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1. Executive Summary 
 
Making recommendations about the scope of regulatory protections needed for consumers of legal 
services falls in the remit of the Legal Services Board (LSB). The purpose of the research detailed in this 
report was to help the LSB understand the perceived value of three legal protections to consumers and 
their perceived impact on the quality of legal advice. 
 
The legal protections considered in this research do not currently have a consumer market. In order to 
quantify a monetary value for each, Contingent Valuation (CV) was used to establish respondents’ 
willingness to pay for the benefits provided by the protections.  
 
The three protections considered within the context of the research were:  

 Minimum education and training standards 

 Compensation arrangements 

 Professional regulation 
 
Respondents were asked to consider how much they would be willing to pay, over and above an estimated 
average fee for receiving legal advice, for each of these protections in turn in the context of the area of law 
in which they have sought or would consider seeking legal advice. Table A below summarises these 
findings. 
 
Table A: Amount respondents are willing to pay for the protections 

Area of law 
Estimated 

average fee 

Median amount willing to pay (including £0 values) 

Education and 
Training 

Compensation 
Arrangements 

Professional 
Regulation 

Immigration £295 £81 £50 £39 

Will Writing £470 £0 £0 £0 

Conveyancing £1,196 £50 £0 £0 

P
er

so
n

al
 W

el
fa

re
 Debt £240 £16 £16 £0 

Housing £425 £50 £10 £10 

Employment £735 £50 £31 £16 

Welfare Benefits £200 £11 £20 £10 

Community Care £355 £25 £42 £25 

 
The research findings indicated that respondents who sought legal immigration advice were more likely to 
be willing to pay for any one of the three protections (and were willing to pay a higher amount), and that 
respondents who sought legal advice in relation to will writing were least likely. This is likely to be related 
to the complexity and severity of the consequences which would be suffered by consumers seeking advice 
in those areas, with poor legal immigration advice potentially having much more severe consequences.  
 
When considering the stated willingness to pay for each of the protections, respondents were most likely to 
be willing to pay for the education and training protection, as they felt that it would ensure legal advisors 
would be sufficiently trained to be able to provide good quality advice. They would be least likely to be 
willing to pay for professional regulation as many felt that this protection should already be provided as a 
matter of course.  Compensation arrangements protection was seen as valuable for service users who find 
themselves in a poor financial situation (to ensure they are financially protected in case the legal advice 
they receive is poor and results in a negative outcome). However, those who were unwilling to pay for this 
protection provided sound reasoning for why this was the case, for example, poor legal advice may result in 
deportation, in which case compensation arrangements would not be of benefit to that service user. 
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Respondents saw the most value in there being minimum education and training standards and 
professional regulation protections, with more than 3 in 5 (on average) saying that they believe those 
protections would ensure a more reliable quality of legal advice. Respondents were least likely to believe 
that about the compensation arrangements protection. While there was some benefit to it, particularly for 
respondents who sought legal advice in relation to personal welfare issues, it was not seen as providing a 
protection against poor legal advice, but rather as a safety net for legal advisers, ensuring they are 
protected against their own errors. 
 
Overall, therefore, respondents saw the most value in the education and training protection, and were 
most likely to be willing to pay for it. Professional regulation protection was seen as essential to the legal 
sector to ensure that legal advisers are held accountable for their actions, however, respondents were less 
likely to be willing to pay for it as they felt it should be the responsibility of the legal advisers themselves 
(thus misunderstanding the economics governing the ways in which legal fees are determined). 
Compensation arrangements protection was seen as beneficial to service users who could find themselves 
in financial distress as a result of poor legal advice, however, it was less likely to be seen as ensuring high 
quality of legal advice in the first place. It was felt that the notion of financial protection for consumers 
would suggest to legal advisers that they would not be responsible if they provided poor legal advice. 
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2. Background and objectives 

2.1 Background 
The Legal Services Board (LSB) provides regulatory oversight of the ten Approved Regulators which 
themselves regulate the lawyers practising in England and Wales.  It was set up to ensure that regulation in 
the legal services sector is carried out in the public interest and the interests of consumers are placed at the 
heart of the system.   
 
The LSB is tasked with a range of activities which collectively support the delivery of the Regulatory 
Objectives set out in the Legal Services Act 2007. One element of this work is to make decisions about the 
scope of regulatory protections needed for consumers of legal services.  Inevitably such analysis requires 
the comparison of the costs imposed by regulation with the benefits they deliver.   

2.2 Objectives 
The quantitative research findings which are reported here build upon initial qualitative analysis originally 
undertaken to:  
 

 Understand what protections against poor legal advice consumers believe they already enjoy. 

 Assess the attractiveness and potential disadvantages of different regulatory protections in 
principle. 

 Assess people’s attitudes toward those protections in practice, as they are currently used in legal 
services or might be used in the future.   

 
The quantitative research was subsequently tasked with supporting the previous qualitative analysis by 
measuring the benefits consumers would receive from three key regulatory protections1. 
 
The process of evaluating consumers’ willingness to pay for regulatory protections is challenging because 
there is no consumer market for such protections, and consequently, no clear market price.  Therefore, 
defensible non-market monetary values needed to be established for the protections.  The quantitative 
research, therefore, aimed to generate these values using Contingent Valuation (CV) methodology2, and 
thereby determine the amount consumers would be willing to pay for the benefits provided by different 
protections in different situations defined by the type of legal service offered and the severity of the issue 
involved.   
 
The values that emerged from the analysis of the quantitative research, therefore, calibrate the benefit 
consumers expect from the regulatory protections, in different situations.  They can be compared and used 
in subsequent cost benefit analysis to show whether the impact of regulation would be acceptable to 
consumers, i.e. whether the value placed on the benefits outweighs the costs of having to provide them. 

                                                      

1
 The three protections are described in more detail within the Main Findings sections of this report (section 4). 

2
 Contingent valuation is a system used to place monetary values on services, which are not traded in markets, and hence, do not 

have easily observable prices. See the Methodology section (section 3), and the Technical Report - available under a separate cover, 
for further detail on this methodology. 
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3. Methodology 

3.1 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 issues3.  This survey used 
stated preference methodology so that consumers were able to choose a price they would pay for 
regulatory protection. The particular stated preference methodology chosen for the purposes of this 
research was Dichotomous-Choice 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, i.e. the value 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 values presented to each respondent varied among the research sample for each regulatory 
protection, and each respondent was asked to make a choice among a selection of possible values. If 
respondents rejected the initial value, a value equal to half that originally presented was offered.  If the 
initial value was accepted, a value equal to double that originally presented was offered. Respondents were 
then asked to provide the reasons why they would be willing, or unwilling, to pay the value they have 
chosen for a particular legal protection in the context of legal services they had taken, considered or would 
consider taking.    

