
 
 
 
 

Costs Lawyer Standards Board  
 

AGENDA 
 

Wednesday 17 September 2025 @ 10:30am  
Remotely via Teams 

 
 
 
 
Board:    Rt Hon David Heath CBE  Lay NED (Chair) 

Stephanie McIntosh   Lay NED (Vice-Chair) 
Andrew Harvey  Lay NED 
Andrew McAulay  Non-Lay NED   
Paul McCarthy   Non-Lay NED 

 
In attendance:  Paul Mosson    CEO  
   Jacqui Connelly  Director of Operations  
   Lori Frecker   Director of Policy  
      

 
Note: Agenda items in blue are standing items 
 

 Agenda item  Paper(s) Publish1 Lead 

1 Opening matters  
1.1      Quorum and apologies      
1.2      Declarations of interest on agenda items  
 

 
- 
- 

 
 
 

 
DH 
DH 
 

2 Minutes 
2.1      Approval of minutes (18 July 2025)  
2.2      Matters arising (18 July 2025)   
 

 
2.1 
- 
 

 
Yes 
 

 
DH 
DH 

3 Strategy 
3.1       Progress against Business Plan: Q3 2025 
3.2       Communications strategy update 
3.3       EDI strategy session follow up 

 
3.1 
- 
3.3 

 
Yes 
- 
Yes 

 
PM 
PM 
LF 
 

4 Board matters  
4.1      Revised Board Governance Policy 
4.2      Non Executive Board Recruitment process 

 
4.1A, B, C 
4.2A, B 

 
No (D,G) 
No (D,G) 
 

  
PM 
PM 

 
1 The letters used in this column indicate the reason for any non-publication of papers. They correspond to the 
reasons set out in our publication policy, which can be found on the What we Publish page of our website. 

https://clsb.info/about-us/our-board/what-we-publish/


5 Finance 
5.1      Quarterly report: Q3 2025 
5.2      Practising fee application update 
      

   
5.1 
- 
 

 
No (D, E) 
- 
 

 
JC 
PM  
 

6 
 

Risk management  
6.1       Review of risk register 

 
6.1 
 

 
Yes 

 
DH 
 

7 
 
 

Regulatory matters  
7.1       Complaints process review and reasonable  adjustments 
7.2       Supervision framework for client care letters 

 
7.1 
7.2 

 
Yes 
Yes 
 

 
PM 
JC 
 

8 Legal Services Board (LSB)  
8.1       Work updates 
8.2       Regulatory performance assessment input request 2027 
 

 
- 
8.2 
 

 
- 
Yes 

 
PM 
PM 
 

9 Stakeholder updates2  
9.1       ACL Council meeting minutes 
9.2       Work updates  

 
9.1 
9.2A, B, C 

 
 
Yes 

 
PM 
PM 
 

10  Operations 
10.1     Business Continuity and Disaster Recovery Plan update 
10.2     Report of the complaints procedure audit 2025  
 

 
- 
10.2 

 
- 
Yes 

 
PM 
JC 

11 Publication 
11.1     Confirmation that papers can be published 
 

 
- 

  
DH 

12 AOB 
 

-  DH 

13 Next full Board meeting 
Date:      29 January 2026 at 10.30am 
Venue:   Remotely via Teams 
 
There will be another Board meeting with a single item agenda 
to approve the NED recruitment proposals  
Date:      10 November 2025 at 16.30 
Venue:   Remotely via Teams 

 

 
- 
 

  
DH 
  

 

 
2 This agenda item is used to update the board on significant developments relating to the work of the Legal 
Services Consumer Panel, Association of Costs Lawyers, ACL Training, Legal Ombudsman (including exception 
reporting on service complaints) and other relevant stakeholders.  
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Company number: 04608905 
 

DRAFT APPROVED BY THE CHAIR FOR PUBLICATION 
Subject to approval by the full board at its next scheduled meeting 

 
 
 

MINUTES 
Costs Lawyer Standards Board Ltd 

Wednesday 18 June 2025 at 9:30 am 
In person at Woburn House, London 

 
 

 
Board:    Rt Hon David Heath CBE  Lay NED (Chair) 

Andrew Harvey  Lay NED 
Andrew McAulay  Non-Lay NED   
Paul McCarthy   Non-Lay NED 

 
In attendance:  Paul Mosson   CEO  
   Jacqui Connelly  Director of Operations  
   Lori Frecker   Director of Policy 
   
Apologies:  Stephanie McIntosh   Lay NED (Vice-Chair) 
 
 

 
1. OPENING MATTERS   
1.1 The Chair declared the meeting quorate and noted apologies from Stephanie 

McIntosh. The Chair welcomed Paul Mosson to his first meeting in post as CEO of the 
CLSB. 
 

1.2 There were no declarations of interest on any agenda item.  
 
2. MINUTES      
2.1 Minutes dated 26 March 2025 

The Board considered the minutes of its last scheduled quarterly meeting on 26 March 
2025. The Board agreed the minutes as being a true record for signing.  
Actions: Publish approved minutes on CLSB website.  
 

2.2 Matters arising  
There were no matters arising that had not been scheduled as agenda items or 
otherwise dealt with.  

 
3. STRATEGY 
3.1 Feedback from strategy day (17 June 2025) 

The Board discussed the strategy day on 17 June 2025. The Board noted that 
discussions had been focused and energised, with concrete suggestions for how 
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various workstreams should be taken forward. The Board noted that the ideas 
generated would need to be staged and prioritised, taking into account available 
resources and capacity.  
 

3.2 Progress against business plan: Q2 2025  
The Board was provided with an update against the Business Plan to Q2 2025. Paul 
Mosson noted that it had been an extremely busy period, and that remarkable 
progress had achieved despite the interregnum between CEOs. Three more Business 
Plan priorities have been delivered (workstreams 8, 11 and 14) since the last Board 
meeting. with more in train.  
 
Paul Mosson highlighted the workstream relating to implementing the 
communications strategy, and expressed that he was keen to progress this swiftly now 
that he was in post.  
 
Regarding workstream 9 (deepening understanding of the legal market in Wales), the 
Board was updated on recent discussions with ReciteMe, including the data security 
considerations related to using the ReciteMe toolbar on the main CLSB site. The Board 
was content to proceed with trialling the ReciteMe toolbar on the main CLSB website, 
subject to the Executive confirming to what extent this would align with its Welsh 
Language Act obligations. The Board noted that using the ReciteMe toolbar would also 
enable a wider range of accessibility options beyond Welsh language translation. 
Action: Executive to consider Welsh Language Act obligations and progress with 
adoption. 
 
In relation to item 3 (judicial appointments), the Board was informed that Paul Mosson 
and Lori Frecker will meet MoJ colleagues to discuss this in July. The Board noted the 
positive interaction that the Executive team had had with MoJ colleagues to date. 
Andrew Harvey informed the Board that an updated Judicial Skills Framework has 
been published.  
 

3.3 2026 Business Plan 
Paul Mosson presented the 2026 Business Plan for consideration and approval, 
explaining how the priorities were linked to the mid-term strategy, and that some 
priorities from the 2025 Business Plan had been incorporated into business-as-usual.  
 
The Board highlighted some minor amendments that would need to be made 
following the strategy day on 17 June. The Board was content to approve the Business 
Plan, subject to those minor amendments. 
Action: PM to update 2026 Business Plan. 

 
4. BOARD MATTERS   
4.1 2026 Board dates 

The Board agreed to schedule its next four quarterly meetings on the following dates: 
Q4 2025 meeting:  Thursday 29 January 2026 (in person TBC) 
Q1 2026 meeting: Thursday 23 April 2026 (remote) 
Q2 2026 meeting: Thursday 9 July 2026, with a strategy day on 8 July (in person) 
Q3 2026 meeting: Thursday 22 October 2026 (remote) 
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Following a suggestion from Andrew Harvey, the Board agreed that the January 2026 
meeting may be held in person if possible to enable new Board members to meet their 
colleagues.  
Action: Publish Board meeting dates on website. 

 
4.2 Verify identity for Companies House 

The Board was reminded that all company directors and people with significant 
control (‘PSC’) need to verify their identity with Companies House, in line with new 
requirements under the Economic Crime and Corporate Transparency Act 2023. The 
Board noted that the ACL will also need to do this as a PSC. 
 

5. FINANCE    
5.1 Quarterly report: Q2 2025 

Jacqui introduced the quarterly finance report. The Board noted the financial position 
at the end of Q2, namely a small projected surplus for the year.  

 
5.2 2024 accounts, including audit report 

The Board noted that the 2024 accounts include the Independent Auditor’s Report. 
This audit is not required by law, but was undertaken at the LSB’s request in line with 
best practice. The audit confirms that the accounts give a true and fair view and have 
been properly prepared. 
 
Jacqui Connelly informed the Board that the audit process ran smoothly and was not 
as much of an administrative burden as originally anticipated. The auditors were 
content with the CLSB’s systems as being in line with good practice.  
 
The Board noted that auditors’ suggestions regarding segregation of financial duties, 
and confirmed they are content that the CLSB’s arrangements are appropriate for an 
organisation of its budget and size.  
 
The Board approved the auditor’s report and authorised David Heath to sign the 
accounts and letter of representation accordingly.  
 
In line with the LSB direction, the next set of accounts to be audited will be 2029.  
Action: Chair to sign accounts and letter of representation.  
 

5.3 2026 budget and PCF consultation 
Paul Mosson introduced this item and explained how the proposed practising fee had 
been developed. Based on consideration of the resources that the CLSB is likely to 
need in 2026, and a calculated estimate of the number of Costs Lawyers the CLSB is 
likely to regulate, the consultation proposes an increase in the practising fee to £312 
(from £305) in 2026. This is an increase of 2.3%, following an increase of 5% last year 
and 3% the year before. 
 
