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Introduction

Law Centre NI aims to provide a quality service and treat people properly in all the work it
undertakes. However, if you are not satisfied with any aspect of Law Centre services please let us
know. We treat all complaints seriously and deal with them promptly. Any complaint made will be
kept strictly confidential.

This leaflet covers the Law Centre's formal complaints procedure. As a first step you may wish to
take up an issue with the person responsible, or nominated casework manager in the case of a letter
of engagement, but if you do not wish to do that or if you are not satisfied by the response, you remain
entitled to make a formal complaint.

Who is covered by the procedure?

The complaints procedure covers all activities and staff employed by the Law Centre plus those
acting on behalf of the Law Centre (for example, volunteers, students or tutors).

What type of issue gives rise to complaints?

A member of the Law Centre staff may have treated you in an unhelpful or offhand way or delayed
dealing with your case without good reason, breached confidentiality or provided a poor quality of
service in some other way. This is not an exhaustive list.

If the complaint involves allegations of professional negligence or malpractice and may entail legal
action, you will be advised to seek legal advice rather than use the complaints procedure.

How do | complain?

You may complain by filling in the complaint form attached to this leaflet.

There are two stages to the Law Centre's complaints procedure although, hopefully, many
complaints will be resolved satisfactorily in discussion or at the first stage of the formal complaints
process.

Stage 1

A complaint will be investigated by a manager. Your complaint will be recorded in a complaints
register. Where a complaint is against the CEO, the complaint will be dealt with by a member of
the Law Centre's Board.

Any complaint should include any documents you consider relevant, including email
correspondence and should clarify the outcome you are seeking.

When the complaint has been considered you will receive correspondence confirming the outcome
of the complaint.

Stage 2 (Appeal)

If you are dissatisfied after the response to your complaint at Stage 1, then you may appeal and
the issue will be investigated by a nominated member of the Law Centre's Board, who will have all
the correspondence placed before her/him.

This is a final determination of your complaint and concludes the process.



Timescales & Time Limits

We will write to acknowledge your complaint within 3 weeks of receiving it. We aim to give a full
response to a written complaint within 28 working days. These deadlines may be extended in
circumstances where the complaint requires detailed investigation and consideration. You will be
informed if this is required.

An appeal should be submitted in writing within 14 days of the initial decision being received. The
above timescales apply to appeal as well.

If the complaint is late, please explain why there has been a delay. The Law Centre may not deal
with the complaint if the time limits are not met.

The person handling the complaint may wish to call you to take further details. Whether this
happens will depend on the nature of the complaint. If you specifically want an interview, then you
should indicate this when making your request.

Remedies

This will depend on the circumstance surrounding the complaint. The aim is to try and resolve
complaints satisfactorily whenever possible and to demonstrate that complaints are being taken
seriously. Any remedy will not involve the payment of compensation.

Solicitors

If a complaint relates to a Law Centre solicitor and, following the outcome of the in-house formal
complaints procedure, you are not satisfied with the outcome, you may complain to the Law
Society of Northern Ireland (within six months of the outcome of your complaint with the Law
Centre NI).



Complaint Form

Name:

Address:

Telephone:

Email:

Date(s) and nature of complaint

(Include below as much detail as possible, including who the complaint is against and

include any relevant documents you wish us to consider):




