
(Implemented May ���� )

1. Pursuant to regulations that govern barristers, we are obligated to
draw your attention to Chambers' complaints policy, so that you
are fully protected in any dealings that you have with a barrister.
This document sets out how you can complain if you are unhappy
with any of the services we provide.

2. Our aim is to give you a good service at all times. However if you
have a complaint you are invited to let us know in writing, or by
telephone, as soon as possible. It is not necessary to involve
solicitors or others in order to make your complaint but you are
free to do so should you wish.

3. Complaints must usually be made within VL[ years  of an act or
omission that you wish to complain about. Complaints should be
made to the Complaints Handler at Chambers in the first instance.
An independent Legal Ombudsman offers a complaints procedure
where you are unhappy with Chambers' response.

4. Please note that the independent Legal Ombudsman, the
independent complaints body for service complaints about
lawyers, has D six year time limit from the date of the act or
omission about which you are complaining, within which to make
your complaint. Chambers must therefore have regard to that
time�frame when deciding whether they are able to investigate
your complaint. Chambers will not deal with complaints that fall
outside of the VL[ year time limit without good reason (unless the
matter complained about could not have been identified sooner).
In other words, on occasions, Chambers will invite a complainant
to write to the Legal Ombudsman if the period in which to
complain is passed.
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Complaints Policy



Complaints Made by Telephone (Step One)

�. You may wish to make a complaint in writing and, if so,
please follow the procedure below (stage 2).

�. ,I \RX FRPSODLQW LV RI D PLQRU QDWXUH ZH PLJKW EH DEOH WR GHDO ZLWh
LW E\ SKRQH EXW ZH ZLOO XVXDOO\ DVN WKDW FRPSODLQWV EH SXW LQ
ZULWLQJ�

�. If your complaint is not resolved on the telephone you will be invited

to write to us about it within the next 14 days so it can be
investigated formally. You are not obligated to start with Step One,
if you would prefer to put your complaint in writing in the first
instance. In such a case, please start at Step Two.



Complaints made in Writing (Step Two)

�. Send your Complaint to:

The Complaints Handler 

Chambers (NDS)
13 Halstead Road London

E11 2AY

.�� 3OHDVH JLYH WKH IROORZLQJ GHWDLOV�
� <RXU QDPH DQG DGGUHVV�
� :KLFK PHPEHU�V� RI &KDPEHUV \RX DUH FRPSODLQLQJ DERXW�
� 7KH GHWDLO RI WKH FRPSODLQW� DQG
� :KDW \RX ZRXOG OLNH GRQH DERXW LW�

Please address your letter to the 'Complaints Handler,. We
will, where possible, acknowledge receipt of your complaint 
within two days and provide you with details of how your 
complaint will be dealt with. The Complaints Handler may 
correspond with you to gather certain further information from 
you. The information that is obtained by the Complaints Handler 
will be passed in due course to the Complaints Adjudicator.



��� 2XU &KDPEHUV &RPSODLQWV $GMXGLFDWRU LV DQ H[SHULHQFHG
PHPEHU RI &KDPEHUV DQG D VHQLRU PHPEHU RI VWDII� 7KH
&RPSODLQWV $GMXGLFDWRU FRQVLGHUV DQ\ ZULWWHQ FRPSODLQWV DQG RQ
RFFDVLRQV PD\ FRQYHQH D SDQHO WR LQYHVWLJDWH WKH FRPSODLQW�
:LWKLQ �� GD\V RI \RXU OHWWHU EHLQJ UHFHLYHG WKH &RPSODLQWV
$GMXGLFDWRU RU KLV�KHU GHSXW\ LQ KLV�KHU DEVHQFH ZLOO DSSRLQW D
PHPEHU RI &KDPEHUV RU WKHPVHOYHV WR LQYHVWLJDWH� ,I \RXU
FRPSODLQW LV DJDLQVW WKH QRPLQDWHG &RPSODLQWV +DQGOHU RU
&RPSODLQWV $GMXGLFDWRU� WKH QH[W PRVW VHQLRU PHPEHU ZLOO
LQYHVWLJDWH WKH FRPSODLQW� ,Q DQ\ FDVH� WKH SHUVRQ DSSRLQWHG ZLOO
EH VRPHRQH RWKHU WKDQ WKH SHUVRQ \RX DUH FRPSODLQLQJ DERXW
DQG ZKR LV QRW LQYROYHG LQ WKH VXEVWDQFH RI \RXU FRPSODLQW�

