Complaint Form
Any complaint we receive is taken seriously and treated in confidence. We will use the issues raised
through feedback to improve our service and standards.
Please use this form to tell us about your complaint. To help us to ensure that your complaint is dealt
with quickly and by the right person/department, please provide the following information:
Your name and if application your Organisation name:
LAA Account Number and the name of your Contract
Manager (if you are a Legal Aid Provider):
Client’s name (if different from above):
Legal Aid Reference Number or MAAT number (this can
be found on the last communication received from us):
Are you:
[
Select ]

Please provide a contact telephone number and e-mail
address:
Please note that we will respond to your complaint by
telephone or e-mail unless an alternative is requested.
Is this your first or second complaint on this issue?

[

Select

]

What is your complaint about?
Please note that before submitting a complaint about a
delay to a process, application, bill or letter we request
that you check the processing dates:
https://www.gov.uk/guidance/legal-aid-agency-paymentsto-providers

[

Select

]

Area of work your complaint is about:

[

Select

]

Please tell us what your complaint is about and how we can put things right. You should provide as
much detail as possible and enclose any relevant documentation which will help to resolve your complaint.
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Date Sent:
Where to send your completed form: LAAcomplaints@justice.gov.uk

We will aim to respond within 20 working days of receiving your complaint.
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Appendix 3

Dear Sir/Madam,
Thank you for your enquiry. I am sorry to hear that you are dissatisfied with the service you
have received from the Agency on this occasion.
This appears to be case specific, but was submitted as a ’general’ complaint there was
insufficient information included within the message for me to fully review this matter as it is
not linked to the case itself. If you would like this to be considered further then please submit
a case query/complaint.
I hope this has clarified the position. If you need any further assistance then please contact
our Customer Services Department on 0300 200 2020.
Yours faithfully,
Legal Aid Agency
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Appendix 4

Internal Telephone Complaint Form
Please use this form to record details of a complaint received via the telephone.
Date Call Received:
Supplier Name:
Time Call Received:
Complainant’s Name:
Agent’s Initials:
Telephone Number:
Client’s Name:
Email:
Ref Number:
Address (if they want us to write to them)

Area of Work Complaint is about:
Owning Office:

Civil/Crime/VHCC/ECCT/Other (circle)

Brief details of complaint and the outcome/resolution (including review of communication
needs):
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Appendix 5

Compensation Cover Sheet

Compensation Details
Complaint Reference:

Date Received:

Case Reference:

Date Allocated:

Firm Name:

Date Due:

Client Name:

CASEWORKER DETAILS
Complaint Handler:

NAME

Date Completed:

DD/MM/YYYY

Decision:

Grant/Part-grant/Refuse

Amount Claimed:

£0.00

Amount Paid:

£0.00

Date Referred to CCT:

DD/MM/YYYY

Reason for grant/part-grant/refusal:

QC/Sign off Details: please note that all claims for compensation
must be signed off by a Band B or above before being forwarded to
the Corporate Team
QC handler:

NAME

Date received:

DD/MM/YYYY
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Date signed off:

DD/MM/YYYY

Amendment needed:

YES/NO

Signature:

SIGNATURE
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Appendix 6

Handling Telephone Calls
Use good morning/afternoon and identify your department and yourself. Use clear positive
language when doing so and ask for the callers’ name.
Also:
•

Carry out a security check if appropriate;

•
•

Gather information, asking relevant questions to clarify what the customer wants;
If the appropriate, ask whether the customer has any access requirements, to enable
you to tailor the call;
Assess the customer’s current emotional state and requirements and show empathy
by recognising the client’s state and use appropriate level of dialogue;
If the customer is a funded client and has a certificate check the notes;

•
•
•

Deliver what the customer wants to the best of your ability, check that you have
responded to all the customer’s queries;

If you have agreed to do something for the customer then record this in your note and
once you have completed that action leave a further note confirming that the steps have
been taken as requested.
Ask permission from the customer before placing them on hold, wait for approval before
doing so. When returning to the customer thank them for holding and respond to their
question or problem.
If they have been on hold more than 2 minutes it is best practice to ask if they are happy
to continue to hold.
Some callers may feel anger or frustration it is important to remain calm and allow the
caller to talk through their problem assisting at appropriate points during the conversation.
It will be necessary to summarise what the caller is telling you. Notes taken during the call
will assist you with this. Once you are clear with what the caller wants, explain what you
can do to help them.
Angry callers may shout and be abusive, it would be appropriate to warn the caller that the
call may be terminated if they won’t refrain. You should remain calm and polite, try not to
take any comments personally. If you feel unable to deal with the call then you may
escalate the call to your supervisor/manager.
If the caller is persistent and refuses to accept that you have addressed all the issues and
you are confident that you have covered every part of the call and there is no constructive
reason for continuing then you may politely terminate the call. Following a terminated call,
a detailed note should be recorded regarding the length and purpose of the call, please
note that all notes are disclosable under the Data Protection Act so should remain factual.
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Answer-phone messages
If you need to leave an answer-phone message just state your name and that you are
calling from the Legal Aid Agency. Confirm the name that you are leaving the message for
and that they call you back on your direct line. Do not leave any other details as to why
you are calling.
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Appendix 7

