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10 June 2020 

Dear 

Thank  you  for  your  question  to  the LSB  Board  ahead  of  its  meeting  on  4  June 2020.  
 
You  asked  “Your  current performance  monitoring  is  extremely  poor  how  do  you  intend  to  
address  this?”    
 

The Board  considered  your  question  at its  meeting  on  4  June. It  was  agreed  that, as  Chief  
Executive and  a  Board  member, I would  reply  on  behalf  of  the Board.  
 

As  you  may  be aware, the LSB  is  the oversight regulator  for  legal  services  in  England  and  Wales.  
The LSB  was  set  up  under  the Legal  Services  Act  2007  (“the Act”). One of  our  responsibilities  is  
regulation  of  the  approved  regulators. We have a  range of  formal  and  informal  tools  available  

to  us  to  do  this, including  assessing  regulatory  performance  (in  general  and  in  relation  to  
specific  thematic  issues)  which  is  a  core part of  the LSB’s  work.  
 
We monitor, review  and  assess  regulators  under  our  regulatory  performance assessment 
framework  to  ensure they  meet the minimum  expected  standard  of  performance across  the 
regulatory  performance standards. In  order  to  assure ourselves  of  performance, we assess  a  
range of  evidence sources  including  a  performance management dataset that the regulators  
report to  us,  stakeholder  feedback  and  publicly  available documentation  such  as  Board  papers  
and  minutes. If  we are unable to  assure ourselves  of  performance through  an  assessment of  
available evidence, or  we have reason  to  be concerned  about the regulator’s  performance, we 
may  undertake a  review  of  their  performance against one or  all  of  the standards. More detail  
about the framework, including  process  documents, is  available on  our  website.  When  we 
undertake a  review  of  regulatory  performance, or  a  thematic  review, we publish  a  report on  
our  findings. The most recent regulatory  performance report  is  available on  our  website.  
 

https://www.legalservicesboard.org.uk/about-us/approved-regulators
https://www.legalservicesboard.org.uk/our-work/regulatory-performance
https://www.legalservicesboard.org.uk/our-work/regulatory-performance#regulatory-performance-assessment-process
https://www.legalservicesboard.org.uk/wp-content/uploads/2019/12/LSB-Regulatory-performance-report-December-2019.pdf
www.legalservicesboard.org.uk


 
  

  
 

 

 

We consider  that our  current regulatory  performance framework  is  proportionate, risk-based  
and  evidence-based a nd  as  a  result we sufficiently  carry  out performance monitoring  in  accord  
with  our  statutory  duty.  
 
In  addition, the Act gives  the LSB  a  variety  of  functions, powers  and  duties  in  relation  to  the  
Office for  Legal  Complaints  (“the OLC”),  including  requiring  it to  appoint the OLC  Board  and  
approve its  budget. The OLC  is  an  independent public  sector  body  in  its  own  right and  has  its  
own  statutory  functions, powers  and  duties. The LSB  has  various  measures  in  place for  
overseeing  OLC  performance. The OLC  is  the Board  of  the Legal  Ombudsman  (“LeO”)” and  has  
day  to  day  responsibility  for  overseeing  LeO’s  performance.  
 
Ongoing  and  significant concerns  about LeO’s  performance were one of  the  reasons  for  inviting  
2020. The Board  was  assured  that appropriate steps  are being  taken  to  begin  to  address  the  
undoubtedly  large challenges  facing  LeO’s  performance, and  please be assured  that we will  
continue to  closely  monitor  performance and  engage with  OLC  and  LeO  colleagues  as  
appropriate.  
 
I note that you  have been  in  previous  correspondence with  the LSB  on  Twitter  and  through  our  

enquires  page with  queries  related  to  this  question. I trust the information  provided  is  helpful  
in  answering  your  question.  
 
Yours  sincerely  

Matthew Hill 
Chief Executive 
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