The Board noted that the proposed figure for payroll is subject to approval by the 
Remuneration Committee.  
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The Board considered the proposed budget and practising fee and approved both.  
The Board considered the practising fee consultation and approved it for publication.  
Action: Publish practising fee consultation.   

 
5.4 Revised reserves policy 

Paul Mosson introduced this item. He explained that the CLSB’s target level of 
practising fee reserves is six months’ operating expenditure plus a 10% contingency to 
account for annual fluctuations in expenditure. When this policy was last reviewed in 
2021, the reserves target was £100,000. However, six months’ operating expenditure 
is now calculated as £113,000. The proposed new Reserves Policy is based on that plus 
a 10% contingency bringing it to £124,000. Paul Mosson further explained that the 
CLSB’s committed reserves for planned future IT development work is proposed to 
increase from £30,000 to £36,500. The Board approved the revised policy. 
Action: JC to include new Reserves Policy in the Internal Handbook, and PM to share 
this with the LSB as part of the PCF application. 

 
6. RISK MANAGEMENT   
6.1 Annual Risk Outlook 

The Board considered the 2025 Annual Risk Outlook, which built on and updated the 
risks identified in the 2024 version. The Board discussed the challenges of ensuring 
that the Risk Outlook remained relevant and up to date, given the extremely fast-
moving geopolitical, technological and economical landscape. The Board agreed that 
a caveat reflecting the fast-changing landscape should be added, and highlighted 
some minor typographical amendments that needed to be made. The Board approved 
the 2025 Annual Risk Outlook for publication, subject to those amendments.    
Action: Incorporate changes and publish Annual Risk Outlook 2025.  

6.2 Review of risk register 
The Board carried out its quarterly review of the risk register and agreed that no 
further amendments were required this quarter. The Board confirmed that it was 
content with the format of the risk register and that no format changes were 
necessary.  
 

7. REGULATORY MATTERS   
7.1 CPD audit outcome report 

Jacqui Connelly provided an overview of the audit of 2024 CPD which was undertaken 
in February to March 2025. This year, the audit included an evaluation of the Ongoing 
Competency Framework, in line with priority 10 of the 2025 Business Plan.  
 
The Board noted that: 

• Most Costs Lawyers passed the audit, but two failed and were asked to submit 
their 2026 CPD objectives and will be reaudited next year.   

• The disciplinary outcome associated with the audit.  

• The difficulty of assessing engagement with the  Ongoing Competency 
Framework through the audit. The  template for planning and recording CPD 
is not mandatory (unlike, for example, the template for providing information 
on Qualifying Experience). The executive suggested that the suggested 
template for planning and recording CPD should be made mandatory to 
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encourage greater awareness and engagement. The Board supported this 
approach, and the non-lay NEDs thought it would be a simpler and workable 
requirement. 

Action: JC implement agreed changes to the planning and recording of CPD. 
 
7.2 Conditions on return to practising 

Paul Mosson introduced a proposal to introduce a new process whereby any 
practitioner returning after a period of two years or longer must show either: 

a) They have undertaken relevant 12 CPD points in the immediate 12 months prior, 
or  

b) They have a qualified Costs Lawyer willing to supervise them for a year while they 
obtain 12 CPD points. 

The maximum length of time that this arrangement would be in place is one practising 
year, after which ordinary renewal procedures would apply.  

This proposal addresses a gap whereby Costs Lawyers renewing their practising 
certificate for the following year, and Costs Lawyers reinstating after only a short 
break in regulation have to meet stricter CPD standards than someone who has been 
absent from the profession for a longer period. This proposal will therefore tighten up 
consumer protection and improve fairness for all practitioners, by ensuring ongoing 
competency checks are in place for all practitioners regardless of any gap in practising. 

The Board approved the proposal, subject to confirmation that the proposed changes 
would not be inconsistent with the obligations and requirements for returning to the 
profession after a period of suspension, as set out in Practising Rule 3.4 . The Board 
asked the Executive to review whether Rule 3.4 adequately addresses the CPD 
requirements on Costs Lawyers returning to regulation after suspension. 
Actions: Executive to provide requested clarification; Publish the updated process 
and related Guidance Note.  
 

8. LEGAL SERVICES BOARD (LSB)       
 
8.1 Work updates 

The Board received updates in relation to: 

• The LSB’s publication of its final business plan and budget, and its response to its 
consultation on those documents. 

• The CLSB’s response to the LSB’s consultation on upholding professional ethical 
duties. 

• The May meeting of the EDI Regulators Forum. 

• An LSB roundtable discussion on EDI held in May.  

• The LSB’s Technology and Innovation Forum meeting that took place in May. 
 

David Heath informed the Board that he had recently attended a meeting of the LSB’s 
group on Professional Ethics and the Rule of Law.  
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9 STAKEHOLDER UPDATES  
9.1 ACL Council meeting minutes 

The Board noted the minutes of the ACL Council meetings held in February, March  

and April 2025.  

 

Paul Mosson informed the Board that he had a friendly and constructive introductory 

meeting with David Bailey-Vella of ACL, and that he will be joining the ACL Council 

meeting in June, and has been invited to give a presentation at the November 

conference in London. 

 

9.2 Work updates 
The Board received updates in relation to the following: 

• Cost Lawyer Apprenticeships; 

• CILEx Royal Charter; 

• Ongoing discussions with LeO regarding a model complaints procedure; 

• The Regulatory Information Service; and 

• Welsh Legal Regulators Forum. 

 

9.3 Annual review of MoU and OP with ACL 
The Board was informed that the annual review of the MoU and Operating Protocol 
(‘MOU’) between ACL and the CLSB had taken place. It was agreed that no material 
changes to the document was needed, but that the date was updated. 
Action: Publish updated MoU on website. 

 
10 OPERATIONS 
10.1 Cyber security improvements 

The Board was updated on the CLSB’s current cybersecurity arrangements and recent 
enhancements. 

 
11 PUBLICATION 
11.1 Confirmation that papers can be published    

The Board agreed that all board papers for the meeting should be published, other 
than those noted on the agenda for the reasons stated.  
Action: Publish Board papers on website in accordance with agenda notations. 
 

12 AOB 
There was no other business.   
 

13 NEXT SCHEDULED QUARTERLY MEETING    
The next meeting was scheduled for 17 September 2025 and would be held remotely 
via videocall.  
 

There being no further business, the Chair declared the meeting closed at 11:27am.  
 
 
……………………………………….. 
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Chair  
 
Related documents  
  

Item Document  Publication location (CLSB website) 

2.1 Board minutes  About  Our board 

3.1 2025 Business Plan About  Strategy and governance 

6.1 Risk register About  Strategy and governance 

6.2 Annual Risk Outlook For Costs Lawyers  Annual risk outlook 

11.1 Board papers About  Our board 

 



 

 

1 

 

 

  

 

 
 

17 September 2025  
 

 

 

Costs Lawyer Standards Board 
 

Business Plan 
2025  
Q3 board update 

 



 

 

2 

 

Annual priorities 
Improving our regulatory arrangements 

 Initiative   Progress status / expected completion 

1.  Implement the communications 
strategy developed in 2024, aimed at 
supporting each of the five strategic 
goals in our mid-term organisational 
strategy in a cohesive and systematic 
way. 

In train (expected Q4) 

Achieved: The CEO met with Consumer Voice in May to 
review the strategy and kick start the plan to develop 
the toolkit for Costs Lawyers to use. Cross-sector 
collaboration discussions were opened up with the 
LawtechUK group, Legal Neurodiversity Network (LNN) 
and Legal Futures to begin awareness raising of CLs and 
the CLSB across the wider legal sector. Consumer Voice 
has developed the first designs for the communications 
toolkit for Costs Lawyers to use. These have been 
approved by the CEO and Director of Operations and 
Consumer Voice are now moving to finalising the design 
assets.   

Outstanding: Once Consumer Voice has finalised the 
assets, we will seek feedback from some willing Costs 
Lawyers to ensure they hit the mark. Following this 
stage, there will be a roll out to the profession before 
the end of the calendar year.   

2.  Identify and deliver workstreams to 
comply with the Legal Services Board’s 
anticipated new policy tools in the 
following areas: 

 professional ethics and the rule of 
law 

 the economic crime regulatory 
objective 

 disciplinary and enforcement 
processes 

 technology and AI 

In train (expected Q4) 

Achieved: We have published new resources about the 
rule of law in the Ethics Hub. The Board Chair sits on LSB 
working group on the rule of law. We have been liaising 
with the LSB in relation to disciplinary and enforcement 
processes through workshops and regulatory 
interviews. We responded to the LSB consultation on 
economic crime regulatory objective (February). We 
have developed an action plan in response to the Hook 
Tangaza report on Technology and AI, and 
implementation is on-going.  

We responded to the LSB consultation on Upholding 
Professional Ethical Duties in May. We have also added 
new scenarios to the Ethics hub.  

We attended the second meeting of the LSB Technology 
and Innovation Forum in May. 
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We are waiting for the LSB to publish a final response to 
the economic crime regulatory objective before 
updating our guidance note, and will at that time add in 
some further information about sham litigation.  

The AI guidance has been drafted alongside three new 
scenarios on AI for the Ethics Hub. This has been 
circulated to the Advisory Group and subject matter 
experts for review. Following any feedback reviewed, 
the guidance will be finalised and will shortly be made 
available to the profession.  

 

Outstanding: We are in the process of scoping a 
roundtable with Costs Lawyers and software providers 
to explore gaps and opportunities of the current 
market, and how existing tech products might be 
improved, following the Hook Tanganza Tech and AI 
report. Other recommendations in that report will be 
taken forward throughout the rest of 2025.  

3.  Work with the Ministry of Justice to 
pursue opportunities, following the 
general election, to table the relevant 
legislation to make Costs Lawyers 
eligible for judicial appointment. 

