
The documents
Sources for The Memory of Justice II: The Decisions That Never Exist

This bundle contains the documents on which the briefing is based. All of them were disclosed to 
Blind Justice UK by the Legal Ombudsman on 25 August 2026 in response to a request made under 
the Freedom of Information Act 2000 on 29 July 2026, reference FOI00867. None of them had been 
published before.

They are reproduced here in full, in the form in which they were disclosed. Where a document 
carries redactions, those redactions were applied by the Legal Ombudsman and not by Blind Justice 
UK, and no inference is drawn in the briefing from any redacted passage.

The Legal Ombudsman answered every item of the request that it holds and refused nothing. The 
handwritten signature of the officer who signed the response has been removed by Blind Justice UK. 
Nothing else has been altered.

Contents

1.  The request. The covering correspondence between Blind Justice UK and the Legal Ombudsman, 
beginning 29 July 2026. The six items requested are set out in full in the response at item 2.

2.  The response. FOI00867, 25 August 2026, signed by Grace Garande, Information Governance 
Officer. Three pages, including the closure table.

3.  Template 2-08, complainant advance notice of rule 5.7 decision request. Version dated 18 August 
2026. The standard letter sent when an investigator proposes dismissal.

4.  Internal guidance, Chapter 5.4 and 5.7. Last modified 19 February 2026. Twenty one pages, 
partially redacted. The guidance governing when and how rule 5.7 is used.

5.  Internal guidance, Withdrawn complaints. Last modified 8 August 2023. Four pages, partially 
redacted.

6.  Internal guidance, Case fees and their application. Last modified 1 July 2026. Seven pages, 
partially redacted.

The Legal Ombudsman Scheme Rules were also supplied with the response. They are not 
reproduced here because they are already published, and are at legalombudsman.org.uk. The 
version relied on in the briefing is the one including amendments applying to complaints referred 
from 1 April 2023.
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Tuesday, August 25, 2026 at 3:09:09Tuesday, August 25, 2026 at 3:09:09Tuesday, August 25, 2026 at 3:09:09Tuesday, August 25, 2026 at 3:09:09    PM British Summer TimePM British Summer TimePM British Summer TimePM British Summer Time

Subject:Subject:Subject:Subject: RE: FOI00867
Date:Date:Date:Date: Tuesday, 25 August 2026 at 15:02:24 British Summer Time
From:From:From:From: Information Rights & Security <infosec@legalombudsman.org.uk>
To:To:To:To: Edward Romain <edward@blindjustice.org.uk>
Attachments:Attachments:Attachments:Attachments: image001.jpg, image002.png, image004.png, image005.png, 25.8.2026.FOI00867.Final

response.pdf, NEW scheme rules copy.pdf, Withdrawn complaints_Redacted.pdf, 2-08 Complainant
advance notice of rule 5-7 decision request.pdf, Case fees and their application_Redacted.pdf,
Chapter 5.4 and 5.7_Redacted.pdf

CLASSIFICATION: OFFICIAL SENSITIVE

Dear Edward Romain
 
Further to your request, please find the attached.
 
Yours sincerely,

Grace Garande
Information Governance Officer
Email: infosec@legalombudsman.org.uk

 
 
 

CLASSIFICATION: OFFICIAL SENSITIVE

From:From:From:From: Informa4on Rights & Security <infosec@legalombudsman.org.uk>
Sent:Sent:Sent:Sent: 01 August 2026 12:38
To:To:To:To: edward@blindjus4ce.org.uk
Subject:Subject:Subject:Subject: FOI00867
 
Dear Edward Romain
 
I refer to your request.
 
Please find the attached.
 
Yours sincerely,

Grace Garande
Information Governance Officer
Email: infosec@legalombudsman.org.uk

 
 
 

From:From:From:From: Edward Romain <edward@blindjus4ce.org.uk>
Sent:Sent:Sent:Sent: 29 July 2026 18:50

[signature removed]

[signature removed]
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Caution:Caution:Caution:Caution: This email originates from outside the organisation. Do not click on links or
open attachments unless you recognise the sender and know the content is safe.

To:To:To:To: Enquiries <Enquiries@legalombudsman.org.uk>
Subject:Subject:Subject:Subject: Freedom of Informa4on request
 

 
Dear Sir/Madam
 
Please find attached a request under the Freedom of Information Act 2000 on behalf of Blind
Justice UK. I would be grateful for an acknowledgment of receipt. 
 
