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1. 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 as soon as possible. It is not necessary to involve solicitors in order to make your complaint, 
but you are free to do so should you wish. 
 

2. We want our complaints process to be accessible to everyone. You may make a complaint in whatever 
way is most convenient for you — in writing, by telephone, by video call, or in another format that meets 
your needs. If you would find it easier to raise or progress your complaint in a particular way or need 
information about our process in an alternative or accessible format, please let us know and we will do 
our best to accommodate your needs. 
 

3. There is no charge for making a complaint or for the way we handle it. 
 
Types of complaint that we can investigate 
 

4. This complaints procedure can be used if the service you have received from a barrister or staff 
member in these chambers has fallen below the standard you are entitled to expect.  
 

5. This complaints procedure can be used where an individual has a data protection complaint and 
believes we may have infringed data protection legislation in the way we have collected, used, stored, 
shared, retained, protected, or otherwise handled their personal data, or the personal data of someone 
they are authorised to act for. You may also refer a data protection complaint to the Information 
Commissioner’s Office if you remain dissatisfied after using our procedure — see paragraph 24 below. 
 

6. Any complaint will be taken seriously and handled with care. Making a complaint will not disadvantage 
you or your case. We will assess and investigate complaints competently, diligently and impartially, 
respond fairly, consistently and promptly, and seek to resolve your complaint at the earliest opportunity. 
The person who investigates your complaint will not be someone who has been involved in the matter 
you are complaining about. 

 
7. There may be occasions when the nature or circumstances of a complaint make it more appropriate 

(e.g. because the complaint has been brought by a non-client and the ability of Chambers to 
satisfactorily investigate and resolve such matters is limited) for it to be dealt with by another body 
rather than through this complaints procedure. If we reach this conclusion we will tell you promptly.  

 
Types of complaint that we cannot investigate 
 

8. This complaints procedure cannot deal with complaints which, if proven, would amount to serious 
professional misconduct by a barrister. If your complaint against a barrister alleges serious 
professional misconduct, you should refer your complaint to the Bar Standards Board to investigate 
whether a disciplinary offence capable of punishment has been committed. Contact details for the Bar 
Standards Board can be found below. 
 

9. This complaints procedure cannot deal with complaints that allege professional negligence by a 
barrister from these chambers and which may entitle you to sue the barrister for financial loss or 
damage. If your complaint is of this nature you should seek your own legal advice on the remedies 
available to you. 
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10. Where a complaint includes both a service element and an allegation of professional misconduct or 
negligence, we will still deal with the service aspects of your complaint under this procedure, even 
though the misconduct or negligence aspects may be more appropriately considered by the Bar 
Standards Board or pursued through separate legal advice. 
 

Time limit for complaints 
 

11. Chambers will only consider complaints that are raised no later than one year from the date of the act 
or omission complained of, or one year from the date when you should reasonably have known there 
was cause for complaint. We may, at our discretion, extend this period where it is fair and reasonable 
to do so. Separate time limits apply to referring a complaint to the Legal Ombudsman if you remain 
dissatisfied after using our procedure — see paragraph 22 below. 
 

Complaints made by Telephone, Video Call or Other Formats 
 

12. You may wish to make a complaint in writing and, if so, please follow the procedure in paragraph 13 
below. However, if you would rather speak on the telephone or video call about your complaint then 
please contact the individual nominated under the Chambers Complaints Procedure to deal with 
complaints, Jon Robinson (Chambers’ Head of Business Operations) or (if the complaint is about Jon 
Robinson) one of the Joint Heads of Chambers (Rachel Ansell K.C. and Benjamin Pilling K.C.). The 
person you contact will make a note of the details of your complaint and what you would like done 
about it. They will discuss your concerns with you and aim to resolve them. If the matter is resolved 
they will record the outcome, check that you are satisfied with the outcome and record that you are 
satisfied. You may also wish to record the outcome of the discussion in writing. 

 
13. If your complaint is not resolved you will be invited to write to us about it within the next 14 days so it 

can be investigated formally. 
 
Complaints made in Writing or Other Accessible Formats 
 

14. Please give the following details: 
 

• Your name and address; 
• Which member(s) of Chambers or staff you are complaining about; 
• The detail of the complaint; and 
• What you would like done about it. 

 
Please address your letter to Jon Robinson, Head of Business Operations, 4 Pump Court, Temple, 
London EC4Y 7AN (or, if the complaint is about Jon Robinson, to one of the Joint Heads of Chambers, 
Rachel Ansell K.C. and Benjamin Pilling K.C., at the same address). We will, where possible, 
acknowledge receipt of your complaint within two business days and provide you with details of how 
your complaint will be dealt with. 

