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Dr Helen Philips  
Interim Chair  
Legal Services Board  
One Kemble Street  
London  
WC2B 4AN  
 
30 April 2018 
 
Dear Helen  

VOLUNTARY PERFORMANCE ASSURANCE REPORT 

I am writing to provide the Office for Legal Complaints’ voluntary performance assurance report 

following the OLC Board’s discussion of the quarterly strategic and performance paper on 23 April. 

This letter also builds upon the ‘what good looks like’ discussion with your Board on 24 April. The 

Balanced Scorecard appears at Appendix 1. The detailed performance trajectory is unchanged 

from that presented to the LSB in our budget proposals last month.  

Performance against external KPIs 

As we have consistently highlighted, performance in Q4 2017-18 remained very poor, deteriorated 

in terms of 90 day timeliness and is unlikely to improve in the short-term. The OLC Board reiterated 

its expectation that improving operational performance was the key priority for the Legal 

Ombudsman in 2018-19, and covered the following key points: 

• asked for assurance about the prioritisation of legacy cases, noting the impact on 

performance in the legal jurisdiction because cases are over 90 days’ old before allocation; 

• requested regular reports on the project which is modelling and planning the 

decommissioning of the old Case Management System (given the risks associated with a 

mandatory upgrade in Q4 of 2018-19) and progress against the legacy team’s delivery plan; 

• noted the significantly reduced level of closures and the impact of this on unit cost in Q4; this 

reflected capacity, which was the biggest challenge in Q4 as a result of the number of staff 

new in role or new to the organisation, vacancies and abstractions for training and testing 

associated with the new business process and case management and system; and 

• asked for quarterly performance papers in 2018-19 to include forward projections. 

A summary of timeliness performance against monthly timeliness KPIs appears below.   
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Measure KPI January February March Q4 
% cases concluded within 90 days (legal) 60% 36% 16% 9% 20% 

% cases concluded within 180 days (legal) 90% 69% 63% 63% 65% 

% cases concluded within 365 days (legal) 100% 95% 94% 93% 98% 

% cases concluded within 90 days (CMC) 60% 40% 36% 44% 40% 

% cases concluded within 180 days (CMC) 90% 92% 81% 81% 85% 

% cases concluded within 365 days (CMC) 100% 99% 100% 97% 99% 

The legacy team has been set up to drive through closing the unallocated cases and will pilot the 

new supervision model to improve case progression and quality. Two other teams will be piloting 

the supervision model – one comprising new starters and the other a ‘typical’ mixed team.  

The OLC was generally pleased to note positive trends against other key quality metrics, including: 

• customer satisfaction at the end of the process remains broadly stable and above target;  

• the number of send backs has reduced significantly, reverting to levels prior to a significant 

deterioration in Q3;  

• mixed trends in terms of quality reviews, with the improving trends on ‘fair and reasonable 

outcome’ particularly welcome; and  

• service complaints reduced in Q4; at the April meeting, the OLC received the independent 

Service Complaints Adjudicator’s annual report and was pleased to note the focus the new 

Chief Ombudsman has brought to improving quality. 

Plan to improve performance 

The OLC is under no illusions about the scale of the improvement that is required, and will not be 

satisfied with performance until the Legal Ombudsman achieves and sustains delivery against all of 

its KPIs, so that we can be assured of a high quality service.  

Our focus has been to address the root causes of the performance challenges we face, rather than 

pursuing short-term actions that only address the symptoms. The Board discussed the importance 

of allowing the time and space to implement the plans that have been developed and avoiding 

short-term initiatives which tackle symptoms rather than the causes of current poor performance. 

The key elements of the plan were set in my assurance letter of 22 March and our business plan. 

