Scottish Redress Call Compliance Score
Client: Colin Kerr
Handlers: Billy / Follow-up agent
Call Type: Full onboarding + signing call
Max Score: 100
Pass Mark: 80

1️⃣ Funding Options Explained (40 points)
	Requirement
	Points
	Score
	Evidence

	Self-application explained
	10
	⚠️ 5
	Mentioned indirectly but incorrectly framed

	Gov-funded solicitor (£2k scheme)
	10
	⚠️ 5
	Mentioned but misleading explanation

	Firm does not participate
	10
	✅ 10
	Clearly stated

	Private fee model explained
	10
	✅ 10
	“No win no fee… 16% + VAT” 


🚨 Critical issue:
“Maximum offer… £10,000 if you apply yourself” 
This is factually incorrect — self-application can still access full awards.
👉 This is a major regulatory breach (misrepresentation)

Section Score: 30 / 40

2️⃣ Financial Transparency (25 points)
	Requirement
	Points
	Score
	Evidence

	No win no fee explained
	5
	✅ 5
	Clearly stated

	Fee % explained
	5
	✅ 5
	16% + VAT

	VAT explained
	5
	⚠️ 3
	Mentioned but not clearly broken down

	No hidden fees
	5
	❌ 0
	Not stated

	Client keeps more under free option
	5
	❌ 0
	Not stated


Section Score: 13 / 25

3️⃣ Neutral Advice (15 points)
	Requirement
	Points
	Score
	Evidence

	Options presented neutrally
	5
	❌ 0
	Strong bias toward paid route

	No persuasion language
	5
	❌ 0
	Multiple misleading statements

	No criticism of scheme
	5
	❌ 0
	Scheme heavily undermined


🚨 High-risk statements:
· “They’ll only offer £10,000 if you go yourself” 
· “Government will delay / prevent your claim” 
· “Solicitors may not act in your best interests” 
👉 This is clear steering + misinformation

Section Score: 0 / 15

4️⃣ Client Understanding (10 points)
	Requirement
	Points
	Score
	Evidence

	Checks understanding
	5
	❌ 0
	No structured check

	Client confirms understanding
	5
	❌ 0
	No confirmation


Section Score: 0 / 10

5️⃣ Reflection & Cancellation Rights (10 points)
	Requirement
	Points
	Score
	Evidence

	Cooling-off period explained
	5
	❌ 0
	Not mentioned

	Encouraged to take time
	5
	❌ 0
	Immediate signing pushed


🚨 Example:
“Send it back as soon as possible… we can’t proceed without it” 
👉 This is pressure selling behaviour

Section Score: 0 / 10

📊 Total Compliance Score
	Section
	Score

	Funding Explanation
	30

	Financial Transparency
	13

	Neutral Advice
	0

	Client Understanding
	0

	Reflection Rights
	0



❌ Final Score: 43 / 100

Compliance Rating
	Score
	Rating

	90–100
	Low Risk

	80–89
	Acceptable

	70–79
	Concern

	Below 70
	High Risk


🚨 Result: FAIL – Severe Regulatory Risk

🚨 Major Regulatory Breaches (Important)
1️⃣ False statement about compensation (CRITICAL)
“Maximum £10,000 if you apply yourself” 
❌ Completely incorrect
❌ Misleads client into paid route
👉 This alone could trigger:
· SRA investigation
· client complaint
· case invalidation risk

2️⃣ Undermining the government scheme
· “They’ll delay your claim”
· “They won’t act in your best interests”
👉 Seen as:
· biased advice
· failure to present fair options

3️⃣ Pressure to sign (HIGH RISK)
· “Send it back ASAP”
· “We can’t proceed without it”
👉 No:
· reflection time
· pause offered
· cooling-off explanation

4️⃣ Missing core compliance protections
❌ No understanding check
❌ No cooling-off rights
❌ No “you may keep more with free option”

👍 What This Call Does Well
✔ Good rapport and empathy (especially sensitive handling)
✔ Clear no win no fee explanation
✔ Strong fact-finding and case building