 
15. If you would prefer to set out your complaint in a format other than writing, please tell us and we will 

discuss and agree with you the most suitable way for you to do so, tailored to your communication 
needs. 
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16. The complaint will be investigated by Michael Davie K.C. or by another King’s Counsel nominated by 

Michael Davie K.C. (If the complaint is about Michael Davie K.C., it will be investigated by one of the 
Joint Heads of Chambers, Rachel Ansell K.C. and Benjamin Pilling K.C.). In any case, the person 
appointed to investigate the complaint will be someone other than the person you are complaining 
about. 

 
17. The person appointed to investigate will write to you as soon as possible to let you know they have 

been appointed and that they will reply to your complaint within 14 days. If they find later that they are 
not going to be able to reply within 14 days they will set a new date for their reply and inform you. In 
any event, we will keep you informed and provide you with regular updates on the progress of the 
investigation. The reply will set out: 

 
• The nature and scope of the investigation; 
• The conclusion on each complaint and the basis for that conclusion; and 
• If they find that you are justified in your complaint, their proposals for resolving the complaint. 

 
18. Where a complaint is upheld, in whole or in part, the resolution we propose may include, for example, 

an apology, an explanation, a reduction in or refund of fees, or another remedy appropriate to the 
circumstances. 

 
Confidentiality 
 

19. 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 Joint Heads of Chambers and 
to anyone involved in the complaint and its investigation. Such people will include the barrister or staff 
member who you have complained about, Michael Davie K.C. and the person who investigates the 
complaint. 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 
 

20. 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 six years. Our Joint Heads 
of Chambers inspect a record of complaints annually with a view to improving services. 
 

21. We are required to provide the Bar Standards Board with a summary of the complaints we have 
received, on an anonymised basis. This summary provides information about the nature of the 
complaint and its outcome. 

 
The Legal Ombudsman   
 

22. We hope that you will use our procedure. However, if you are unhappy with the outcome, or if your 
complaint about our service has not been resolved to your satisfaction within eight weeks following 
the making of the complaint, you may take up your complaint with the Legal Ombudsman, the 
independent body set up to resolve complaints about legal services. 
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23. Before accepting a complaint for investigation the Legal Ombudsman will check that you have tried to 

resolve your complaint with us first. If you have, then you must take your complaint to the Legal 
Ombudsman: 

 
• Not more than one year from the date of the act or omission being complained about; or 
• Not more than one year from the date when you should have realised that there was cause for 

complaint; 
 

and 
 

• Within six months of receiving a final response to your complaint. 
 

The contact details for the Legal Ombudsman are as follows: 
 
Legal Ombudsman 
PO Box 6167 
Slough 
SL1 0EH 
 
Tel:                  0300 555 0333 
E-mail:             enquiries@legalombudsman.org.uk  
 
Data Protection Complaints 

 
24. If your data protection complaint has not been resolved to your satisfaction, you may take up your 

complaint with the Information Commissioner’s Office, the authority in the UK responsible for 
overseeing the application of, and enforcing, Data Protection Law. 
 
Information Commissioner’s Office  
Wycliffe House  
Water Lane  
Wilmslow 
Cheshire  
SK9 5AF  
 
Web:   https://ico.org.uk/make-a-complaint/ 
Tel:   +44 (0) 303 123 1113. 
 
Alternative Dispute Resolution  
 

25. If we are unable to resolve your complaint through our own procedure, you may also have the option 
of using an alternative dispute resolution (ADR) body, such as one providing mediation services. A 
number of ADR bodies are competent to deal with complaints about legal services (bodies approved 
by the Chartered Trading Standards Institute can be found at 
https://www.tradingstandards.uk/consumer-help/adr-approved-bodies/). The barrister/member of 

mailto:enquiries@legalombudsman.org.uk
https://ico.org.uk/make-a-complaint/
https://www.tradingstandards.uk/consumer-help/adr-approved-bodies/
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staff is not obliged to agree to ADR, and neither you nor the barrister/staff member is required to 
accept any proposed resolution if ADR is used; both you and the barrister/staff member would need 
to agree to ADR and any proposed resolution. Please note that the time limit for contacting an ADR 
body may differ from the time limit for contacting the Legal Ombudsman. If you would like to use 
ADR, please contact us and we will discuss the options, including an appropriate approved provider 
of ADR services and the applicable time limits. Using ADR does not remove your right to complain to 
the Legal Ombudsman, provided you fall within its jurisdiction and apply within the relevant time limit. 
 
The Bar Standards Board 

 
26. The Bar Standards Board, the Bar’s regulatory body, deals with complaints about professional 

misconduct and disciplinary matters. The contact details for the Bar Standards Board are as follows: 
 
Complaints Team 
Bar Standards Board 
289-293 High Holborn 
London 
WC1V 7JZ 
 
Tel:                   020 7611 1444 
E-mail:  contactus@barstandardsboard.org.uk 
Web:  www.barstandardsboard.org.uk   

  

 

http://www.barstandardsboard.org.uk/