3.2 Data analysis and interpretation 
For each protection, within the context of the legal services relevant to the respondent (i.e.  each service-
specific module they were routed into within the survey), 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 to pay: 
 

 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 those who accepted a value which was offered to them.   

 

 Those who indicated that they would be unwilling to pay comprised those who rejected all the 
values that were offered to them and who gave their own which was equal to 0 and those who 

                                                      

3
 Will writing services, conveyancing services, immigration issues or personal welfare issues 
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rejected the values offered them and who confirmed that they would not be will to pay anything 
above the average amount paid for the service currently 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 numbers of respondents falling into each of these categories 
is provided in the technical report which is available under a separate cover. 

 
Within the context of the service-specific module and for each protection, a final median value was 
generated for each of the groups.  Values were calculated using data from both, those willing, and those 
unwilling (i.e. using a value of zero), to pay for each protection  in order to arrive at a value indicative of 
what the larger population would be willing to pay.4 

3.3 Weighting and limitations of the data 
The profile of respondents included within the results of this research 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 work5.  For this reason, no appropriate profiling information with 
which to benchmark the data exists, hence 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.   

                                                      

4
 More detailed reasoning behind the use of the median as the indicative willingness to pay value in provided in the 

Technical Report available under a separate cover. 
5
 More detail on this is provided in the Technical Report available under a separate cover. 
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4. Main Findings 

4.1 Introduction 
Valuation choices made by participants will be presented within the context of the legal service they have 
taken, considered taking or would consider taking. Within each specific legal service module, participants 
were asked to consider, one by one, how much above the estimated average fee payable for that legal 
service, they would be willing to pay to guarantee each one of the protections is in place.  
 
Each protection was introduced to respondents within the context of the type of legal advice relevant to 
them. Respondents were given an example of a problem which may be encountered when seeking legal 
advice that could result in the provision of poor service, and how the protection would ensure this problem 
would be prevented from occurring. The three protections are: 
 

 Education and training: These requirements would include providers achieving minimum 
educational standards before being allowed to provide legal services, and having to take relevant 
and on-going training to maintain and update their knowledge. 

 Compensation arrangements: These would involve the inclusion of an independent ombudsman 
handling complaints against providers, with the ability to award compensation for all legal services 
professionals providing legal services. 

 Professional regulation: This 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. 

 
Participants were also asked if they considered that three protections together would ensure reliable 
quality of legal service within the context of the area of law relevant to them.  Participants were not asked, 
however, to consider how much in additional fees, they would be willing to pay for the three protections 
together. 
 
Participants were asked to consider whether or not they would be willing to pay an amount in addition to 
the fee they would pay to receive legal advice, for each of the protections separately. Within the survey 
they were asked to consider each protection in the context of the area of law in which they have taken, 
considered taking or would consider taking legal advice. 
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Table 1: Areas of law considered by participants when answering questions 

Area of law 
Examples of problems which may be encountered by 

a service user seeking legal advice 

Immigration 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 

Will Writing Advisors may not be familiar with the particular nature of the situation, 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. 

Conveyancing An advisor providing assistance with conveyancing services might be slow to 
provide it, meaning that a potential purchase of a property falls through. 

Personal Welfare: 
Debt 

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 the 
service user 

Personal Welfare: 
Housing 

An advisor might be slow to provide adequate representations after the 
service user being asked to leave a property, leading to an increased chance of 
eviction. 

Personal Welfare: 
Employment 

An advisor might provide inadequate advice in a case of unfair dismissal 
leading to the loss of income which is due to the service user. 

Personal Welfare: 
Welfare Benefits 

An advisor might provide inadequate advice resulting in the loss of benefits 
which are due to the service user.  

Personal Welfare: 
Community Care 

An advisor might provide inadequate advice meaning that a local authority is 
not providing adequate care for a relative. 

 
Each of the protections will be considered in turn in the following chapters, exploring the reasons why 
some participants may be willing, unwilling, or unsure whether or not they would pay an additional amount 
to ensure the protection was provided when seeking advice in each of the above areas of law. 
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4.2 Minimum education and training standards 

4.2.1 Context 

It is possible that problems may arise when getting 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. Respondents were asked to assume that no protections were currently in place to help 
mitigate such situations, and to try and address these problems, legal advisers would be required to meet 
and adhere to minimum education and training standards. These requirements would include providers 
achieving minimum educational standards before being allowed to provide legal services, and undergoing 
relevant and on-going training to maintain and update their knowledge. 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, which would increase the fee customers would pay for legal advice. The 
purpose of the survey was to find out how much, if anything, respondents would be willing to pay to ensure 
this protection was in place in addition to an estimated average fee payable to the legal adviser. 
 
After respondents were asked how much, if anything, they would be willing to pay for this protection 
(which will be discussed in detail in the following section), they were asked to consider whether or not the 
Education and Training protection would ensure a more reliable quality of legal advice.  
 
Chart 1: Consideration whether or not the Education and Training protection would ensure a more reliable 
quality of legal advice 

 
 
Chart 1 above illustrates these findings. A large majority of customers feel that minimum education and 
training standards which legal advisers would need to adhere to would ensure a more reliable quality of 
legal advice in each of the areas of law relevant to participants of the study. 

4.2.2 Willingness to pay 

To test each respondent’s willingness to pay for each of the protections in context of legal advice services 
which they had taken, considered taking or would consider taking, they were provided with a model value, 
representing an estimate of the average fee that a customer would pay for legal advice (please see Table 2), 
which differed per area of law. When considering the protection, respondents were asked how much, in 
addition to this average service fee, they would be willing to pay to ensure that the protection is in place. 
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Respondents were informed that as more consumer protections would be added, the price that service 
users pay would increase.  
 
Respondents’ willingness to pay is illustrated in Chart 2 below. The proportions of respondents who are 
willing to pay for the education and training protection are lower than the proportions of those who felt 
that this protection would ensure a more reliable quality of legal advice. This suggests that respondents 
value the benefits that the protection would bring to legal advice provision, however, they are less likely to 
be willing to pay for it, they felt that it should already be provided. This premise will be explored in more 
detail in the following sections in this chapter. 
 