Regards,
 
Edward Romain
 

Edward Romain, ACILEX
Founder & CEO  |  Blind Justice UK (Registered Charity No. 1217562)
E     edward@blindjustice.org.uk
W   www.blindjustice.org.uk
A    Queensbury House, Queens Road, Brighton, BN1 3XF

 
 
 

 
For information on how we handle your personal data, see our privacy notice.
www.legalombudsman.org.uk/privacy This e-mail and any attachments are confidential and
intended solely for the addressee and may also be privileged or exempt from disclosure under
applicable law. If you are not the addressee, or have received this e-mail in error, please notify
the sender immediately, delete it from your system and do not copy, disclose or otherwise act
upon any part of this e-mail or its attachments. Internet communications are not guaranteed to
be secure or virus-free. The Legal Ombudsman does not accept responsibility for any loss
arising from unauthorised access to, or interference with, any Internet communications by any
third party, or from the transmission of any viruses. Replies to this e-mail may be monitored
by the Legal Ombudsman for operational or business reasons. This e-mail and any
attachments are confidential and intended solely for the addressee and may also be privileged
or exempt from disclosure under applicable law. If you are not the addressee, or have received
this e-mail in error, please notify the sender immediately, delete it from your system and do
not copy, disclose or otherwise act upon any part of this e-mail or its attachments. Internet
communications are not guaranteed to be secure or virus-free. The Legal Ombudsman does
not accept responsibility for any loss arising from unauthorised access to, or interference
with, any Internet communications by any third party, or from the transmission of any viruses.
Replies to this e-mail may be monitored by the Legal Ombudsman for operational or business
reasons.
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CLASSIFICATION: OFFICIAL SENSITIVE 
 

CLASSIFICATION: OFFICIAL SENSITIVE 

Private & Confidential 
edward@blindjustice.org.uk 
      

Freedom of Information Act (FOIA) 2000 

 – Request For Information 

 

Reference: FOI00867 
 
25 August 2026 

 
Dear Edward Romain 
 
Further to your request; please see the response below:  
 
1). For each of the last five complete reporting years, the number of complaints closed 
before a formal investigation commenced, broken down by closure category (for 
example: withdrawn by the complainant, discontinued, dismissed under rule 5.7 of the 
Scheme Rules, resolved without formal investigation, other). 
 

Closure Code FY 2021/22 FY 2022/23 FY 2023/24 FY 2024/25 FY 2025/26  
Agreed Outcome - 
Chapter 5 

39 295 325 326 271 
 

Agreed Outcome – 
Guided Negotiation 

182 927 604 537 673 
 

Agreed Outcome - 
Reasonable Offer 
Made 

227 482 434 418 506 
 

GET closed - offer 
accepted 

476 450 412 276 306 
 

GET withdrawn - 
other 

245 189 252 343 295 
 

Ombudsman's 
decision to dismiss 
under 5.24(h) or 
5.32 (c) 

  15 7 8 12 

 

Ombudsman's 
decision to 
dismiss/discontinue 
under 5.7 

  2761 1885 2038 1996 

 

 
 
2). The current template or templates of the letter sent to complainants when an 
investigator provisionally concludes that a complaint should be dismissed or 
discontinued under rule 5.7 of the Scheme Rules, including the standard section 
headed ‘Next Steps’ or its equivalent. 
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Legal Ombudsman 

CLASSIFICATION: OFFICIAL SENSITIVE 

CLASSIFICATION: OFFICIAL SENSITIVE 

Please find the attached document entitled 2-08 complainant advance notice of rule 5-
7 decision request. 
 
3). Of the complaints recorded as withdrawn in each of those five years, the number 
withdrawn following the issue of such a notice letter, if this is recorded. 
 
We do not record withdrawals made specifically on the basis of the issuance of a 2-08 
complainant advance notice letter; I am thus unable to provide this information to you.   
 
4). Any internal guidance, scripts, template libraries or training materials provided to 
investigators concerning: the drafting of rule 5.7 advance notice letters; the ‘Next 
Steps’ section or its equivalent; and the recording of complaint withdrawals at the pre-
investigation stage. 
 

Please find the attached guidance entitled Chapter 5.4 and 5.7 and Withdrawn 
complaints. Further information regarding 5.7 can also be found in our Scheme Rules, 
attached.  
 
5). Any performance measures, key performance indicators or targets, whether 
applying to individual investigators or organisationally, that relate to the closure of 
complaints before or without formal investigation. 

   

The closure productivity target for early resolutions for the period in question is 5 case 
closures per month per investigator.   The figures we report on are a combination of 
early resolutions (for complaints closed before an investigation has commenced) and 
business as usual (formal complaints) as both workstreams can close complaints at 
either stage.  There is no reportable target for complaints closed by early resolution 
alone. 
 
