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1. Introduction 
 

This report provides the technical details, relating to the Valuation of Regulation survey which Opinion 
Leader conducted for the Legal Services Board.  It should be read alongside the main report of the survey 
findings which is provided under a separate cover.  
 
While the main report gives an overview of the contingent valuation approach which was applied for the 
Valuation of Regulation Survey and some details on the analysis and interpretation of the data, it does not 
provide all of the contextual information which might be necessary to understand the validity of the use of 
the approach in this particular context.  This technical report aims to deliver this information, providing in 
turn: 
 

 Comprehensive details relating to the way in which was data was collected, the structure of the 
questionnaire, the sampling approach and the profile of the respondents  
 

 A detailed evaluation of the use of contingent valuation in the context of generating values for 
protections to legal services and an indication of the wider debates around the use of this 
methodology  

 

  



 

Opinion Leader 4 

2. Methodology and sample 

2.1 Dichotomous-choice contingent valuation 
To determine the monetary value consumers place on regulatory protections an online survey was 
undertaken among those who had taken, had considered taking, or would consider taking legal advice for 
themselves or for a relative for at least one of several services or particular legal issues1.  This survey used 
stated preference methodology to get consumers to choose a price they would pay for regulatory 
protection, the particular stated preference methodology chosen was Contingent Valuation.  Contingent 
valuation is a system used to place monetary values on things that are not traded in markets, and, hence, 
do not have easily observable prices.  It was, therefore, considered an appropriate method for determining 
the monetary value of legal protections. 
 
Rather than asking consumers directly what they would be willing to pay for particular regulatory 
protections, the survey used a dichotomous choice methodology. In other words, respondents were asked 
to give a ‘yes’ or ‘no’ answer to whether they would be willing to pay a specified amount, e.g. £100 in 
additional fees above an estimated price for the legal service, to have the protection.  The initial price for 
the regulatory protection, or  ‘asking price,’ which was presented to each respondent, was selected 
randomly from a range of between 1% and 100% of the estimated amount that consumers might expect to 
pay for a specific legal service.  The prices presented to each respondent varied among the research sample 
for each regulatory protection with no respondent being asked to react to all ‘asking prices’ across the 
whole of the range.      If respondents rejected the initial ‘asking price’, a value equal to half that originally 
presented was offered.  If the initial ‘asking price’ was accepted, a value equal to double that originally 
presented was offered (see Figure 3).   
 
In methodological terms, applying this model of questioning conferred several advantages on the research.  
Firstly by approaching the research questions in this way, it allowed the numbers of respondents who 
considered each of the prices in the range acceptable to be plotted against the price chosen, creating a 
‘demand curve’ for each of the regulatory protections.  Secondly, the methodology mimics an actual 
market in which consumers must decide whether or not to purchase a good at the price offered.  Thirdly 
the methodology reduces the burden placed on respondents in completing the survey as they are only 
asked to react to a specific amount which is presented to them (rather than all of the possible prices), and 
questions about the acceptability of the amount can be readily answered with a yes or no response. 
 
While the approach taken was felt to provide the advantages indicated above, the challenges in using this 
approach were recognised in the research design.  Firstly, it requires a much larger sample than simpler 
approaches and secondly the values that are generated are hypothetical with no actual financial 
transactions in the research.  Because of this, the responses received to contingent valuation questions 
must not be considered as providing definitive information on the value of consumer protections, but 
rather an indication of the order of magnitude and relative values between protections and who or what 
they apply to. 

  

                                                      

1
 Will writing services, conveyancing services, immigration issues or personal welfare issues 
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2.2 Online data collection 
Online data collection was considered ideal for the quantitative part of the project for several reasons.  
Firstly, interviewer bias is low for mail or internet surveys, an important issue for CV surveys as this has 
been found to lead to serious validity issues.  Secondly, an online approach allows for the easy presentation 
of complex information to respondents.  This is of particular relevance to this work as quite detailed 
descriptions of the protections and their possible benefits needed to be provided to respondents so that 
they could fully assess their willingness to pay.  This can be quite complex information for respondents to 
process, however, the time allowed to do this and complete the survey is generally not limited in online 
surveys as is it maybe in other data collection methodologies. 
 
Fieldwork for the survey was undertaken between 25th September and 22nd October 2012.  

2.3 Questionnaire structure 
The overall structure of the questionnaire comprised three main sections: an initial screening stage, legal 
service-specific modules and a stage at which demographic details of respondents were collected. 
 

Figure 1: Overall structure of questionnaire 

 

 

The initial screening stage ensured that respondents completing the survey had either sought, considered 
seeking or would consider seeking in the future, legal advice on at least one of the four types of legal 
service in question either on their own behalf or on behalf of a relative or other family member.  As well as 
confirming respondent eligibility, this screening process routed respondents into one of four ‘legal service-
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specific modules’ corresponding to the four legal services being tested.  This routing was made according 
to a prioritisation routine where those with previous actual use were prioritised over those simply 
considering using a legal service.  Furthermore, those with experience of seeking advice on their own behalf 
were prioritised above those seeking advice on behalf of a relative or other family member.  No respondent 
completed more than one questionnaire module.  Where more than one service had been used priority 
was be given to that module which had so far accumulated the smallest number of respondents at that 
stage in the survey. 
 
A similar routine whereby an even spread of respondents across modules was ensured by prioritising those 
that had accumulated the smallest number was also used in order to route ‘personal welfare’ respondents 
into one of five ‘mini-modules’ within this particular service-specific part of the questionnaire.  While other 
service-specific modules could be treated uniformly because of the consistency of the individual areas 
within them, ‘personal welfare’ consists of several disparate elements for which it was not possible to 
derive a composite average amount which adequately described what respondents would be willing to pay 
for all the additional protections if delivered together. Therefore, respondents routed into this service 
module were asked to indicate further the type of issue for which they had taken or considered using legal 
services and they were then presented with the average for that particular aspect of personal welfare 
services.  
 
After answering service-specific questions, respondents finally were routed into a series of demographic 
questions, looking at gender, age, ethnicity, qualifications and household income.     
 
Within the service-specific modules the basic structure followed the same pattern and included questions 
relating to: 

 The specific type of legal service issue which had been in mind when responding to the screener 

 The reasons why the respondent might seek / consider seeking legal advice for this issue 

 Whether the respondent paid or would expect to pay a fee for this legal advice 

 How much above the average price the respondent would expect to pay for each of three 
‘protections’ which might ensure the quality of the legal advice received 

 The reasons why the respondent would / would not pay an additional fee for each particular 
protection 

 Whether the protection could, on its own, ensure a reliable quality of legal service for the specific 
type of legal issue in question 

 Whether the three protections could, together, ensure a reliable quality of legal service for the 
specific type of legal issue in question  

 
At the main contingent valuation section within each service module respondents were offered specific 
values attached to three forms of protection: education and training requirements, professional regulation 
and compensation arrangements.  In each case, before they were asked to respond to the value being 
offered, they were presented with a scenario in which the protection might help.  After this it was 
explained to respondents that the cost of this protection would be passed on to consumers in the price that 
they would be charged for that service.   Figure 2 below shows the estimated amounts that might be 
expected to be paid on average for each of the legal services2, and the associated range for the regulatory 
protections that initial ’asking price’ was randomly drawn from.  Full details on the range and distribution of 
the initial random values offered to respondents are provided as an appendix to this document. 
 

                                                      

2
 Estimates of the average amount that might be paid for the legal services assessed were made by the LSB for the 

purposes of the research based on previous research 
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Figure 2: Average amounts paid for legal services and associated ranges 
for initial values displayed to respondents 

Legal Service Estimated 
average price 

Range for initial 
random value 

Immigration £295 £3 - £295 
Conveyancing £1,196 £12 - £1,196 
Will-writing £470 £5 - £470 
Personal Welfare:   

Debt £240 £3-240 
Housing £425 £4 - £425 

Employment £735 £7 - £735 
Community Care £355 £4 - £355 
Welfare benefits £200 £2 - £200 

 

Once they had been presented with the estimated average cost of the legal service, respondents were then 
presented with an initial ’asking price’ for the regulatory protection.  This value was presented as an 
additional amount that one might pay above the average to gain the additional protection mentioned.  If 
this initial ‘asking price’ was rejected then the respondent was presented with a value half as much as the 
initial ’asking price’. If the initial ‘asking price’ was accepted, the respondent was presented with an amount 
twice as much and asked whether this too would be an amount they would be willing to pay for the 
protection.  If all amounts were rejected the respondent was asked to suggest what additional price above 
the average for the basic service they might consider paying to gain the protection.  In this way, and across 
multiple numbers of interviews a final valuation came to be placed on each of the additional protections 
suggested. 
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Figure 3: The contingent valuation section within each service-specific module 

 

  

 

Within each service-specific module respondents provided amounts that they would be willing to pay for 
each of the three protections to be tested.  From this structure 24 values were generated relating to each 
of the three protections within the three main service-specific modules (immigration, will-writing and 
conveyancing) and each of the three protections within the 5 mini-modules within personal welfare (debit, 
housing, employment, welfare benefits and community care).     
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2.4 Sampling approach and achieved sample 
At the design of the sampling approach it became clear that there is little data available which describes the 
population profile of those who seek legal services for each of the specific service types included in the 
survey.  For this reason no hard quotas were set at the outset of the design, though a minimum of 600 
responses in each of the four service modules was deemed appropriate to generate robust data within 
each module to give a confidence interval for the results of +/- 4 percentage points. 
 
Sample for the survey was provided via an approved supplier of a nationally representative online panel of 
respondents.  In terms of the representativeness of this sample it should be borne in mind that only around 
77 per cent of households in Great Britain have an internet connection3 and as such the sample will not be 
representative of the population of GB as a whole.  
 
At the end of fieldwork 2,665 interviews were recorded as complete, however, 120 of these were removed 
prior to analysis at a data editing stage.  These respondents were identified by their acceptance of all of the 
values which were offered to them and by nonsensical responses to open-ended questions. The table 
below describes the numbers removed at this stage – the majority of which were removed from those 
routed into the immigration module. 
 

Figure 4: Numbers of respondents initially removed from the data  

 
N in module 

‘Bad’ data 
Revised N 

N % 

Immigration 633 95 15% 538 
Will-writing 697 7 1% 690 
Conveyancing 693 12 2% 681 
Personal Welfare 642 6 1% 636 

Debt 132 1 1% 131 
Housing 130 1 1% 129 

Employment 129 1 1% 128 
Welfare Benefits 128 2 2% 126 
Community Care 123 1 1% 122 

 

After this stage of data editing 2,545 completed interviews remained, which were distributed into each of 
the four modules as is indicated in figure 5 below.   
 

Figure 5: Final distribution of respondents into service-specific modules 

Service-specific module 
 

N % 

Immigration 538 21% 
Will-writing 690 27% 
Conveyancing 681 27% 
Personal Welfare 636 25% 

Total 2,545 100 

 

                                                      

3
 Source: http://www.ons.gov.uk/ons/rel/rdit2/internet-access---households-and-individuals/2011/stb-internet-

access-2011.html#tab-Household-Internet-Access  

http://www.ons.gov.uk/ons/rel/rdit2/internet-access---households-and-individuals/2011/stb-internet-access-2011.html#tab-Household-Internet-Access
http://www.ons.gov.uk/ons/rel/rdit2/internet-access---households-and-individuals/2011/stb-internet-access-2011.html#tab-Household-Internet-Access
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During analysis of the data a number of respondents were identified as having provided their own values to 
some of the protections which were greater than the lowest value offered to them.  These respondents 
were removed from the analysis of the individual protection where this had occurred, but remained in the 
data for the other protections if valid data had been provided.  The numbers of respondents removed from 
the data for this reason are indicated in the figures 6 and 7 below.  
 

Figure 6: Numbers of respondents removed from the analysis at the level of individual protection for 
providing a value greater than the lowest offered 

 Immigration  Will-writing Conveyancing 
 N=538 N=690 N=681 

 N % N % N % 

Education and training 8 1% 4 1% 2 *% 
Compensation arrangements 13 2% 4 1% - - 
Professional regulation 12 2% 6 1% 4 1% 

 

Figure 7: Numbers of respondents removed from the analysis at the level of individual protection for 
providing a value greater than the lowest offered (personal welfare mini-modules) 

 
Debt Housing Employment Welfare 

Benefits 
Community 

Care 
 N=131 N=129 N=128 N=126 N=122 

 N % N % N % N % N % 

Education and training - - - - - - 3 2% 2 2% 
Compensation 
arrangements 

2 2% - - - - 1 1% 1 1% 

Professional regulation 1 1% 1 1% 1 1% 2 2% 1 1% 

2.5 Profile of respondents by use of legal advice services 
The specific population included in the research are those who have taken, have considered taking, or 
who would consider taking in the future legal advice for immigration, will-writing, conveyancing or 
personal welfare issues either on their own behalf or on behalf of a relative.  This is quite a broad 
population for which directly comparable profiling information with which to benchmark data generated 
for this project is not available.  For instance, the Legal Service Benchmarking study4 defines its population 
as those who have ‘experienced a legal need’ rather than including those who might seek to use legal 
services in order to address a need at some time in the future.  This survey indicates that around a half of 
the population has experienced a ‘legal need’ in the last 3 years and that around two in five have taken 
some form of legal advice to address this.  Respondents undertaking interviews for the valuation of 
regulation work were routed into the survey via a panel provider who had pre-screened respondents based 
on their eligibility for the survey.  Therefore this work naturally over-estimates the proportion of people 
who have sought legal advice, finding that two thirds have done so on their own behalf in the last three 
years.   
 

                                                      

4
 https://research.legalservicesboard.org.uk/wp-content/media/2012-Individual-consumers-legal-needs-report.pdf 
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Figure 8: Proportions taking, or considering taking legal advice on their own behalf or on behalf of a 
relative 

 
N % of total sample 

(2,545) 

Have taken legal advice 
On own behalf 1,670 66% 
Acting for relative  912 36% 

Have considered taking legal advice 
On own behalf 1,284 51% 
Acting for relative  816 32% 

Would consider taking legal advice 
On own behalf 1,947 77% 
Acting for relative  1,663 65% 

 

The breakdown of respondents by area of legal advice is illustrated in figure 9 below.  This indicates that 
two in five had sought advice, either on their own behalf or on behalf of a relative or other family member 
for will-writing services, while around a quarter had done so for conveyancing and personal welfare 
services and around one in seven for immigration issues.  
 