Chart 2: Willingness to pay for Education and Training protection 

 
 
Respondents who sought legal advice in immigration law were most likely to say that they were willing to 
pay for this protection (65%), and those who sought advice relating to will writing were least likely to say 
they would be willing to pay (35%) and most likely to be unwilling to pay for this protection (39%).  
 
In terms of the monetary value placed on each of the protections, the table below presents, in summary, 
how much respondents would be willing to pay for the education and training protection in addition to the 
estimated average fee payable for legal advice in that area of law, also specified in Table 2 below. 
 
Table 2: Amount respondents are willing to pay for the protection 

Area of law 
Estimated average fee 

Median amount willing to 
pay (including £0 values) 

Immigration £295 £81 

Will Writing £470 £0 

Conveyancing £1,196 £50 

P
er

so
n

al
 W

el
fa

re
 Debt £240 £16 

Housing £425 £50 

Employment £735 £50 

Welfare Benefits £200 £11 

Community Care £355 £25 

 
The reported values respondents are willing to pay are the medians of the values provided by those 
respondents who are willing to pay an amount in addition to the average fee, as well as those who are 
unwilling to pay any additional amount for this protection (£0). The reason why the median (middle value) 
is the more reliable figure to report on than the mean (average) value is the ease with which the mean can 
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be distorted by the inclusion of outliers, i.e. values provided by respondents which, in the case of this 
report, are much higher than those provided by others. This is discussed in more detail in the technical 
report, available under separate cover. 

4.2.3 Reasoning 

a. Willing to pay 
 
The key reason given for people’s willingness to pay for this additional protection is to ensure that they are 
dealing with competent legal advisors. Respondents took the view that it is little use to them to obtain legal 
advice from advisers who are not sufficiently educated and trained in the particular area of law they work 
in, as is illustrated by the verbatim comments below. 
 

“To ensure issues are dealt with appropriately and to give me peace of mind knowing 
that my issue is being dealt with by someone with knowledge of such issues.” 

Immigration, Willing to pay 
 

“I believe that currently anyone can set up as a will writer. This is wrong hopefully the 
training and protection would ensure more competence in this field.” 

Will Writing, Willing to pay 
 
“I want to know that the person dealing with my problem is trained and educated as 
much as possible, if they don't know their job properly then it could end up costing me 
more in the long run.” 

Debt, Willing to pay 
 

“It appears to be a simple equation. A lot of people require legal services. There is no 
point in getting advice from people who are not qualified?” 

Employment, Willing to pay 
 
Respondents who sought legal immigration advice, for example, felt that their future is at stake, as their 
right to stay in the UK will depend on the knowledge and understanding of immigration laws of a particular 
legal advisor or that they or their families won’t lose out as a result of mistakes made in the process of 
preparing a will. They need someone who thoroughly understands this area of law and will prevent any 
problems occurring, as they themselves, as service users, have little or no understanding of law. In those 
respondents’ opinions, better and more reliable service can be guaranteed with minimum education and 
training requirements. 
 

“Simply that immigration is a thorny and vital issue that I really can do without being 
anxious over; it is about my livelihood after all.” 

Immigration, Willing to pay 
 

“I don't want to run the risk of losing money in the long run and need to feel confident in 
what is put in place. If matters are found to be ill-advised then it could cost me twice as 
much.” 

Will Writing, Willing to pay 
 

“Because I have little or no understanding of these issues, it is important to know that the 
professional is always acting in your best interest. Last time, took a cheap option via 
internet and received poor service.” 

Conveyancing, Willing to pay 



 

Opinion Leader 14 

 
“The welfare system is too complicated so I would want someone who knew the system.” 

Housing, Willing to pay 
 
Respondents also felt that a legal adviser with the appropriate qualifications would make a better outcome 
for the service user more likely. Therefore, they were willing to pay an additional amount to ensure that the 
legal adviser they had dealings with was qualified to a certain standard. 

 
“Better education means a better outcome hopefully.” 

Community Care, Willing to pay 
 
“I believe that the service provided would have a better outcome if there was expertise in 
particular fields rather than being dealt with by a person with small amounts of expertise 
in many subjects. I think efficiency and the quality of service would be vastly improved.” 

Welfare Benefits, Willing to pay 
 
“Think that anybody acting as a paid legal advisor should have sufficient training paid for 
in the first instance by their employer. I realise that this cost will be passed onto the 
customer, £50 seems a reasonable amount for each customer’s bill to be raised by to 
ensure the legal advisor has sufficient knowledge.” 

Conveyancing, Willing to pay 
 

Unsurprisingly the vast majority of respondents feel that the minimum education and training 
requirements protections would ensure a better quality of legal advice. 
 
Chart 3: Consideration whether or not the Education and Training protection would ensure a more reliable 
quality of legal advice among those who were willing to pay for this protection 

 
 
 

b. Unwilling to pay 
 
Respondents who were unwilling to pay an additional amount for this protection felt that the fees they 
have to pay are already high (it is unclear whether or not this opinion stems from their experience or 
whether respondents feel the estimated average fee they were presented with, in the context of the 
questionnaire, was too high). They felt it was unreasonable to ask them to pay more, especially considering 
some may not be able to afford them. Verbatim comments below illustrate this view. 



 

Opinion Leader 15 

 
“Immigration solicitors are already charging a lot more than legally required. There are 
no rules for immigration solicitors for fees.” 

Immigration, Unwilling to pay 
 
“I think that sort of thing should be legal aid but if you have a certain amount of money 
to cover this by all means but I’m talking about poorer people that couldn’t afford this 
and shouldn’t be asked to either.” 

Immigration, Unwilling to pay 
 
“Conveyancing is expensive enough without having to find any extra money.” 

Conveyancing, Unwilling to pay 
 
Respondents who sought legal advice in the area of personal welfare in particular, felt that additional costs 
to ensure that this protection is in place are not always reasonable, given that many would be seeking 
advice for money related issues, such as welfare benefits. 
 

 “Being on benefits people cannot afford to live decent never mind pay for the training or 
education if we had that sort of money spare we wouldn’t need benefits.” 

Welfare Benefits, Unwilling to pay 
 

“I am disabled and up until recently had a relative that had mental problems who needed 
assistance. It seems that this "protection" is only for the reasonably well off, and those of 
us on benefits can do without.” 

