
 

  

Final Decision 
  

  

  

11 September 2025 
 

  

 

Introduction 
 

As explained in the Case and Provisional Decisions already issued, this is a 

complaint about the work Keystone Law Limited (the firm) did for Mrs  

The firm was instructed in October 2018 to help Mrs  make a claim against her 

local council. The firm stopped working on 29 September 2023 after Mrs  raised 

her complaint, but remained on record with the court as Mrs  did not sign the 

notice to indicate her representative had changed. In November 2023 Mrs  did 

eventually instruct alternative solicitors, who have been progressing matters on her 

behalf since. 

 

The Legal Ombudsman has agreed to investigate the following points of complaint: 

 

1. The firm failed to comply with the Directions Order of July 2022 when it 

failed to serve Mrs  witness statement to the other side, referencing 

each item sought and its relevance to the pleaded case. 

2. The firm failed to contact the Court, between July and November , to 

gain an update on the sealed order. 

3. The firm failed to tell Mrs  that the other side had made an application to 

strike out her entire claim in December  

4. The firm failed to serve Mrs  witness statement by the April 2023 

deadline. 

5. The firm failed to make an application for an Unless Order, despite Mrs  

requests. 

6. The firm failed to tell Mrs  that the other side had made an application to 

strike out her entire claim on August 2023. 

7. The firm failed to serve a defence to the other side’s strike out application of  

August 2023. 

8. The firm failed to inform Mrs  that a hearing for the other side's application 

to strike out her claim had been listed for  November 2023. 

9. Upon reopening Mrs  complaint on 31 October 2023, the firm failed to 

issue a final response in a timely manner 
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Provisional Decision 
  

  

  

27 August 2025 
 

  

 

Introduction 
 

This is a complaint about the work Keystone Law Limited (the firm) did for Mrs  

The firm was instructed in October 2018 to help Mrs  make a claim against her 

local council. The firm stopped working on 29 September 2023 after Mrs  raised 

her complaint, but remained on record with the court as Mrs  did not sign the 

notice to indicate her representative had changed. In November 2023 Mrs  did 

eventually instruct alternative solicitors, who have been progressing matters on her 

behalf since.  

 

The Legal Ombudsman has agreed to investigate the following points of complaint: 

 

1. The firm failed to comply with the Directions Order of July 2022 when it 

failed to serve Mrs  witness statement to the other side, referencing 

each item sought and its relevance to the pleaded case.  

 

2. The firm failed to contact the Court, between July and November 2022, to 

gain an update on the sealed order.  

 

3. The firm failed to tell Mrs  that the other side had made an application to 

strike out her entire claim in December 2022.  

 

4. The firm failed to serve Mrs  witness statement by the April 2023 

deadline.  

 

5. The firm failed to make an application for an Unless Order, despite Mrs  

requests.  

 

6. The firm failed to tell Mrs  that the other side had made an application to 

strike out her entire claim on  August 2023.  

 

7. The firm failed to serve a defence to the other side’s strike out application of  

August 2023.  


























































