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Dear Wanda 

 

Follow up to April Board meeting 

 

Thank you for your contribution, alongside that of Rebecca and Rob, to what I felt was a 
helpful discussion on the governance and transparency aspects of ‘what good looks like’ at 
the Board’s meeting last week.  

The Board was pleased to note a good level of transparency in relation to reporting on 
performance, which will be improved further once the OLC begins to publish board papers.  

The Board was also encouraged to hear about your proposals for KPI tolerance thresholds 
beyond which the executive will be required to report to the OLC. Should these thresholds 
be exceeded the LSB executive will, of course, be sighted on this through its scrutiny of 
OLC board papers. It would be helpful if you could make reference to these thresholds in 
your voluntary assurance letters to the Board, to the extent the OLC board relies on this to 
obtain assurance as to the Legal Ombudsman’s performance. As we recently discussed, it 
is also important that LSB receives specific and early warning of any performance issues 
and we suggest that we look together at whether it would be helpful for this mutual 
principle to be enshrined in our memorandum of understanding. 

The Board appreciated your candour on the performance challenges that need to be met. 
Our discussions included a focus on contingency planning not least in relation to demand 
management. While we have sight of your risk register and other measures set out in OLC 
board papers, we would be interested to hear your thoughts on this as well as your 
alternative scenario planning in the event that the current plan does not achieve the 
desired improvement in performance. In this context, I am aware of the business plan 
commitment to review the ‘legislative framework, Scheme Rules and business process to 
maximise effectiveness and value for money, including the impact of case fees, especially 
on equality and diversity’. 

Finally, after you had left the meeting, the Board reiterated their previous view that the 
voluntary assurance letters need to contain your views on the performance information 
contained in the OLC Board papers as well as the assessment you have made as to 



whether the Legal Ombudsman is, or is not, performing satisfactorily. While it was noted 
that the LSB receives the OLC Board papers, the Board wishes to understand what 
specific information the OLC has relied on in monitoring and assessing the Legal 
Ombudsman’s performance including which particular information from those Board 
papers it wishes to highlight to the LSB Board as forming the evidence base for its 
assessment. 

Since the Board meeting I was grateful to receive your voluntary assurance letter following 
the OLC’s April meeting, which I am currently reviewing with Board colleagues. 

On the basis our discussions, I believe the actions we agreed are as follows:  

 You will provide details of your contingency planning (acknowledging the 
contingencies referred to in the business plan) not least in relation to both 
demand management and alternative scenario planning in the event that the 
current plan does not achieve the desired improvement in performance; 

 The voluntary assurance letters need to continue to contain your views on the 
performance information contained in the OLC Board papers as well as the 
assessment you have made as to whether the Legal Ombudsman is, or is not, 
performing satisfactorily (as set out in the April assurance letter); and 

 The MoU will be reviewed and, if appropriate, revised. I understand our executive 
teams are arranging a meeting to this effect.  

 
Yours sincerely, 

 
Dr Helen Phillips 
Interim Chair 