Written Standards Best Practice
Written responses should be in plain English, avoiding the use of jargon and legalistic words.
•

Use the LAA letter-headed paper (including all relevant logos), do not use post it notes
or hand-written letters;

•

Include the date, any relevant reference, whether it be our own and/or that of the
customer and refer to the letter you are writing in response to if appropriate;
Use size 12 Arial font to aid accessibility (see also Appendix 8), although this should
be increased if an individual requires it;
Identify all the issues, if appropriate offer an apology, explain the next steps, provide
contact details for further queries either a name or department and sign off
appropriately;

•
•

•

If responding to a complaint refer to the LAA complaints procedure in the closing
paragraph e.g. ‘I confirm that further details of our complaints procedure are available
on our website. If you remain dissatisfied then please explain why you’re unhappy with
the initial reply and what issues remain unanswered’. This is especially important when
responding to a 2nd tier/escalated complaint and these must include details of how to
refer matters to the PHSO if still dissatisfied.

•

Use ‘Enc(s)’ at the end of your letter to indicate that enclosures are included.

Emails, Provider Notes and other forms of electronic communication are to be treated
as legitimate forms of communication and wherever possible the same rules apply as with
hard-copy typed letters (see above)
•
•

Where possible save your email as an ‘ad-hoc’ word document to the relevant IT
system or copy the content as notes;
Group emails, particularly those to external customers should be sent on a ‘blind copy’
basis for confidentiality purpose and to ensure that the customer has one point of
contact.

Memos, Notepad, Dashboard Notes and CCMS notes can impact significantly on
customers and are subject to certain standards. Accurate records should be maintained
including details of any action that has been agreed by telephone. Appropriately worded notes
of sufficient detail should be recorded. Personal information can be released to a client under
the Data Protection Act 1998 consequently it is important that it is information that is contained
within the notes.
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Appendix 8

Customer with a Disability or
Access Requirement
The LAA has a duty under the Equality Act 2010 to provide information in an accessible format
for a customer with a disability and all staff should be aware of and apply this guidance.
A customer with a disability may have an access need. You should try to establish what
specific access requirements they might have and consider how best to communicate with
that individual. You should try to meet the needs of the customer as far as it is reasonable to
do so.
For written communication this may include:
•
•
•
•

Large Print: note that this is not simply a matter of using a larger font. This could also
include using assorted styles or colours
Easy Read: this format is sometimes preferred by people with a learning disability. It
uses a combination of visual illustrations and simple English explanations
Audio
Braille

Please note that there will be additional time required to commission correspondence in an
alternative format.
In some circumstances an individual may ask to be contacted by telephone because this is
more accessible for them than receiving written correspondence. It may be necessary to
continue to write to the individual but it would be appropriate to telephone them to explain that
the letter will still be sent and to explain the contents of the letter that will be sent to them and
the reason for sending it.
With verbal communication it is important to put the customer at ease by demonstrating
patience and understanding, and by allowing them the time to fully explain their query (See
Appendix 7).

Hard of hearing or deaf customers
BSL/English interpreters provide services for Deaf people to the Ministry of Justice from Oct
31st, 2016.
Guidance on using their services has gone out and they are always on hand to answer any of
your queries on 0330 4005348 or you can visit their website: www.clarion-uk.com/moj-home/.
Here are some facts:
• There are only 350+ trained and qualified BSL interpreters in the whole of the UK who
can work in the legal sector.
• They have 7 staff interpreters. However, 95% of BSL Interpreters are freelance with
no guarantee that they have availability.
• Each BSL interpreter receives an average of 20 requests for their services per day.
• Many BSL interpreters are fully booked for 6 months in advance.
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•
•
•

If you give them 6 weeks’ notice there is a 99% chance of filling your request
If you give them 3 days’ notice we have a 50% chance of filling the request.
If you give them 3 days’ notice and 3 interpreters are needed (e.g. for a mental health
tribunal) – there is a 10 % chance of filling the request.