In train (expected Q4) 

Achieved: We contacted MoJ in February 2025. The 
updated Judicial Diversity Forum Action Plan was 
published earlier in February 2025. Action 3.2 (Work to 
review the barriers faced by professional groups such as 
legal academics and those regulated legal professions 
who are not currently eligible for judicial office) 
mentions broader consultation following feedback from 
the JDF in November 2024, that will be ongoing in 2025. 
We understand from MoJ that the proposal to expand 
eligibility was well received in principle by the Judicial 
Diversity Forum, but that MoJ has not yet been in a 
position to put anything in front of Ministers and 
determine how they want to proceed. The CEO and 
Director of Policy met with the MoJ to discuss next steps 
to move this forward. The civil servants leading on this 
remain positive and we were advised we are waiting for 
them to be allocated ministerial time. We also met with 
the Director of Policy at CILEx to understand their 
experience when seeking judicial eligibility for their 
members. During this meeting we explored whether the 
CILEx Judicial Academy could be promoted to Costs 
Lawyers. 

 



 

 

4 

 

Outstanding: Follow up with the MoJ and CiLEX.  

 

4.  Build out and promote the new Ethics 
Hub, creating additional materials in 
response to emerging risks and themes 
identified through complaints and 
supervisory activities. 

Achieved (Q2) 

Achieved: We have added material on whistleblowing, 
complaints handling, AI, and bullying and harassment, 
as well as further ethical scenarios to the Ethics Hub.  

Sham litigation will be addressed when the LSB next 
responds on the economic crime regulatory objective.  

5.  Develop new guidance to support the 
materials in the Ethics Hub on (i) 
whistleblowing and (ii) bullying and 
harassment. 

Achieved (Q1) 

We published these two pieces of guidance in the Other 
resources section of the Ethics Hub.   

6.  Work with ACL Training and the 
employer Trailblazer Group to secure 
approval for a new Costs Lawyer 
apprenticeship standard, and 
implement changes to our regulatory 
arrangements and other resources to 
facilitate integration with the existing 
entry route. 

In train (expected Q4) 

Achieved: We have been approved as the End Point 
Assessment Organisation for the Costs Lawyer 
Apprenticeship and continue to liaise with the ACLT and 
Trailblazer Group developing the apprenticeship. 

Outstanding: ACLT has applied to deliver the new Costs 
Lawyer apprenticeship standard. The Trailblazer Group 
must now put a case to DfE for ACLT to apply as an 
apprenticeship provider as a gap in provision. Only once 
this is approved can ACLT register to deliver the 
training. The process continues to be highly 
bureaucratic and fraught with delay due to post-
election DfE reorganization. 

7.  Investigate opportunities to benefit 
from recent international trade 
agreements made in the wake of Brexit 
by exploring the mutual recognition of 
professional costs qualifications from 
other jurisdictions and the scope for 
Costs Lawyers to offer services abroad. 

In train (expected Q4) 

Achieved: We are in the regulatory dialogue group 
established in conjunction with the MoJ in relation to 
the Australia-UK free trade agreement, and have made 
it clear that Costs Lawyers should be considered as part 
of any arrangements.  

Outstanding: We are waiting for the arrangements of 
the Australia-UK free trade agreement to be finalised, 
along with details of the other recent FTAs announced. 
We will continue to monitor any new trade agreements 
through the year.  

8.  Extend our work on ongoing 
competency to explore whether 
competency checks are warranted for 

Achieved (Q2) 

Achieved: The audit of 2024 CPD is complete and five 
Costs Lawyers self-identified as an experienced 
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practitioners returning to authorised 
practice. 

practitioner, a people manager, and/or a business 
manager. Of these, three demonstrated that they had 
engaged with the skills in the Ongoing Competency 
Framework. The fact that the CLSB’s template for 
planning and recording CPD is not mandatory, means 
that it has been of limited value in evaluating 
engagement with the framework this year. We are 
reviewing this for the upcoming PC renewal process. 

9.  Deepen our understanding of services 
offered by Costs Lawyers into and out 
of the market in Wales.  

In train (expected Q4) 

Achieved: We commissioned a Spotlight blog from 
Andrew Felton in the Welsh Government’s Justice Policy 
team, who wrote about Welsh devolution, future 
changes to the Senedd, and the challenges and 
opportunities this presents for Costs Lawyers in Wales. 
The Director of Policy participated in the Welsh Legal 
Regulators Forum in May 2025.  

The ReciteMe toolbar was added to the CLSB website in 
July which enables the public areas to be translated into 
Welsh at the click of a button. The information is 
available in audio as well.  

Outstanding: We are progressing discussions with the 
Welsh Government to follow on from the roundtable, 
and are considering this as part of our ambitions 
around EDI. 

10.  In collaboration with ACL Training, 
evaluate the second year of delivery of 
the new Costs Lawyer Qualification, 
including by: 

 carrying out the annual monitoring 
process under the Accredited Study 
Provider Scheme Handbook; 

 developing additional guidance and 
materials on the regulatory aspects 
of qualifying, based on student 
feedback; and  

 communicating the responsibilities 
and benefits of regulation to new 
student cohorts. 

In train (expected Q4) 

Achieved: We continue to add to the FAQs on 
Qualifying Experience in response to student queries. 
We delivered our induction session on Qualifying 
Experience to new students and a new session on 
becoming a regulated Costs Lawyer to students 
awaiting results in February 2025. We revised our 
Guidance Note on Qualifying Experience in light of 
experience with students over the last two years. 
Already noted is a reduction in % of those with a LLB 
(14% in 2024 vs. 42% in 2021) and increase in % of 
female entrants (54% in 2024 compared with 48% in 
2021). 

An external consultant has been appointed to 
undertake the annual monitoring process for ACTL, and 
the Accreditation Panel membership has been 
confirmed.  
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Outstanding: CLSB Accreditation Panel to meet in 
December 2025 to review the annual monitoring report. 

 

 

11.  Consider the resources required to 
develop a light-touch Annual Report 
for future years, to support our 
communications strategy.  

Achieved (expected Q2) 

Achieved: This has been incorporated into the 
Communications workplan to enable the CLSB to 
develop an Annual Report for 2025, which would be H1 
2026 Business Plan action. This was approved as part of 
the Business Plan for 2026. 

 

12.  Conduct research into the lived career 
experience of under-represented 
groups of Costs Lawyers, providing 
evidence to inform the next phase of 
our diversity workplan. 

In train (expected Q4) 

Achieved: We are looking at the results of our career 
pathways survey, which will help us frame this research  

We have identified a preferred approach and are 
moving forward with due diligence to deliver qualitative 
research. 

We had a constructive discussion with the Careers 
Research and Advisory Centre regarding how this 
research might be approached. It is likely that this will 
involve qualitative research with 20 Costs Lawyers to 
understand more about their pathways into the 
profession. The key outputs will be a research report, 
including case studies, and a spotlight blog. 

Outstanding: The research has yet to commence and is 
expected to straddle both 2025 and 2026.  

13.  Review and update our processes for 
making reasonable adjustments.  

Achieved (Q3) 

Achieved: The CLSB’s reasonable adjustments policy for 
the Disciplinary Process has been implemented and is 
live on the website. This is also linked into the Ethics 
Hub. 

14.  Engage an independent agency to 
undertake a full financial audit.  

Achieved (Q2) 

Achieved: A full and independent financial audit has 
been carried out, and was included in the 2024 
accounts approved by the Board in June. 

15.  Deliver the next phase of our digital 
workplan, including by:  

In train (expected Q4) 

Achieved: We have completed our review of the 
upgrades to the online application forms. Users report 
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 reviewing whether the database 
and e-form upgrades implemented 
over the last three years are 
meeting functionality requirements 
and identifying areas for future 
improvement; 

 reviewing options for taking credit 
card payments. 

they like the system and improvements made. We have 
completed the project to move all online application 
forms to a sub-domain of the website, and updated the 
underlying website code. This will ensure we can 
continue to meet future functionality requirements, and 
the website remains secure, robust and reliable.  

Outstanding: Complete viability review for credit card 
payments. 

 

 



Tuesday 17th June, CLSB Board meeting – EDI Strategy Discussion 

Summary of the Conversation 

 

 

This document provides a summary of a 90-minute conversation with the Costs 

Lawyer Standards Board (CLSB) on Equality, Diversity, and Inclusion (EDI), along with 

recommended next steps. 

Executive Summary 

The conversation highlighted that EDI is a critical agenda item for the CLSB, driven 

by regulatory expectations, the need to attract and retain talent, and a 

commitment to being a role model for the profession's long-term sustainability.  

An effective EDI strategy for the CLSB is seen as needing to be more inspirational 

and actionable than their current statement, focusing on better communication, 

genuine inclusivity (including neurodiversity), and enhanced social mobility within 

the legal profession. 

Significant challenges include navigating external societal polarisation and the risk 

of DE&I de-prioritisation, as well as internal limitations due to the CLSB's small size, 

which necessitates careful prioritisation. This is to ensure the team do not over-

commit and is realistic about the resource constraints.  

Looking ahead, the CLSB holds ambitious "magic wand" aspirations for the 

profession's future, envisioning a truly representative and diverse landscape where 

EDI conversations are no longer necessary in 10 years, and with more immediate 

goals such as a partnership with Women in Costs by the end of the year.  

To achieve these, the CLSB plans to leverage public legal education, partnerships 

with other professions and law societies, a targeted communication strategy, and 

various initiatives to attract diverse talent and foster internal role modelling. 

 

1. Why EDI is on the Agenda for CLSB: We started by discussing why EDI is a critical 

topic for the CLSB, and why now. There was consensus on several factors.  

• From an integrity perspective CLSB want to commit to taking the action that it 

expects of the Costs Lawyer profession. 

• With this in mind, EDI is an important journey for CLSB and not simply a 

destination 

• It is seen as a regulatory expectation and a responsibility of the role of a 

regulator. This expectation is influenced by international politics, and shaped 

by internal policies, the organisation's size, and the board's composition.  

• There is a recognition that the CLSB can significantly influence the Costs 

Lawyer profession 

• It was acknowledged that this was personal too, that EDI is important to 

individuals within the organisation and aligned with their values.  



