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Executive Summary

1.

ACCA welcomes the opportunity to comment on the draft scheme rules issued
for comment by the Office for Legal Complaints (OLC).

ACCA is to become an approved regulator in respect of probate services only.
Although the OLC will be concerned with a broad range of complaints, it is
only with regard to probate services that it will be concerned with members of
ACCA. Many of our comments below are more pertinent in the light of this
understanding.
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Specific Questions

Qz1: Should we include some additional guidance in the scheme rules
about how in-house complaints handling inter-relates to the
ombudsman scheme? If you agree, what form should this take? More
generally, what can we do to promote good customer service in the legal
profession? Please give examples and reasons.

3. A principles-based approach to regulation is usually preferable. Detailed
prescriptive rules on the requirements of approved regulators regarding in-
house complaints handling may be set by the Legal Service Board (LSB).
However, this is not desirable, as a ‘one size fits all’ approach is unlikely to be
acceptable. Therefore, we are in favour of further guidance about how in-
house complaints handling inter-relates to the ombudsman scheme.
However, we are not in favour of such guidance being incorporated into the
scheme rules.

4. A user guide (primarily for complainants and authorised persons) would be
illustrative and persuasive. If such guidance were to be referred to in the
scheme rules, the rules should make clear that authorised persons should pay
due regard to the guidance. In this way, authorised persons would be
expected to follow the guidance or be prepared to explain why they have not
done so.

5. When considering how best to provide good customer service in the legal
profession, the OLC should be mindful of those approved regulators who only
authorise their members in respect of a very limited range of legal activities.
In addition, it could be argued that the OLC has been established to ensure a
satisfactory standard of customer service, and to raise that standard to ‘good’
or ‘high’is the responsibility of the approved regulators. For example, ACCA
recognises the need to enhance standards, and monitors its members in
practice, both as a statutory requlator and for quality assurance purposes. The
latter measures a firm’s practices against ‘best practice’, and firms are
encouraged and motivated to rectify any shortcomings. Further details of this
quality assurance process, known as ACCA Quality Checked, are available on
the ACCA website, at
www.accaglobal.com/members/professional_standards/qualitychecked.
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