
Complaints about Approved Lawyers – Independent Review Office approach 
 
The Independent Review Officer has a statutory function to receive and handle complaints 
about any act or omission of an insurer that affects the entitlements, rights or obligations of 
a claimant. The Independent Review Office (IRO) also receives and processes complaints 
about the conduct of its own staff and the quality of its practices, procedures or services, 
however, it has limited functions in handling complaints about lawyers. 
 
The majority of complaints about Approved Lawyers (ALs) are received from injured workers.  
There are also complaints received from ALs about other ALs, and sometimes a 
Commissioner or arbitrator will make a complaint about an AL. 
 
Independent Review Office’s role in AL complaints 
 
In line with IRO's Complaints and Compliments Policy, the IRO has only a limited complaint 
handling function with respect to ALs, namely, in relation to ILARS grants management. 
 
This includes conduct that is inconsistent with:  

• IRO ILARS Funding Guidelines,  
• Guidelines for approval as an IRO Approved Lawyer, 
• Practice Standards for IRO Approved Lawyers. 

 
For example, the IRO may deal with the following complaints: 

• Lawyer X made an application for an ILARS Grant without me giving my consent or 
providing instructions, 

• My lawyer has sent me a bill for assisting me with my workers compensation claim, 
• My lawyer is asking me to pay for medical reports to assist in my case, 
• I have instructed a new lawyer and my old lawyer will not transfer my file. 

 
When a grants management issue is raised 
 
If a grants management issue is raised, please refer the matter to the Director Solutions at 
first instance, who will determine if it should be referred to the Director ILARS for further 
action. 
 
When the IRO Solutions team can assist 
 
Situations may arise where the Solutions team believes that IRO can help with a customer 
service issue. In such situations, the Solutions team may consider speaking with the IRO 
Principal Lawyer/Paralegal who is managing the grant and ask them to contact the AL 
directly, in order to informally address the customer service issue. 
 
Complaints about Approved Lawyers’ conduct  

IRO does not deal with complaints about the competence or professional conduct of lawyers.  

For example:  
• My lawyer ran my case incorrectly in the Commission and I should have got more.  

https://iro.nsw.gov.au/sites/default/files/complaints-feedback-about-our-service/IRO%20Complaints%20and%20Compliments%20Policy.pdf
https://iro.nsw.gov.au/sites/default/files/ILARS%20Funding%20Guidelines.pdf
https://iro.nsw.gov.au/sites/default/files/Guidelines%20for%20approval%20as%20an%20IRO%20Approved%20Lawyer.pdf
https://iro.nsw.gov.au/sites/default/files/Practice%20Standards%20for%20IRO%20Approved%20Lawyers.pdf


• My lawyer settled my case without asking me. I’ve got much less than I should have.  
 

In New South Wales, a complaint may be made about a lawyer or a law practice (law firm) to 
the Office of the Legal Services Commissioner (OLSC). The following types of complaints may 
be made to the OLSC: 
 

• Consumer matters, including about: 
o Delays, 
o Costs, 
o Poor communication, 

• Disciplinary matters (unsatisfactory professional conduct or professional misconduct), 
such as: 

o Poor service, including poor advice and representation, and serious delays, 
o Conflicts of interest, 
o Poor service including poor advice, poor representation and serious delay, 
o Misleading or dishonest conduct, 
o Acting contrary to instructions, 
o Discourtesy. 

 

IRO does not refer a complaint to the OLSC on a person’s behalf. IRO can provide 
information about the OLSC (and contact information, such as the OLSC website). The person 
making the complaint about the competence or professional conduct of lawyers must refer 
their concerns directly to the OLSC. 

 
 

 

https://www.olsc.nsw.gov.au/Pages/lsc_complaint/olsc_making_complaint.aspx

