COLLEGE CHAMBERS
EXTERNAL QUERIES AND COMPLAINTS POLICY
1. We recognise that sometimes, things can go wrong in a case or there are misunderstandings between our clients and their legal team. This policy is designed to be clear and simple and to enable a resolution to be achieved quickly and effectively. The objective is to see to it that all queries and complaints are resolved within a period of no more than six weeks.
2. If you are a lay client you do not need to go through your solicitor in order to raise a query or complaint about one of our barristers or about your case. Simply phone chambers and ask to speak to the senior clerk J-P Schulz (“J-P”) or send him an email at jp@college-chambers.co.uk. He will make a record of your call and if the matter is something more than just a query that he can resolve immediately he will pass the matter on to Derek Marshall our Head of Professional Standards. Alternatively you can contact Mr Marshall directly at dmarshall@college-chambers.co.uk or our Deputy Head of Chambers Dan Nother (dnother@college-chambers.co.uk) if the matter concerns Mr Marshall himself. Solicitors should follow the same procedure.
3. Although he retains his place in chambers, Derek Marshall is our retired Head. He spends much of his time sitting as the Legally Qualified Chair of Police Misconduct Panels and will treat all complaints in an independent manner. His sittings on the Police Panel take him away from chambers for days or weeks at a time and he will therefore set a timetable for the resolution of the complaint or query.
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4. The timetable will be as follows: You will be asked to provide written details of your 
complaint with all documents relevant to the matter within 14 days. These will normally be shown to the barrister unless there are exceptional reasons why not. The barrister will be asked to retain all relevant documents including their notebook and will be directed to provide these to Mr Marshall within a further 14 days. He will then consider all the materials and if he needs further information, he will ask for it. He will then provide a written report including his decision within a further 14 days unless there is an exceptional need for an extension of time. The decision may include an award such as a direction that the barrister’s fees should be reduced or an apology provided. The report will be sent to both you and the barrister.
5. We hope that you will accept Mr Marshall’s decision but you will be notified of your right to appeal to the Legal Ombudsman if you are not content.



COMPLAINTS ARISING OUT OF  MEDIATION


If a complaint is made against a  Registered Mediator in chambers then in addition to the above provisions we will acknowledge it within 5 days and follow our standard procedure as above.  In certain circumstances, an appeal against the decision may lie to the Civil Mediation Council whose address is https://civilmediation.org/for-the- public/complaints/ in addition to the Legal Ombudsman.