• It is crucial for attracting and retaining talent, fostering continuous 

improvement, and creating a safe space within the Costs Lawyer profession. 

• There was agreement that CLSB aims to be a leader and role model in the 

area of EDI, contributing to the long-term sustainability of the profession. 

 

2. Understanding of an EDI Strategy for the CLSB: We reviewed the EDI statement on 

the CLSB website as a representation of the ‘current’ state. 

(https://clsb.info/regulatory-matters/equality-and-diversity/) 

The group agreed that the current EDI statement on the CLSB website is perceived 

as lacking the "why" behind their commitment, feeling like a legal response that 

covers them rather than an inspirational document that guides future actions.  

An effective EDI strategy for the CLSB would encompass: 

• better communication,  

• enhanced inclusivity,  

• increased opportunities for social mobility, particularly within the legal 

profession. 

This includes raising awareness about the profession's existence and attracting 

people to it, requiring a deeper understanding of various entry routes and decisions 

to become a Costs Lawyer. There was a personal reflection from a non-lay Board 

member on their journey and consensus that story telling held great value.  

The strategy needs to consider three main lenses: the board and CLSB core team, 

the 700+ regulated members of the profession, and the regulations themselves. It 

means being inclusive across all areas of diversity. Specific mention was made 

regarding neurodiversity as part of a previous board commitment. 

 

3. Current Challenges Faced by the CLSB Regarding EDI: Several challenges impede 

the CLSB's EDI efforts.  

Geopolitics and societal polarisation, including "anti-woke" sentiments, are 

impacting the prioritisation of EDI within society and the law sector. DE&I initiatives 

can easily fall down the priority list for lawyers.  

It's crucial to partner with people who can influence and engage with an EDI 

agenda. There is a need to work with Costs Lawyers to understand the "micro-

annoyances" experienced by those in the profession.  

There is a lack of certainty about what sort of action individuals and/or firms should 

be taking with regards to EDI. This uncertainty and lack of confidence about 

deciding what "should" be done versus what "could" be done is a limiting factor, 

creating a risk of "paralysis". 

Internally, the CLSB faces limitations in role modelling due to its small size (a small 

executive team of three and a small board), necessitating careful prioritisation of 

work. The aim is to avoid creating a "box-ticking" culture, instead focusing on fewer, 

https://clsb.info/regulatory-matters/equality-and-diversity/


more meaningful, and specific activities that ensure policy is put into practice, not 

just written down.  

There's a strong desire for "see it to be it" role models within the profession and an 

acknowledgement of the long-term benefits of EDI work in influencing the 

profession's future. The long-term benefits may be hard to quantify and the ability to 

measure initiatives in the short-medium term should not become a barrier to action. 

 

4. Aspirations for the Future ("Magic Wand" Scenarios): 

• In 10 years: The hope is that discussions about EDI would no longer be 

necessary. Costs Lawyers would be entering the judiciary, and the profession's 

make-up would reflect the community it serves. The title "Costs Lawyer" would 

be protected, multiple diversity groups akin to Women in Costs would exist, 

and the CLSB would be recognised as an exemplar. There would be ongoing 

engagement programmes, all Costs Lawyers would be regulated, and a 

clear career path would exist for Costs Lawyers. The career choice of ‘Costs 

Lawyer’ would be normalised and widely understood amongst those making 

decisions about their career. 

• In 5 years: Multiple diversity groups would be established and active. Costs 

Lawyers would be eligible to apply for judicial posts, and the profession would 

be recognised as a career route at universities. The CLSB board composition 

would be more diverse, and the profession would be experiencing growth. 

• By End of Year: Key short-term goals include establishing a partnership with 

Women in Costs to understand their operations, challenges, and ambitions. 

The CLSB are keen to understand what a mutually beneficial partnership 

would look like. Additionally, applications for board positions should be 

appealing to a diverse range of candidates. 

 

5. What the CLSB Can Leverage for EDI Advancement: The CLSB has several avenues 

to promote EDI: 

• Education and Awareness: Utilise public legal education to highlight the 

unique aspects of being a Costs Lawyer. Identify communities that value the 

profession. 

• Learning and Partnerships: Learn from other professions, such as solicitors and 

CILEx. Identify potential partnership organisations and partner with 

local/regional law societies. 

• Communication: Implement a communication strategy aligned with EDI 

ambitions. Revise the EDI vision statement to be more aspirational and 

update the website with an EDI statement of intent and action plan. 

• Attracting Talent: Promote apprenticeship opportunities. Understand and 

address the barriers to regulation registration. Explore offering discounts for 

new members or those in their first five years. Engage with newer universities 

(e.g., Bath Spa) to potentially add Costs Law modules to curriculums or offer 



guest lectureships. Reach out to younger individuals earlier, such as 6th 

formers. 

• Internal Initiatives: Implement neuro-affirmative lens work. Create a shadow 

board. Truly understand and address specific blockers for EDI. Identify and 

leverage role models within the profession. 

 

Recommended Next Steps 

Based on the conversation, here are some recommended next steps for the CLSB: 

Immediate (End of Year Focus): 

1. Revise EDI Vision Statement: Develop a new EDI vision statement that is 

inspirational, clearly articulates "why" EDI is important to the CLSB, and 

provides actionable direction for the future. Update the CLSB website with this 

new statement of intent and an accompanying action plan. 

2. Seek to Emulate the Success of Women in Costs: Initiate and establish a 

collaboration with Women in Costs to understand their operations, current 

challenges, and future ambitions, leveraging their insights for broader EDI 

initiatives. 

3. Plan the Current Board Application Process: Review and adapt the board 

application process to ensure it is appealing to, and attracts, a diverse range 

of candidates, aligning with the "see it to be it" principle. 

4. Identify EDI Blockers: Conduct focused internal discussions or surveys to truly 

understand the specific "micro-annoyances" and other blockers to EDI within 

the profession, moving beyond general concerns. 

5. Neuro-affirmative Work: Begin exploring and implementing practices that 

adopt a neuro-affirmative lens, ensuring inclusivity for neurodiverse individuals 

within the profession and regulatory processes. 

 

Short to Medium-Term (Next 1-2 Years): 

1. Strengthen Apprenticeship Opportunities: Develop and promote robust 

apprenticeship opportunities as a key entry route into the profession. 

2. Review Communication Strategy: Review the current communication strategy 

to ensure alignment with CLSB's evolving EDI ambitions, reaching both current 

members and potential future entrants. 

3. Cultivate Role Models: Proactively identify and leverage diverse role models 

within the profession to inspire future generations and demonstrate pathways 

to success. 

4. Explore Public Legal Education: Begin planning and implementing public 

legal education initiatives to raise awareness about the Costs Lawyer 

profession, highlighting its unique aspects and value to different communities. 



5. Learn from Other Professions: Conduct research into how other regulated 

professions have successfully approached EDI and career pathways, 

identifying best practices that can be adapted. 

 

Long-Term Goals (Ongoing Progress towards 5 and 10-year aspirations): 

1. Career Pathway Development: Work towards making the Costs Lawyer 

profession a clearly defined and recognised career route at universities and 

within broader legal frameworks, including acceptance by the JAC. 

2. Foster Diversity Groups: Encourage and support the establishment of multiple 

diversity groups within the Costs Lawyer profession, like Women in Costs, to 

provide peer support and advocacy. 

3. University and School Engagement: Initiate discussions with universities, 

particularly newer ones, about integrating Costs Law modules or guest 

lectureships into their curricula. Explore outreach programmes for 6th formers 

to attract talent earlier. 

 

--- End of Document --- 
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CLSB Risk Register 

Last reviewed: 17 September 2025 
 

This risk register was developed in March 2023 following a review of the CLSB’s risk framework. It maps the potential risks that could impact the 
CLSB’s effectiveness, either directly or indirectly, through their influence on the market that we regulate. Previous versions of our operational 
and regulatory risk registers are available by contacting us. 

This risk register is divided into four sections: 
 

A. Sources of risk for horizon scanning (market risks) ........................................................................................................................................... 2 

B. Risk areas for ongoing monitoring .................................................................................................................................................................... 3 

C. Key risk areas for mitigation ............................................................................................................................................................................. 6 

D. Risk areas for longer-term structural reform .................................................................................................................................................... 8 

 

 

  

https://clsb.info/contact-us/
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A. Sources of risk for horizon scanning (market risks) 

These sources have the potential to generate new risks or exacerbate existing ones, and are therefore key targets for horizon scanning. They 
relate to what is happening in the costs law market, in areas such as:  

• client demand and need; 

• the supply of services by Costs Lawyers and other market participants; 

• the overall legislative and regulatory environment affecting the market; and  

• the impact of activity in other parts of the legal sector, including actions of other regulators. 

 

Category of risk Main sources of risk 

Political/legal/regulatory Changes in public sector spending, court rules or legislation driving costs control/capping.  

Political/legal/regulatory New regulation of ancillary industries, such as third party litigation funding. 

Political/legal/regulatory Changes in the Civil Procedure Rules or common law more broadly. 

Economic Trends in the litigation market and commercial developments in litigation funding options. 

Economic New entrants to the market and new service offerings, as well as consolidation of firms. 

Social Consumer use of online legal services, including the emergence of costs risk. 

Social Demand for different pathways to legal professional qualification. 

Technological Progress in court digitisation and e-billing. 

Technological Law firm take up of technology, including case management and billing systems, as well as the use of AI. 

Technological Adoption of blockchain technology and smart contracts. 
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B. Risk areas for ongoing monitoring  
 

These are specific risks, identified from horizon scanning across the risk sources described in section A above, that could foreseeably impact the 
regulatory objectives in section 1 of the Legal Services Act 2007. These risks are subject to ongoing monitoring to determine whether their impact 
can and should be actively managed by the CLSB (see section C below). 
 