There is a significantly higher chance of allocating a BSL/English interpreter if you give them
the request as soon as you know about it. If it gets left until later – it may fail.
They are set up to deal with unavoidable, last minute requests, for example magistrates
courts, emergency court orders etc. and are more than happy to deal with this. They are
here to work with you and offer any advice regarding booking support for your Deaf clients,
so do please pass on your BSL requests the minute that you get them and they will fill them
for you.

Translation services
The LAA has a contract with Redacted to provide translation services
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Appendix 9

Handling vulnerable individuals
All staff who have an outward facing role should be equipped to deal with vulnerable
individuals.
Definition of a vulnerable individual
A vulnerable individual is taken to be either:
•
•

Any child or young person (someone under the age of 18).
An adult where there is any suspicion, allegation or report of abuse to either the
individual or another individual(s). Here the definition of abuse is taken to include
domestic abuse (physical, financial, psychological, sexual and discriminatory), selfharming or harming another, threatening suicide, exploitation, being unable to take
care or protect yourself and neglect.

Identifying clients at risk and taking necessary action
There are several categories of people that contact the LAA that could be classed as high risk
or vulnerable clients. Some details below demonstrate some high-risk clients you may deal
with:
•
•
•
•
•

•

Children/Young People/Elderly People
Anyone with a disability
Anyone with a communication issue e.g. English not being a first language, struggling
to put their feelings or issue into words.
CLA User, Client or Potential Client that is experiencing Domestic Abuse or may be
self-harming in some way or has threatened suicide.
Anyone who expresses that they, or a person they are responsible for is at risk of
“Abuse” (means the infliction of harm or failure to act to prevent harm occurring within
a family or in an institution or community setting, by those known to the victim, or more
rarely by a stranger. The abuse may be by an adult or adults, or child or children and
may involve a single act or repeated acts).
“Adult at Risk of Abuse” has the same meaning as ‘vulnerable adult’ meaning anyone
over the age of 18 who is or may need community care services due to mental or other
disability, age or illness; and who is or may be unable to take care of themselves or is
unable to protect themselves against significant harm or exploitation’.

Identification, Signs & Concerns
You can identify a child, young person or Elderly person on the phone by obtaining their DOB
as a definitive measure but also by the language, terminology and the tone of voice of the
individual. Anyone under the age of 18 would be referred to as a child, anyone between the
ages of 18-24 could be classed as a young person. Anyone who is over the age of 60 could
be referred to as elderly. Although it’s important to note that “Elderly” is a subjective measure,
it will be dependent on how the person expresses themselves on the phone. They may advise
that they are elderly/old and may reference how they “struggle” with some activities such as
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hearing, writing down information due to arthritis, how they struggle with using the internet etc.
It is important not to fall in to stereotyping individuals and make assumptions based on a DOB.
Adaptations or adjustments should be offered such as having a third party on their case who
can speak on their behalf, registering a call back when they or the TP will be available to help
them. Ensuring that you adapt your pitch, pace and tone to the client’s requirements is also
key to ensure that you can support the individual.
Disabilities

A client may advise that they have a disability such as dyslexia, learning difficulties, physical
disability, long term illness, autism, loss of hearing, mental health issues etc. This may not be
directly advised in that “I have a disability” but they may say that they struggle to hear you or
that they can’t write something down. You will need to carefully probe in these circumstances
to ensure that you are able to offer the appropriate adaptation or adjustment such as the text
relay service, BSL interpreter, confirming information in writing to them, offering to register a
third party on an account to assist them etc.
Communication issues

When you are talking to a client you may find that they are struggling to understand the
information that you are giving or cannot provide all the information that you need without
multiple explanation attempts. In these scenarios their communication issues could be due to
a disability (see above) or due to a language barrier. This may not be directly advised in that
“I don’t speak much English” but you may hear an accent or they may be talking to someone
else in a different language prior to confirming details to you in English. You will need to
carefully probe in these circumstances to ensure that you are able to offer the appropriate
adaptation or adjustment such as the use of a language line interpreter or offering to register
a third party on an account to assist them etc.
Suicide/At risk of Abuse

Four out of five completed suicides give clear warning signs of their intentions. This means
that, if we learn the signs and know how to respond, we have an opportunity to assist 80% of
those who are contemplating suicide.
The following are some signs of concern that you may see. This is, by no means, all the signs.
Anytime you have a concern about a person’s actions and/or behaviours, be proactive – have
a conversation with them and your manager or if necessary dial 101 and speak to the police
if you have concerns over a person’s well-being.
Suicide Threats: Either Direct or Indirect Statements