Figure 9: Proportion of those seeking legal advice either on own 
behalf or for a relative by legal issue 

 N % of total sample 
(2,545) 

Immigration 377 15% 
Will-writing 1,021 40% 
Conveyancing 699 28% 
Personal Welfare 625 25% 

 

Prior to being routed into service-specific modules the data indicates a disproportionate number of 
respondents taking legal advice for will-writing services compared with that for other legal issues.  Though, 
as explained, direct comparisons are not available, the Legal Services Benchmarking report indicates that 
around a quarter experience the ‘legal need’ of writing a will, while similar proportions experience 
conveyancing needs, and one in twenty legal needs associated with immigration.  As is illustrated in figure 
10 below, these irregularities are evened out after being routed into service-specific modules; though due 
to the prioritisation scheme for this routing (which is described above) respondents within service specific 
modules tend to have taken the legal advice on their own behalf.   
 
Figure 10: Distribution of respondents into service-specific modules in terms of their experience of taking 
legal advice 

 
Immigration Will-writing Conveyancing Personal 

Welfare 
 N = 538 N = 690 N=681 N=636 

 N % N % N % N % 

Have taken legal 
advice 

On own behalf 372 69% 447 65% 493 72% 358 56% 
Acting for 
relative  

319 59% 148 21% 212 31% 233 37% 

Have considered 
taking legal advice 

On own behalf 355 66% 286 41% 287 42% 356 56% 
Acting for 
relative  

304 57% 118 17% 168 25% 226 36% 

Would consider 
taking legal advice 

On own behalf 432 80% 467 68% 527 77% 521 82% 
Acting for 
relative  

422 78% 366 53% 423 62% 452 71% 
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2.6 Demographic profile of respondents 
The Legal Services Benchmarking report also indicates the profile of the population who have experienced a 
legal need and who have sought legal advice by gender and age.  Indeed the work included a separate 
benchmarking exercise which provided quotas and a weighting profile which was applied to the main 
survey.  The work indicates that while younger males are most likely to have experienced a legal need in 
the last three years, those who are older are most likely to have sought legal advice to address any issues. 
 

Figure 11: Proportion of those experiencing a legal need or seeking legal advice from the Legal Service 
Benchmarking Survey 

 Gender Age 
 Male Female 18-34 35-54 55+ 

Have experienced a legal need 52% 48% 32% 41% 27% 
Have sought legal advice 37% 39% 27% 42% 45% 

   

Compared with Legal Services Benchmarking results, it would appear that the views of women and those 
that are older are overrepresented in the valuation of regulation results.  The exception to this is with 
regards to those routed into the immigration service-specific module who tend to be younger (under 34 
years of age).  
 
Figure 12: Profile of respondents routed into each service-specific module by gender and age 

 

The Valuation of Regulation survey also asked respondents to indicate their ethnicity, income and the 
academic qualifications (if any) which they had achieved.  The profile of respondents by service-specific 
module according to these classifications is provided in figures 13 and 14 below:  
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Figure 13: Profile of respondents by income and ethnicity: 

 

Figure 14: Profile of respondents by qualifications achieved: 

 

 

  
Opinion Leader 2013© 4

44%

38%

42%

36%

50%

40%

41%

22%

19%

19%

16%

19%

18%

14%

13%

10%

28%

33%

36%

32%

31%

30%

26%

28%

25%

24%

33%

25%

25%

38%

33%

40%

5%

6%

11%

8%

5%

14%

8%

21%

11%

13%

8%

6%

8%

8%

7%
4

%
2

%
2

%
2

%
8

%
2

%

1
%

2
%

3
%

3
%

6
%

3
%

3
%

5
%

3
%

3
%

2
%

2
%

3
%

5
%

4
%

3
%

2
%

2
%

7
%

9
%

5
%

1
0

%
2

%
7

%
6

%
5

%

3
%

6
%

4
%

1
%

2
%

2
%

2
%

4
%

1
%

Community Care*(122)

Welfare Benefits* (126)

Employment* (128)

Housing* (129)

Debt* (131)

Conveyancing (681)

Will Writing (690)

Immigration (538)

GCSE/O-Level/CSE Vocational qualifications (NVQ1+2 / BTEC First)
A-Level or equivalent (NVQ3 / BTEC National) Bachelor Degree (B.A./B.Sc.) or equivalent (NVQ4 / BTEC Higher)
Masters/PhD or equivalent City & Guilds
GNVQ Apprenticeship (Which of these qualifications do you have?)
Still studying Others (Which of these qualifications do you have?)
No formal qualifications

* Personal Welfare mini-module



 

Opinion Leader 14 

2.8 Data analysis and interpretation 
In the final analysis distinctions were made between three key groups of respondents in the data.  The first 
group of respondents were those who indicated that they were willing to pay something for the 
protection.  This group of respondents were made up of those who had accepted one of the values offered 
to them and those who had provided their own value which was greater than ‘0’ (but not more than the 
lowest offered).  These groups of respondents are indicated in figures 15-18 below. 
 

Figure 15: Numbers of respondents who accepted one of the values offered to them by service-specific 
module 

 Immigration Will-writing Conveyancing 
 N=538 N=690 N=681 

 N % N % N % 

Education and training 292 54% 156 23% 200 29% 
Compensation arrangements 259 48% 169 24% 179 26% 
Professional regulation 242 45% 128 19% 156 23% 

 

Figure 16: Numbers of respondents who accepted one of the values offered to them (personal welfare 
mini-modules) 

 
Debt Housing Employment Welfare 

Benefits 
Community 

Care 
 N=131 N=129 N=128 N=126 N=122 

 N % N % N % N % N % 

Education and training 48 37% 46 36% 39 30% 41 33% 42 34% 
Compensation 
arrangements 

49 37% 39 30% 44 34% 39 31% 42 34% 

Professional regulation 43 33% 37 29% 34 27% 39 31% 46 38% 

 

Figure 17: Numbers of respondents who gave their own value (excluding those who gave value higher than 
the  lowest offered and those who gave a value of ‘0’) 

 Immigration  Will-writing Conveyancing 
 N=538 N=690 N=681 

 N % N % N % 

Education and training 54 10% 84 12% 95 14% 
Compensation arrangements 57 10% 73 11% 110 16% 
Professional regulation 61 11% 57 8% 84 12% 

 

Figure 18: Number of respondents who gave their own value (excluding those who gave value higher than 
the  lowest offered and those who gave a value of ‘0’ – personal welfare mini-module) 

 
Debt Housing Employment Welfare 

Benefits 
Community 

Care 
 N=131 N=129 N=128 N=126 N=122 

 N % N % N % N % N % 

Education and training 10 8% 18 14% 15 12% 11 9% 16 13% 
Compensation 
arrangements 

12 9% 13 10% 13 10% 12 10% 18 15% 

Professional regulation 11 8% 15 12% 16 13% 10 8% 13 11% 
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The second set of respondents was those who indicated that they would be unwilling to pay for the 
protection.  This group included those who rejected all the values offered and confirmed that they would 
not expect to pay and those who gave their own value which was equal to ‘0’.  The numbers of respondents 
falling into these categories are indicated in figures 19 and 20 below. 
 

Figure 19: Number of respondents who confirmed that they would expect to pay no additional amount and 
those who gave a value of ‘0’ 

 Immigration  Will-writing Conveyancing 
 N=538 N=690 N=681 

 N % N % N % 

Education and training 82 15% 269 39% 229 34% 
Compensation arrangements 107 20% 308 45% 251 37% 
Professional regulation 133 25% 359 52% 321 47% 

 
Figure 20: Number of respondents who confirmed that they would expect to pay no additional amount and 
those who gave a value of ‘0’ (personal welfare mini-modules) 

 
Debt Housing Employment Welfare 

Benefits 
Community 

Care 
 N=131 N=129 N=128 N=126 N=122 

 N % N % N % N % N % 

Education and training 41 31% 34 26% 35 27% 40 32% 33 27% 
Compensation 
arrangements 

38 29% 41 32% 45 35% 34 27% 32 26% 

Professional regulation 57 44% 45 39% 47 37% 42 33% 34 28% 

 

The remainder of those in the service-specific module indicated that they were unsure as to their 
willingness to pay for each of the protections or those who provided no answer when asked to confirm that 
they would not expect to pay anything for the protections.  Both these types of respondents were removed 
from the analysis of the valuation of each protection.  Numbers of respondents falling into these groups are 
indicated in figures 21 and 22 below.  
 

Figure 21: Remainder within module 

  Immigration Will-writing Conveyancing 
N=538 N=690 N=681 

N % N % N % 

Education and 
training 

Not sure 98 18% 172 25% 151 22% 
No answer 4 1% 5 1% 4 1% 

Compensation 
arrangements 

Not sure 94 16% 132 19% 135 20% 
No answer 8 1% 4 1% 6 1% 

Professional 
regulation 

Not sure 79 15% 128 19% 107 16% 
No answer 11 2% 12 2% 9 1% 
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Figure 22: Remainder within personal welfare mini-module 

  

Debt Housing Employment Welfare 
Benefits 

Community 
Care 

N=131 N=129 N=128 N=126 N=122 

N % N % N % N % N % 

Education and 
training 

Not sure 30 23% 31 24% 39 30% 28 22% 28 23% 
No answer 2 2% - - - - 3 2% 1 1% 

Compensation 
arrangements 

Not sure 29 22% 35 27% 25 20% 38 30% 29 24% 
No answer 1 1% 1 1% 1 1% 2 2% - - 

Professional 
regulation 

Not sure 19 15% 31 24% 29 23% 31 25% 27 22% 
No answer - - - - 1 1% 2 2% 1 1% 

 
 
Within the context of the service-specific module and for each protection, a mean and a median final value 
was generated for each of the groups described above.  Values were calculated using data from both those 
willing and those unwilling to pay for each protection (i.e. using a value of zero) in order to come to a value 
representative of the population as a whole.  This approach has, as expected, reduced the amount that the 
population is willing to pay for the protection, and has also meant that in some cases the mean value for 
some protections within service-specific modules is indicated as ‘0’ where less than 50% are willing to pay 
something to gain the protection.  While this is the case, the median price is that which should be 
considered the best measure of the value of the protection since it indicates the point at which 50% of the 
population refuse to take on the additional cost in order to gain the protection offered.  
 

Final numbers of respondents included in the analysis of the valuations given against each of the 
protections, broken down to the key categories for analysis is indicated in figures 23-30 below. 
  

Figure 23: Final numbers of respondents included in the immigration module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=530 N=525 N=526 

 N % N % N % 

Willing to pay 346 65% 316 60% 303 58% 
Unwilling to pay 82 15% 107 20% 133 25% 
Not sure / No response 102 19% 102 19% 90 17% 

 

Figure 24: Final numbers of respondents in the will-writing module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=686 N=686 N=684 

 N % N % N % 

Willing to pay 240 35% 242 35% 185 27% 
Unwilling to pay 269 39% 308 45% 359 52% 
Not sure / No response 177 26% 136 20% 140 20% 
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Figure 25: Final numbers of respondents in the conveyancing module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=679 N=681 N=677 

 N % N % N % 

Willing to pay 295 43% 289 42% 240 35% 
Unwilling to pay 229 34% 251 37% 321 47% 
Not sure / No response 155 23% 141 21% 116 17% 
 

Figure 26: Final numbers of respondents in the personal welfare (debt) module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=131 N=129 N=130 

 N % N % N % 

Willing to pay 58 44% 61 47% 54 42% 
Unwilling to pay 41 31% 38 29% 57 44% 
Not sure / No response 32 24% 30 23% 19 15% 
 

Figure 27: Final numbers of respondents in the personal welfare (housing) module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=129 N=129 N=128 

 N % N % N % 

Willing to pay 64 50% 52 40% 52 41% 
Unwilling to pay 34 26% 41 32% 45 35% 
Not sure / No response 31 24% 36 28% 31 24% 
 

Figure 28: Final numbers of respondents in the personal welfare (employment) module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=128 N=128 N=127 

 N % N % N % 

Willing to pay 54 42% 57 45% 50 39% 
Unwilling to pay 35 27% 45 35% 47 37% 
Not sure / No response 39 30% 26 20% 30 24% 
 

Figure 29: Final numbers of respondents in the personal welfare: (welfare benefits) module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=123 N=125 N=124 

 N % N % N % 

Willing to pay 52 42% 51 41% 49 40% 
Unwilling to pay 40 33% 34 27% 42 34% 
Not sure / No response 31 25% 40 32% 33 27% 
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Figure 30: Final numbers of respondents in the personal welfare (community care) module 

 Education and 
training 

Compensation 
arrangements 

Professional 
regulation 

 N=120 N=121 N=121 

 N % N % N % 

Willing to pay 58 48% 60 50% 59 49% 
Unwilling to pay 33 28% 32 26% 34 28% 
Not sure / No response 29 24% 29 24% 28 23% 

2.7 Weighting and limitations of the data 

As is described above the profile of respondents included within the data is very different to that achieved 
in surveys dealing with similar issues.  Moreover, the overall population which was targeted is also much 
broader than that targeted in similar work.   For this reason no appropriate profiling information with which 
to benchmark the data exists and so the decision has been taken to leave the data unweighted.  It must be 
assumed therefore that data is subject to some degree of non-response bias and results should not be 
treated as representative of the population as a whole. 

While this is the case the even-spread of respondents into service-specific modules and the equal 
presentation of the three protections to respondents means that the value of each can, at least be 
compared to one another and be treated as indicating the relative value that is placed upon each 
protection in the context of each legal issue accounted for.  
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3. Evaluation of the approach 

3.1 Use of contingent valuation 

The potential impacts of legal services regulation are inherently difficult to measure in monetary terms.  
Contingent valuation (CV) is a method that can be used to partially overcome this problem.5   

Contingent valuation uses survey methods for determining the value that individuals place on items that 
are not traded in markets (for example, regulation), and, hence, do not have easily observable prices. 
Contingent valuation surveys are widely used in the environmental area and have become increasingly 
sophisticated.  As yet, however, they have not been very much used to value legal regulatory services.  
Nonetheless, contingent valuation can potentially be used to determine the value that consumers and their 
families place on the regulation of legal services (their willingness to pay (WTP).   