Assurance about future performance trajectory 

In April, the OLC Board focused on establishing necessary escalations, tolerances and strategic 

risks to support the executive in improving performance in 2018-19, discussing in particular: 
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• excellent progress with the Modernising LeO programme, which delivered the new business 

process and CMS in April as scheduled; this will allow work to commence in late April on the 

business intelligence project to exploit the data and improve management information; 

• the executive is using the new operational forecasting model, and the Board was pleased to 

note recruitment of a forecasting expert to refine and fully exploit the outputs from the model; 

• the OLC Board provided feedback on the executive’s initial proposals for KPI tolerance 

thresholds beyond which the executive will report to the Board; final proposals, reflecting 

Board members’ comments, will be presented to the OLC in June for approval; and 

• development of more focused strategic risks which will allow the OLC Board to have a more 

strategic view of risk; the workshop discussed the Board’s risk appetite required to support 

delivery of the Legal Ombudsman’s business plan. 

The OLC was pleased to note the expansion of pool ombudsman and new starter investigators and 

Level 1 Ombudsman, and further recruitment scheduled in Q1. The executive provided assurances 

that it would meet the Board’s expectation of continuing rolling recruitment ahead of turnover. 

Our expectation remains that despite an improving trajectory during 2018-19, it will take until early 

2019-20 to sustain more consistent performance against our new KPIs. 

Immediate risks reflect both demand and supply-side factors (turnover, recruitment and demand), 

and the wider strategic risk of loss of trust and confidence in the Legal Ombudsman. Our business 

and delivery plans, new KPIs, draft tolerances, new strategic risks and staff objectives rolled out in 

April all aim to mitigate that risk and ensure the organisation achieves sustainable improvement.  

To mitigate these risks, the OLC will particularly focus on the following issues in Q1: 

• progress against the delivery plan and performance trajectory as set out in our budget 

submission, in particular the early work of the legacy team; 

• recruitment and staffing levels against the new establishment, and rates of staff turnover;  

• quality measures in the new Balanced Scorecard; and 

• setting the KPI tolerances. 

Yours sincerely 

 
Wanda Goldwag 
Chair, Office of Legal Complaints 
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Appendix 1 – Q4 Balanced Scorecard 
Objective KPI Performance Q4 Trend 

Effective, efficient and high quality resolution of complaints 

Improve timeliness % legal cases resolved within 90 days and 180 days (60%, 90%) 90 days - 20% / 180 days - 65% Declined 

Deliver to approved 
budget 

Legal expenditure against agreed budget Q4 100% on budget, YTD  7% under Increased underspend 

Cost per complaint legal jurisdiction (£57) No longer available  NA 

Cost per legal investigation legal jurisdiction (£782) £1,262 Q4, £978 YTD Increased 

Develop the scheme and service we provide 
  

Continued effective 
operation of CMC 
jurisdiction 

CMC expenditure against budget  Q4 66% under budget, YTD  52% under 
 

Cost per CMC investigation (£880) £1,141 Q4, £1,279 YTD 
 

% CMC cases resolved within 56, 90, 180 days (60%, 90%,100%) 56 days - 29%, 90 days- 40%, 180 days- 85% Declined 

Understand the legal service and CMC environments, and feed back to improve standards 
 

Improve complaints 
handling system – 
outcomes and 
service quality 

Overall customer satisfaction at initial contact stage (90%) Legal – no longer available (process change); 
CMC - 91% 

CMC - stable 

Overall customer satisfaction with investigation stage (65%) Complainant Legal – 47%; CMC – 82% 
Service Provider  Legal – 57%; CMC – 75% 

Legal - declined 
CMC - declined 

Overall customer satisfaction at the end of the process (55%) Complainant Legal – 57% 
Service Provider Legal –  63% 

Complainant- stable 
Service Provider –declined 

Overall customer satisfaction irrespective of outcome (40%) Legal - 53% Declined 

Outcomes of internal quality reviews Reasonable Customer Service 
AC 100% /RC 75%/CMC 78%/OMB 100% 
Reasonable Outcome 
AC 100% /RC 90%/CMC 93%/OMB 100% 

AC  Improved 
RC  Declined 
CMC Declined 
OMB Stable 

Deliver policy and 
research 

Policy and research delivery against plan, quality budget Business plan deliverables green or amber. 

Provision of learning and development to profession (number of 
hours) 

1 half-day courses in Q4 for the CMC and legal jurisdictions.  Feedback gave 
average scores above 8 out of 10.  Two periscope videos in Q4, with over 
1,000 views in total. 

 
 


