
 

Complaints Policy 

 

Introduction 

1. We aim to provide you with high levels of service and competent advice at all times. In the event 
you believe our service or advice has not been good enough, you may complain. The purpose of 
this document is to set out our complaints policy. We aim to make sure any complaint is dealt with 
fairly and efficiently.  

2. We hope to retain a good working relationship with you, so we will do all we can to resolve your 
complaint. 

3. Please note, we will only consider complaints made within twelve months of the act or omission 
complained of.  

 

How to Make a Complaint  

4. You may make a complaint in writing or by telephone.  

5. To make a complaint in writing, please write to Elizabeth McCallum or Sarah Evans providing: 

• Your name and address. 

• The name of the person you are complaining about. 

• The detail of your complaint.  

• How you would like the matter to be resolved. 
 
6. Elizabeth McCallum’s email address is elizabeth@childreninthemiddle.co.uk  and Sarah Evans’ email 

address is sarah@childreninthemiddle.co.uk  

7. To make a complaint by telephone please telephone Elizabeth McCallum or Sarah Evans or email 
either Elizabeth or Sarah asking her to telephone you.  

 

Informal Resolution  

8. We always hope to resolve any dispute with you directly and with minimum fuss. We will always try 
in the first instance to resolve your complaint by discussing it with you.  



9. Upon receiving a complaint from you, either Elizabeth McCallum or Sarah Evans will telephone you 
to discuss matters.  

10. In the event that during our telephone call we agree a resolution, then we will: 

• record the outcome; 

• check that you are satisfied with that outcome; 

• record your response; and 

• send you a note of our discussion and the agreed resolution.  
 

11. In the event we cannot agree a resolution through our telephone call, and you wish to pursue the 
matter further, then: 

• if you made your complaint by telephone, we will invite you to formally write to us within 
fourteen days of the telephone discussion setting out the detail of your complaint. Thereafter 
we will formally investigate your complaint; or  

• if you made your complaint in writing, we will formally investigate your complaint. 

 

Formal Resolution  

12. Your complaint will be passed to either Sarah Evans or Elizabeth McCallum to investigate - depending 
whom the complaint is about and which of Sarah or Elizabeth has tried to resolve it through the 
informal process set out above. The person investigating your complaint will not be the person you 
are complaining of. 

13. We will write to you letting you know the timescale for the investigation – and when you can 
expect to receive our response - usually 21 days. Should we need a longer timescale, then we shall 
notify you accordingly in writing.  

14. When our investigation is complete we will write to you setting out: 

• the nature and scope of our investigation;  

• the conclusions reached and the reasons why;  

• should we find your complaint is justified, our proposals for resolution; and  

• how to take the issue forward with the Legal Services Ombudsman if you are not satisfied with 
the outcome. 

 

Involvement of Our Insurer  

15. In the event that professional negligence is alleged at any point against one of our barristers, we 
are obliged to immediately inform our insurer, the Bar Mutual Indemnity Fund. Thereafter we have 
to follow the BMIF’s instructions. Should the BMIF wish to take over conduct of the matter, we 
must comply with their request and make sure that all correspondence and other documentation is 
sent to them. In the event this happens we will inform you immediately. Thereafter your complaint 
will be handled by the BMIF. 

 

 

 



Confidentiality  

16. We will treat all conversations and documents relating to your complaint as confidential. We will 
only disclose these to the extent that this is necessary to investigate your complaint, including to 
the person you complain of and to our insurers.  

17. The Bar Standards Board is entitled to inspect the documents and seek information about the 
complaint when discharging its duties.  

18. For the purpose of investigating your complaint, you agree to waive privilege and confidentiality 
between you and the barrister you complain of. This means that in replying to your complaint, the 
barrister you complain of is entitled to refer to material and documents that arose in your case. 

 

Future Practice  

19. We retain a written record of all complaints we receive and investigate for a period of six years. 
We review these regularly with a view to improving our service and advice. 

 

Legal Ombudsman  

20. We have set up our internal complaints process with the intention of resolving any dispute between 
you and us. In the event you are unhappy with the outcome of our internal complaints process or 
you would prefer not to use it, you may take your complaint to the Legal Services Ombudsman. 
The ombudsman’s details are: 

 Website:   http://www.legalombudsman.org.uk/ 

 Postal address:  PO Box 6806 Wolverhampton WV1 9WJ 

 Telephone: 0300 555 0333 

 

21. Please note the Legal Services Ombudsman operates a six-year time limit within which to make your 
complaint. The time limit starts from the date of the act or omission about which you are 
complaining. However, should you raise your complaint with us first using our internal complaints 
system, there is a six-month time limit in which to raise your complaint with the Legal Services 
Ombudsman. This time limit starts from the conclusion of our internal investigation.  

 