Community Care, Unwilling to pay 
 
Respondents in similar circumstances suggested that there are ways for them to obtain legal advice that 
they may need for free, therefore, they would not be inclined to pay for the legal advice itself let alone any 
additional protection. 
 

“Why would I want to get into more debt for a so say more reliable legal service when I 
can go to the likes of CCCS and get all the help and support I need for free.” 

Debt, Unwilling to pay 
 
This suggests that some of those unwilling to pay were concerned about the general affordability of the 
advice.  
 
Others felt that no legal advisor should be licensed without the appropriate skills. 
 

“All legal advice should be reliable quality - that's exactly the service I'm already paying 
for! I would expect anyone charging for advice to be appropriately educated and trained 
already!” 

Employment, Unwilling to pay 
 
Some respondents seemed to suggest that the legal advisers themselves should pay for their education and 
training, thus putting the onus on the legal advisers rather than their employers or service users. 
 

“Those providing legal advice should be licensed or certified to ensure that they are 
competent to provide advice.  Anything less will not ensure competence.  Further, this 
should be considered a cost in practicing a profession, and should not be passed on to the 
consumer.  I feel very strongly by this and feel uneasy with the fact that professionals 
such as physicians, solicitors and estate agents are not licensed in the UK.” 
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Immigration, Unwilling to pay 
 
“As a professional chartered engineer I paid for my own training and education, and I 
expect all professionals to do likewise. I also hold public liability insurance which is paid 
for from my company's funds.  Should the legal profession consider that they should ask 
their clients to pay for their training and education they really do need some basic 
education into business practices.” 

Employment, Unwilling to pay 
 

Others felt that the firms should ensure the legal advisers they employ take care of the training and 
education costs to ensure their employees are sufficiently qualified. This suggests that some respondents 
seemed to be unaware that any cost associated with training for legal advisers will ultimately be passed on 
to the service user in the fees payable for the legal advice they receive. 

 
“I am already paying a firm for a service - it is the firm's responsibility to ensure their staff 
are correctly trained, and it should be possible to sue for bad service.  The fees paid 
should be set so as to ensure that the firm can afford to train staff - or perhaps, just 
expect a little less profit!” 

Will Writing, Unwilling to pay 
 
“I wouldn't go to a conveyancer unless they were qualified, i.e. a solicitor. The cost of 
getting someone qualified is already in the price. If there are conveyancers not qualified 
they are likely to be cheaper, reflecting that, and I wouldn't go to them. I'm not sure what 
"extra" training you're expecting me to pay for. I also expect the conveyancer to have 
legal liability insurance.” 

Conveyancing, Unwilling to pay 
 
“Education and training is an essential cost of doing business in this area that should be 
met by the providers themselves. Charging the client is like a supermarket charging 
customers who want to use a till, or a school asking pupils to pay for receiving education 
by a qualified teacher. A lack of keeping up to date with education/training is not an 
acceptable excuse for failing to provide adequate and timely advice, and we would be 
subsidising the cost of their incompetence.” 

Housing, Unwilling to pay 
 

“Training to be and remain competent in your chosen field should be part and parcel of 
being licensed to practice. I don't expect to pay to train my driving instructor when he is 
training me - I would not expect to pay an extra 25% for something legal professionals 
ought to be already trained in.” 

Will Writing, Unwilling to pay 
 
“If I am going to someone who is offering their services as an expert (particularly if they 
are charging a fee), then I would expect them to have this education and protection as 
standard, not an add-on.” 

Debt, Unwilling to pay 
 
Therefore, it seems some respondents who were unwilling to pay for the education and training protection 
were opposed to paying fees higher than they would be paying already, rather than paying for the 
protection itself. Respondents typically said that they would not seek legal advice from an adviser who was 
not sufficiently qualified, suggesting that they expect this to be already in place, and that they did not fully 
understand the purpose of the exercise – namely to value the protection, regardless of whether or not it is 
currently provided. 
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The finding that respondents do indeed value the protection, but are unable to value it in monetary terms, 
is illustrated by the figures presented in Chart 4 below. The chart shows (in green) the proportions of 
respondents who were unwilling to pay an additional amount for this protection, but felt that this 
protection would ensure a more reliable quality of legal advice in each of the presented areas of law. In line 
with discussions earlier in this section, respondents who sought legal advice relating to personal welfare 
issues were more likely to have good reason not to pay for this protection in addition to the average 
estimated fees, however, a large majority still felt that the protection would be of benefit. 
 
Chart 4: Consideration whether or not the Education and Training protection would ensure a more reliable 
quality of legal advice among those who were unwilling to pay for this protection 

 
 
Interestingly, of all the areas tested the largest proportion of respondents who sought legal advice in will 
writing were unwilling to pay for the education and training protection (39%), however, of all the areas 
tested the largest proportion of those respondents asked to consider will-writing felt that the protection 
would ensure more reliable provision of legal advice (80%).  
 
This strongly reinforces the overall conclusion that while there are respondents who had a reasonable 
argument as to why they would not be willing to pay for the protection, they were in the minority, and 
most of the respondents who were unwilling to pay simply did not want to pay higher fees, or 
misunderstood the purpose of the survey, and saw the benefit of having this protection in place, rather 
than being genuinely unwilling to pay for it. 
 

c. Unsure if they would be willing to pay 
 
There was also a group of respondents who were unsure if they would pay an additional fee to ensure that 
the education and training protection was in place, whose reasoning was similar to that of those who were 
unwilling to pay. They were puzzled by the fact that legal advisers may not be sufficiently educated to be 
able to provide them with the service they are paying for. 
 

“I feel that a solicitor ought not to take on work that they do not understand.  It might 
not be fraud in the strictly narrow legal sense not to be au fait with the situation, but it 
would certainly feel fraudulent to me.  It would undermine my trust in a legal firm if I 
were offered the choice of paying a supplement in order to receive competent legal 
advice, implying that their basic rate was incompetent.   I pay for my own CPD 
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(continuing professional development) in order to take on more complex projects and so 
should lawyers.  I'm quite outraged at the suggestion.” 

Immigration, Unsure if willing to pay 
 
“Because this provider has decided on this area of work and should therefore keep up to 
date on new standards as principle.” 

Will Writing, Unsure if willing to pay 
 

“I shouldn't need to do this.  The Solicitor in question should have been educated and 
trained as a Legal Clerk and have the ability to do his/her job properly and efficiently once 
fully qualified, as was the case with the Solicitor I instructed (who specialised in debt 
problems).” 