Even though many of these risks are outside of our control, their impact can be mitigated generally by fostering: 

• Robustness – building strength and depth in the profession by increasing numbers, improving the quality of both initial and ongoing 
training and widening the range of expertise and skills the profession is able to offer. 

• Resilience – improving the ability of Costs Lawyers to redeploy their skills within a changing market. 
 

Regulatory objective Costs law market related risk outcome Relationship to risk sources 

Protecting and 
promoting the public 
interest  

– Capping of recoverable costs  

– Reduction in the size of the NHS litigation budget 

– Wasting of court time by unqualified costs draftsmen, 
authorised practitioners lacking in costs competency, or 
poor practices of Costs Lawyers 

 

– Risks from unqualified suppliers  

– Risks from ineffective regulation 

– Risks from public sector budget cuts 
targeting litigation, or other forms of 
intervention in the costs market, in ways 
that prioritise short term budgetary 
savings over longer term public interest 

Supporting the 
constitutional 
principle of the rule of 
law 

– Shrinking legal aid budget and falling solicitor numbers 
providing legal aid services 

– Court promotion of technology and mediation to overcome 
backlog 

– Civil procedure review designed to improve the functioning 
of the courts and introduction of e-billing as standard 

– Risks from policy, legislative or rule 
changes that impact on demand for 
Costs Lawyer services or viability of 
providing services to those with legal 
need 

Improving access to 
justice 

– Individuals or groups excluded from access to justice by 
excessive costs or costs uncertainty 

– Expansion of fixed costs regime, reforms to PI regime, 
reforms to judicial review  

– Risks from inadequate supply of costs 
information services  

– Risks from policy reforms designed to 
reduce availability of contested litigation 
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Regulatory objective Costs law market related risk outcome Relationship to risk sources 

– Solicitors unable to claim full legitimate costs from legal aid 
budget without Costs Lawyers 

– Third party funders discouraged by inadequate budgeting 
and uncertainty of rules around contingency arrangements  

– Risks from insufficient numbers of legal 
aid trained Costs Lawyers 

– Risks from inadequate service from Costs 
Lawyers or unqualified costs draftsmen 

 

Protecting and 
promoting the 
interests of 
consumers 

– Consumers unable to access independent advice on costs 

– Consumers are excluded from civil litigation or are 
inadequately served due to limitations on funding options 
(including fixed fees on specialist legal services) 

– Self-represented litigants incur significant adverse costs 
risk/liability due to lack of individualised advice 

– Consumer risk from unregulated no win no fee advisors 

– Risks from insufficient supply of Costs 
Lawyers focused on consumer market  

– Risks from “capture” of Costs Lawyer 
services by professional (mainly solicitor) 
clients 

– Risks from public sector budget cuts 
targeting litigation or policy 
interventions designed to stem legal 
costs 

– Risks from gaps in regulation 

Promoting 
competition in the 
provision of legal 
services by authorised 
persons 

– Law firm mergers hampered by lack of accurate 
information about WIP; investors discouraged by lack of 
clarity around value of law firms 

– New entrants to the legal sector cannot access 
independent information about value of certain areas of 
litigation activity 

– Increased use of technology in law firms substituting for 
Costs Lawyers 

– Concerns about market risks disincentivise new qualifiers 
or encourage qualified Costs Lawyers out of the profession 

– Risks from insufficient supply of properly 
trained Costs Lawyers to provide 
essential services 

– Risks from new service areas with 
potential risks to clients and firms 

– Risks from the activities of other 
regulators 

– Risks from lack of awareness/ability of 
Costs Lawyers to embrace and adapt to 
technology 
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Regulatory objective Costs law market related risk outcome Relationship to risk sources 

– Costs firms offering new unregulated services alongside 
reserved legal activities, such as litigation funding options 
for clients  

– SRA regulation fails to prevent employer collapse creating 
problems in the Costs Lawyer market 

Encouraging an 
independent, strong, 
diverse and effective 
legal profession 

– Insufficient numbers of Costs Lawyers are available to the 
market generally 

– Insufficient supply of independent costs law firms and 
practitioners in the market 

– Costs Lawyers’ independence is undermined by an actual 
or perceived conflict between the interests of their 
immediate (professional) client and their underlying client 

– Costs Lawyers are not appropriately trained and up-to-date 

– Costs Lawyer demographics do not reflect society 

– Risks from insufficient supply of properly 
trained Costs Lawyers 

– Risks from Costs Lawyers being absorbed 
into solicitors firms/SRA regulation 

– Risks from “capture” of Costs Lawyer 
services by professional clients 

– Risks from ineffective CLSB regulatory 
arrangements 

– Risks from limited diversity of new 
entrants to the profession 

– Risks from amalgamation of costs law 
firms affecting culture and standards 

Promoting and 
maintaining 
adherence to the 
professional 
principles  

– Disciplinary issues/complaints about Costs Lawyers leading 
to poor consumer outcomes 

– Failure of Costs Lawyers to maintain proper standards of 
work 

– Costs law firms unwilling or unable to implement sufficient 
systems and controls 

– Risks from ineffective CLSB regulatory 
arrangements 

– Risks from lack of entity-level regulation 
in the costs market 
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C. Key risk areas for mitigation  
 

These consolidate the key risks identified in section B over which we have some degree of influence or control through our regulatory levers, 
and which we can therefore work to mitigate over time. The need to proactively manage these risks influences our regulatory activities, 
including our approach to supervision and the priorities in our annual Business Plans. The table below sets out the priority workstreams that 
are aimed at mitigating or managing these risks in the current year.  

 Regulatory risks Current priority initiatives for mitigating risks 

1.  Poor client outcomes arise from 
substandard conduct, inadequate 
service or lack of competence 
amongst Costs Lawyers. 

• 2025 Business Plan priority 1: The new communication strategy will seek to educate 
professional and lay clients about the importance of choosing a regulated Costs Lawyer 
over an unregulated costs advisor. Poor client outcomes are not limited to those we 
regulate, but the regulated profession can suffer reputational damage by the 
unregulated advisors, impacting client confidence in the entire costs law profession.  

• 2025 Business Plan priority 2: Identify and deliver workstreams to comply with the Legal 
Services Board’s anticipated new policy tools in the following areas: professional ethics 
and the rule of law; the economic crime regulatory objective; disciplinary and 
enforcement processes; technology and AI. 

• 2025 Business Plan priority 4: Build out and promote the new Ethics Hub, creating 
additional materials in response to emerging risks and themes identified through 
complaints and supervisory activities. 

• 2025 Business Plan priority 8: Extend our work on ongoing competency to explore 
whether competency checks are warranted for practitioners returning to authorised 
practice. 

• 2025 Business Plan priority 10: We continue to add to the FAQs on Qualifying Experience 
and delivering induction sessions on Qualifying Experience to new students and a new 
session on becoming a regulated Costs Lawyer to students awaiting results. We revised 
our Guidance Note on Qualifying Experience in light of student practice over the last two 
years. 
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• Update and augment supporting materials for CPD and complaints procedures, and 
publish “lessons learned” for the profession, following supervisory audits (H1 2025).  

• Implement new supervision framework for client care letters (H1 2025). 

2.  Costs Lawyers offer new areas of 
service without adequate consumer 
protections or assessment of risk to 
consumers. 

• 2025 Business Plan priority 2: See above. 

• 2025 Business Plan priority 7: Investigate opportunities to benefit from recent 
international trade agreements made in the wake of Brexit by exploring the mutual 
recognition of professional costs qualifications from other jurisdictions and the scope for 
Costs Lawyers to offer services abroad.   

• 2025 Business Plan priority 9: Deepen our understanding of services offered by Costs 
Lawyers into and out of the market in Wales.  

3.  Regulatory deterrents or barriers to 
innovation limit the Costs Lawyer 
profession. 

• 2025 Business Plan priority 2: See above. 

• 2025 Business Plan priority 3: Work with the Ministry of Justice to pursue opportunities, 
following the general election, to table the relevant legislation to make Costs Lawyers 
eligible for judicial appointment. 

• 2025 Business Plan priority 6: We are approved as the End Point Assessment Organisation 
for the Costs Lawyer Apprenticeship and continue to liaise with the ACLT and Trailblazer 
Group developing the apprenticeship. ACLT has applied to deliver the new Costs Lawyer 
apprenticeship standard and the Trailblazer Group must now put a case to DfE for ACLT 
to apply as an apprenticeship provider as a gap in provision. Only once this is approved 
ACLT can register to deliver the training.  

• 2025 Business Plan priority 9: See above.   

4.  Independence of the profession is 
compromised through capture by 
certain types of clients or practising 
arrangements.   

• 2025 Business Plan priority 4: See above. 

• 2025 Business Plan priority 5: New guidance to support the materials in the Ethics Hub 
continues to be added, this includes (i) whistleblowing and (ii) bullying and harassment. 

• 2025 Business Plan priority 6: See above.   
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5.  New Costs Lawyer Qualification fails 
to attract sufficient student numbers 
or sufficiently diverse cohorts. 

• 2025 Business Plan priority 1: Implement the communications strategy developed in 
2024, aimed at supporting each of the five strategic goals in our mid-term organisational 
strategy in a cohesive and systematic way.  

• 2025 Business Plan priority 6: See above. 

• 2025 Business Plan priority 7: See above. 

• 2025 Business Plan priority 10: See above. 

6.  The Costs Lawyer Competency 
Statement or Costs Lawyer 
Qualification fails to ensure that 
newly qualified Costs Lawyers are 
equipped for modern practice. 

• 2025 Business Plan priority 8: See above. 

 

D. Risk areas for longer-term structural reform  
 
Our recent research and project work has identified structural risks in relation to the regulation of the costs law market. Mitigating these risks 
is fundamental to our regulatory approach and informs our longer-term strategic planning.   

Risk statement Source of risk Strategic question to answer 

There is a gap in how 
the public interest is 
defined/considered in 
the context of legal 
costs. 