The contingent valuation method (CVM) of estimating values for nonmarket goods has gained widespread 
acceptance in the economics community. Mitchell and Carson (1989: 2), for example, state that “…as things 
now stand, contingent valuation represents the most promising approach yet developed for determining 
the public’s willingness to pay for public goods… ”. Yet, critics and proponents alike have questioned the 
validity of the CVM and it is an as yet unclosed debate.   

A sense of the debate can be gained from the titles of some of the seminal articles. In an issue of the 
Journal of Economic Perspectives devoted to discussion on CVM, Diamond and Hausman (1994) presented 
‘Contingent Valuation: is some number better than no number?’  Their opposition to the method rests in an 
issue with the conceptual basis of the method in reflecting economic preferences because they believe that 
the survey method cannot overcome the aspect that for individuals there is an absence of well-behaved of 
preferences for the item as “…we do not think that people generally hold views…or that within the confines 
of time available for survey instruments people will focus successfully on the identification of preferences 
to the exclusion of other bases for answering survey questions…” (Diamond and Hausman 1994: 63). In the 
same journal issue, an article titled ‘The contingent valuation debate: why economists should care” was put 
forward by Portney (1994), in which he sets out the history of CV and the context of the controversies 
about this method. More recent papers show that there is as yet no end to the debate, with Hausman 
(2012) writing ‘Contingent valuation: from dubious to hopeless’, and Carson (2012) contending this with 
‘Contingent valuation: a practical alternative when prices aren’t available’.   

Carson et al. (2001) point out that a justifiable fear of CV critics is that the estimates from any CV survey will 
be automatically accepted, and admits that the quality of the CV survey and the willingness to pay analysis 
needs to be carefully judged. He also points out that once survey related issues are overcome, the inherent 
limitations of CV remain:  

“CV shares, with other neoclassical preference based approaches to economic value, two principal 
limitations to which some object (Sagoff 1994). First, WTP measures are inherently limited by 
wealth. This limitation is offensive to many who believe that government decision making should 
not be based to any extent on ability to pay. Second, only the preferences of the current generation 

                                                      

5
 For a detailed description of contingent valuation and a comprehensive discussion of biases and problems that can 

result in using contingent valuation, see Chapter 15 of Boardman, Greenberg, Vining, Weimer (2011). 
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for themselves and for future generations are taken into account. The actual preferences of future 
generations are not considered…” Carson (2001: 197).  

Here at this point, we focus on a discussion of the overall validity of the application of CV to the valuation 
of legal services in light of this issue of the role of wealth in consideration of the justice system.  The 
payment vehicle6 for these regulations to address quality of legal services is in this survey incorporated into 
the fee paid to the legal service provider. As such, ability to pay and income can influence the valuations. 
The survey main report presents information on whether the respondent expected to pay a fee, and their 
income. Beyond income, in the current UK legal context is the system of legal aid for certain legal services 
in certain situations. The survey does try to maintain independence by setting out the information in a way 
which abstracted the issue by not explicitly including legal aid aspects. However, reforms reducing the 
funding of legal aid for legal services are concurrent and there is likely to be some awareness of this which 
might influence valuation responses.   

As such, this application of CV to the valuation of legal services is possibly not able to extract a valuation for 
the legal services regulation without consideration of this first limitation of CV, the offensiveness to some 
of a role of wealth in the justice system. The values gathered in this survey might be offensive to those 
who believe that government decision making about justice system regulation and quality should not be 
based to any extent on ability to pay. As such, the user of the figures needs to pay careful attention to the 
issue of ‘protest bids’ , such as zeros, and other particular aspects of the survey responses and how they are 
treated in analysis, either included or not. This is indeed important as to whether CV estimate is 
appropriately used for considering legal services regulation. This aspect is further considered below in the 
context of the actual estimates one might use from this survey, those including zeros or excluding them 
(see the later section on protest and outlier bids). As the academic literature acknowledges, the CV method 
is not perfect and so the reader needs to keep in mind this limitation.   

Some analysis of how successful the contingent valuation approach has been in the context of placing a 
value on protections of legal advice 

A considerable body of academic work has established that the survey design and mode are important to 
ensuring a valid CV survey. This survey was designed in order to ensure the best possible form for CV 
collection within the budget. Three categories of issues can affect whether the willingness to pay gathered 
in the survey deviates from the true willingness to pay, termed bias. There can be bias caused by the survey 
design, such as strategic bias, starting point bias or scenario mis-specification, and then in analysing the 
data there are two important issues to address , firstly avoiding the introduction of non-response bias, and 
finally how to treat protest bids. These key aspects were carefully addressed and are reviewed below. 
Hence we believe the survey design is suitable and careful analysis using the figures can be reliable. We do 
advise that particular attention needs to be paid to the issue of protest bids when using the survey 
valuation results, as this requires consideration of the values included in analysis. In this section, we 
examine these main issues.  

Assessing this survey  

The population withstanding was carefully addressed, and defined to be those who have been consumers 
of legal services or consider using such services. The sample withstanding was identified from a set of 
screener questions. Using CV surveys that have a sample of non-users (who may derive existence value 
from the regulation) is highly contentious and there is considerable disagreement on the validity of CV 
surveys for non-use benefits, and so this was avoided.  

                                                      

6
 Payment Vehicle is the term for how the consumer pays for the regulatory provision. 
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Generally, the survey mode requires careful consideration for CV surveys. In fact, interviewer bias is low for 
internet surveys, which is an important issue for CV surveys as interviewer bias has been found to lead to 
serious validity issues. Another key aspect for CV surveys is the ability of the survey mode to allow 
maximum complexity of the provided information. This is because you need to describe the regulations in 
an adequate way so that the consumer can understand and assess their willingness to pay, and this can be 
quite complex information to process. The time allowed to process the information and complete the 
survey is generally not limited for internet, but this is the case for telephone and face to face and so this 
survey mode should enhance the validity of the CV results.  

The sample size was raised in order to take account of the nature of CV surveys. To obtain an estimate with 
the same efficiency as that from a sample of continuous observations, one would have to increase the 
sample size for a dichotomous-choice CV survey by 157 percent (Alberini, 1995a). 

We needed to consider the representativeness of the panel that would approach the screener, as this will 
initially affect whether an appropriate sample is gained. There are some general issues about 
representativeness of internet surveys that need to be addressed. Household Internet Access7 is 
widespread - in 2011, 19 million households in Great Britain had an Internet connection. This represented 
77 per cent of households, up from 73 per cent in 2010. This estimate is thought to have risen in a dramatic 
step-change in 2013 due to the advent of tablets and widespread mobile phone internet access, although 
estimates are not yet available. It is those without internet connection which might not be reached. 
However, this seems to be a small and dwindling group. Accordingly, it seems the internet population is 
reasonably relevant for the population of legal service users. However it is also likely to be those who are 
most vulnerable in the context of income and wealth (see earlier for a discussion of the issue of wealth in 
the context of the appropriateness of the CV survey for legal services). The report advises that it is not 
possible to further address representativeness and it must be assumed therefore that data is subject to 
some degree of bias and results should not be treated as representative of the population as a whole. 
Item non-response  for the willingness to pay value (WTP) in the survey is where the respondent provided 
no valuation response such as don’t know, or zero, and is further considered in the protest and outlier bids 
section below. 

Questions  

The first step was to describe aspects of the legal regulation from the perspectives of consumers in some 
detail.   In order to ensure sufficient understanding, information was made available immediately prior to 
the question, but also could be accessed at any time during the question, utilising the online format. The 
first step was to describe aspects of the legal regulation from the perspectives of consumers in some detail.  
The WTP was then gathered using the currently most widely used and most accepted approach, called the 
dichotomous choice method.  The validity of this approach has been extensively examined in the literature 
(see Boardman et al 2011 for a review).  

The payment vehicle is the term for how the consumer pays for the regulatory provision. This was assumed 
to be the fees paid to the legal service by the consumer which includes a markup that covers the cost of the 
regulation. Correctly informing about this should have helped the CV survey delivery be effective. The 
question wording is available for assessment in the survey, found at the end of this technical report8.    

                                                      

7
 Source: http://www.ons.gov.uk/ons/rel/rdit2/internet-access---households-and-individuals/2011/stb-internet-

access-2011.html#tab-Household-Internet-Access  
8
 The wording assumes that prices for legal services increase overall by some amount, due to the addition of an 

amount to cover the cost to the legal service provider of meeting the regulation. This is a reasonable approach, 
however in a true market the changes to legal regulation considered might mean a larger quantity of service providers 

http://www.ons.gov.uk/ons/rel/rdit2/internet-access---households-and-individuals/2011/stb-internet-access-2011.html#tab-Household-Internet-Access
http://www.ons.gov.uk/ons/rel/rdit2/internet-access---households-and-individuals/2011/stb-internet-access-2011.html#tab-Household-Internet-Access


 

Opinion Leader 22 

A set of values to be tested for the regulatory protections is necessary to provide a suitable starting point 
for the values we asked respondents to provide. The survey used what were assessed to be good guesses 
for the values to be tested (drawn from survey information held by the LSB on average fees paid for 
services). Additionally, by using the dichotomous choice method the number of different bid values was 
raised, and gained bid values that should cover a relatively broad portion of the range for the values of the 
willingness to pay (WTP). This should have improved the precision of the estimates (Boardman et al. 2011).  

Collecting contextual information about the reasons for valuations and responses was done for all 
respondents. Demographic information on income and education and other variables were collected. This 
should help ensure the analysis proceeds on an appropriate basis, and allows the consideration of outlier 
and protest bid issues affecting the sample of valuation responses to include.  

Outliers and Protest bids 

Several types of protest to the attempt of contingent valuation may occur. Individuals who object to the 
survey may simply not respond or provide a ‘don’t know’ response; some may give positive, but invalid bids 
(outliers); while others may state a zero value for a good that they actually value (protest zero bids). There 
are several possible reasons for this behaviour. Some respondents may feel that it is unethical to place a 
monetary value on some public goods (usually considered in contexts such as wildlife or environmental 
quality), while others may argue that these goods should be provided “free of charge”. As has been 
discussed, there is in the context of legal services provision a divisive issue in the role of wealth in the 
justice system regulation and its quality and this may lead to such types of bids in this survey.  

A number of cases were removed from analysis because the data was invalid in a general survey response 
sense, and that the survey had not been undertaken seriously, and for which examination of the open 
ended questions showed merely blank or repeated keys. The number of cases removed as ‘Bad Data’ for 
this reason were quite low, except in the case of the immigration subsection: Immigration (-95),  Will 
Writing (-7),  Conveyancing (-12),  Debt (-1),  Housing (-1),  Employment (-1), Welfare Benefits (-2), 
Community Care (-1). Of the original 2665 cases, 2545 cases remain.    

A further number of cases were removed from analysis because the data was extreme in value. The 
number of cases removed as ‘Bad Data’ for this reason were quite low, except again in the case of the 
immigration subsection: Immigration (-33), Will Writing (-14), Conveyancing (-6), Debt (-3), Housing (-1), 
Employment (-1), Welfare Benefits (-2), Community Care (-1). It should be noted that for this data item, 
the data were excluded only within the individual protection in which they occurred (either education and 
training, compensation arrangments or professional regulation).  

For each protection (either education and training, compensation arrangments or professional regulation), 
within each service-specific module respondents were placed into three groups:  those willing to pay some 
additional cost to gain the protection, those unwilling to pay some additional cost to gain the protection, 
and those who indicated that they are unsure if they would be willing.  Those who indicated that they are 
willing to pay something to gain the protection comprised those who accepted one of the values offered to 
them and those who gave their own value which was greater than both 0 and the lowest value which was 
offered to them.  Those who indicated that they would be unwilling to pay comprised those who rejected 
the values that were offered to them and who gave their own which was equal to 0 and those who rejected 
the values offered them and who confirmed that they would not be willing to pay anything above the 

                                                                                                                                                                                

and increased competition which meant the ability to command a higher fee might be offset and in practice such a 
markup increase might not take place, meaning fees stayed constant or even fell. In the CV context, the wording is 
appropriate as it allows the respondent to understand how they would pay.  
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average amount paid to gain the protection.  This last group of respondents (those who confirmed that 
they would be unwilling to pay) were given a value of ‘0’ for the purposes of data analysis.  The issue of 
whether the scale and treatment of protest bids is appropriate is now considered.  

Jorgensen et al. (1999) point out that in all contingent valuation analyses, a proportion exists that is 
unwilling to pay any amount for a public good, either because of some mitigating circumstance (such as not 
able to afford it), or some dissension to a procedural aspect (such as the perceived unfairness of paying 
extra). These responses are viewed with caution as in the context of benefit cost analysis they value the 
good but are not willing to pay for it. Affordability reasons are not a protest response as it is accepted in 
economics that money is not a perfect indicator of utility since some have more than others (Green and 
Tunstall 1991, Jorgensen et al. 1999). Hence these are usually included on this basis. The dissension zero 
values are considered protest bids. Halstead et al. (1992) argued that while commonly protest bids are 
dropped (dropping responses inappropriately is a contentious issue as it can introduce bias) an alternative 
to censoring protest bids is to include the protest bids as legitimate zero valuations. They suggest this is 
valid when measuring the values of policy proposals are the aim of the CV survey. Dropping responses as 
protest bids based on the reasons cited by respondents is also complicated because there is no 
unambiguous protest standard (Desvouges et al. 1993). Jorgenson and Syme (1995) point out that protest 
bids and their meaning will vary according to the good being valued, the elicitation technique, the CV 
model, and the interaction between these elements and other external factors such as income.  On these 
grounds, in the main report, those unwilling to pay are included as zeros on the basis that they are included 
as legitimate zero valuations.  

Those indicating unsure or giving no response were not included in analysis. This decision was based on 
interpreting the initial ‘don’t know / no response’ to be indicating insufficiency of the information in the 
survey format (widely seen in the CV literature as illegitimate responses which should not be included in 
analysis Jorgensen et al. 1999). Hence it was concluded to be a reasonable indication that the valuation 
response was unreliable in the CV context and should not be replaced with a zero. In addition, these 
responses seem to fit the concept of item non-response. A general rule adopted across all modules and 
protection types was seen as the most statistically valid and consistent approach. This also precluded using 
the reason to define protest as this was not consistent across ‘don’t know’ and ‘unwilling to pay’ across all 
modules and protection types: using a variety of protest reasons to drop cases is something which seems 
common practice but which Jorgensen et al. (1999), and Halstead et al (1992) amongst others and also 
good general statistical practice indicates is not a sensible approach since it is ‘ad hoc’ and could introduce 
analytical bias. The main report outlines the collected reasons respondents cited for their valuations, for 
each context and the reader can use these to judge the issues of affordability and protest dissension 
addressed by the estimated valuations of legal regulation.  