Debt, Unsure if willing to pay 
 

“I expect that I am paying for legal services by properly trained people.  If they are not 
properly trained then why are they charging so high in the first place?  If there is an 
obvious gap and it can be justified adequately then I may consider it, but it would all 
depend on what service I would ultimately get.” 

Housing, Unsure if willing to pay 
 

“I would have thought that if one needs to seek advice from a professional that they 
would have been adequately educated and already would have received 'in-house' 
training to keep up to date with any part of their role. If one has to pay to receive advice 
on any matter then surely that person deserves to receive the right information needed 
otherwise what are they getting paid for?” 

Community Care, Unsure if willing to pay 
 
Again, this demonstrated that the research itself had only partially succeeded in explaining the concept of 
placing values on key protections that we were looking to test.  Some also mentioned that their willingness 
to pay would depend on the severity of the situation they found themselves in as well as their financial 
situation at the time. They would be happy to deal with some issues, such as application to become a UK 
citizen, themselves in the case of legal immigration advice, however, would be more likely to seek qualified 
legal advice if the issue was more severe. 
 

“It depends what position I were in. I might not need to buy or sell quickly. If I were able 
to wait the additional cost might not be worth it.” 

Conveyancing, Unsure if willing to pay 
 
“The question is too simplistic - it all depends on the particular circumstances. I can't 
generalise meaningfully.” 

Community Care, Unsure if willing to pay 
 
Others felt that their willingness to pay an additional amount would depend on the amount they would be 
paying in fees for the services they would receive, which, to some, were already quite high. This suggested 
that rather than being unsure about paying for the protection because they didn’t see it as adding value, 
they were unsure due to high costs involved in seeking legal advice for the service. 
 

“Legal fees are expensive enough as it is without the worry of extra costs on top.” 
Will Writing, Unsure if willing to pay 

 
“It would depend how much extra money was involved as my resources are limited.” 

Employment, Unsure if willing to pay 
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“I am already in debt, cannot afford extra fees...” 

Debt, Unsure if willing to pay 
 
“It seems worthwhile - but at the moment so many people are hard-pressed to make ends 
meet, so any further expense on top of already onerous financial demands seems 
unrealistic.” 

Housing, Unsure if willing to pay 
 
Other respondents recognised that there may be something they are unaware of and felt that they would 
need to understand how legal services can be provided first, before they are able to make a judgment on 
whether or not they would be willing to pay more to ensure additional protections are in place. 
 

“Would need more information on what is being provided for what is already an 
expensive and unclear process. Need to be convinced it is worth the extra cost, and would 
it diminish the value and or service of the existing product.” 

Conveyancing, Unsure if willing to pay 
 

“You are asking for me to consider paying extra without describing what I would get in 
terms of their increased expertise, also, would there be a professional body of sorts 
setting standards and dealing with malpractice?” 

Employment, Unsure if willing to pay 
 
“I'd have to be sure exactly what the protection was and how much it was.” 

Employment, Unsure if willing to pay 
 
“Not sure would have to look into it first and understand it fully.” 

Community Care, Unsure if willing to pay 
 
Overall, the respondents who were unsure if they would be willing to pay for the Education and Training 
protection provided a number of reasons, including: the lack of understanding of what the protection would 
actually provide; the severity of the situation they found themselves in; their financial circumstances; or 
their assumption that it should already be in place included within the fees payable by service users. This 
line of reasoning suggests that respondents who were unsure if they would be willing to pay, felt that 
overall, the protection would ensure a more reliable legal advice. Therefore, while they were unable to 
value the protection in monetary terms, which seems to be a reoccurring limitation of the research, they 
felt the protection would ultimately benefit service users seeking legal advice. 
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Chart 5: Consideration whether or not the Education and Training protection would ensure a more reliable 
quality of legal advice among those who were unsure if they were willing to pay for this protection 

 

4.3 Compensation arrangements 

4.3.1 Context 

It is possible that problems may arise when getting legal advice or assistance, which could result in an 
unfavourable outcome to the service user. Respondents were asked to assume that no protections were in 
place to help mitigate such situations. To ensure that customers are protected from such situations in the 
future, arrangements for compensation for failures in the provision of this legal service would be in place. 
Compensation arrangements would involve the inclusion of an independent ombudsman, with the ability 
to award compensation, handling complaints against all legal service providers. As previously, any costs for 
putting this protection in place would be passed onto the service user, which would increase the fee 
customers would pay. The purpose of the survey was to find out how much, if anything, respondents would 
be willing to pay to ensure this protection was in place in addition to an estimated average fee payable to 
the legal adviser. 
 
After respondents were asked how much, if at all, they would be willing to pay for this protection (which 
will be discussed in detail in the following section), they were asked to consider whether or not the 
Compensation Arrangements protection would ensure a more reliable quality of legal advice.  
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Chart 6: Consideration whether or not the Compensation Arrangements protection would ensure a more 
reliable quality of legal advice 

 
 
Chart 6 above illustrates these findings. Overall, just over half feel that the availability of compensation 
arrangements for the service user would ensure a more reliable quality of legal advice in each of the areas 
of law relevant to participants of the study. These proportions are lower than they were for the education 
and training protection, implying that education and training was seen as more likely to ensure a more 
reliable quality of legal advice.  This is perhaps not surprising, compensation arrangements primarily serve a 
function of redress rather than ensuring prior to the event quality, even if to some extent they may result in 
secondary quality effects. 

4.3.2 Willingness to pay 

To test each respondent’s willingness to pay for each of the protections in context of the legal advice 
services which they had taken, considered taking or would consider taking, they were provided with a 
model value, representing an estimate of the average fee that a customer would pay for legal advice 
(please see Table 3), which differed by area of law. When considering the protection, respondents were 
asked how much, in addition to this average service fee, they would be willing to pay to ensure that the 
protection is in place. Respondents were informed that as more consumer protections would be added, the 
price that service users pay would increase. 
 