 

Costs Lawyers rarely serve consumers directly. There is a significant public 
interest issue at the heart of the costs market, but this may lie less in the 
protection of consumers and more in dealing with the market failure in 
legal costs management generally. Such a market failure appears to exist as 
there is no actor, outside the courts, that is currently tasked with ensuring 
the efficient use of resources to achieve appropriate and proportionate 
resolution of legal problems. 

What does promoting the public 
interest mean in the context of the 
costs law market? 

The authorisation of 
Costs Lawyers is not 

If the CLSB regulates primarily to protect consumers, it risks becoming 
increasingly less relevant to Costs Lawyers, who can work outside the scope 
of authorisation. Yet the regulatory agenda driven by the Legal Services 

What should the role of Costs 
Lawyers be in the legal market (i.e. 
what are Costs Lawyers for?) and 
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aligned with the 
public interest. 

Board, in fulfilment of its remit under the Legal Services Act, is focused on 
consumer-facing work and addressing unmet legal need. This model is 
misaligned with the public interest problem that needs to be addressed in 
the costs law market, and thus with impactful regulation of the Costs 
Lawyer profession.  

how can that best be differentiated, 
through the CLSB’s regulatory 
framework, from the role played by 
unregulated advisers to promote the 
public interest? 
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Complaints process review 
17 September 2025 
 

 

Purpose 

This paper outlines the outcome of a recent review of the CLSB complaints handling process, 
explains why the process is considered effective and requires no remedial action at this 
time, and summarises the introduction of a new policy on reasonable adjustments in 
disciplinary processes. 

Context 

Complaints handling is a statutory and reputationally significant function. It provides an 
essential route to recourse for clients and/or consumers to raise concerns, and for the CLSB 
to demonstrate the effectiveness of its rules, transparency of process, and responsiveness. 
The Board reviews complaints data through the Annual Complaints Round-up report 
allowing it the opportunity to consider whether CLSB processes remain robust, 
proportionate, and aligned with best practice. 

Current position  

 

Complaints Handling Performance 

• No opportunities for improvement identified. Recent internal reviews of our 
complaints handling procedures have found no material issues. Documentation is 
complete, timeframes are consistently met, and the executive team and consultant(s) 
are following agreed procedures effectively. 

• Low complaint volumes. The volume of complaints received remains very low despite 
the unusual spike at the start of 2025. This is positive evidence that both our rules and 
approach to regulation is effective.  

• Monitoring challenges. It has not been possible to observe or shadow the investigation 
of a live complaint in real time, yet. While this limits opportunities for monitoring, the 
documented case reviews confirm that the process would function effectively if volumes 
increased as we can increase consultancy support. While that would have financial 
implications, it would not impede effective complaints handling. Despite shadowing a 
live complaint not being possible, communications about potential complaints have 
been received that afforded an opportunity to review how we respond in those 
circumstances. For example a complainant had not contacted the Costs Lawyer in the 
first instance.  

Responsiveness and Accessibility 

• The organisation continues to provide clear routes for submitting a complaint, with 
information available online, in written material, and through direct executive team 
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engagement. Accessibility measures are enhanced further with the introduction of the 
ReciteMe website toolbar.  

 Assurance  

• Taking all available evidence into account, the complaints handling system is operating 
effectively, is proportionate to the CLSB’s size and levels of demand, and does not 
require intervention or redesign. 

Policy Development: Reasonable Adjustments in Disciplinary Processes 

As part of our wider commitment to fairness, inclusivity, and compliance with the Equality 
Act, the Executive has introduced a new Reasonable Adjustments Policy applicable to all 
disciplinary proceedings. As an individual reaching the disciplinary process is the outcome of 
a complaint, it is worth noting in this report. The introduction of this policy reinforces the 
CLSB’s commitment to procedural fairness. 

The CLSB seeks to ensure that its disciplinary processes are fair and accessible to all 
involved, including those with physical or mental health conditions that may affect their 
ability to participate fully. The new policy applies to anyone engaged in a disciplinary 
process with the CLSB, including respondents, witnesses, panel members or case managers. 

It is guided by the following key principles.  

a) Case by case assessment. Each request for adjustment is considered on its own merits. 
We weigh the nature of the need, the stage in the process and the operational capacity 
of the CLSB. 

b) Proportional response. We seek to support individuals while preserving procedural 
fairness and the integrity of the process. 

c) Evidence informed. Evidence is welcomed but not always required. We may request 
medical or professional input if a condition is not apparent or the impact affects the 
conduct or timing of proceedings. 

d) Open and timely discussion. We encourage early identification of needs. Where 
reasonable adjustments are agreed, they will be recorded and applied consistently.     
  

Risks and Mitigations  

• Risk of under-monitoring due to low complaint numbers: Although live monitoring is 
limited, mitigation is in place through regular review of documentation and feedback 
from those involved. 

• Reputational risk if accessibility is challenged: The new Reasonable Adjustments Policy 
provides additional safeguards, demonstrating that the CLSB is proactive in embedding 
fairness and equality. 

Conclusion 

The complaints handling framework is functioning well, with no concerns identified. 
Complaint volumes remain low, which, while limiting opportunities for live monitoring, 
provides strong assurance that the CLSB is an effective regulator. No immediate action is 

https://clsb.info/wp-content/uploads/2025/07/DRP-reasonable-adjustments-policy-statement-24-July-2025.pdf
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required by the Board but when a live complaint is received, it will be monitored with a view 
to reviewing how well the process works and should any opportunities for improvement 
arise, the Board will be informed in a timely manner.  

The introduction of a new Reasonable Adjustments Policy for disciplinary processes further 
enhances our organisational approach to fairness and compliance. 

Action 

The Board is asked to: 

1. Note the strong performance of the complaints handling process and the absence of any 
required remedial action. 

2. Note the implementation of the Reasonable Adjustments Policy for disciplinary 
proceedings. 

3. Agree that routine monitoring of complaints handling continues on the current cycle, i.e. 
the Annual Complaints Round-up report, with escalation to the Board only if significant 
issues arise. 

 

 

Paul Mosson, CEO 

21 August 2025 
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Introduction 

1. This framework sets out how the CLSB supervises compliance by Costs Lawyers with 

regulatory requirements relating to the contractual information they provide to 

clients. This framework uses the term “client care letter” (CCL) to refer to this 

contractual information, but applies in the same way to whatever words you use to 

describe these contractual arrangements. 

 

2. This framework forms part of a wider supervision programme, which involves the 

use of similar frameworks for other supervision activities such as auditing CPD 

attainment and compliance with the Accredited Costs Lawyer Rules. It should be 

read in conjunction with the CLSB’s Supervision Policy.    

Regulatory context 

3. Costs Lawyers who are regulated by the CLSB must provide clients, individually or 

through their organisations, with certain contractual information. Principle 3.4 of 

the Costs Lawyer Code of Conduct states that Costs Lawyers must advise new 

clients in writing of: 

• an estimate of fees / details of charging structure, and where that estimate 

subsequently becomes inaccurate or that charging structure changes, an 

updated estimate / notice of revised charges;  

• the client’s right to complain;  

• how to complain (that is, your first-tier complaints handling procedure); 

• if applicable, the client’s right to refer their complaint to the Legal 

Ombudsman in certain circumstances. 

 

4. Under paragraph 4.6 of the Code of Conduct you must ensure that clients are able 

to make informed decisions about the work being undertaken on their behalf 

throughout the lifetime of the matter, including how it will be priced, the costs 

incurred and the likely overall cost of the matter (including any potential liability 

for the costs of other parties). 

 

https://clsb.info/regulatory-matters/supervision/
https://clsb.info/for-costs-lawyers/costs-lawyer-handbook/
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5. In addition to the regulatory obligations, when dealing with consumers you have a 

number of legal obligations under consumer protection law. While our guidance 

seeks to assist you with this, it is your responsibility to ensure you comply with the 

latest prevailing legislation. This includes requiring that all your contract terms are 

fair, and that you draft all your terms in such a way that consumers can be expected 

to understand the potential consequences to them of entering a contract with you. 

We suggest that these requirements are met through a terms of business generic 

document that sits alongside your CCL. For more information see our Guidance 

Notes on Dealing with Consumers and Client Care Letters in the Costs Lawyer 

Handbook. 

 

6. If you work for an organisation that is authorised by another legal services 

regulator, such as the Solicitors Regulation Authority, your CCL must comply with 

that regulator’s rules and guidance. However you should check that your 

organisation’s CCL is sufficient to meet your individual obligations as a Costs Lawyer 

in the Code of Conduct.  

 

7. The main purpose of the audit is to improve the quality of Costs Lawyers’ CCLs to 

establish clarity and certainty for both them and their clients. 

 

Audit criteria and process 

8. The Costs Lawyer Handbook contains a Guidance Note intended to help Costs 

Lawyers and their organisations produce effective CCLs. The guidance details 

requirements for a CCL, and those requirements form the basis of the audit.  

 

9. An audit of approximately 10 CCLs is undertaken annually.  

 

10. Recognising that CCLs are usually adopted organisation-wide rather than by 

individual Costs Lawyers (other than sole practitioners), we only select one Costs 

Lawyer per organisation for audit in any given year.  

 

https://clsb.info/for-costs-lawyers/costs-lawyer-handbook/
https://clsb.info/for-costs-lawyers/costs-lawyer-handbook/
https://clsb.info/for-costs-lawyers/costs-lawyer-handbook/
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11. Costs Lawyers whose CCLs are selected for audit will be notified and asked to 

provide a recent, specific CCL (redacted only where necessary to protect the 

identity of the client if appropriate), or the current template CCL (if this is sufficient 

to demonstrate compliance or otherwise with the requirements) within a specified 

timeframe. 

 

12. CCLs are audited against the checklist at Annex A. A checklist is completed for each 

CCL that is audited. The completed checklist is stored against the relevant Costs 

Lawyer’s record in the CLSB’s internal database.  

