Consumer Panel Role Descriptions 
About the Consumer Panel 
The Consumer Panel is a small specialist group of independent experts who bring deep consumer expertise, insights and skills to improve the experience of legal services consumers. The Panel acts as a critical friend to the Scottish Legal Complaints Commission (SLCC) and the wider regulatory system, providing expert advice to make sure that the consumer interest is central to policies, processes and decisions.
By sharing consumer-led intelligence and expertise, the Consumer Panel is a critical source of independent, trusted consumer-focused input.
In undertaking its work, the Consumer Panel has a strong focus on the interests of consumers who may be in a position of vulnerability when using legal services.
The Panel operates independently of the SLCC but is resourced and supported by the SLCC through its general budget. The Consumer Panel has an advisory role and does not have decision-making responsibilities. 
About the role of a Consumer Panel Member 
The Consumer Panel meets as a group at least four times a year. Members are asked to contribute their experience, knowledge and understanding of the needs and experiences of consumers of legal services. 
Each member plays a role in contributing to the development and delivery of the Consumer Panel’s workplan, working closely with secretariat colleagues. This could include working on particular projects or events, attending meetings with stakeholders or developing publications. The time Panel members contribute in between Panel meetings is therefore extremely important to fulfilling the Panel’s role. 
As well as advice and recommendations to the SLCC, the Panel also seeks to inform and influence other regulatory authorities and, where appropriate, can make recommendations to the regulators and to the Lord President.
Role descriptions
Chair of the Consumer Panel
The Chair will:
· Provide leadership and strategic direction to the Consumer Panel, ensuring it delivers on its vision and mission.
· Facilitate meetings by preparing agendas, guiding discussions, and ensuring all voices are heard.
· Coordinate the formulation and articulation of the Panel’s advice and recommendations to the SLCC and other regulatory authorities.
· Act as the primary liaison between the Panel and the SLCC, including regarding input to the SLCC’s annual budget and operating plan development process. 
· Present an annual report summarising the Panel’s contributions and outcomes to the SLCC Board.
· Oversee the onboarding and induction of new panel members.
· Ensure all Members are aware of their role and responsibilities and supported to fulfil them, raise any concerns with the relevant Member and notify the SLCC of any alleged breaches of the Code of Conduct.
Consumer Panel Members
Panel members will:
· Contribute to the Panel’s work by offering informed, consumer-centric insight.
· Ensure the consumer voice is shared to influence decision-making and approaches across the regulatory system. 
· Draw insight from their own experience and networks, sharing best practice and lessons from other sectors and organisations.
· Participate actively in Panel meetings and discussions. 
· Provide input to projects, publications and engagement with stakeholders.
· Assist in the design and execution of consumer-focused research, ensuring methodologies and findings accurately reflect consumer experiences.
· Advise on strategies to improve consumer engagement and accessibility.
· Collaborate effectively with other Panel members, sharing diverse perspectives.
Selection criteria
Candidates should demonstrate a commitment to promoting and protecting the interests of consumers, particularly vulnerable and disadvantaged groups. They should have an understanding the ways in which consumers may be more at risk in the market and how this can be addressed.
Skills and Experience
Panel members will be selected based on a range of suitable skills and experience, including one or more of the following:
· Consumer advocacy and policy
· Regulatory insight
· Research, analysis, and social science expertise
· Customer service, complaint handling, or service delivery to consumers
· Working with consumers who may be disadvantaged or vulnerable
· Other relevant expertise applicable to the Consumer Panel's work.
These skills and experience can be gained in a range of different settings and from work, voluntary or lived experience. 
Capabilities
Candidates should also demonstrate the following:
· The ability to work collaboratively within a team, to listen and challenge in a constructive manner, providing an independent point of view
· Strong communication and influencing skills
· The ability to act in an independent advisory capacity and to respect the confidential nature of discussions
· A commitment to equality, diversity, inclusion and the promotion of human rights.
We particularly welcome applicants who: 
· Reflect the diversity of the community, including people living with disabilities and individuals from ethnic minority backgrounds.
Ineligibility 
Those applying must be legally entitled to work in the UK. There are some circumstances in which a candidate is not allowed to serve as a member of the Consumer Panel. This includes anyone who is: 
· a member of the SLCC Board or its staff
· a member of the governing body, or of the staff, of a Regulatory Authority[footnoteRef:1]  [1:  Regulation of Legal Services (Scotland) Act 2025, Section 3(5) – this currently includes the Court of Session, the Lord President, the SLCC, the Scottish Solicitors’ Discipline Tribunal, the Faculty of Advocates, the Law Society of Scotland, the Association of Construction Attorneys. 
] 

· a person who provides legal services for fee, gain or reward
· a member of the House of Commons, a member of the Scottish Parliament or a member of the European Parliament, or has held any of these offices within the past year.  
Term of office
Panel members are usually appointed for a term of three years with the possibility of a second three-year term of office. 
Time commitment
The Consumer Panel usually meets at least four times each year. The total time commitment for panel members is estimated at 8 days per annum. Much of this commitment is flexible (e.g. project work, reading, commenting and contributing to documents). There will be at least four fixed half day meetings each year, with paid preparation time for meetings, plus around 4 days flexible work across the year.  In addition, the Chair role will require around an additional 2-4 days for preparation time and liaison with the secretariat and meetings with stakeholders. 
Location
Meetings will be held on a hybrid basis in the SLCC office in central Edinburgh or online. Panel members must be able to attend meetings in person when required. 
Remuneration
A day rate of £250 per day (2026/27 rate) for members and £354 per day for the chair. Remuneration is taxable and subject to National Insurance contributions. It is not pensionable. Those appointed will be eligible for travel and subsistence costs necessarily incurred on Consumer Panel business at rates set centrally by the SLCC. 
Conflicts of Interest
All candidates will be asked to disclose any actual, potential or perceived conflict of interest, and these will be discussed with the candidate to establish whether and what action is needed to avoid a conflict or the perception of a conflict, in line with the Code of Conduct for Panel Members. 
How to apply
 
To apply for this role, please provide the following documents:
· An up-to-date CV.
· A supporting covering letter (maximum 1000 words) that outlines:
· Your interest and motivation for applying to be a member of the Consumer Panel
· How you meet the person criteria that we are looking for, as set out above; and 
· Any potential or perceived conflicts of interest, and how you would propose to mitigate them.
· Diversity monitoring form. Your data will be stored separately from your application and will at no time be connected to you or your application.
We are committed to ensuring that all candidates can participate in the application process fairly. Should you require any reasonable adjustments or arrangements, please include this information in your application. Alternatively, please contact consumerpanel@scottishlegalcomplaints.org.uk for further information on how we can support you throughout the recruitment process.