6). The treatment of case fees where a complaint is withdrawn before a formal 
investigation commences, including whether a case fee is charged to the service 
provider, together with any policy document recording that treatment 
 
Please find the attached document entitled Case fees and their application.   
 

If you are unhappy with our response or the handling of your request and wish to 
request an internal review of our decision, please write to:- 
 
Legal Ombudsman 
Information Rights and Security Team 

PO Box 6168, 
Slough, 
SL1 0EL 

infosec@legalombudsman.org.uk 

 

mailto:infosec@legalombudsman.org.uk
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Legal Ombudsman 

CLASSIFICATION: OFFICIAL SENSITIVE 

CLASSIFICATION: OFFICIAL SENSITIVE 

If following the review, you remain unhappy with the outcome, you have the right of 
recourse with the Information Commissioner's Office (ICO). They can be contacted at: 
 

Wycliffe House 
Water Lane 
Wilmslow 
Cheshire 
SK9 5AF. 
Email: casework@ico.org.uk 

Telephone: 0303 123 1113.  
 
Generally, the ICO cannot provide a decision until you have exhausted the review 
process within the Legal Ombudsman. 

 
Yours sincerely,  

 
Grace Garande 

Information Governance Officer 

Email: infosec@legalombudsman.org.uk 
 

 

 

 
This document will be held in accordance with the Legal Ombudsman’s retention and 
disposal schedule. If you have any concerns on how the Legal Ombudsman processes 
your personal data please contact the Data Protection Officer at 
infosec@legalombudsman.org.uk. To view the Legal Ombudsman’s privacy statement 
please visit https://www.legalombudsman.org.uk/privacy/ 
 
 
 
 

 

[signature removed]
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18 August 2026 
 

File Reference:  
 
Dear XXXX 
 
Your complaint about XXXXXXX 
 
I have now reviewed the information we currently have in relation to the above 
complaint and believe that we may be unable to assist you with [your complaint / 
elements of your complaint]. 
 
[If the case is in ERT, you must set out a brief background of the complaint and a 
summary of the complaints that have been raised] 
[If the case is at investigation, you must set out the list of complaints that have been 
scoped and agreed to form the investigation. We cannot proceed with a 5.7 if the 
complaints are not agreed. Briefly set out any other relevant background to the 
request.] 
 
Turning now to the reasons why I consider that we are unable to assist with the 
complaint, our Scheme Rules, in particular Chapter Five, set out reasons that explain 
why we can look to dismiss certain cases. In this instance, I believe that we have 
reason to look at the dismissal of [all/part] of your case. The rule we are referring to 
says specifically: 
 

5.7 An ombudsman may (but does not have to) dismiss or discontinue all or 

part of a complaint if, in their opinion: 
 [quote each 5.7 rule in full, as worded in the Scheme Rules) that you are 
relying on] 
  
[Set out a clear explanation as to why you are intending to ask for the case to be 

dismissed. If you are using one 5.7 rule for all heads of complaint, then you need to 
explain why that rule applies to the complaint as a whole. 
 

http://www.legalombudsman.org.uk/
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Legal Ombudsman 

Alternatively, if you are using different rules for different heads of complaint, you 
need to set out clearly which rule/s you are using for each head of complaint with a 
clear explanation of why the rule/s apply. 
 
If, having received this explanation, you accept my reasoning, please let me know, 
and we will treat [those complaints / the complaint] as withdrawn. No further decision 
will be required. I will write to you further to confirm this.   
 
Alternatively, I understand that you may disagree with me.  
 
If you disagree with the reasons for dismissing your complaint, please provide your 
comments by [insert date 10 working days from date of the letter]. We aim to resolve 
complaints quickly and with minimum formality, and I would encourage you to keep 
your response to a maximum of 3 pages. If you choose to use artificial intelligence to 
assist your response, please note that AI content may not be correct or reliable, and 

you risk disclosing your personal data and information to that type of technology as 
well as potentially breaching legal privilege 
 
You should also provide copies of any evidence you have to support your view. I will 
then forward any information you give me to an ombudsman to consider, who will 
then make a decision on whether or not an investigation should proceed.  
 
The Ombudsman will write to you with their decision. 
 
If the Ombudsman agrees with my view, [the complaint/the part of the complaint I 
have put forward for dismissal] will be dismissed. If the Ombudsman does not agree 
with my view, the investigation will continue. 
 
I look forward to hearing from you by [insert date 10 working days from date of the 
letter]. 
 
 
Yours sincerely  

 

XXXX 

Investigator 

 

Legal Ombudsman 

Telephone:  

Email:  

www.legalombudsman.org.uk 
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