 

13. Completed checklists are shared with Costs Lawyers where appropriate, including 

where non-compliance is identified or where the Costs Lawyer asks to see the 

completed checklist.  

 

14. The audit is undertaken in a manner which makes clear that the CLSB’s intention is 

to support rather than castigate individual Costs Lawyers and organisations, in 

order to facilitate better client outcomes. However, failure to cooperate with the 

audit or to make necessary changes to a CCL without a reasonable explanation 

could result in disciplinary action being taken against a Costs Lawyer under the 

Disciplinary Rules and Procedures. 

Audit outcomes 

15. Where a CCL is found to comply with the guidance, the Costs Lawyer will be notified 

of the outcome by email.  

 

16. Where a CCL procedure is found to be non-compliant, the Costs Lawyer will be 

informed and asked to bring the CCL into compliance as soon as possible.  

 

17. If the CCL is used by more than one Costs Lawyer (i.e. it is an organisation-wide 

procedure), the most senior regulated Costs Lawyer working at the organisation 

will be contacted about the non-compliance, even if they were not the Costs Lawyer 

initially selected for audit. This is because that Costs Lawyer is likely to be best 

placed to effect the necessary changes within the organisation.   
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18. The Costs Lawyer will be asked to submit their revised CCL, following liaison with 

others in the organisation where appropriate, within a specified timeframe.  

 

19. No organisation’s CCL will be audited more than once in three years, other than by 

way of follow-up in instances of non-compliance. If the random selection of a Costs 

Lawyer for audit in any given year would infringe this principle, the Costs Lawyer 

will not be audited and another Costs Lawyer will be randomly selected in their 

place.  

 

20. Upon completion of the annual audit a report of findings is provided to the CLSB 

Board. Learnings from the audit are used to provide feedback to the profession (for 

example, by highlighting anonymised examples of poor practice and good practice) 

and to inform our regulatory arrangements and guidance materials as appropriate.  
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Annex A 

 

Client Care Letter Audit  

A. Introduction 
1. The Costs Lawyer Code of Conduct provides that Costs Lawyers must provide 

clients, individually or through their organisations, with certain contractual 

information (Principle 3.4), and ensure that clients are able to make informed 

decisions about the work being undertaken on their behalf throughout the 

lifetime of the matter (Principle 4.6). 

2. As part of its supervision activities, the CLSB undertakes a random audit of CCLs.  

3. To carry out the audit, we assess CCLs against the criteria in the checklist below. 

This is based on the Guidance Note on Client Care Letters in the Costs Lawyer 

Handbook. For more information on each of the requirements listed below please 

refer to this guidance. 

4. The CLSB will work with you to help you put a compliant CCL in place. Please do 

not hesitate to contact Jacqui Connelly (enquiries@clsb.info) if you need support 

or advice during this audit process. 

 

B. Audit checklist 

Name and CL number of Costs Lawyer  

Name of organisation (if relevant)   

Section A: Information you need to provide Complies? 

1 You must provide the client with the name and contact details of the 
primary contact for the instruction as well as an alternative contact. 

 

2 You must provide an outline of your understanding of the client’s 
instructions and the course of action they have chosen. 

 

https://clsb.info/for-costs-lawyers/costs-lawyer-handbook/
https://clsb.info/for-costs-lawyers/costs-lawyer-handbook/
mailto:enquiries@clsb.info
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3 You must provide clients with a detailed estimate of fees and any 
associated costs they will incur. This must include any potential 
liability for the other side’s costs. 

 

4 You must set out for the client how long you think the work will likely 
take. 

 

5 You must be clear about your regulatory status as a Costs Lawyer, 
including that you are authorised and regulated by the Costs Lawyer 
Standards Board. 

 

6 You must refer to the client’s right to terminate the agreement and 
any potential liabilities they face in the event they terminate prior to 
conclusion of the matter. 

 

7 You must set out what a client can do in the event they have a 
complaint, including the information prescribed in paragraph 3.4 of 
the Code of Conduct. 

 

8 You must make clear that you cannot accept client money as a Costs 
Lawyer save for incurred disbursements and payment of your 
invoiced professional fees. If you offer clients the option of using a 
third-party managed account (TPMA), explain how the TPMA works. 

 

9 [Only required if you provide services to “consumers” as defined by 
the ADR Regulations1]  

Under the Provision of Service Regulations 2009, you must provide 
consumers with details of your professional indemnity insurance 
provider and the territorial coverage of that insurance. 

 

10 You must explain the arrangements you have in place to ensure 
compliance with data protection laws, including how you will process 
and store personal data. 

 

 

 

 

 

 
1 Regulation 3 of The Alternative Dispute Resolution for Consumer Disputes (Competent Authorities and Information) 
Regulations 2015 provides that a consumer is an individual acting for purposes which are wholly or mainly outside that 
individual’s trade, business, craft or profession. 
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Section B: Checklist 

11 Does the CCL show a clear purpose? 

Is it obvious to the client that the letter should be read up front? Is the title 
appropriate? 

 

12 Is the CCL concise? 

1-2 pages is ideal. If it is longer consider breaking down the information into 
smaller sections and use sub-headings. Consider moving generic contractual 
terms into a separate document.  

 

13 Does the CCL use plain language? 

Accessible language is key to ensuring that all clients can understand CCLs 
regardless of their background. Seek to avoid using legal terms, or archaic or 
complex language. 

 

14 Does the CCL prioritise information? 

Costs information should be provided near the start of the CCL. If you choose to 
keep all the information in one CCL, make sure that generic information is 
provided towards the end. 

 

15 Is the letter personalised to your client? 

The scope of work should be specific to the individual case rather than generic. 
Exclude information that is irrelevant to the client. Language should also be 
tailored to the needs of the client. 

 

16  Is it easy to read? 

Break down information by using bold text, headers, summary boxes, tables, or 
diagrams to make it easier for clients to pick out key points. Avoid small font 
sizes. 

 

Section C: Other comments or commentary on areas of non-compliance 

11  
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C. Next steps 

1. Please revise your CCL as soon as possible, in liaison with others in your 

organisation where necessary, to address any areas of non-compliance identified 

above.  

2. Submit your revised CCL to the CLSB by the deadline advised. Ensure the revised 

CCL is communicated to and used by all Costs Lawyers in your organisation    

3. Please note that a failure to cooperate with this audit or to otherwise meet your 

regulatory obligations could result in disciplinary action being taken. 

 

Please contact Jacqui Connelly enquires@clsb.info if you have any queries or need 

support or further guidance.  

 

 
Costs Lawyer Standards Board  

PO Box 4336, Manchester, M61 0BW 

0161 956 8969 

enquiries@clsb.info 

www.clsb.info 

 

https://clsb.info/regulatory-matters/disciplinary-outcomes/
mailto:enquires@clsb.info
mailto:enquiries@clsb.info
http://www.clsb.info/


 

Paul Mosson 
CEO 

CLSB 

 

ceo@clsb.info  

(By email only) 

 

25 June 2025 

 

Dear Paul 

Update on next annual Regulatory Performance Assessment  

I am writing to provide you with an update on the LSB’s plans for its next Regulatory 

Performance Assessment (RPA), mindful that we have typically set out our proposed 

timeline by this point in the year. 

As you will know, we keep our oversight approach, including the RPA, under review to 

ensure that we carry out our statutory functions effectively and efficiently while minimising 

the regulatory burden as far as possible. 

We wrote to all regulators in May seeking feedback on your experience of the 2024/25 

assessment which involved an assessment of the three standards in the framework. Thank 

you for your response which we are now considering carefully in reviewing our approach. 

The LSB Board will discuss our current approach, including your feedback, at its next 

meeting on 22 July.  

However, mindful that you may need to make nearer-term planning decisions, whatever the 

outcome of the Board discussion, we do not expect to issue our assurance information 

request any sooner than January 2026. 

I hope that this is helpful at this stage, and I will write to you again after the Board meeting. 

 

Yours sincerely 

 

 

Danielle Viall 

General Counsel and Interim Deputy CEO 

3rd Floor, The Rookery   
2 Dyott Street   
London   
WC1A 1DE   
   
T 020 7271 0084   
   
www.legalservicesboard.org.uk 

   

mailto:ceo@clsb.info
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From: Sarah Gilbert
Subject: Office for Legal Complaints 2024/25 Annual Report and Accounts
Date: 08 July 2025 17:54:29
Attachments: image001.png

Sent on behalf of Chief Ombudsman, Paul McFadden
 
Good afternoon, 
 
The Office for Legal Complaints (OLC) has today (8 July) published its Annual
Report and Accounts for 2024/25.
 
The Annual Report demonstrates how the Legal Ombudsman has maintained a 
positive momentum in delivering a substantially improved service – continuing to 
deliver high performance and resolve historically high numbers of complaints.  
Across the year LeO simultaneously invested in building the insight-sharing 
capability needed to make a positive, lasting difference in our sector – all against a 
backdrop of a substantial increase in demand for LeO’s services. 
 
In 2024/25, the first year of the OLC’s 2024-27 Strategy, LeO: 
 

·        Handled 117,534 contacts, providing support and signposting to 
consumers and legal service providers. 

·        Received 10,447 new complaints from consumers unhappy with the 
legal service they had received. 

·        Resolved 8,270 complaints – 45% of all cases in under 90 days and 
with almost half of all complaints resolved through early resolution in an 
average of 53 days. 

·        Where assessed, found evidence of poor service in 69.5% of 
complaints, and poor complaints handling in 51.1%. 

·        Received 11.8% more cases for early resolution or in-depth 
investigation (core demand) than it took on in 2023/24.  

·        Continued to grow its learning and insight programme, including 
through the ongoing development of a model complaints resolution 
procedure for the sector, and the publication of a new ‘Spotlight’ series 
of insight articles. 

·        Was a diverse, inclusive and engaging place to work, with high 
proportions of employees from ethnic minority backgrounds and lower 
socio-economic backgrounds, who are connected with its purpose. 