��� 7KH SHUVRQ DSSRLQWHG WR LQYHVWLJDWH ZLOO ZULWH WR \RX DV
VRRQ DV SRVVLEOH WR OHW \RX NQRZ V�KH KDV EHHQ DSSRLQWHG DQG
WKDW
V�KH ZLOO UHSO\ WR \RXU FRPSODLQW ZLWKLQ �� GD\V� ,I V�KH ILQGV
ODWHU WKDW V�KH LV QRW JRLQJ WR EH DEOH WR UHSO\ ZLWKLQ �� GD\V V�
KH ZLOO VHW D QHZ GDWH IRU KLV UHSO\ DQG LQIRUP \RX� +LV�+HU UHSO\
ZLOO VHW RXW�
� 7KH QDWXUH DQG VFRSH RI KLV�KHU LQYHVWLJDWLRQ�
� +LV�KHU FRQFOXVLRQ RQ HDFK FRPSODLQW DQG WKH EDVLV IRU KLV
FRQFOXVLRQ� DQG
� ,I V�KH ILQGV WKDW \RX DUH MXVWLILHG LQ \RXU FRPSODLQW� KLV
SURSRVDOV IRU UHVROYLQJ WKH FRPSODLQW�

Confidentiality

��. All conversations and documents relating to the complaint will



be treated as confidential and will be disclosed only to the extent 
that is necessary. Disclosure will be to the head of Chambers, 
members of our management committee and
to anyone involved in the complaint and its investigation. 
Such people will include the barrister member or staff who you 
have complained about, the head or relevant senior member of 
the panel and the person who investigates the complaint, and 
any solicitor who may have been involved in the case. The Bar 
Standards Board is entitled to inspect the documents and 
seek information about the complaint when discharging its 
auditing and monitoring functions.

Our Policy

��. 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 seven years. Our 
management committee inspects an anonymised 
record regularly with a view to improving services.



Complaints to the Legal Ombudsman (Step Three)

��� ,I \RX DUH XQKDSS\ ZLWK WKH RXWFRPH RI 
RXU LQYHVWLJDWLRQ \RX PD\ WDNH XS \RXU FRPSODLQW 
ZLWK WKH /HJDO 2PEXGVPDQ� WKH LQGHSHQGHQW 
FRPSODLQWV ERG\ IRU FRPSODLQWV DERXW ODZ\HUV� DW 
WKH FRQFOXVLRQ RI RXU FRQVLGHUDWLRQ RI \RXU 
FRPSODLQW�

��� 7KH 2PEXGVPDQ LV QRW DEOH WR FRQVLGHU 
\RXU FRPSODLQW XQWLO LW KDV ILUVW EHHQ LQYHVWLJDWHG 
E\ &KDPEHUV�

��� 3OHDVH QRWH WKDW WKH /HJDO 2PEXGVPDQ 
KDV D WKUHH WR VL[ \HDU�WLPH OLPLW IURP WKH GDWH RI 
WKH DFW RU RPLVVLRQ DERXW ZKLFK \RX DUH 
FRPSODLQLQJ ZLWKLQ ZKLFK WR PDNH \RXU FRPSODLQW� 
)XUWKHU� LI \RX DUH XQKDSS\ ZLWK RXU DGMXGLFDWLRQ� 
\RX PXVW PDNH DQ\ FRPSODLQW WR WKH /HJDO 
2PEXGVPDQ ZLWKLQ VL[ PRQWKV RI RXU 
GHWHUPLQDWLRQ �DGMXGLFDWLRQ�� <RX FDQ ZULWH WR 
WKHP DW�

/HJDO 2PEXGVPDQ� 32 %R[ ����� 
:ROYHUKDPSWRQ� :91 �:-

7HOHSKRQH QXPEHU� �3�� ��� �333

(PDLO� HQTXLULHV#OHJDORPEXGVPDQ.RUJ.XN
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