People who talk about suicide, threaten suicide or call suicide crisis lines are 30 times more
likely than average to kill themselves. Take suicide threats seriously. Some Phrases you may
hear on the phones include:
•

“I’d be better off dead.”
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•
•
•
•
•
•

“I won’t be bothering you much longer.”
” Everyone would be better off without me around.”
“I hate my life.”
“I am going to kill myself.”
“I can’t cope with this anymore”
“If you can’t help me I don’t know what I’m going to do, I can’t see any other
options”

Depression can also be mentioned in relation to the person on the phone or a person that they
are calling about/responsible for, this could also qualify as someone being a high-risk
individual. Some signs of depression could include:
•
•
•
•
•
•
•
•

Sudden, abrupt changes in personality
Expressions of hopelessness and despair
Declining grades, school or work performance
Lack of interest in activities once enjoyed
Increased irritability and aggressiveness
Withdrawal from family, friends and relationships
Lack of hygiene
Changes in eating and sleeping habits

There are many other signs that could trigger someone feeling suicidal, depressed or highlight
that they are at risk of abuse so it’s important that you listen for any of these possible triggers
or signs so that you can asking the appropriate questions:
• Experiencing a recent loss – a loved one, relationship, job, etc.
• Increased use or abuse of alcohol or drugs
• Recent separation or divorce
• Feelings of loneliness or abandonment
• Feelings of shame, guilt, humiliation or rejection
• Problems staying focused or paying attention
• Appearing or saying that they are sad or depressed most of the time
• Feeling anxious, agitated, or unable to sleep
• Neglecting personal welfare, deteriorating physical appearance
• Withdrawing from friends, family, and society, or sleeping all the time
• Frequent and dramatic mood changes
• Expressing feelings of excessive guilt or shame
• Feelings of failure or decreased performance
• Feeling that life is not worth living, having no sense of purpose in life
• Talk about feeling trapped—A partner or someone else is controlling their behaviour,
finances or other controlling behaviour
• Mentioning that someone has caused them physical harm or mental distress
• Advising that they are unable to speak to due someone returning soon and they can’t
be seen/heard on the phone to someone else
• Telling you that they can only speak at specific times
• Advising that they fear someone in terms of what they might to do them or someone
within their care.
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Remember: This is not an all-inclusive list of signs of concern. Anytime you notice
behaviours that concern you, don’t hesitate or be afraid to ask questions or call 101.
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Appendix 10

Complaints feedback and learning form
Please complete this form if an improvement area within the LAA has been identified
because of a complaint being made and send to a line manager in the relevant
department.
Action for complaint caseworker – Section A and B
Section A
Your Office:

Your Name:

Caseworkers office

Caseworkers name:

Client Name:

Cert Ref No:

Work Area:

Complaint identifier No:

Brief Details of Complaint:
Please include details of specific category of work e.g. rejected claim1 (taxed bill), rejected
means etc.

Section B
Brief Details of action taken and Solution/Resolution:

Is there anything we can do to prevent this type of complaint from re-occurring?

Action for Team Manager– Section C
Section C
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Brief Details of action taken:

Details of any follow up action, such as refresher training etc.:

Has feedback been given to the caseworker? YES

NO

Date feedback given:
What Next: Send a copy of this form via email to relevant team. Please ensure that this form
is retuned within 3 working days.
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Appendix 11

Quality Control of Complaints – Checklist
Complaints Quality Control Form
Regional Office
QC Assessor
Date assessed
Complaint Handler Name
Complaint Ref
Response Type
Letter/ email/ phone call/ CCMS or
system notification
Case reference number

PART ONE: INTERNAL &
LAYOUT
All references quoted
correctly (incl. Their
reference if one has been
used)?

Holder letter sent if there is
going to be a significant
delay in responding?
Is our letter dated?

Date of complaint included?

Complainant’s name (incl.
Correct title) used?

FC details (if different to
complainant’s name) used?
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Please tick
or cross

Please tick or
cross
Has the letter been written
in Plain English as far as
possible? Is it in a jargonfree language (if
appropriate) and if not the
LAA terminology explained?
Identified and replied to all
issues raised, has a
resolution been reached?
Is the language used
appropriate? This includes
spelling, grammar, tone and
the way in which the letter
has been tailored to meet
the needs if any of the
complainant.
Have we explained what the
complainant needs to do
next, or how they can
escalate their complaint?
Has compensation been
considered as part of the
complaint resolution, if
appropriate, and has the
procedure for claiming been
explained if necessary?
Has a contact name and/or
e-mail address (individual if
appropriate or department if
not) been provided?
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Complainant’s correct
address used?