Respondents’ willingness to pay is illustrated in Chart 7 below. Support for the compensation arrangements 
is less obvious here, than it was when respondents were considering whether or not it would ensure a 
more reliable quality of legal advice. 
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Chart 7: Willingness to pay for Compensation Arrangements protection 

 
 
Respondents who sought legal advice in immigration law were most likely to say that they were willing to 
pay for this protection (60%), and those who sought advice relating to will writing or conveyancing were 
least likely to say they would be willing to pay (29% and 39% consecutively), and most likely to be unwilling 
to pay for this protection (49% and 39% respectively). However, more than half of respondents from each 
of these groups felt that the compensation arrangements protection would indeed ensure more reliable 
legal services. Those notions will be explored in more detail in the ‘Reasoning’ section of this chapter. 
 
In terms of the monetary value placed on each of the protections, Table 3 below presents, in summary, 
how much respondents would be willing to pay for the compensation arrangements protection in addition 
to the estimated average fee payable for legal advice in that area of law. 
 
Table 3: Amount respondents are willing to pay for the protection 

Area of law Estimated average fee 
Median amount willing to 
pay (including £0 values) 

Immigration £295 £50 

Will Writing £470 £0 

Conveyancing £1,196 £0 

P
er

so
n

al
 W

el
fa

re
 Debt £240 £16 

Housing £425 £10 

Employment £735 £30.50 

Welfare Benefits £200 £20 

Community Care £355 £42 

 
Some of the data (presented in Table 3) suggests some respondent groups are not willing to pay for the 
compensation arrangements protection at all. This was particularly the case in the areas of will writing and 
conveyancing, where either more respondents were unwilling to pay for this protection than willing to pay 
for it, or where those proportions were equal. As in the previous chapter, this ‘discrepancy’ in belief and 
willingness to pay may stem from respondents misunderstanding of the way legal advisors’ fees are 
calculated, or of the methodology. These issues will be explored in more detail where relevant in the 
subsequent sections of this chapter. 
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4.3.3 Reasoning 

a. Willing to pay 
 
One of the reasons why customers would be willing to pay for this protection was the concept of providing 
peace of mind that their case will be dealt with appropriately. This protection would ensure that vulnerable 
service users exploited for money by ‘phony’ legal advisers were not left without financial support. If 
complications were to occur as a result of the advice they were given, compensation arrangements would 
provide a financial fall back, giving them some peace of mind that they have not been ‘ripped off.’ For 
example, respondents felt that immigration appeals can be time consuming and stressful, therefore, 
respondents would value knowing there is a system in place to support them if things go wrong as a result 
of poor advice they could have been provided with. Furthermore, the suggested additional amount to pay 
for this protection seemed reasonable to respondents.  
 

“I think a compensation scheme is a good idea to prevent clients being stranded by 
shoddy service.” 

Immigration, Willing to pay 
 
“Own comfort and feeling that I might get my money back if I don’t get an adequate 
service.” 

Debt, Willing to pay 
 
This also applies to other areas of law, such as will writing, where respondents felt that this protection was 
important to ensure their family was protected in case an error was made when writing the will, or 
conveyancing, in order to protect oneself in case of any service quality issues. 
 

“To make sure your loved ones get the full benefits of your will and if they don't that they 
would be fully compensated should an error occur.” 

Will Writing, Willing to pay 
 
“Although I think most insurance products are unnecessary, buying or selling a property is 
a big commitment and it would be wise to ensure you are covered for any loss.” 

Conveyancing, Willing to pay 
 
Furthermore, respondents felt that such a protection would ensure legal advisers put their customer’s best 
case forward, ensuring the customer does not lose out as a result of poor effort made by the legal adviser, 
in other words, they would be ‘incentivised’ to ensure their knowledge is up to date.  
 

“It's a safety-net...once the power has been transferred to a conveyancer, we're almost 
powerless ourselves and so mistakes could be made costing us a new house we 
wanted....also it would sharpen up the professionals to ensure there are few such errors.” 

Conveyancing, Willing to pay 
 

“Only up to a price. Again to ensure service was timely and accurate. Would be a time of 
stress and need to be resolved so compensation would be an extra incentive for company 
to get it dealt with.” 

Housing, Willing to pay 
 
“Because the legal service are there to help, so if they can assure me that they can handle 
my case with certainty, I would pay the extra.” 

Employment, Willing to pay 
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Some respondents believed that this protection would ensure a level of accountability among legal advisers 
providing poor service. 
 

“To ensure I was getting sound advice and the person/company giving the advice is 
accountable.” 

Welfare Benefits, Willing to pay 
 
At the same time, some customers would like to be reassured that the protections would be effectively 
implemented. 

 
“Well I would like to know that it gives me a peace of mind for any negligence by the 
legal board that I’m protected otherwise more fees would result to rectify the existing 
problem from one legal board to another.” 

Immigration, Willing to pay 
 

“Without an independent Ombudsman I do not believe an ordinary individual would 
succeed in getting compensation for errors made by a solicitor.” 

Will Writing, Willing to pay 
 
This provides some explanation as to why respondents see this protection as potentially less effective in 
ensuring a reliable quality of legal advice, than the education and training protection. Namely, respondents 
feel it would be ineffective without a professional regulator overseeing the process and ensuring the 
protection is duly implemented. 

 
“This is complicated, but I would like the two to be included together. I find it nuts to 
imagine paying £200 for the education and an extra £200 for the protection. Put them 
together and you have something because anything that costs money and relates to care 
should have compensation included to keep people in check and ensure a reasonable 
quality of care is maintained at all times.” 

Community Care, Willing to pay 
 

“It is good to have the compensation umbrella if so needed but it should not really be 
required with proper training and education that was ongoing.” 

Community Care, Willing to pay 
 
Overall, however, respondents who were willing to pay for the compensation arrangements protection 
typically felt that it would indeed ensure a more reliable legal advice service, as illustrated by findings 
presented in Chart 8 below. 
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Chart 8: Consideration whether or not the Compensation Arrangements protection would ensure a more 
reliable quality of legal advice among those who were willing to pay for this protection 

 
 

b. Unwilling to pay 
 
There seem to be two groups of respondents unwilling to pay for the compensation arrangements. There 
were those who felt that there was no advantage in providing a compensation scheme for rational reasons, 
for example, some immigration service users would not be in the position to benefit from it as a result of 
being deported, as illustrated by the example below. 
 

“A compensation scheme would be of little use to someone facing deportation or being 
refused the right to work. The process is usually far too slow.” 