The numbers of respondents falling into each of the categories willing to pay, unwilling to pay (zero) and 
unsure are shown in the further sections of this technical report.  

Guidance on when you might wish to include the zeros or not (in the context of beliefs held about the role 
of wealth in justice system regulation quality): The exclusion of zeros from those unwilling to pay infers that 
these are not legitimate zero valuations, and precludes issues of affordability in the consideration of the 
quality of the justice system. Since a legal aid system of some form is still available, then it seems that such 
a valuation contradicts the nature of the current system and is not credible in the current system.     

Conclusions on the quality of the contingent valuation study 

A considerable body of evidence supports the view that contingent valuation when appropriately carried 
out can provide a reliable basis for gauging what trade off the public is willing to undertake to obtain well-
defined public goods (Carson 2012). Carson also sets up a number of useful questions for determining the 
quality of a contingent valuation study. Chief amongst these is “Does the survey credibly pose a well-
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developed policy proposal to respondents and provide them with the necessary information to make an 
informed decision about it?” (Carson 2012: 39). We have provided a brief overview of some key design 
issues and the solutions implemented in this survey that address the conclusion that these estimates are 
reliable from this perspective and the survey is documented in this technical report for further 
consideration of this aspect. Secondly, we present the median in the main analysis, as the median better 
represents the midpoint of a skewed distribution than a mean does and is usually robust (Hanemann 1984, 
Hanemann 1994) which addresses another key question that needs to be posed (“Is the estimate of the 
willingness to pay derived using a statistical technique that is robust to assumptions about the far right tail 
of the distribution?” (Carson 2012: 39)).   

Carson suggests a final question which we leave to the reader to further decide regarding the conclusion as 
to whether these survey results constitute a sensible basis for the valuation of legal services regulation: 
“Does the estimate from the study represent a sensible trade-off that people might make to implement the 
policy in question?”  (Carson 2012: 39). In doing so, the view of the role of affordability in the quality of the 
justice system set out in this CV survey may be informing the values gained in the estimates. This seems 
important for the reader to infer for themselves.  
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4. Appendices 

4.1 Range of random initial values offered to respondents 
Once routed into a service-specific module, respondents were initially offered a random value (drawn from 
a range of 1-100% of the average amount paid for the specific legal service) and asked if they would accept 
or reject this cost for each individual protection.  The tables below indicate the distribution of these initial 
values within each service–specific module and by protection.  
 

Initial random values offered within immigration: 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional Regulation 

Range of values offered £3 - £293 £3 - £295 £3 - £294 
Mean value offered £149 £149 £147 
Median value offered £148 £148 £150 

 

 
 

 

Initial random values offered within will-writing: 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional 
Regulation 

Range of values offered £5 - £469 £5 - £470 £5 - £470 
Mean value offered £232 £236 £245 
Median value offered £223 £232 £248 

 
 

Education and training Compensation Arrangements Professional Regulation

Education and training Compensation Arrangements Professional Regulation

Will-writing
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Initial random values offered within conveyancing: 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional Regulation 

Range of values offered £13 - £1,196 £13 - £1,193 £12 - £1,196 
Mean value offered £584 £580 £584 
Median value offered £577 £585 £571 

 
 

Initial random values offered within personal welfare (debt): 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional Regulation 

Range of values offered £5 - £233 £3 - £236 £5 - £230 
Mean value offered £119 £130 £109 
Median value offered £120 £131 £95 

 
 

  

Education and training Compensation Arrangements Professional Regulation

Conveyancing

Education and training Compensation Arrangements Professional Regulation

Debt
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Initial random values offered within personal welfare (housing): 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional Regulation 

Range of values offered £8  - £407 £8 - £413 £4 - £413 
Mean value offered £210 £216 £208 
Median value offered £214 £213 £201 

 
 

Initial random values offered within personal welfare (employment): 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional Regulation 

Range of values offered £20 - £711 £7 - £728 £15 - £720 
Mean value offered £376 £368 £379 
Median value offered £382 £383 £355 

 
 

 

  

Education and training Compensation Arrangements Professional Regulation

Housing

Education and training Compensation Arrangements Professional Regulation

employment
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Initial random values offered within personal welfare (welfare benefits): 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional Regulation 

Range of values offered £2 - £198 £4 - £196 £3 - £197 
Mean value offered £103 £100 £100 
Median value offered £109 £98 £95 

 
 

Initial random values offered within personal welfare (community care): 

 Education and Training 
requirements 

Compensation 
arrangements 

Professional Regulation 

Range of values offered £6 - £348 £4 - £348 £5 - £348 
Mean value offered £180 £183 £180 
Median value offered £175 £173 £164 

 

 

  

Education and training Compensation Arrangements Professional Regulation

Welfare benefits

Education and training Compensation Arrangements Professional Regulation

Community Care
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4.2 Questionnaire 

LSB SURVEY OF THE VALUE CONSUMERS’ PLACE ON PROTECTIONS 

FOR USERS OF FIVE TYPES OF LEGAL SERVICES 

FINAL 

Thank you for picking up this survey.  It looks at legal services and the value people put on consumer 

protections for users of these services.   

When people take advice and get assistance from a dentist or an accountant, various rules and regulations 

are in place to protect them. These are designed to prevent problems occurring in the first place, ensure 

good quality of service and compensate for loss suffered if things go wrong.   

This survey asks for your views about the value of some possible protections that might be available in future 

when people get legal advice. 

The survey is being carried out for the Legal Services Board, which oversees regulation of all legal services 

and the people and organisations who provide them. 

You will not be identified as a participant in the survey and your views will not be attributed to you.  

Information from the survey will be reported numerically to summarise the views of everyone who takes part 

You do not need to have had experience of using legal services to take part.  The services are described in 

‘everyday’ terms and examples are given of when and how people use them, so you will be able to imagine 

situations you have not experienced.  This means there are no right or wrong answers, and you should 

record your first reactions to the questions rather than trying to puzzle out the answer you think might be 

correct. 

Q1 Before beginning please provide your age as of your last birthday.   Please record two digits. 

 OPEN NUMERIC, 0-99.  CLOSE IF 17 OR YOUNGER 

 

The next section asks you to consider your experience of taking legal advice in relation to personal welfare 

issues, immigration issues, conveyancing or will-writing.  Descriptions of these issues and activities are 

provided below: 
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 Will-writing is that activity which involves setting out who is to benefit from your property and 

possessions (your estate) after your death; 

 Conveyancing is that activity which involves carrying out the legal checks and formalities associated 

with buying and selling property and ensuring that all rights are transferred to the new property 

owner; 

 Personal welfare issues include those issues which involve debt problems, rights in relation  to 

housing or homelessness, issues with employers, accessing state benefits, and provision of 

community care; and 

 Immigration issues include those issues which involve claims for asylum, applications to enter or 

remain in the United Kingdom, immigration employment documents, nationality, citizenship, 

residence, and deportation or removal from the United Kingdom; 

 

Q2 
Just to clarify, [IF Q1=18-20 ‘since your 18th birthday’ / IF Q1=21+ ‘during the past three 
years’] have you taken, or would you consider taking legal advice on your own behalf or 
acting on behalf of a relative or family member in order to deal with any of the following 
issues or activities? 
 
Please tick as many as apply in each row 
 
(click here for a reminder of the definitions of each of these issues and activities) 
 
MULTICODE OK 

  Immigrati
on issues 

Will-
writing 

Conveyan
cing 

Personal 
welfare 
issues 

Have not 
done this 
for any of 

these 
issues 

 Have taken legal advice 
or assistance – on own 
behalf 

     

 Have taken legal advice 
or assistance – acting for 
relative or family member 

     

 Have considered taking 
legal advice or assistance 
– on own behalf 

     

 Have considered taking 
legal advice or assistance 
– acting for relative or 
family member 

     

 Would consider taking 
legal advice in the future 
if faced with the problem  
– on own behalf 

     

 Would consider taking 
legal advice in the future 
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if faced with the problem  
– acting for relative or 
family member 

 

FOLLOWING Q2 RESPONDENTS ARE ROUTED INTO ONE SERVICE-SPECIFIC MODULE FOLLOWING 

THE CONDITIONS DESCRIBED BELOW: 

 

 IF THERE ARE NO “YES” RESPONSES IN THE ROUTING MATRIX OR IF RESPONDENT IS 
„NONE OF THE ABOVE‟ 

o SKIP SERVICE MODULES AND GO TO CLASSIFICATION QUESTIONS AT END OF 
INTERVIEW 

 

 IF THERE ARE YES RESPONSES IN THE ROUTING MATRIX FOR ONE AND ONLY ONE 
SERVICE: 

o GO TO MODULE FOR THIS SERVICE 

 

 IF THERE ARE YES RESPONSES IN THE ROUTING MATRIX FOR TWO OR MORE SERVICES:  

o FIRST PRIORITY:  SERVICE(S) R USED TO TAKE ADVICE OR GET ASSISTANCE ON 
OWN BEHALF, IF ANY 

 IF R USED MORE THAN ONE SERVICE ON OWN BEHALF, PRIORITISE 
SERVICE WHOSE MODULE HAS HAD FEWEST RESPONDENTS DIRECTED TO 
IT WHEN THIS INTERVIEW OCCURS 

 

o SECOND PRIORITY:  SERVICE(S) USED  TO TAKE ADVICE OR GET ASSISTANCE 
WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER 

 IF R USED MORE THAN ONE SERVICE WHEN ACTING FOR A RELATIVE OR 
FAMILY MEMBER, PRIORITISE SERVICE WHOSE MODULE HAS HAD FEWEST 
RESPONDENTS DIRECTED TO IT WHEN THIS INTERVIEW OCCURS 

 

o THIRD PRIORITY:  SERVICE(S) CONSIDERED  ON OWN BEHALF  
 IF R CONSIDERED MORE THAN ONE SERVICE ON OWN BEHALF, PRIORITISE 

SERVICE WHOSE MODULE HAS HAD FEWEST RESPONDENTS DIRECTED TO 
IT WHEN THIS INTERVIEW OCCURS 

 

o FOURTH PRIORITY:  SERVICE(S) CONSIDERED WHEN ACTING FOR A RELATIVE OR 
FAMILY MEMBER 

 IF R CONSIDERED MORE THAN ONE SERVICE WHEN ACTING FOR A 
RELATIVE OR FAMILY MEMBER, PRIORITISE SERVICE WHOSE MODULE HAS 
HAD FEWEST RESPONDENTS DIRECTED TO IT WHEN THIS INTERVIEW 
OCCURS 

 

o FIFTH PRIORITY:  SERVICE(S) THAT R WOULD CONSIDER IF ISSUE WERE TO ARISE 
IN THE FUTURE  

 IF R WOULD CONSIDER MORE THAN ONE SERVICE IF ISSUES AROSE IN 
FUTURE, PRIORITISE SERVICE WHOSE MODULE HAS HAD FEWEST 
RESPONDENTS DIRECTED TO IT WHEN THIS INTERVIEW OCCURS 

 
o SIXTH PRIORITY:  SERVICE(S) THAT R WOULD CONSIDER IF ISSUE WERE TO ARISE 

IN THE FUTURE WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER 
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 IF R WOULD CONSIDER MORE THAN ONE SERVICE IF ISSUES AROSE IN 
FUTURE, PRIORITISE SERVICE WHOSE MODULE HAS HAD FEWEST 
RESPONDENTS DIRECTED TO IT WHEN THIS INTERVIEW OCCURS 

IMMIGRATION SERVICES 

The questions in this section are about the services that you [IF USED SERVICE AT Q2, ‘have used’/ IF 

CONSIDERED USING SERVICES AT Q2, ‘have considered using’/ IF WOULD CONSIDER USING 

SERVICE IN THE FUTURE AT Q2, ‘would consider using in the future’] to get legal advice or legal 

assistance on immigration issues. 

By immigration issues we mean those issues involving claims for asylum, applications to enter or remain in 

the United Kingdom, immigration employment documents, nationality, citizenship, residence, and deportation 

or removal from the United Kingdom. 

 

QI1.1 When you indicated that you [IF USED SERVICE AT Q2, ‘have taken’ / IF CONSIDERED 

USING SERVICE AT Q2, ‘considered taking’ / IF WOULD CONSIDER USING SERVICE IN 

THE FUTURE, ‘would consider taking’] legal advice for immigration issues, what type(s) of 

immigration issue did you have in mind? 

MULTICODE OK, APART FROM D/K 

 A claim for asylum  

 Applications to enter or to remain in the United Kingdom  

 Issues with immigration employment documents  

 Issues involving nationality  

 Issues involving citizenship  

 Issues involving residence  

 Issues involving deportation or removal from the United 
Kingdom 

 

 Don’t know; can’t say now  
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QI1.2 Please think now about why you [IF USED SERVICE AT Q2, ‘used’ /IF CONSIDERED 

USING SERVICE AT Q2, ‘considered taking’ / IF WOULD CONSIDER USING SERVICE IN 

THE FUTURE AT Q2, ‘would consider taking’] legal advice or legal assistance on an 

immigration issue. 

 

On a seven point scale, where 1 is a low rating and 7 is a high rating, please provide a rating 

for each of the following four aspects of [IF USED SERVICE AT Q2, ‘the situation that led 

you to use’ / IF CONSIDERED USING SERVICE AT Q2, ‘the situation that led you to 

consider using’ / IF WOULD CONSIDER USING SERVICE IN THE FUTURE, ‘a situation 

that might lead you to consider using’] legal services to help you to deal with it. 