Name and title of the writer
at the bottom of the letter?

PART TWO: CONTENT

PART THREE:
CORRECTIVE ACTION
Did we consider (and use)
the best method of response
– i.e. letter, e-mail, telephone
or via the appropriate digital
platform?
Has any corrective action or
further action been
identified because of the
complaint, which needs
taking forward?
If any corrective action
needs to be taken forward
after closure of the
complaint, has the case
been diarised appropriately
so that the corrective action
is not forgotten?
IT system updated, i.e. copy
ad-hoc letter and memo pad
notes/dashboard?
Complaint database
updated (incl. Action to be
taken if complaint justified)?

Is the technical information
accurate, including figures or
calculations?
‘Thank you for your letter’ or
appropriate opening
sentence used?

If appropriate, has an
apology been offered?

Have we acknowledged any
distress or inconvenience
the client has suffered?
Have we acknowledged that
the complaint is being dealt
with as part of the LAA’s
complaints process?
If response is a phone call,
pass details to a call monitor
to be assessed in line with
Call Monitoring Standards
and attach the form (this is
only applicable to complaints
closed out by telephone by
members of the Contact
Centres as their outbound
calls are automatically
recorded).

Has the appropriate closing
paragraph been used?
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Has the learning and
feedback form been
completed where necessary
and the relevant line
manager informed? This is
relevant if the error or
training need identified
relates to either an
individual caseworker or
group.

Has the complaints handler
identified and raised any
issues for Continuous
Improvement?
Where the complaint is as a
direct result of a system
defect or internal IT issue
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have ATOS been notified
and the relevant action
carried out?

General comments on the
complaint response:
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Appendix 12

Vexatious Complainants/Abusers of the system
Whilst we do not want to apply a bureaucratic and rigid approach to our customers we similarly
do not want to enforce upon ourselves a system which places unreasonable burdens on our
staff. Ignoring the existence of vexatious complainants and failing to provide guidance on
dealing with them not only puts an unreasonable burden on us, it may also affect the service
we are able to provide to our other customers.
Among the issues that might be considered are:
(a) What are the complaints about?
(b) Is the Complaints Procedure being used as an appeals mechanism?
(c) In the case of a firm of solicitors, are they primarily from one fee earner?
(d) Do the complaints focus on one or more specific caseworkers?
(e) Has a training need been identified among our own staff?
(f) Does the complainant need to have a clearer understanding of certain issues such as the
regulations or a better appreciation of our normal turnaround times?
(g) Does the complaint have a learning disability or mental health issue?

Tactics for dealing with persistent complainers:
1. In the case of a supplier notify the Contract Manager. Would a meeting with the complainant
improve relations?
2. Where the complainant’s contact with the office centres on one member of staff, the conflict
can often become personal. Consider whether other staff should become involved or whether
a more experienced member of staff should take over in each case.
3. Do staff need to be alerted to the fact that contact with an individual or supplier is a sensitive
issue and that extra care may be required? Consider the vulnerable client guidance – is there
more we need to be doing here?
4. Ultimately there may be occasions where an individual is abusing the procedure. In extreme
cases a decision may need to be taken that, contact from a complainant will no longer be
accepted: Complainants that persist in raising issues that have already been addressed in
previous correspondence or telephone conversations, can be told that, where no new issues
are raised, their complaint will not be replied to and will not be recorded within the complaints
procedure. The file should be noted accordingly. However no subsequent correspondence
from a complainant should simply be filed away; it must be read to ensure that no new issues
are being raised. Decisions in these extreme cases will obviously need to be taken with great
care.
5. Our commitment to customer care does not exclude any of our customers. It is the way we
apply our own process and how we seek to resolve the issues which we adapt, according to
the circumstances of each complaint.
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If you are in doubt as to whether a persistent complainer is vexatious, refer to your line
manager or to CCCT for additional advice and support.
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Appendix 13

Preparing reports for the Corporate Centre Correspondence Team
In some cases where CCCT are reviewing a complaint they will require a written report. The
following is guidance on the information that you will need to provide in your report and a
template has also been produced to assist with this - see below.
Within 2 working days of receipt of the report request in your office you should send a report
to the CCCT covering the following points (where appropriate):
(a) Identify each issue in the letter of complaint – make a note of the concerns being
expressed, numbering them will help.
(b) Chronology - provide a chronology; if there are any gaps or delays explain why this is so.
(c) Copy correspondence - provide copies of all relevant correspondence/documentation/
send your file.
(d) Corrective action - identify corrective action and follow it through - CCCT’s file will only be
closed when the corrective action has been carried out. If the complaint arises out of problems
not just specific to that particular case, local or national (such as backlogs, CIS), please identify
them and the corrective action being taken.
(e) Decisions - if the complaint arises out of a decision that your office has made provide full
reasons for that decision referring to statute, work practices and in house procedures as
appropriate.
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REPORT ON COMPLAINT FOR CCCT

