


Case Summary: Transparency, Communication and Record Disclosure Complaint Against a National Law Firm
Paginated Overview and Analysis
1. Overview
Our client approached a prominent, regulated law firm for legal advice and possible representation in relation to a complex, high-value dispute involving a public office-holder. The respondent firm specialises in litigation and dispute resolution services.
During the engagement, the law firm reviewed relevant documentation, consulted with counsel, communicated with a prospective litigation funder, and assessed the merits of the potential claim. Despite these actions, significant concerns emerged about the firm’s communication practices, transparency, documentation, and its approach to complaint handling.
2. Key Issues Identified
The client’s complaints focused on several core issues, notably that the respondent:
· Did not clearly explain whether it was formally engaged, merely reviewing the case, or just considering whether to accept instructions.
· Provided conflicting information regarding whether work completed was billable.
· Failed to give satisfactory explanations about counsel’s involvement and the criteria underpinning any merits assessments.
· Lacked a clear audit trail to demonstrate precisely how decisions and conclusions were reached.
· Maintained attendance notes and records that seemed inadequate for the matter’s complexity and value.
· Did not provide satisfactory responses to the client’s detailed concerns.
· Closed correspondence without thoroughly addressing several outstanding questions.
Further concerns arose about record disclosure, specifically whether all personal data and file materials had been properly disclosed in response to information requests.
3. Regulatory and Complaint Outcomes
The matter was formally reported to the legal regulator. Upon review, the regulator identified a potential breach of regulatory rules. However, it decided against launching a formal investigation, deeming the issues insufficiently serious for regulatory enforcement and more appropriately categorised as service-related concerns.
Significantly, the regulator did not dismiss the complaint as baseless, instead retaining the complaint and its supporting documentation on file.
Subsequent complaints and requests for disclosure prompted the respondent firm to state that it would provide no further information, referring the client to independent complaints and data protection processes.
· A formal complaint was lodged with the Legal Ombudsman.
· A separate complaint was submitted to the Information Commissioner's Office, raising concerns about the adequacy of data disclosure and record searches.
4. Benefit Achieved for the Client
As a result of these actions, the client achieved several important outcomes:
· Secured regulatory scrutiny of the issues raised.
· Received confirmation that the regulator had identified a potential regulatory concern.
· Ensured a permanent record of the complaint was preserved by the regulator.
· Obtained disclosure of documents and records pertinent to the dispute.
· Escalated the matter to independent complaints and data protection authorities.
· Positioned the case for further independent review regarding both service failures and disclosure obligations.
5. Lessons Learned
This case underscores the critical importance of transparent client communication, robust record-keeping, clear engagement terms, and timely, thorough responses to client concerns within regulated professional services. Law firms should ensure that all client interactions are well-documented, that roles and charges are made clear from the outset, and that clients receive prompt, comprehensive responses to their queries and complaints.
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