 

Please click on the box along each row which corresponds to your rating 

SINGLE CODE ONLY PER ROW 

  Low 

1 

 

2 

 

3 

Medium 

4 

 

5 

 

6 

High 

7 

Don’t 

know 

a) Its complexity         

b) Risks it posed for you         

c) Seriousness of the issue         

d) Hassle and worry 
involved for you 

        

 

ASK IF RESPONDANT HAS TAKEN LEGAL ADVICE FOR AN IMMIGRATION ISSUE ON OWN BEHALF 

OR WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER (Q2) 

 

QI1.3 When you took legal advice or got legal assistance on an immigration issue did [IF 

RESPONDENT ACTED ON OWN BEHALF AT Q2, ‘you, yourself’ / IF RESPONDENT ACTED 

ON BEHALF OF FAMILY MEMBER AT Q2, ‘you or the relative or family member you acted 

for’] pay a fee for the legal advice or legal assistance that was  received? 

SINGLE CODE ONLY 
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 Yes, I paid a fee myself  

 [IF RESPONDENT ACTED ON BEHALF OF A FAMILY MEMBER AT 
Q2] Yes, the relative or family member I acted for paid a fee 

 

 No, did not pay a fee  

 Not sure; can’t remember  

ASK IF RESPONDENT CONSIDERED OR WOULD CONSIDER TAKING LEGAL ADVICE FOR AN 

IMMIGRATION ISSUE ON OWN BEHALF OR WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER 

(Q2) 

QI1.4 [IF RESPONDENT CONSIDERED USING SERVICES AT Q2, ‘When you considered’/ IF 

RESPONDENT WOULD CONSIDER SERVICES IN THE FUTURE AT Q2, ‘If you were to 

consider’] getting legal advice or legal assistance on an immigration issue, [IF RESPONDENT 

CONSIDERED USING SERVICES AT Q2, ‘did you do that’ / IF RESPONDENT WOULD 

CONSIDER SERVICES IN THE FUTURE AT Q2, ‘would you do that] expecting to pay a fee 

for the legal advice or legal assistance you would receive? 

SINGLE CODE ONLY  

 Yes, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did that’ / 
IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT Q2, 

‘would do that’] expecting to pay a fee 

 

 No, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did not do 
that’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE 

AT Q2, ‘would not do that’] expecting to pay a fee 

 

 Not sure; [IF CONSIDERED USING SERVICES AT Q2 ‘can’t 
remember’] 

 

 
Sometimes, problems may arise when getting this legal advice or assistance such as advisors not being 
familiar with the particular nature of the situation or there being issues with quality or timeliness of the 
advice received.  For example, an advisor might be unaware of the time limits for submitting paperwork to 
support an application to remain in the country, resulting in the increased likelihood of deportation. 
Now, to prevent these problems, suppose there were education and training requirements required for 
people to provide this legal service.  Education and training requirements would include providers 
achieving minimum educational standards before being allowed to provide immigration services and 
undergoing relevant ongoing training to maintain and update their knowledge. 
In this instance, some of the costs of education and training requirements that providers initially pay for 
would be passed on to service users in the price they are charged for using the service. In other words, as 
more consumer protections are added, the price that service users pay would increase.  
An example of the current average price that consumers pay for immigration services is £295. 
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QI1.5 Would you be willing to pay an extra £x above this average for additional protection that would 

be provided by education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
 
ASK IF QI1.5 = ‘Yes’ 

QI1.6 And would you be willing to pay an extra £x above this average for protection provided by 

education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI1.5 = ’No’ OR ‘Not Sure’ 

QI1.7 And would you be willing to pay an extra £x above this average for protection provided by 

education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI1.7 = ‘No’ OR ‘Not Sure’ 

QI1.8 Are you willing to pay any extra amount on top of your legal fees to gain protection provided 

by education and training requirements? 

SINGLE CODE ONLY 

 
Yes No Not sure 

 
ASK IF QI1.8= ‘Yes’ 

QI1.9 
Can you tell us the extra amount that you are willing to pay on top of your legal fees to gain 
protection provided by education and training requirements? 

 
£ [OPEN NUMERIC] 
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ASK IF QI1.8= ‘Yes’ 

QI1.10 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  

 
 
 
 
ASK IF QI1.8= ‘No’ 

QI1.11 Can you please confirm that you would not expect to pay any additional amount in order to 

gain the protection provided by education and training requirements?  

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QI1.17 

 

GO BACK TO QI1.9 

 

GO TO QI1.12 

 
ASK IF QI1.8 = ‘Not Sure’ 

QI1.12 
Can you say why you’re unsure whether you’d pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for immigration 
services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI1.8 = ‘Not Sure’ 

QI1.13 
Do you have any other comments regarding how much you are willing to pay for education 
and training protections in ensuring a reliable quality of legal service for immigration 
services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI1.5 OR QI1.7 OR QI1.8 = ‘Yes’ OR IF QI1.11 = ‘No’ 

QI1.14 
What are the reasons that you’re willing to pay extra for education and training protections 
in relation to ensuring a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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ASK IF QI1.11= ‘Yes’ 

QI1.15 
What are the reasons that you’re not willing to pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for immigration 
services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QI1.16 Do you believe education and training (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for immigration issues?  

SINGLE CODE ONLY 

 Yes No Not sure 

 

QI1.17 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
As mentioned previously, problems may arise when getting legal advice / assistance such as advisors not 
being familiar with the particular nature of the situation or there being issues with quality or timeliness of 
the advice received.  For example, an advisor might be unaware of the time limits for submitting paperwork 
to support an application to remain in the country, resulting in the increased likelihood of deportation. 
Now, to prevent these problems, suppose there were compensation arrangements for this legal service.  
Compensation requirements would involve the inclusion of an independent ombudsman handling 
complaints against providers with the ability to award compensation for all legal services professionals 
providing immigration services. 
In this instance, as described before, some of the costs to the legal services would be passed on to service 
users in the price charged for the service. An example of the current average price that consumers pay for 
immigration services is £295.  
 
 
 

QI2.3 Would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY   
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 Yes No Not sure 

 
ASK IF QI2.3 = ‘Yes’ 

QI2.4 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI2.3 = ’No’ OR ‘Not sure’ 

QI2.5 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI2.5 = ‘No’ OR ‘Not Sure’ 

QI2.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI2.6= ‘Yes’ 

QI2.7 Can you tell us the extra amount that you are willing to pay on top of your legal fees to gain 

the protection provided by compensation arrangements? 

SINGLE CODE ONLY 

 
£ [OPEN NUMERIC]  

  
ASK IF QI2.6= ‘Yes’ 

QI2.8 
What legal fee did you have in mind when thinking of this extra amount? 
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£ [OPEN NUMERIC]  

ASK IF QI2.6= ‘No’ 

QI2.9 Can you please confirm that you would not expect to pay any additional amount in order to 

gain the protection provided by compensation arrangements? 

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QI2.15 

 

GO BACK TO QI2.7 

 

GO TO QI2.10 

 
ASK IF QI2.6 = ‘Not Sure’ 

QI2.10 
Can you say why you’re unsure whether you’d pay extra for compensation arrangements in 
relation to ensuring a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI2.6 = ‘Not Sure’ 

QI2.11 
Do you have any other comments regarding how much you are willing to pay for 
compensation arrangements in ensuring a reliable quality of legal service for immigration 
services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI2.3 OR QI2.5 OR QI2.6 = ‘Yes’ OR IF QI2.9 = ‘No’ 

QI2.12 
What are the reasons that you’re willing to pay extra for compensation arrangements in 
ensuring a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
 
 
 
ASK IF QI2.9= ‘Yes’ 

QI2.13 
What are the reasons that you’re not willing to pay extra for compensation arrangements 
in ensuring a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 
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[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QI2.14 Do you believe compensation arrangements (click here for a reminder of what this is) can 

ensure a reliable quality of legal service for immigration issues?  

SINGLE CODE ONLY 

 Yes No Not sure 

 

QI2.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
As mentioned before, problems may arise when getting legal advice / assistance such as advisors not being 
familiar with the particular nature of the situation or there being issues with quality or timeliness of the 
advice received. For example, an advisor might be unaware of the time limits for submitting paperwork to 
support an application to remain in the country, resulting in the increased likelihood of deportation.  
Now, to prevent these problems, suppose there were professional regulation for this legal service.  
Professional regulation would involve the appointment of a regulator charged with monitoring standards of 
competence, developing codes of practice, overseeing providers’ professional conduct and exercising 
powers to fine or to expel individuals who fail to meet the required technical or ethical standards of service.  
This includes powers to order compensation in the event of a provider’s fraud or bankruptcy. 
In this instance, as described previously, some of the costs to the legal services would be passed on to 
service users in the price charged for the service. An example of the current average price that consumers 
pay for immigration services is £295. 
 
 

QI3.3 Would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY  

 Yes No Not sure 

 
ASK IF QI3.3 = ‘Yes’ 

QI3.4 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 
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SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI3.3 = ’No’ OR ‘Not sure’ 

QI3.5 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI3.5 = ‘No’ OR ‘Not Sure’ 

QI3.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QI3.6= ‘Yes’ 

QI3.7 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain the 
protection provided by professional regulation? 

 
£ [OPEN NUMERIC]  

  
ASK IF QI3.6= ‘Yes’ 

QI3.8 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  

 
ASK IF QI3.6= ‘No’ 

QI3.9 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by professional regulation? 

SINGLE CODE ONLY 
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 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QI3.15 

 

GO BACK TO QI3.7 

 

GO TO QI3.10 

 
ASK IF QI3.6 = ‘Not Sure’ 

QI3.10 
Can you say why you’re unsure whether you’d pay extra for professional regulation to 
ensure a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI3.6 = ‘Not Sure’ 

QI3.11 
Do you have any other comments regarding how much you are willing to pay for 
professional regulation to ensure a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI3.3 OR QI3.5 OR QI3.6 = ‘Yes’ OR IF QI3.9 = ‘No’ 

QI3.12 
What are the reasons that you’re willing to pay extra for professional regulation to ensure a 
reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI3.9= ‘Yes’ 

QI3.13 
What are the reasons that you’re not willing to pay extra for professional regulation to 
ensure a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QI3.14 Do you believe professional regulation (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for immigration issues? 

SINGLE CODE ONLY  

 Yes No Not sure 
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QI3.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 

QI4.1 Do you believe that protection provided by professional regulation, education and training and 

compensation arrangements can together ensure a reliable quality of legal service for immigration 

services? 

(click here for a reminder of what these protections consist of) 

SINGLE CODE ONLY 

 Yes No Not sure 

 

QI4.2 Do you believe that in order to ensure a reliable quality of legal service for immigration issues 

you need..? 

SINGLE CODE ONLY PER ROW 

  Yes No Not sure 

 Minimum education and training standards    

 Compensation arrangements    

 Professional regulation    

 (click here for a reminder of what these protections consist of) 
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WILL WRITING 

 

The questions in this section are about the services that you [IF HAVE USED SERVICES AT Q2, ‘have 

used’/ IF HAVE CONSIDERED USING SERVICES AT Q2, ‘have considered using’/IF WOULD CONSIDER 

USING SERVICES IN THE FUTURE AT Q2, ‘would consider using in the future’] to get legal advice or legal 

assistance on writing a will. 

By will writing we mean that activity which involves setting out who is to benefit from your property and 

possessions after your death  

QW1.1 Please think now about why you [IF HAVE USED SERVICES AT Q2, ‘took’ / IF HAVE 

CONSIDERED USING SERVICES AT Q2, ‘considered taking’ / IF WOULD CONSIDER 

USING SERVICES IN THE FUTURE AT Q2, ‘would consider taking’] legal advice or legal 

assistance for writing a will. 

 

On a seven point scale, where 1 is a low rating and 7 is a high rating, please provide a rating 

for each of the following four aspects of [IF HAVE USED SERVICES AT Q2, ‘the situation 

that led you to use’ / IF HAVE CONSIDERED USING SERVICES AT Q2, ‘the situation that 

led you to consider using’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT 

Q2, ‘a situation that might lead you to consider using’] legal services to help you to deal with 

it. 

 

Please click on the box along each row which corresponds to your rating 

SINGLE CODE PER ROW 

  Low 

1 

 

2 

 

3 

Medium 

4 

 

5 

 

6 

High 

7 

Don’t 

know 

 Its complexity         

 Risks it posed for you         

 Seriousness of the issue         

 Hassle and worry 
involved for you 
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ASK IF RESPONDANT HAS TAKEN LEGAL ADVICE FOR WILL WRITING ON OWN BEHALF OR WHEN 

ACTING FOR A RELATIVE OR FAMILY MEMBER (Q2) 

 

QW1.2 When you took legal advice or got legal assistance for writing a will did [IF RESPONDENT 

WAS ACTING ON OWN BEHALF AT Q2, ‘you, yourself’ / IF ACTING ON BEHALF OF 

RELATIVE OR FAMILY MEMBER AT Q2, ‘you or the relative or family member you acted for’] 

pay a fee for the legal advice or legal assistance that was received? 

 

SINGLE CODE ONLY 

 Yes, I paid a fee myself  

 [IF RESPONDENT ACTED ON BEHALF OF FAMILY MEMBER AT 
Q2] Yes, the family member of relative I acted for paid a fee 

 

 No, did not pay a fee  

 Not sure; can’t remember  

 

ASK IF RESPONDENT CONSIDERED OR WOULD CONSIDER TAKING LEGAL ADVICE FOR WRITING A 

WILL ON OWN BEHALF OR WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER (Q2) 

 

QW1.3 [IF CONSIDERED USING SERVICES AT Q2, ‘When you considered’/ IF WOULD 

CONSIDER USING SERVICES IN THE FUTURE AT Q2, ‘If you were to consider’] getting 

legal advice or legal assistance for writing a will [IF CONSIDERED USING SERVICES AT 

Q2, ‘did you do that’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT Q2, 

‘would you do that’] expecting to pay a fee for the legal advice or legal assistance you would 

receive? 

 

SINGLE CODE ONLY  
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 Yes, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did that’ / 
IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT Q2, 

‘would do that’] expecting to pay a fee 

 

 No, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did not do 
that’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE 

AT Q2, ‘would not do that’] expecting to pay a fee 

 

 Not sure; [IF CONSIDERED USING SERVICES AT Q2 ‘can’t 
remember’] 

 

 
Sometimes, problems may arise when getting this legal advice / assistance such as advisors not being 
familiar with the particular nature of the situation or there being issues with quality or timeliness of the 
advice received.  For example, an advisor might make an error when writing a will meaning that the 
protection of a home against potential nursing home fees, which was supposed to be established, was not 
adequately set up. 
Now, to prevent these problems, suppose there were education and training requirements required for 
people to provide this legal service.  Education and training requirements would include providers 
achieving minimum educational standards before being allowed to provide will writing services and 
undergoing relevant ongoing training to maintain and update their knowledge. 
In this instance some of the costs of education and training requirements that providers initially pay for 
would be passed on to service users in the price they are charged for using the service. In other words, as 
more consumer protections are added, the price that service users pay also increases.  
An example of the current average price that consumers pay for will writing services is £470. 
 