TO:

FROM:

Corporate Centre Correspondence Team

[NAME] [REGION]

DATE:

COMPLAINANT’S NAME: [NAME OF PERSON / FIRM MAKING THE COMPLAINT]

LEGAL AID CLIENT’S NAME (IF DIFFERENT):

CERTIFICATE NUMBERS/CIS/CCMS ref:

CCCT REF (IF KNOWN):

NOTE:

Reports to be prepared after reference to:
Relevant guidance, regulations, contract or policy.
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Timeline of events (where relevant to the complaint):

•

I set out a chronology of events:

Comments:

•

I set out under separate numbered headings each issue raised in the complaint
and whether such complaint is justified:

•
•
•

Address the issues raised by the complainant.
Provide reference to support regulations, contract provision, guidance or policy.
Make an assessment of whether the complaint is justified. If justified in part or
full, you should state reasons for this.
If issue is specific to your dept. please explain the usual procedure, summarise
what happened & what should have happened.
Explain jargon used in your dept.
The more complex the issues, the more detailed the report. Please call the
CCCT if you have any problems.

•
•
•

Next Steps:

•

For each numbered heading which has been categorised as justified, what
corrective action is being or has been taken:

•

I have enclosed my file(s).

•

If complaint has arisen due to lack of training/knowledge please confirm what
corrective action has been done.
Enclose all information found on CIS/CCMS (where relevant).
Enclose the full file(s) (where relevant).

•
•
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REPORT ON COMPENSATION CLAIM OVER £500

TO:

FROM:

Corporate Centre Correspondence Team

[NAME] [REGION]

DATE:

APPLICANT’S NAME: [NAME
COMPENSATION CLAIM]

OF

PERSON

/

FIRM

MAKING

THE

LEGAL AID CLIENT’S NAME (IF DIFFERENT):

CERTIFICATE NUMBERS/CIS/CCMS ref:

CCCT REF (IF KNOWN):

NOTE:

Reports to be prepared after reference to:
Guidance on Ex Gratia payments/Compensation which can be found
on the intranet.
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Timeline of events (where relevant to the maladministration):

•

I set out a chronology of events:

Comments:

•

I set out under separate numbered headings each issue raised in the
compensation claim and whether such claim is justified:

•
•

Address the issues raised by the Applicant.
Make an assessment of whether an ex gratia application is justified. If payment
justified in part or full, you should state reasons for this (if CCCT agree with
your assessment we will need non-inconvenience claims assessed by finance
for consistency between the ex gratia and the final bill, so you may wish to alert
your finance team to this).
If issue is specific to your dept. please explain the usual procedure, summarise
what happened & what should have happened.
Explain jargon used in your dept.
The larger the claim/more complex the issues, the more detailed the report.
Please call the CCCT if you have any problems.

•
•
•

Next Steps:

•

For each numbered heading which has been categorised as justified, what
corrective action is being or has been taken:

•

I have enclosed my file(s).

•

If error/omission is due to lack of training/knowledge please confirm what
corrective action has been done.
Enclose all information found on CIS/CCMS.
Enclose the full file(s).