Immigration, Unwilling to pay 
 
This can also be the case when seeking will writing services. Respondents felt that if mistakes are found 
upon execution of the will, it may be too late for compensation arrangements protection to take effect as 
the testator or testatrix will have passed away by then. Some respondents seemed to have made an 
assumption that the additional fee for that protection would be paid if a mistake was found, rather than 
upon payment of the will writer’s fee. Therefore, it seems as though respondents felt that paying an 
additional amount for the compensation arrangements protection should not be an outright requirement, 
but an option to consider at the time mistakes in the will are found. 
 

“Can't afford it and when my will could become a problem, I'll be dead!” 
 

Will Writing, Unwilling to pay 
 
A second group was made up of respondents who, while strongly expressing the view that service users 
should not be charged to ensure the service they receive is of high enough quality, seemed to suggest that 
they would expect the protection to be in place with no extra cost to them. Therefore, it seems as though, 
while the protection was seen as of value, there was some misunderstanding among the respondents as to 
the purpose of the exercise. They were unable to think about the protection independently of their current 
understanding of the market. 
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“To not have protection from incompetence by an independent ombudsman is just plain 
immoral!  I could afford the cost, but on this one I stand my ground.  The principle that 
only those who can afford it get redress is appalling!!  (Both exclamation marks 
warranted.)” 

Immigration, Unwilling to pay 
 
Some also felt that legal advisors should already be competent enough to provide legal advice, therefore, 
they felt that the legal advisors themselves should be liable to pay for any legal protections. 
 

“It is the responsibility of those who are paid and charge for their services to ensure the 
service paid for is reliable. If anything goes wrong, they need to be liable.” 

Will Writing, Unwilling to pay 
 

“If these problems arise it is the responsibility of the legal service and totally unfair to pay 
extra due to someone else’s incompetence.” 

Housing, Unwilling to pay 
 
 
The comment below suggests that some misunderstood, or failed to recognise, that any costs incurred by a 
firm in insuring a legal advisor who works for them, would be ultimately passed on to the service user. 
 

“If a firm gives incorrect advice or does something wrong that involves the customer 
paying more, or delaying the transaction, the firm should of course pay compensation. 
Why should they charge the customer for an error the firm may commit. This is called 
insurance, a different business.” 

Conveyancing, Unwilling to pay 
 
Additionally, many respondents felt that education and training is the most important protection, in line 
with other findings cited in the previous section, before any other protections are to be considered. In 
other words, in this case legal advisers should be sufficiently qualified to be able to provide legal advice 
services for will writing. 
 

“If they are incompetent, they shouldn't be doing the job. It is their career choice and they 
should fund on-going training from their salary. If they are negligent, they should be 
insured to cover being sued at their own expense.” 

Will Writing, Unwilling to pay 
 
Some respondents also suggested that any compensation arrangements should not be funded through 
additional fees paid by service users, but by the professional regulator the legal advisers are accountable 
to. 
 

“If a person is qualified, I expect compensation from their governing body if they have 
been negligent. I wouldn't pay extra to a banking ombudsman if my bank caused me a 
major problem.” 

Conveyancing, Unwilling to pay 
 
This was reinforced by respondents suggesting that they would only hire a legal advisor who they are sure 
to be sufficiently qualified. They feel that it is a personal choice of who one hires to represent them, and 
they would make sure that they did not need to pay any additional fees to ensure they are protected in 
case their legal advisor makes an error. 
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“People should do their jobs properly in the first place - I shouldn't have to pay for their 
inefficiency or mistakes.” 

Welfare Benefits, Unwilling to pay 
 
“I expect the job to be correct first time round by an experienced person.  We seem to be 
obsessed with a name and blame society who jump on the compensation wagon for a 
free buck!” 

Community Care, Unwilling to pay 
 

“It’s a free market. As a responsible adult it’s up to you to choose a suitable legal 
representative.” 

Conveyancing, Unwilling to pay 
 

Others pointed out that legal advice can often be obtained for free online, or through other commonly 
used sources, such a Citizens Advice Bureau. 
  

“This advice is available through internet to world wide web, and using money saving 
expert websites helps in every way possible, same advice is provided from Citizens Advice 
Bureau.” 

Housing, Unwilling to pay 
 
Some respondents also felt that fees charged for legal services are already high, therefore, they would be 
concerned that they would not be able to afford to pay any additional amounts to ensure their interests 
would be protected.  
 

“Because legal fees are already very high and if you engage a solicitor they should be 
reputable and already have things in place for recompense, should things go wrong with 
their advice.” 

Will Writing, Unwilling to pay 
 

“If solicitor's fees were reduced to a reasonable level then I might consider paying for 
compensation arrangements. Solicitors already have professional indemnity insurance to 
cover their mistakes. Why should clients also insure them?” 

Debt, Unwilling to pay 
 
“Because the majority of people claiming welfare benefits are on the bread 
line...otherwise why would they be claiming?...therefore they do not have any money to 
pay for any legal fees...they have to work it out for themselves.” 

Welfare Benefits, Unwilling to pay 
 

Some respondents also felt that this protection should be already in place, suggesting that on an overall 
level, the protection is of value to respondents, however, they do not feel that they should have to pay 
additional fees to ensure it is provided. It seems that respondents were not able to easily imagine a reality 
where no protections were included in fees payable by legal service users.  

 
“I think that there should already be a complaints procedure in place and to pay up front 
sort of expecting a complaint, doesn't reflect well on the service provider.” 

Employment, Unwilling to pay 
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This broadly supports findings illustrated in Chart 9 below. As was the case among respondents who were 
unwilling to pay for the education and training protection, there seems to be an overwhelming support for 
the compensation arrangements protection. Around 7 in 10 respondents who were unwilling to pay for the 
compensation arrangements protection agreed that it would ensure a more reliable provision of legal 
services. 
 
Chart 9: Consideration whether or not the Compensation Arrangements protection would ensure a more 
reliable quality of legal advice among those who were unwilling to pay for this protection 

 
 

c. Unsure if they would be willing to pay 
 
Those who were unsure if they would be willing to pay for this protection felt similarly to those who were 
unsure whether or not they would pay for the education and training protection, that legal advisors should 
already be qualified to be able to ‘do their job’ well.  
 
In the case of legal immigration services, the right to legal advice was seen as a fundamental right, such as 
the right to healthcare, by these respondents, therefore, they felt they should not have to pay high fees to 
receive good quality service.  
 

“It seems unfair to pass this additional cost onto the client when one would expect an 
accredited advisor to be competent in the first place.” 

Immigration, Unsure if willing to pay 
 
“Because if they are not qualified, they should not take the job on.” 