QW1.4 Would you be willing to pay an extra £x above this average for additional protection that would 

be provided by education and training requirements? 

SINGLE CODE ONLY  

 Yes No Not sure 

 
ASK IF QW1.4 = ‘Yes’ 

QW1.5 And would you be willing to pay an extra £x above this average for protection provided by 

education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QW1.4 = ’No’ OR ‘Not sure’ 

QW1.6 And would you be willing to pay an extra £x above this average for protection provided by 

education and training requirements? 
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SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QW1.6 = ‘No’ OR ‘Not sure’ 

QW1.7 Are you willing to pay any extra amount on top of your legal fees to gain protection provided 

by education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
 
 
ASK IF QW1.7= ‘Yes’ 

QW1.8 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain 
protection provided by education and training requirements? 

 £ [OPEN NUMERIC ] 

 
ASK IF QW1.7= ‘Yes’ 

QW1.9 
What legal fee did you have in mind when thinking of this extra amount? 

 £ [OPEN NUMERIC ] 

 
ASK IF QW1.7= ‘No’ 

QW1.10 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by education and training requirements? 

SINGLE CODE ONLY 

 Yes – I would not expect 
to pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QW1.16 

 

GO BACK TO QW1.8 

 

GO TO QW1.11 

 
ASK IF QW1.7 = ‘Not Sure’ 
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QW1.11 
Can you say why you’re unsure whether you’d pay extra for education and training 
protections to ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QW1.7 = ‘Not Sure’ 

QW1.12 
Do you have any other comments regarding how much you are willing to pay for 
education and training protections to ensure a reliable quality of legal service for will 
writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QW1.4 OR QW1.6 OR QW1.7 = ‘Yes’ OR IF QW1.10 = ‘No’ 

QW1.13 
What are the reasons that you’re willing to pay extra for education and training 
protections to ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QW1.10 = ‘Yes’ 

QW1.14 
What are the reasons that you’re not willing to pay extra for education and training 
protections to ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QW1.15 Do you believe education and training (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for will writing? 

SINGLE CODE ONLY 

 Yes No Not sure 

 

QW1.16 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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As mentioned previously, problems may arise when getting legal advice / assistance such as advisors not 
being familiar with the particular nature of the situation or there being issues with quality or timeliness of 
the advice received.  For example, an advisor might make an error when writing a will meaning that the 
protection of a home against potential nursing home fees, which was supposed to be established, was not 
adequately set up. 
Now, to prevent these problems, suppose there were compensation arrangements for this legal service.  
Compensation requirements would involve the inclusion of an independent ombudsman handling 
complaints against providers with the ability to award compensation for all legal services professionals 
providing will writing services. 
In this instance, as described previously, some of the costs to the legal services would be passed on to 
service users in the price charged for the service. An example of the current average price that consumers 
pay for will writing services is £470.  
 

QW2.3 Would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY   

 Yes No Not sure 

 
ASK IF QW2.3 = ‘Yes’ 

QW2.4 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QW2.3 = ’No’ OR ‘Not sure’ 

QW2.5 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
QW2.5 = ‘No’ OR ‘Not Sure’ 

QW2.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by compensation arrangements? 

SINGLE CODE ONLY 
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 Yes No Not sure 

 
ASK IF QW2.6= ‘Yes’ 

QW2.7 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain the 
protection provided by compensation arrangements? 

 £ [OPEN NUMERIC] 

  
 
ASK IF QW2.6= ‘Yes’ 

QW2.8 
What legal fee did you have in mind when thinking of this extra amount? 

 £ [OPEN NUMERIC] 

 
ASK IF QW2.6= ‘No’ 

QW2.9 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by compensation arrangements? 

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QW2.15 

 

GO BACK TO QW2.7 

 

GO TO QW2.10 

 
ASK IF QW2.6 = ‘Not Sure’ 

QW2.10 
Can you say why you’re unsure whether you’d pay extra for compensation arrangements 
to ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QW2.6 = ‘Not Sure’ 

QW2.11 
Do you have any other comments regarding how much you are willing to pay for 
compensation arrangements to ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  



 

Opinion Leader 52 

 
ASK IF QW2.3 OR QW2.5 OR QW2.6 = ‘Yes’ OR IF QW2.9 = ‘No’ 

QW2.12 
What are the reasons that you’re willing to pay extra for compensation arrangements to 
ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QW2.9 = ‘Yes’ 

QW2.13 
What are the reasons that you’re not willing to pay extra for compensation arrangements 
to ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QW2.14 Do you believe compensation arrangements (click here for a reminder of what this is) can 

ensure a reliable quality of legal service for will writing?  

SINGLE CODE ONLY 

 Yes No Not sure 

 

QW2.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 

As mentioned before, problems may arise when getting legal advice / assistance such as advisors not being 

familiar with the particular nature of the situation or there being issues with quality or timeliness of the advice 

received. For example, an advisor might make an error when writing a will meaning that the protection of a 

home against potential nursing home fees, which was supposed to be established, was not adequately set 

up. 

 

Now, to prevent these problems, suppose there were professional regulation for this legal service.  
Professional regulation would involve the appointment of a regulator charged with monitoring standards of 
competence, developing codes of practice, overseeing providers’ professional conduct and exercising 
powers to fine or to expel individuals who fail to meet the required technical or ethical standards of service.  
This includes powers to order compensation in the event of a provider’s fraud or bankruptcy. 
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In this instance some of the costs to the legal services would be passed on to service users in the price 
charged for the service. An example of the current average price that consumers pay for will writing 
services is £470. 
 
 

QW3.3 Would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation?  

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QW3.3 = ‘Yes’ 

QW3.4 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QW3.3 = ’No’ OR ‘Not sure’ 

QW3.5 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QW3.5 = ‘No’ OR ‘Not Sure’ 

QW3.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QW3.6= ‘Yes’ 

QW3.7 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain the 
protection provided by professional regulation? 
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 £ [OPEN NUMERIC] 

  
ASK IF QW3.6= ‘Yes’ 

QW3.8 
What legal fee did you have in mind when thinking of this extra amount? 

 £ [OPEN NUMERIC] 

 
ASK IF QW3.6= ‘No’ 

QW3.9 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by professional regulation? 

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QW3.15 

 

GO BACK TO QW3.7 

 

GO TO QW3.10 

 
ASK IF QW3.6 = ‘Not Sure’ 

QW3.10 
Can you say why you’re unsure whether you’d pay extra for professional regulation to 
ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QW3.6 = ‘Not Sure’ 

QW3.11 
Do you have any other comments regarding how much you are willing to pay for 
professional regulation to ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QW3.3 OR QW3.5 OR QW3.6 = ‘Yes’ OR IF QW3.9 = ‘No’ 

QW3.12 
What are the reasons that you’re willing to pay extra for professional regulation to ensure 
a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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ASK IF QW3.9 = ‘Yes’ 

QW3.13 
What are the reasons that you’re not willing to pay extra for professional regulation to 
ensure a reliable quality of legal service for will writing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QW3.14 Do you believe professional regulation (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for will writing?  

SINGLE CODE ONLY 

 Yes No Not sure 

 

QW3.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 

QW4.1 Do you believe that protection provided by professional regulation, education and training and 

compensation arrangements can together ensure a reliable quality of legal service for will writing? 

 

(click here for a reminder of what these protections consist of) 

SINGLE CODE ONLY 

 Yes No Not sure 
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QW4.2 Do you believe that in order to ensure a reliable quality of legal service for will writing you 

need..? 

SINGLE CODE PER ROW 

  Yes No Not sure 

 Minimum education and training standards    

 Compensation arrangements    

 Professional regulation    

 (click here for a reminder of what these protections consist of) 
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CONVEYANCING 

 

The questions in this section are about the services that you [IF HAVE USED SERVICES AT Q2, ‘have 

used’/ IF HAVE CONSIDERED USING SERVICES AT Q2, ‘have considered using’/IF WOULD CONSIDER 

USING SERVICES IN THE FUTURE AT Q2, ‘would consider using in future’] to get legal advice or legal 

assistance on conveyancing. 

By conveyancing we mean that activity which involves carrying out the legal checks and formalities 

associated with buying and selling property and ensuring that all rights are transferred to the new property 

owner. 

QC1.1 When you indicated that you [IF HAVE USED SERVICES AT Q2, ‘have taken’ /IF 

CONSIDERED USING SERVICES AT Q2, ‘considered taking’ /IF WOULD CONSIDER 

USING SERVICES IN THE FUTURE AT Q2, ‘would consider taking’] legal advice for 

conveyancing, what type of issue did you have in mind? 

MULTICODE OK, APART FROM D/K 

 Carrying out checks and formalities associated with buying a property  

 Carrying out checks and formalities associated with selling a property  

 Don’t know; can’t say now  

 

QC1.2 Please think now about why you [IF HAVE USED SERVICE AT Q2, ’used’ / IF HAVE 

CONSIDERED USING SERVICES AT Q2, ‘considered taking’ / IF WOULD CONSIDER 

USING SERVICES IN THE FUTURE AT Q2, ‘would consider taking’] legal advice or legal 

assistance for conveyancing. 

 

On a seven point scale, where 1 is a low rating and 7 is a high rating, please provide a rating 

for each of the following four aspects of [the situation that led you to use / the situation that 

led you to consider using / a situation that might lead you to consider using] legal services to 

help you to deal with it. 
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Please click on the box along each row which corresponds to your rating 

SINGLE CODE PER ROW 

  Low 

1 

 

2 

 

3 

Medium 

4 

 

5 

 

6 

High 

7 

Don’t 

know 

 Its complexity         

 Risks it posed for you         

 Seriousness of the issue         

 Hassle and worry 
involved for you 

        

ASK IF RESPONDANT HAS TAKEN LEGAL ADVICE FOR CONVEYANCING ON OWN BEHALF OR 

WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER (Q2) 

 

QC1.3 When you took legal advice or got legal assistance for conveyancing did [IF RESPONDENT 

ACTED ON OWN BEHALF AT Q2, ‘you, yourself’ / IF RESPONDENT WAS ACTING ON 

BEHALF OF RELATIVE OR FAMILY MEMBER AT Q2, ‘you or the relative or family member 

you acted for’] pay a fee for the legal advice or legal assistance that was received? 

SINGLE CODE ONLY 

 Yes, I paid a fee myself  

 [IF RESPONDENT ACTED ON BEHALF OF FAMILY MEMBER AT 
Q2] Yes, the family member or relative I acted for paid a fee 

 

 No, did not pay a fee  

 Not sure; can’t remember  
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ASK IF RESPONDENT CONSIDERED OR WOULD CONSIDER TAKING LEGAL ADVICE FOR 

CONVEYANCING ON OWN BEHALF OR WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER (Q2) 

 

QC1.4 [IF CONSIDERED USING SERVICES AT Q2, ‘When you considered’/ IF WOULD 

CONSIDER USING SERVICES IN THE FUTURE AT Q2, ‘If you were to consider’] getting 

legal advice or legal assistance for conveyancing [IF CONSIDERED USING SERVICES AT 

Q2, ‘did you do that’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT Q2, 

‘would you do that’] expecting to pay a fee for the legal advice or legal assistance you would 

receive?  

SINGLE CODE ONLY 

 Yes, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did that’ / 
IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT Q2, 

‘would do that’] expecting to pay a fee 

 

 No, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did not do 
that’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE 

AT Q2, ‘would not do that’] expecting to pay a fee 

 

 Not sure; [IF CONSIDERED USING SERVICES AT Q2 ‘can’t 
remember’] 

 

 
Sometimes, problems may arise when getting this legal advice / assistance such as advisors not being 
familiar with the particular nature of the situation or there being issues with quality or timeliness of the 
advice received.  For example, an advisor providing assistance with conveyancing services might be slow to 
provide assistance meaning that a potential purchase of a property falls-through.  
Now, to prevent these problems, suppose there were education and training requirements required for 
people to provide this legal service.  Education and training requirements would include providers 
achieving minimum educational standards before being allowed to provide conveyancing services and 
undergoing relevant ongoing training to maintain and update their knowledge. 
In this instance some of the costs of education and training requirements that providers initially pay for 
would be passed on to service users in the price they are charged for using the service. In other words, as 
more consumer protections are added, the price that service users pay would also increase.  
An example of the current average price that consumers pay for conveyancing services is £1,196.  
 

QC1.5 Would you be willing to pay an extra £x above the average for additional protection that would 

be provided by education and training requirements? 

SINGLE CODE ONLY  

 Yes No Not sure 

 
ASK IF QC1.5 = ‘Yes’ 
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QC1.6 And would you be willing to pay an extra £x above the average for protection provided by 

education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC1.5 = ’No’ or ‘Not sure’ 

QC1.7 And would you be willing to pay an extra £x above the average for protection provided by 

education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC1.7 = ‘No’ OR ‘Not Sure’ 

QC1.8 Are you willing to pay any extra amount on top of your legal fees to gain protection provided 

by education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC1.8= ‘Yes’ 

QC1.9 
Can you tell us the extra amount you are willing to pay on top of your hourly legal fee to 
gain protection provided by education and training requirements? 

 
£ [OPEN NUMERIC]  

  
ASK IF QC1.8= ‘Yes’ 

QC1.10 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  
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ASK IF QC1.8= ‘No’ 

QC1.11 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by education and training requirements? 

SINGLE CODE ONLY  

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QC1.17 

 

GO BACK TO QC1.9 

 

GO TO QC1.12 

 
ASK IF QC1.8 = ‘Not Sure’ 

QC1.12 
Can you say why you’re unsure whether you’d pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QI1.8 = ‘Not Sure’ 

QC1.13 
Do you have any other comments regarding how much you are willing to pay for education 
and training protections in ensuring a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QC1.5 OR QC1.7 OR QC1.8 = ‘Yes’ OR IF QC1.11 = ‘No’ 

QC1.14 
What are the reasons that you’re willing to pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
 
ASK IF QC1.11= ‘Yes’ 

QC1.15 
What are the reasons that you’re not willing to pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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ASK ALL 

QC1.16 Do you believe education and training (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for conveyancing?  