•
•
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Appendix 14

Dealing with correspondence from Members Of
Parliament
This part of the guidance deals with the style and tenor of letters to MPs. It is important to
remember that any communication with an MP should acknowledge their constituent’s
problem and empathise with their feelings. Remember, you are trying to resolve the matter in
one letter. Think about it, be as helpful as you can, avoid pomposity, always apologise where
appropriate and do not leave yourself open to the accusation that you are straight out of “Yes
Minister”. If your mother was the MP’s constituent would you be happy for her to receive your
letter?
Style and Presentation
(a) Heading:
All replies should be headed: Your Constituent: Mr. J. Bloggs, full address.
(b) Address and salutation:
Always hand write “Dear...”and “Yours sincerely”.
(c) References:
Always include any reference shown on MPs’ correspondence.
(d) Start:
Always start your reply “Thank you for your letter ……..” Refer to any previous exchanges of
correspondence and send copies of previous correspondence if you think it would be helpful.
(e) Check basic grammar and spelling:
This sounds obvious but there are a lot of common mistakes, e.g., split infinitives, apostrophes
in the wrong place and using “principal” when “principle” is meant.
(f) Check address and titles:
The MP’s letter will show the address for any reply and any title that is appropriate, e.g., “Sir”,
“Dame” or “The Rt. Hon”. Make sure you spell the name correctly. Does the MP want the
response sent to the House of Commons or their constituency address?
(g) Do not use jargon:
Try and put yourself in the place of the lay MP or constituent. Words and phrases that are part
of our everyday working life can be double Dutch to an outsider. If you are going to use jargon
or a technical term then explain it, e.g. notice to show cause, IFCA, statutory charge, etc.
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(h) Accuracy and consistency:
Make sure a male constituent does not become “she” at any point in the letter. Do not confuse
the constituent with the funded client, they may be different. Any figures must add up.
(i) Make sure you answer the question:
Check carefully both the MP’s letter and any enclosures, particularly any letter from the
constituent, to ensure you have dealt with everything.
(j) Is the MP asking you to return something??
Does the MP want a copy of their letter and/or any enclosures back?
(k) Do not be afraid to apologise:
(l) Always offer apologies to the MP and the constituent where appropriate
(m) Section 20:
This Section of the Access to Justice Act 1999 restricts the disclosure of information. It is not
all-embracing. The general principle is that information given to the Agency cannot be
disclosed without the consent of the person or body giving the information.
If any further guidance is required you should refer to the Information Governance team.

04/06/2018

LAA Complaints and Compensation Procedure

Page | 43

Appendix 15

Rossendale’s Complaints Procedure
1. Objective
This procedure aims to clearly explain how Rossendale’s, who are the LAA Debt
Recovery and Enforcement agent, deal with complaints. It is important that complaints
relevant to Rossendale’s are filtered and identified by the initial complaint handler at
earliest opportunity, noted locally and sent to CCMT. See contact list Appendix 17).
Rossendale’s will arrange for Debt collection and Enforcement to be put on hold so as not
to upset the complainant any further with requests for debt repayments or unnecessary
enforcement costs whilst the complaint is being investigated.
Complaint handler should put 1st tier or 2nd tier complaint in subject heading along with
MAAT ref and name and deadline for reply.
1st tier
If the complaint is a 1st tier then the complaint handler also need to make it clear if the
complaint is for Rossendale’s to reply
Or
For CCMT to obtain a report from Rossendale’s to assist complaint handler with the 1st
tier reply.
2nd Tier
If the complaint is a 2nd tier then the complaint handler will ask CCMT to obtain a report
from Rossendale’s to assist complaint handler with 2nd tier reply.
2. Rossendale’s Responsibilities
•
Ensure 1st tier complaints that are their responsibility are dealt with within 5 working
days and keep the complainant updated with progress
•
Ensure complaint is fully investigated and root cause determined to prevent future
occurrences and provide reports to CCMT where requested
•
Ensure all relevant parties are informed of the complaint and findings
•
Ensure they recognise a potential complaint before it becomes a complaint in written
/ verbal format
•
Rossendale’s have 2 opportunities to resolve the 1st tier complaint and if a third
notification expressing dissatisfaction about same issue is received then this becomes a
2nd tier complaint.
3.

Requirements

The process requires all those undertaking the complaints process to complete each
stage in a timely manner, record details accurately and store all information relating to
complaints process correctly.
4.

Rossendale’s Process
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•
When a complaint is received from CCMT by Rossendale’s, it is forwarded to the
Rossendale’s Complaints Team and logged on LAA complaint log
•
If the phones team feel a call could become a potential complaint, then they will
allocate the case to the LAA Complaint Log.
•
The LAA Complaint Log is opened daily.
Redacted

•
The details of the complaint will be identified on the Rossendale’s one-step system
with a brief outline stating the nature of the complaint
•
The case must then be put on hold whilst the complaint is being investigated and a
complaint acknowledgment letter sent, unless the complaint can be answered
immediately. The acknowledgement should explain the next steps to be taken in resolving
the complaint, and giving the contact details of the person dealing with the complaint
•
During the investigation, statements will be taken from the person(s) involved if
required
•
When the complaint has been investigated, findings will be reported and
communicated to the relevant parties including Line Managers, and individuals involved
•
A written response will be sent to the complainant detailing our findings, corrective
actions, and if appropriate, appeals process
•
A summary of our response will also be entered onto the One step system with
Complaint Resolved shown in the notes
•
All complaints will be actioned and resolved within 5 working days from the day of
receipt. If this cannot be achieved a holding letter will be sent
•
A monthly complaint report is generated by the Rossendale’s Complaints team
and passed to CCMT Contract manager in the Monthly SLA pack.
If unjustified enforcement costs have been incurred then CCMT will arrange for invoices
to LAA be adjusted so that Rossendale’s pick up the unnecessary costs rather than the
complainant.
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Appendix 16