 
LeO is now partway through the second year of the OLC’s 2024–27 Strategy,
which focuses on using LeO’s insight and experience to help deliver better legal
services for consumers. This includes not only resolving complaints fairly but also
helping to prevent them from arising in the first place. Against a backdrop of
increasing demand, continued collaboration with the sector is critically important to

mailto:Sarah.Gilbert@legalombudsman.org.uk
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.legalombudsman.org.uk%2Fwho-we-are%2Fcorporate-publications%2Freports-and-plans%2F&data=05%7C02%7Cceo%40clsb.info%7Ceb04ccdee5f8438e310a08ddbe4007dd%7C8e020087e70242f395a936d1c9e4d0a1%7C0%7C0%7C638875904681259447%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C60000%7C%7C%7C&sdata=y%2FtGWjr6WxoCNhTE9u27QcAJ80SP6jf%2F0W5dtw2szmU%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.legalombudsman.org.uk%2Fwho-we-are%2Fcorporate-publications%2Freports-and-plans%2F&data=05%7C02%7Cceo%40clsb.info%7Ceb04ccdee5f8438e310a08ddbe4007dd%7C8e020087e70242f395a936d1c9e4d0a1%7C0%7C0%7C638875904681259447%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C60000%7C%7C%7C&sdata=y%2FtGWjr6WxoCNhTE9u27QcAJ80SP6jf%2F0W5dtw2szmU%3D&reserved=0






ensure LeO remains a strong voice for improvement.  
 
A full copy of the annual report can be found here. 
 
If you would like to discuss anything in the report, please do not hesitate to get in 
touch.  
 
Best wishes,  
 
Paul McFadden
 

 
Paul McFadden
Chief Ombudsman

 
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.

https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fbit.ly%2F3SgqJJC&data=05%7C02%7Cceo%40clsb.info%7Ceb04ccdee5f8438e310a08ddbe4007dd%7C8e020087e70242f395a936d1c9e4d0a1%7C0%7C0%7C638875904681286673%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C60000%7C%7C%7C&sdata=0t%2Fy4V3HTAnLeL9CpiPPrbWdTSnx%2B53rTHq6wLWgUKI%3D&reserved=0


Legal Ombudsman 
PO Box 6167 

Slough 
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23 June 2025 

 

 

Dear Paul, 

 

Legal Ombudsman’s Tailored Support programme 

 

As part of the Legal Ombudsman’s ongoing strategic commitment to using its insight to help 

drive better legal services, I am pleased to inform you of the launch of a new programme of 

‘Tailored Support’. The initiative has been designed to identify service providers where we 

have seen a trend of poor complaints handling, and customer service issues.  We will then 

support those service providers to address the issues and raise standards in how complaints 

are managed and resolved. I am writing to give you an overview of our plans. 

 

High-quality service delivery and effective complaint handling are fundamental to maintaining 

public trust and confidence in the legal progression, and LeO is focused on ensuring our 

insight and experience supports continuous improvements across the sector. It’s important to 

recognise that while we see examples of legal providers who demonstrate good practice, we 

know that more can be done to give service providers who need more support access to the 

right tools to improve.  

 

The Tailored Support programme has been developed to provide bespoke support through 

constructive, practical assistance that reflects the specific needs of individual providers. To 

support this work, we have implemented a new framework to identify the service providers 

driving demand for LeO’s services and at what stages of our process. The intention is to work 

directly with these firms to deliver sustainable improvements to how they manage their 

complaints and serve their customers.  

 

Who will we be working with? 

 

Initially, the Tailored Support programme will work with a small group of individual service 

providers we have identified as having a high level of escalated complaints to LeO, and 

whom we believe would benefit from specific improvements to the way in which they deliver 

services or handle complaints. The aim is to ensure both an improved customer experience 

for the identified service provider’s customers and a reduction in the number of cases being 

escalated to LeO requiring an in-depth investigation. 

 

At present none of those service providers are regulated by you. We intend to start reaching 

out to service providers before the end of June; and will work with the first group for around 4 



 
 

 

2 
 

months, before we identify further service providers to work with. We will contact you if the 

next group of identified service providers includes any service providers regulated by you. 

 

How will we work with the providers identified? 

 

Through the programme we aim to offer constructive, practical assistance that reflects the 

specific needs of individual providers. In the first instance we will reach out to each identified 

service provider to offer a discussion about what support we can offer in terms of first tier 

complaints handling and improving customer service. 

 

Following this, we will work with the firm to develop an individual action plan aimed at 

increasing the number of complaints which can be resolved at first tier, or in cases where the 

complaint is escalated to LeO, resolved through one of our early resolution processes. 

Complaints resolved at early resolution benefit all parties – first and foremost customers, who 

receive a quicker resolution to their complaint. Where it is appropriate, early resolution also 

reduces the time and cost associated with taking a complaint to full investigation, and 

complaints resolved this way do not incur a case fee.  

 

How we will engage with regulators 

 

Before reaching out to a service provider, we will contact you to ensure it is suitable to do so. 

In the event a service provider is not willing to participate in the Tailored Support programme, 

we will also keep you informed and may request support in encouraging the service provider 

to work with us. 

 

We also propose to provide a bi-annual update of the work we have undertaken with each of 

your regulated firms, and the results we are seeing. We will also be providing an overview of 

the programme at the next Regulators Forum, to be held on 9 July 2025. 

 

Next steps 

 

If you have any questions about the Tailored Support programme, please feel free to contact 

me directly. I am grateful of your ongoing support and look forward to working closely with 

you to help improve complaint handling across the legal services sector. 

Best wishes, 

 
 
 
 

Paul McFadden 
Chief Ombudsman  
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Complaints Procedure Audit 2025 

Board report on outcomes 

3 September 2025 
 

The annual audit of complaints procedures was carried out during July. This paper summarises 
the outcomes and future work arising from the audit. 

Outcomes summary 

1. The complaints procedures of 14 Costs Lawyers were selected for audit in 2025: 

a. 10 of them had complaints procedures noted as being non-compliant with the 
Guidance Note on Complaints Procedures when they submitted them with 
their application for a 2025 practising certificate. (1 of these had been 
previously audited, revised their complaints procedure, and then reverted to 
the original version.) 

b. 2 were requested from Costs Lawyers working in SRA firms in line with the 
changes to the supervision framework last year. 

c. 2 were the complaints procedures covering Costs Lawyers about whom we 
dealt with second tier complaints last year. These were both compliant, and 
were not sent an audit checklist. 

2. At 27 August the responses from those sent an audit checklist were: 

a. 2 – submitted revised procedures which now comply (down from 6 last year) 

b. 1 – submitted  revised procedures which require further changes to comply 

c. 9 – acknowledged email (4 following chasing), but have not submitted revised 
procedures to date. 

3. The table below shows how many of the 19 audited did not comply (or had out of date 
information) in each of the areas checked.  

Audit checklist – Number of procedures not complying with Guidance or 
out of date 

 

1 State date effective or last updated 12 

2 Be clear and simple with as few steps as possible 1 

3 Identify the person to whom the complaint should be made  7 

4 Be reasonable, fair, proportionate and responsive 1 

5 Encourage complaints to be made as soon as possible, and set out the 
time limits for raising unresolved complaints with CLSB and the Legal 
Ombudsman  

17 

6 State clearly the timeframe for a complaint to be resolved  5 

https://clsb.info/for-costs-lawyers/costs-lawyer-handbook/


2 

 

7 Advise that if the complainant is not satisfied with the outcome of the 
complaint under the complaints procedure, or the complaint has not 
been resolved within eight weeks, then the complainant has the right 
to refer a service complaint to the Legal Ombudsman, or refer a 
conduct complaint to the CLSB, and provide the timeframes for referral 

10 

8 Provide [correct] contact details for the Legal Ombudsman and CLSB 17 

 
 
Feedback from Costs Lawyers 

4. Not all those audited are positive about the experience, but some do welcome it: 

“That is very helpful and very much appreciated. I am disappointed that we have 
allowed this to happen and allowed our procedures to become out of date... I have 
immediately raised this internally and will ensure that this is rectified as a matter 
of urgency.” 

Future work 

5. The revised complaints procedures for the 11 Costs Lawyers where a compliant 
procedure has not yet been seen will be checked after submission with applications 
for a 2026 practising certificate.  

6. At this time the complaints procedures of all staff in organisations where a Costs 
Lawyer has been audited this year will also be checked, to ensure everyone is using 
the revised document.  

 
2024 Complaints Procedure Audit – issues outstanding from last year’s Board Report 
 

7. 16 Costs Lawyers were included in the 2024 audit, none of which were compliant with 
the requirements.  
 

8. 6 of these submitted revised complaints procedures that were compliant during the 
audit. In March 2025 we confirmed that Costs Lawyers working in the same 
organisation submitted the new complaints procedure with their application for a 
2025 practising certificate. 
 

9. The procedures of the 10 Costs Lawyers (submitted with their applications for a 2025 
practising certificate) who did not submit revised versions in 2024, were reviewed in 
March 2025.  
 

10. 9 of these 10 Costs Lawyers submitted revised complaints procedures that are 
compliant with the guidelines, and used by all Costs Lawyers in their organisation. 

 
11. 1 Costs Lawyer had not revised their complaints procedure, and had to be chased 

repeatedly to achieve a compliant procedure. 
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Future complaints procedure audits 

 
12. Since 2021 93 complaints procedures have moved to be compliant with the 

requirements as a result of our annual audits. Given the number of Costs Lawyers 
working in costs law firms this has impacted a large (but not calculated) proportion of 
Costs Lawyers working as sole practitioners and in costs law firms. With the inclusion 
of SRA firms from 2025 this impact will continue to extend. 
 

13. Given that new supervision arrangements for dealing with consumers and client care 
letters will be introduced from 2026 we propose to reduce the number of complaints 
procedures audited in future years to 10, with 2 of those being SRA firms. 
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