SINGLE CODE ONLY 

 Yes No Not sure 

 
 

QC1.17 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
As mentioned previously, problems may arise when getting legal advice / assistance such as advisors not 
being familiar with the particular nature of the situation or there being issues with quality or timeliness of 
the advice received.  For example, an advisor providing assistance with conveyancing services might be 
slow to provide assistance meaning that a potential purchase of a property falls-through.  
Now, to prevent these problems, suppose there were compensation arrangements for this legal service.  
Compensation requirements would involve the inclusion of an independent ombudsman handling 
complaints against providers with the ability to award compensation for all legal services professionals 
providing conveyancing services. 
In this instance, as described before, some of the costs to the legal services would be passed on to service 
users in the price charged for the service. An example of the current average price that consumers pay for 
conveyancing services is £1,196. 
 

QC2.3 Would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY   

 Yes No Not sure 

 
ASK IF QC2.3 = ‘Yes’ 

QC2.4 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 
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ASK IF QC2.3 = ’No’ or ‘Not sure’ 

QC2.5 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC2.5 = ‘No’ OR ‘Not Sure’ 

QC2.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC2.6= ‘Yes’ 

QC2.7 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain the 
protection provided by compensation arrangements? 

 
£ [OPEN NUMERIC]  

  
ASK IF QC2.6= ‘Yes’ 

QC2.8 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  

 
 
 
ASK IF QC2.6= ‘No’ 

QC2.9 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by compensation arrangements? 

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 
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GO TO QC2.15 

 

GO BACK TO QC2.7 

 

GO TO QC2.10 

 
ASK IF QC2.6 = ‘Not Sure’ 

QC2.10 
Can you say why you’re unsure whether you’d pay extra for compensation arrangements 
in relation to ensuring a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QC2.6 = ‘Not Sure’ 

QC2.11 
Do you have any other comments regarding how much you are willing to pay for 
compensation arrangements in ensuring a reliable quality of legal service for 
conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QC2.3 OR QC2.5 OR QC2.6 = ‘Yes’ OR IF QC2.9 = ‘No’ 

QC2.12 
What are the reasons that you’re willing to pay extra for compensation arrangements in 
ensuring a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
 
ASK IF QI2.9= ‘Yes’ 

QI2.13 
What are the reasons that you’re not willing to pay extra for compensation arrangements 
in ensuring a reliable quality of legal service for immigration services? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QC2.14 Do you believe compensation arrangements (click here for a reminder of what this is) can 

ensure a reliable quality of legal service for conveyancing?  

SINGLE CODE ONLY 

 Yes No Not sure 
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QC2.11  

    

 

QC2.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
As mentioned before, problems may arise when getting legal advice / assistance such as advisors not being 
familiar with the particular nature of the situation or there being issues with quality or timeliness of the 
advice received. For example, an advisor providing assistance with conveyancing services might be slow to 
provide assistance meaning that a potential purchase of a property falls-through.  
Now, to prevent these problems, suppose there were professional regulation for this legal service.  
Professional regulation would involve the appointment of a regulator charged with monitoring standards of 
competence, developing codes of practice, overseeing providers’ professional conduct and exercising 
powers to fine or to expel individuals who fail to meet the required technical or ethical standards of service.  
This includes powers to order compensation in the event of a provider’s fraud or bankruptcy. 
In this instance some of the costs to the legal services would be passed on to service users in the price 
charged for the service. An example of the current average price that consumers pay for conveyancing 
services is £1,196. 
 

QC3.3 Would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation?  

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC3.3 = ‘Yes’ 

QC3.4 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 
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ASK IF QC3.3 = ’No’ or ‘Not sure’ 

QC3.5 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC3.5 = ‘No’ OR ‘Not Sure’ 

QC3.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QC3.6= ‘Yes’ 

QC3.7 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain the 
protection provided by professional regulation? 

 
£ [OPEN NUMERIC]  

  
ASK IF QC3.6= ‘Yes’ 

QC3.8 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  

 
ASK IF QC3.6= ‘No’ 

QC3.9 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by professional regulation? 

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QC3.15 

 

GO BACK TO QC3.7 

 

GO TO QC3.10 
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ASK IF QC3.6 = ‘Not Sure’ 

QC3.10 
Can you say why you’re unsure whether you’d pay extra for professional regulation to 
ensure a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QC3.6 = ‘Not Sure’ 

QC3.11 
Do you have any other comments regarding how much you are willing to pay for 
professional regulation to ensure a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QC3.3 OR QC3.5 OR QC3.6 = ‘Yes’ OR IF QC3.9 = ‘No’ 

QC3.12 
What are the reasons that you’re willing to pay extra for professional regulation to ensure 
a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QC3.9= ‘Yes’ 

QC3.13 
What are the reasons that you’re not willing to pay extra for professional regulation to 
ensure a reliable quality of legal service for conveyancing? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QC3.14 Do you believe professional regulation (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for conveyancing?  

SINGLE CODE ONLY 

 Yes No Not sure 

 

QC3.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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QC4.1 Do you believe that protection provided by professional regulation, education and training and 

compensation arrangements can together ensure a reliable quality of legal service for 

conveyancing? 

 

(click here for a reminder of what these protections consist of) 

SINGLE CODE ONLY 

 Yes No Not sure 

 

QC4.2 Do you believe that in order to ensure a reliable quality of legal service for conveyancing you 

need..? 

SINGLE CODE PER ROW 

  Yes No Not sure 

 Minimum education and training standards    

 Compensation arrangements    

 Professional regulation    

 (click here for a reminder of what these protections consist of) 
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PERSONAL WELFARE ISSUES 

 

The questions in this section are about the services that you [IF HAVE USED SERVICES AT Q2, ‘have 

used’/ IF HAVE CONSIDERED USING SERVICES AT Q2, ‘have considered using’/ IF WOULD CONSIDER 

USING SERVICES IN THE FUTURE AT Q2, ‘would consider using in future’] to get legal advice or legal 

assistance on personal welfare issues. 

By personal welfare issues we mean those issues which involve debt problems, rights in relation to housing 

or homelessness, issues with employers, accessing state benefits and the provision of community care. 

QP1.1 When you indicated that you [IF HAVE USED SERVICES AT Q2, ‘have taken’ / IF HAVE 

CONSIDERED USING SERVICES AT Q2, ‘have considered taking’ / IF WOULD 

CONSIDER USING SERVICES IN THE FUTURE AT Q2, ‘would consider taking’] legal 

advice for personal welfare issues, what type of issue did you have in mind? 

MULTICODE OK, APART FROM D/K 

 Debt  

 Housing  

 Employment  

 Welfare benefits  

 Community care  

 Don’t know / Can’t say now  

FOR QUESTIONS QP1.2 TO QP3.13 TEXT SUBSTITUTION IS USED ACCORDING TO THE 

CONDITIONS DESCRIBED BELOW: 

 

 IF RESPONDENT IS D/K AT QP1.1: 
o SKIP SERVICE MODULES AND GO TO CLASSIFICATION QUESTIONS AT END OF 

INTERVIEW 

 

 IF RESPONDENT SELECTS ONLY ONE PERSONAL WELFARE ELEMENT AT QP1.1: 
o USE APPROPRIATE TEXT SUBSTITUTION FOR THIS PERSONAL WELFARE ELEMENT 
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 IF RESPONDENT SELECTS TWO OR MORE PERSONAL WELFARE ELEMENTS AT QP1.1:  

o PRIORITISE TEXT SUBSTITUTION FOR THAT PERSONAL WELFARE ELEMENT WHICH 
HAS HAD FEWEST RESPONDENTS DIRECTED TO IT WHEN THIS INTERVIEW 
OCCURS 

 

QP1.2 Please think now about why you [IF USED SERVICES AT Q2, ‘used’ / IF CONSIDERED 

USING SERVICES AT Q2, ‘considered taking’ / IF WOULD CONSIDER USING 

SERVICES IN THE FUTURE AT Q2, ‘would consider taking’] legal advice or legal 

assistance for issues involving [IF ‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, 

‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF ‘WELFARE BENEFITS’ AT 

QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, ‘community care’]. 

 

On a seven point scale, where 1 is a low rating and 7 is a high rating, please provide a 

rating for each of the following four aspects of [IF USED SERVICES AT Q2, ‘the situation 

that led you to use’ / IF CONSIDERED USING SERVICES AT Q2, ‘the situation that led 

you to consider using’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT 

Q2, ‘a situation that might lead you to consider using’] legal services to help you to deal 

with it. 

 

Please click on the box along each row which corresponds to your rating 

SINGLE CODE PER ROW 

  Low 

1 

 

2 

 

3 

Medium 

4 

 

5 

 

6 

High 

7 

Don’t 

know 

 Its complexity         

 Risks it posed for you         

 Seriousness of the 
issue 

        

 Hassle and worry 
involved for you 
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ASK IF RESPONDANT HAS TAKEN LEGAL ADVICE FOR PERSONAL WELFARE ISSUES ON OWN 

BEHALF OR WHEN ACTING FOR A RELATIVE OR FAMILY MEMBER (Q2) 

 

QP1.3 When you took legal advice or got legal assistance for an issue involving [IF ‘DEBT’ AT 

QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 

‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 

CARE’ AT Q21.1, ‘community care’] did [IF RESPONDENT WAS ACTING ON OWN BEHALF 

AT Q2, ‘you, yourself’ / IF RESPONDENT WAS ACTING ON BEHALF OF RELATIVE OR 

OTHER FAMILY MEMBER, ‘you or the relative or family member you acted for’] pay a fee for 

the legal advice or legal assistance that was received? 

SINGLE CODE ONLY 

 Yes, I paid a fee myself  

 [IF RESPONDENT ACTED ON BEHALF OF FAMILY MEMBER AT 
Q2] Yes the family member of relative that I acted for paid a fee 

 

 No, did not pay a fee  

 Not sure; can’t remember  

ASK IF RESPONDENT CONSIDERED OR WOULD CONSIDER TAKING LEGAL ADVICE FOR 

PERSONAL WELFARE ISSUES ON OWN BEHALF OR WHEN ACTING FOR A RELATIVE OR FAMILY 

MEMBER (Q2) 

 

QP1.4 [IF CONSIDERED USING SERVICES AT Q2, ‘When you considered’/ IF WOULD 

CONSIDER USING SERVICES IN THE FUTURE AT Q2, ‘If you were to consider’] getting 

legal advice or legal assistance for an issue involving [IF ‘DEBT’ AT QP1.1, ‘debt’ / IF 

‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF 

‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, 

‘community care’] [IF CONSIDERED USING SERVICES AT Q2, ‘did you do that’ / IF 

WOULD CONSIDER USING SERVICES IN THE FUTURE AT Q2, ‘would you do that’] 

expecting to pay a fee for the legal advice or legal assistance you would receive?  

SINGLE CODE ONLY 
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 Yes, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did that’ / 
IF WOULD CONSIDER USING SERVICES IN THE FUTURE AT Q2, 

‘would do that’] expecting to pay a fee 

 

 No, [IF HAVE CONSIDERED USING SERVICES AT Q2, ‘did not do 
that’ / IF WOULD CONSIDER USING SERVICES IN THE FUTURE 

AT Q2, ‘would not do that’] expecting to pay a fee 

 

 Not sure; [IF CONSIDERED USING SERVICES AT Q2 ‘can’t 
remember’] 

 

 
Sometimes, problems may arise when getting this legal advice / assistance such as advisors not being 
familiar with the particular nature of the situation or there being issues with quality or timeliness of the 
advice received. For example *IF DEBT AT QP1.1,’an advisor might provide inadequate advice meaning that 
a debt is referred to a recovery agency or that a county court judgement is bought against you’ / IF 
HOUSING AT QP1.1, ‘an advisor might be slow to provide adequate representations after your being asked 
to leave a property, leading to an increased chance of eviction’ / IF EMPLOYMENT AT QP1.1, ‘an advisor 
might provide inadequate advice in a case of unfair dismissal leading to the loss of income which is due to 
you’ / IF WELFARE BENEFITS AT QP1.1, ‘an advisor might provide inadequate advice resulting in the loss of 
benefits which are due to you’ / IF COMMUNITY CARE AT QP1.1, ‘an advisor might provide inadequate 
advice meaning that a local authority is not providing adequate care for a relative’+. 
Now, to prevent these problems, suppose there were education and training requirements required for 
people to provide this legal service.  Education and training requirements would include providers 
achieving minimum educational standards before being allowed to provide services in relation to issues 
involving [debt / housing / employment / welfare benefits / community care] and undergoing relevant 
ongoing training to maintain and update their knowledge. 
In this instance some of the costs of education and training requirements that providers initially pay for 
would be passed on to service users in the price they are charged for using the service. In other words, as 
more consumer protections are added, the price that service users pay would increase. 
[IF DEBT AT QP1.1, ‘An example of the current average price that consumers pay for services in relation to 
issues involving debt is £240’ 
IF HOUSING AT QP1.1, ‘An example of the current average price that consumers pay for services in relation 
to issues involving housing is £425’ 
IF EMPLOYMENT AT QP1.1, 'An example of the current average price that consumers pay for services in 
relation to issues involving employment is £735’ 
IF WELFARE BENEFITS AT QP1.1,‘An example of the current average price that consumers pay for services in 
relation to issues involving welfare benefits is £200’ 
IF COMMUNITY CARE AT QP1.1,‘An example of the current average price that consumers pay for services in 
relation to issues involving community care is £355’+ 
 

QP1.5 Would you be willing to pay an extra £x above the average for additional protection that would 

be provided by education and training requirements? 

 SINGLE CODE ONLY 

 Yes No Not sure 

 
 
ASK IF QP1.5 = ‘Yes’ 
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QP1.6 And would you be willing to pay an extra £x above the average for protection provided by 

education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP1.5 = ’No’ or ‘Not sure’ 

QP1.7 And would you be willing to pay an extra £x above the average for protection provided by 

education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP1.7 = ‘No’ OR ‘Not Sure’ 

QP1.8 Are you willing to pay any extra amount on top of your legal fees to gain protection provided 

by education and training requirements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP1.8= ‘Yes’ 

QP1.9 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain 
protection provided by education and training requirements? 

