Scottish Redress Call Compliance Score
Client: Sharon Kyle
Handler: James Thompson
Call Type: Full onboarding + fee explanation
Max Score: 100
Pass Mark: 80

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

	Self-application explained
	10
	✅ 10
	“You can apply yourself without a solicitor.” 

	Gov-funded solicitor (£2k scheme)
	10
	✅ 10
	“Solicitor… government legal fee scheme… £2,000 paid by the government.” 

	Firm does not participate
	10
	✅ 10
	“We do not participate…” 

	Private fee model explained
	10
	⚠️ 7
	Mentioned but framed around “maximum payout” rather than structure


Section Score: 37 / 40

2️⃣ Financial Transparency (25 points)
	Requirement
	Points
	Score
	Evidence

	No win no fee explained
	5
	❌ 0
	Not clearly stated

	Fee % explained
	5
	✅ 5
	“Cap at 20%… £100k = £80k / £20k” 

	VAT explained
	5
	❌ 0
	Not mentioned

	No hidden fees explained
	5
	❌ 0
	Not mentioned

	Client keeps less than free scheme
	5
	❌ 0
	Not explained


Section Score: 5 / 25

3️⃣ Neutral Advice (15 points)
	Requirement
	Points
	Score
	Evidence

	Options presented neutrally
	5
	⚠️ 2
	Slight imbalance

	No persuasion language
	5
	❌ 0
	“Solicitors will go in for the highest amount possible” 

	No criticism of scheme
	5
	⚠️ 2
	Not explicit, but indirect steering present


⚠️ Key issue:
“The solicitors will be going in for the highest amount possible…” 
This implies:
👉 paid route = better outcome
👉 which regulators view as misleading / persuasive
Section Score: 4 / 15

4️⃣ Client Understanding (10 points)
	Requirement
	Points
	Score
	Evidence

	Checks understanding
	5
	❌ 0
	No clear 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
	Not mentioned


Section Score: 0 / 10

📊 Total Compliance Score
	Section
	Score

	Funding Explanation
	37

	Financial Transparency
	5

	Neutral Advice
	4

	Client Understanding
	0

	Reflection Rights
	0



❌ Final Score: 46 / 100

Compliance Rating
	Score
	Rating

	90–100
	Low Risk

	80–89
	Acceptable

	70–79
	Compliance Concern

	Below 70
	High Risk


🚨 Result: FAIL – High Regulatory Risk

🚨 Critical Compliance Failures
1️⃣ Missing financial clarity (MAJOR)
· No “no win no fee” explanation
· No VAT clarity
· No “no hidden fees” reassurance
👉 This alone would trigger audit failure

2️⃣ No understanding check (REGULATORY BREACH)
There is no moment where the client is asked:
“Do you understand the options and fees?”
👉 This is a key requirement in SRA-style audits

3️⃣ No cooling-off / cancellation rights (HIGH RISK)
❌ No mention of:
· 14-day cooling-off
· right to cancel
👉 This is one of the biggest red flags regulators look for

4️⃣ Potentially misleading statement
“Solicitors will go in for the highest amount possible” 
This suggests:
👉 paid solicitor = higher compensation
⚠️ Regulators consider this:
· unsubstantiated
· potentially misleading

👍 What This Call Does Well
✔ Covers 3 funding options (basic requirement met)
✔ Gives clear % example (20%)
✔ Good rapport and empathy with client
✔ Strong case handling + evidence gathering