Reporting concerns to the Counter Fraud & Investigations
Team
In all cases you do not need to be certain, or have the evidence, to refer a suspected fraud.
The Counter Fraud & Investigation team will discuss the matter with you and make their own
enquiries to see whether your concerns prove to be correct, and whether there is evidence of
fraud.
The LAA Counter Fraud Policy sets out the responsibilities of managers and staff. This is
available on the LAA Intranet. You should also refer to the Civil Service Code of Conduct.
The MoJ has a dedicated Counter Fraud & Investigations (CFI) Team, hosted within the
LAA, that investigate concerns and allegations concerning:
1. Solicitors (Providers), Barristers, and other persons providing, directly or
indirectly, services to the Legal Aid Agency in connection with Legal Aid in
both civil and criminal matters.
If you suspect a provider of deliberately making a statement or supplying any
information which they know to be false, or withholding information of which they are
aware that would affect an application for legal aid or any claim for payment from the
LAA then you should report this to the CFI team.
CFI will discuss the matter with you and make their own enquiries to see whether
your concerns prove to be correct and whether there is evidence of fraud. Their
investigation may find that although there is no fraud there is sufficient evidence to
consider Contractual breaches.
2. Client fraud where it concerns financial means. This concerns both applicants for
Legal Aid and those persons who are already in receipt.
If you suspect any person applying for Legal Aid of supplying false information about
their means or personal circumstances, or withholding or concealing information that
may affect their entitlement to obtain legal aid, then you should report this to the CFI
team.
You should also report any matter where a person may have given false information
about important facts of the case which may have affected whether or not they were
granted Legal Aid.
What should I not do if I suspect fraud?
•
•
•
•

Do nothing!
Try to investigate the matter yourself.
Approach any individuals to which the concern relates directly
Convey suspicions to anyone other than through the correct channels.

How to refer
Staff should report any suspicions of fraud to:

Redacted
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Other Fraud Referrals
Staff should report any suspicions of internal fraud initially to their line managers or if there
are reasons not to do this to the Counter-Fraud and Investigations team, headed Redacted
Line managers should then report concerns to the Counter-Fraud and Investigations team.
How your referral will be handled
All allegations received by CFI are recorded on a dedicated secure database, and a record of
the justification to either open an investigation or close the matter is retained securely. This
information is retained for future intelligence purposes but is not accessible for wider
management information purposes due to its sensitive nature.
The Counter Fraud & Investigations Team is different to the Representations team who sit
within civil Case Management and deal with complaints against the grant of Legal Aid to an
applicant or Funded Client in civil matters only. Their contact details are:
Redacted
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Appendix 17

Useful Contacts and department referral list
Redacted Telephone:
Email:

Head of Civil Service Contact Centres
Redacted
Redacted

Redacted – Customer Services Team Manager
Telephone:
Redacted
Email:
Redacted
Redacted – Customer Service Team Supervisor
Telephone:
Redacted
Email:
Redacted
Redacted – ST Complaints Administrator
Email:
Redacted
Redacted – ST Complaints Administrator
Email:
Redacted
Redacted – Head of Information, Governance and Correspondence
Telephone: Redacted
Email:
Redacted
Redacted – Corporate Centre Correspondence Manager
Telephone: Redacted
Email:
Redacted
Redacted – for 1st tier complaints relating to Rossendale’s
Redacted for 2nd Tier complaints relating to Rossendale’s.
Redacted – for any cross border application query

Referral list
Regional Office

Contact

London Case
Management

Redacted
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Brighton Contract
Management
Reading Contract
Management
Bristol CST/Legal
Means
Cardiff
Birmingham
Case
Management

Redacted
Redacted
Redacted
Redacted
Redacted

Manchester Case
Management
South Tyneside
Complaints
Management

Redacted

Redacted

South Tyneside
Case
Management

Redacted

Leeds Case
Management

Redacted

Nottingham Case
Management

Redacted

Cambridge Case
Management
Liverpool Case
Management
SIU
Recovery
Services
Central Finance
Representations
Team
ECCT

Redacted

Redacted
Redacted
Redacted
Redacted
Redacted

Redacted

PDS (Solicitors)

Redacted

PDS (Advocates)

Redacted
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CLA – Direct
Services
Diversity and
Inclusion
Service
Development

Redacted
Redacted
Redacted

End of Document
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End of Document
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