 
£ [OPEN NUMERIC]  

 
ASK IF QP1.8= ‘Yes’ 

QP1.10 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  
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ASK IF QP1.8= ‘No’ 

QP1.11 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by education and training requirements? 

SINGLE CODE ONLY  

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QP1.17 

 

GO BACK TO QP1.9 

 

GO TO QP1.12 

 
ASK IF QP1.8 = ‘Not Sure’ 

QP1.12 
Can you say why you’re unsure whether you’d pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for issues involving [IF 
‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 
‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 
CARE’ AT Q21.1, ‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QP1.8 = ‘Not Sure’ 

QP1.13 
Do you have any other comments regarding how much you are willing to pay for education 
and training protections in ensuring a reliable quality of legal service for issues involving [IF 
‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 
‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 
CARE’ AT Q21.1, ‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QP1.5 OR QP1.7 OR QP1.8 = ‘Yes’ OR IF QP1.11 = ‘No’ 

QP1.14 
What are the reasons that you’re willing to pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for issues involving [IF 
‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 
‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 
CARE’ AT Q21.1, ‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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ASK IF QP1.11= ‘Yes’ 

QP1.15 
What are the reasons that you’re not willing to pay extra for education and training 
protections in relation to ensuring a reliable quality of legal service for issues involving [IF 
‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 
‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 
CARE’ AT Q21.1, ‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QP1.16 Do you believe education and training (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for issues involving [IF ‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ 

AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF ‘WELFARE 

BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, ‘community 

care’]?  

 

SINGLE CODE ONLY 

 Yes No Not sure 

 
 

QP1.17 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
As mentioned previously, problems may arise when getting legal advice / assistance such as advisors not 
being familiar with the particular nature of the situation or there being issues with quality or timeliness of 
the advice received.  For example *IF DEBT AT QP1.1,’an advisor might provide inadequate advice meaning 
that a debt is referred to a recovery agency or that a county court judgement is bought against you’ / IF 
HOUSING AT QP1.1, ‘an advisor might be slow to provide adequate representations after your being asked 
to leave a property, leading to an increased chance of eviction’ / IF EMPLOYMENT AT QP1.1, ‘an advisor 
might provide inadequate advice in a case of unfair dismissal leading to the loss of income which is due to 
you’ / IF WELFARE BENEFITS AT QP1.1, ‘an advisor might provide inadequate advice resulting in the loss of 
benefits which are due to you’ / IF COMMUNITY CARE AT QP1.1, ‘an advisor might provide inadequate 
advice meaning that a local authority is not providing adequate care for a relative’+. 
Now, to prevent these problems, suppose there were compensation arrangements for this legal service.  
Compensation requirements would involve the inclusion of an independent ombudsman handling 
complaints against providers with the ability to award compensation for all legal services professionals 
providing services in relation to issues involving [debt / housing / employment / welfare benefits / 
community care]. 
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In this instance some of the costs to the legal services would be passed on to service users in the price 
charged for the service. 
[IF DEBT AT QP1.1, ‘An example of the current average price that consumers pay for services in relation to 
issues involving debt is £240’ 
IF HOUSING AT QP1.1, ‘An example of the current average price that consumers pay for services in relation 
to issues involving housing is £425’ 
IF EMPLOYMENT AT QP1.1, 'An example of the current average price that consumers pay for services in 
relation to issues involving employment is £735’ 
IF WELFARE BENEFITS AT QP1.1,‘An example of the current average price that consumers pay for services in 
relation to issues involving welfare benefits is £200’ 
IF COMMUNITY CARE AT QP1.1,‘An example of the current average price that consumers pay for services in 
relation to issues involving community care is £355’+ 
 
 

QP2.3 Would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY   

 Yes No Not sure 

 
ASK IF QP2.3 = ‘Yes’ 

QP2.4 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QPD2.3 = ’No’ OR ‘Not sure’ 

QP2.5 And would you be willing to pay an extra £x on this average for the protection provided by 

compensation arrangements? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP2.5 = ‘No’ OR ‘Not Sure’ 

QP2.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by compensation arrangements? 
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SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP2.6= ‘Yes’ 

QP2.7 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain the 
protection provided by compensation arrangements? 

 
£ [OPEN NUMERIC]  

  
ASK IF QP2.6= ‘Yes’ 

QP2.8 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  

 
ASK IF QP2.6= ‘No’ 

QP2.9 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by compensation arrangements? 

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QP2.15 

 

GO BACK TO QP2.7 

 

GO TO QP2.10 

 
ASK IF QP2.6 = ‘Not Sure’ 

QP2.10 
Can you say why you’re unsure whether you’d pay extra for compensation arrangements 
in relation to ensuring a reliable quality of legal service for issues involving *IF ‘DEBT’ AT 
QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 
‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 
CARE’ AT Q21.1, ‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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ASK IF QP2.6 = ‘Not Sure’ 

QP2.11 
Do you have any other comments regarding how much you are willing to pay for 
compensation arrangements in ensuring a reliable quality of legal service for issues 
involving *IF ‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF 
‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare 
benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, ‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QP2.3 OR QP2.5 OR QP2.6 = ‘Yes’ OR IF QP2.9 = ‘No’ 

QP2.12 
What are the reasons that you’re willing to pay extra for compensation arrangements in 
ensuring a reliable quality of legal service for issues involving *IF ‘DEBT’ AT QP1.1, ‘debt’ / 
IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF 
‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, 
‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QP2.9= ‘Yes’ 

QP2.13 
What are the reasons that you’re not willing to pay extra for compensation arrangements 
in ensuring a reliable quality of legal service for issues involving *IF ‘DEBT’ AT QP1.1, ‘debt’ 
/ IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF 
‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, 
‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QP2.14 Do you believe compensation arrangements (click here for a reminder of what this is) can 

ensure a reliable quality of legal service for issues involving [IF ‘DEBT’ AT QP1.1, ‘debt’ / IF 

‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF 

‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, 

‘community care’]?  

SINGLE CODE ONLY 

 Yes No Not sure 

 

QP2.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 
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[OPEN TEXT, ALLOW NO ANSWER]  

As mentioned before, problems may arise when getting legal advice / assistance such as advisors not being 

familiar with the particular nature of the situation or there being issues with quality or timeliness of the advice 

received.  For example [IF DEBT AT QP1.1,’an advisor might provide inadequate advice meaning that a debt 

is referred to a recovery agency or that a county court judgement is bought against you’ / IF HOUSING AT 

QP1.1, ‘an advisor might be slow to provide adequate representations after your being asked to leave a 

property, leading to an increased chance of eviction’ / IF EMPLOYMENT AT QP1.1, ‘an advisor might 

provide inadequate advice in a case of unfair dismissal leading to the loss of income which is due to you’ / IF 

WELFARE BENEFITS AT QP1.1, ‘an advisor might provide inadequate advice resulting in the loss of 

benefits which are due to you’ / IF COMMUNITY CARE AT QP1.1, ‘an advisor might provide inadequate 

advice meaning that a local authority is not providing adequate care for a relative’]. 

 

Now, to prevent these problems, suppose there were professional regulation for this legal service.  
Professional regulation would involve the appointment of a regulator charged with monitoring standards of 
competence, developing codes of practice, overseeing providers’ professional conduct and exercising 
powers to fine or to expel individuals who fail to meet the required technical or ethical standards of service.  
This includes powers to order compensation in the event of a provider’s fraud or bankruptcy. 
In this instance some of the costs to the legal services would be passed on to service users in the price 
charged for the service. 
[IF DEBT AT QP1.1, ‘An example of the current average price that consumers pay for services in relation to 
issues involving debt is £240’ 
IF HOUSING AT QP1.1, ‘An example of the current average price that consumers pay for services in relation 
to issues involving housing is £425’ 
IF EMPLOYMENT AT QP1.1, 'An example of the current average price that consumers pay for services in 
relation to issues involving employment is £735’ 
IF WELFARE BENEFITS AT QP1.1,‘An example of the current average price that consumers pay for services in 
relation to issues involving welfare benefits is £200’ 
IF COMMUNITY CARE AT QP1.1,‘An example of the current average price that consumers pay for services in 
relation to issues involving community care is £355’+ 
 

QP3.3 Would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY  

 Yes No Not sure 

 
 
ASK IF QP3.3 = ‘Yes’ 
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QP3.4 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP3.3 = ’No’ OR ‘Not sure’ 

QP3.5 And would you be willing to pay an extra £x on this average for the protection provided by 

professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP3.5 = ‘No’ OR ‘Not Sure’ 

QP3.6 Are you willing to pay any extra amount on top of your legal fees to gain the protection 

provided by professional regulation? 

SINGLE CODE ONLY 

 Yes No Not sure 

 
ASK IF QP3.6= ‘Yes’ 

QP3.7 
Can you tell us the extra amount you are willing to pay on top of your legal fee to gain the 
protection provided by professional regulation? 

 
£ [OPEN NUMERIC]  

  
ASK IF QP3.6= ‘Yes’ 

QP3.8 
What legal fee did you have in mind when thinking of this extra amount? 

 
£ [OPEN NUMERIC]  
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ASK IF QP3.6= ‘No’ 

QP3.9 Can you please confirm that you would not expect to pay any additional amount above the 

average in order to gain the protection provided by professional regulation? 

SINGLE CODE ONLY 

 Yes – I would not expect to 
pay anything 

No – I would expect to pay 
something 

No answer 

  

GO TO QP3.15 

 

GO BACK TO QP3.7 

 

GO TO QP3.10 

 
ASK IF QP3.6 = ‘Not Sure’ 

QP3.10 
Can you say why you’re unsure whether you’d pay extra for professional regulation to 
ensure a reliable quality of legal service for issues involving *IF ‘DEBT’ AT QP1.1, ‘debt’ / IF 
‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF ‘WELFARE 
BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, ‘community 
care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QP3.6 = ‘Not Sure’ 

QP3.11 
Do you have any other comments regarding how much you are willing to pay for 
professional regulation to ensure a reliable quality of legal service for issues involving [IF 
‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 
‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 
CARE’ AT Q21.1, ‘community care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK IF QP3.3 OR QP3.5 OR QP3.6 = ‘Yes’ OR IF QP3.9 = ‘No’ 

QP3.12 
What are the reasons that you’re willing to pay extra for professional regulation to ensure 
a reliable quality of legal service for issues involving *IF ‘DEBT’ AT QP1.1, ‘debt’ / IF 
‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF ‘WELFARE 
BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, ‘community 
care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  
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ASK IF QP3.9= ‘Yes’ 

QP3.13 
What are the reasons that you’re not willing to pay extra for professional regulation to 
ensure a reliable quality of legal service for issues involving *IF ‘DEBT’ AT QP1.1, ‘debt’ / IF 
‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF ‘WELFARE 
BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, ‘community 
care’+? 
(click here for a reminder of what this protection consists of) 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
ASK ALL 

QP3.14 Do you believe professional regulation (click here for a reminder of what this is) can ensure a 

reliable quality of legal service for issues involving [IF ‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ 

AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, ‘employment’ / IF ‘WELFARE 

BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY CARE’ AT Q21.1, ‘community 

care’]?  

SINGLE CODE ONLY 

 Yes No Not sure 

 

QP3.15 
Please describe what type of problems with the legal service you had in mind when 
thinking about this? 

 
[OPEN TEXT, ALLOW NO ANSWER]  

 
 

QP4.1 Do you believe that protection provided by professional regulation, education and training and 

compensation arrangements can together ensure a reliable quality of legal service for issues 

involving [IF ‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT 

QP1.1, ‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 

CARE’ AT Q21.1, ‘community care’]? 

(click here for a reminder of what these protections consist of) 

SINGLE CODE ONLY 

 Yes No Not sure 
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QP4.2 Do you believe that in order to ensure a reliable quality of legal service for issues involving [IF 

‘DEBT’ AT QP1.1, ‘debt’ / IF ‘HOUSING’ AT QP1.1, ‘housing’ / IF ‘EMPLOYMENT’ AT QP1.1, 

‘employment’ / IF ‘WELFARE BENEFITS’ AT QP1.1, ‘welfare benefits’ /IF ‘COMMUNITY 

CARE’ AT Q21.1, ‘community care’] you need..? 

SINGLE CODE PER ROW 

  Yes No Not sure 

 Minimum education and training standards    

 Compensation arrangements    

 Professional regulation    

 (click here for a reminder of what these protections consist of) 

 

  



 

Opinion Leader 84 

About you 

 

Finally, we’d like to ask some questions about you. 

Please note that your answers to these questions will remain confidential and will not be used to identify 

individuals in any way.  Rather the information will be used for analysis purposes in order to report the views 

of broad categories of people. 

QD1. Are you… 

SINGLE CODE ONLY 

 Male Female 

 
 

QD2. Which of the following best describes your ethnic group? 

SINGLE CODE ONLY 

 White English/Scottish/Welsh / Northern Irish/British 

 Irish 

 Any other white background  (Please write in) 

 Black or black British African 

 Caribbean 

 Any other black background  (Please write in) 

 Asian or Asian British Indian 

 Pakistani 
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 Bangladeshi 

 Any other Asian background  (Please write in) 

 Mixed ethnic group White and black Caribbean 

 White and black African 

 White and Asian 

 Any other mixed ethnic background  (Please write in) 

 Chinese or other ethnic 

group 

Chinese 

 Other ethnic group (Please write in) 

 
 

QD3. Which of these qualifications do you have? 

PLEASE SELECT ALL THAT APPLY 

 GCSE/O-Level/CSE  GNVQ  

 Vocational qualifications (NVQ1+2 / BTEC 
First)  

No formal qualifications  

 A-Level or equivalent (NVQ3 / BTEC National)  Apprenticeship 

 Bachelor Degree (B.A./B.Sc.) or equivalent 
(NVQ4 / BTEC Higher)  

Still studying  

 Masters/PhD or equivalent  Others  

 City & Guilds   

 

QD4. What is the annual income of your household before tax? 

SINGLE CODE ONLY, ALLOW NO RESPONSE 

 £6,999 or less £25,000 - £34,000 

 £7,000 – £14,999 £35,000 - £49,999 

 £15,000 - £24,999 £50,000+ 

Thank you very much for participating in this survey 

 


