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Regulation Liaison Team

· Provides information and support to the Profession, as follows. Please direct your call or written query to Mary McGowan for further advice and more detailed information. 0131 476 8168
· Also provides information to the public via the Information line Tel: 0845 113 0018

Briefing for Professional Support on new SLCC Procedures

· All new complaints must be made to the Scottish Legal Complaints Commission in the first instance

· Service complaints investigated by SLCC can be considered from clients and from 3rd parties

· Complaint will not be considered by SLCC if it thinks it is “premature”

Premature Complaint procedure

· Notice of Prematurity will be issued by SLCC to complainer and to practitioner (also to CRP)
· Onus is on complainer to contact firm/practitioner to seek resolve.

· SLCC expects practitioner to investigate, respond direct to complainer whether client or third party, record and follow through.

· If unsuccessful within 28 days, SLCC may seek evidence from practitioner as to steps taken and process followed.

· LSS expects practitioner to maintain client confidentiality and act only on instructions, also recommends informing fellow agent if writing direct to their client. 

· LSS recommends practitioner to inform own client at earliest opportunity of 3rd party complaint.

Third Party Service Complaints

· May be made for transactions commenced after 1 October 2008 in addition to third party conduct complaints (always a possibility)

· If own client refuses authority to provide information at premature stage, may progress to full SLCC investigation.

· If SLCC requests information and client refuses authority to provide, SLCC can serve Section 17 Notice demanding information and documents. 

· If client still refuses to give practitioner authority to comply with Section 17 Notice, respond to explain but give nothing.

· SLCC can serve Section 17 Notice direct on practitioner’s client (as a third party to the complaint)

· If a Section 17 Notice is not complied with, SLCC has power under Schedule 2(1) to seek an order from Court of Session requiring production of information and /or documents.

Sanctions and Case Levies applicable to 3rd Party complaints are same as for complaints by clients.