Debt, Unsure if willing to pay 
 
There were also concerns that poorly trained legal advisers would use the compensation scheme as a way 
of not having to make sure they are sufficiently qualified: 
 

“That the adviser couldn't be bothered with me and would choose to rely on the 
compensation scheme instead of fighting my corner.” 

Immigration, Unsure if willing to pay 
 
Respondents also felt that their willingness to pay for this additional protection would depend on their 
financial situation at the time, as well (in the case of will-writing) as the size of the estate they would be 
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leaving behind.  This again suggests that they saw the payment of additional fees for this legal protection as 
a choice rather than as a part of the cost of receiving legal advice. 

 
“I'd have to weigh up what I pay for the relatively small estate I leave, being it to only one 
person.” 

Will Writing, Unsure if willing to pay 
 
“When you have debt problems money is obviously tight and paying extra for a service 
you may not need is something I would not be comfortable paying for.” 

Debt, Unsure if willing to pay 
 

“I live on a very low income, I respond with "Don't know" because I am unsure whether I 
would be able to get the money together.” 

Housing, Unsure if willing to pay 
 

“If I had enough earnings I would consider it, if I was not sure I could afford the protection 
I would not be able to make such judgement until such time.” 

Community Care, Unsure if willing to pay 
 
Some respondents were also worried the amount of compensation provided would not be sufficient to 
compensate them for the losses incurred as a result of their case being poorly managed. 
 

“If the advice you were given ruined a benefits appeal, I don't think the amount of 
compensation on offer would make it worthwhile.” 

Welfare Benefits, Unsure if willing to pay 
 
Those respondents could benefit from more information being provided on that particular protection, to 
understand how it would change the status quo. 

 
Furthermore, respondents felt they did not understand what is currently in place and felt unable to make 
an informed judgement as a result. Therefore more information on the current legal framework within 
which legal advisors operate would be helpful to them. 
 

“Would want to know a lot more about how the system would work, and how 
compensation would work before I made that decision.” 

Immigration, Unsure if willing to pay 
 
 “Would have to investigate the matter further before committing myself and naturally it 
would entirely depend on cost of extra protection and what exactly I would receive for my 
money.” 

Conveyancing, Unsure if willing to pay 
 
“Because I would need to know about it properly beforehand. I would want to revise the 
situation and then make a decision.” 

Welfare Benefits, Unsure if willing to pay 
 
Other respondents felt that this protection should already be in place, protecting legal service users’ 
interests. 

 
“It should be part of the contracted service. I might be prepared to pay a small amount as 
insurance.” 

Conveyancing, Unsure if willing to pay 
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“Surely there is already some sort of ombudsman service already and this sounds a little 
like being pushed to buy a PPI.” 

Employment, Unsure if willing to pay 
 
Overall, respondents who were unsure whether or not they were willing to pay for this protection were 
torn as they felt such protections should be in place, however, due to their personal circumstances, or 
because they were unfamiliar with what this protection would provide exactly, were reluctant to commit 
themselves to saying whether they would or would not pay for compensation arrangements. This ties in 
with findings illustrated in Chart 10 below, indicating that the large majority of respondents felt that the 
compensation arrangements protection would indeed ensure a more reliable quality of legal advice. 
 
Chart 10: Consideration whether or not the Compensation Arrangements protection would ensure a more 
reliable quality of legal advice among those who were unsure if they were willing to pay for this 
protection 
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4.4 Professional Regulation 

4.4.1 Context 

Possible problems which may be experienced by legal service users could also be prevented if there was 
professional regulation for this 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. As always, the cost of putting in place and maintaining this additional 
protection would be passed onto the consumer. The purpose of the survey was to find out how much, if 
anything, respondents would be willing to pay to ensure this protection was in place in addition to an 
estimated average fee payable to the legal adviser.  
 
After respondents were asked how much, if at all, they would be willing to pay for this protection (which 
will be discussed in detail in the following section), they were asked to consider whether or not the 
Professional Regulation protection would ensure a more reliable quality of legal advice.  
 
Chart 11: Consideration whether or not the Professional Regulation protection would ensure a more 
reliable quality of legal advice 

 

4.4.2 Willingness to pay 

When considering the protection, respondents were asked how much, in addition to this average service 
fee, they would be willing to pay to ensure that the protection is in place.  
 
The respondents’ willingness to pay is illustrated in Chart 12 overleaf. 
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Chart 12: Willingness to pay for Professional Regulation protection 

 
 
As was the case when considering the other two protections, respondents who sought legal immigration 
advice were most likely to be willing to pay for the protection (58%) compared to the other groups of 
respondents. Similarly, respondents who sought legal advice in the area of will writing or conveyancing 
were most likely to be unwilling to pay for the protection (45% and 47% consecutively).  
 
In terms of the monetary value placed on each of the protections, the table below presents, in summary, 
how much respondents would be willing to pay for the professional regulation protection in addition to the 
estimated average fee payable for legal advice in that area of law, also specified in Table 4 below. 
 
Table 4: Amount respondents are willing to pay for the protection 

Area of law Estimated average fee 
Median amount willing to 
pay (including £0 values) 

Immigration £295 £39 

Will Writing £470 £0 

Conveyancing £1,196 £0 

P
er

so
n

al
 W

el
fa

re
 Debt £240 £0 

Housing £425 £10 

Employment £735 £16 

Welfare Benefits £200 £10 

Community Care £355 £25 

 
Some of the data (presented in Table 3) suggests some groups of respondents are not willing to pay for the 
compensation arrangements protection at all. This is the case for respondents who sought advice in the 
areas of will writing, conveyancing, and debt, where more respondents were unwilling to pay for this 
protection than willing to pay for it. These findings seem to align well with respondent’s consideration of 
whether or not the professional regulation protection would ensure a more reliable provision of legal 
advice. The respondents who were more likely to feel that this protection would not ensure a more reliable 
legal service were also more likely to be willing to pay less or to be unwilling to pay for the professional 
regulation protection, and vice versa. 
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4.4.3 Reasoning 

 
a. Willing to pay 

 
Among the respondents who said they would be willing to pay for this protection, the reasons why focused 
on the hope that a professional regulator would be able to make a real difference in the quality of the legal 
advice provided in relation to will writing. A professional regulator would ensure accountability among the 
legal service providers, ultimately ensuring that service users are protected from errors made by the legal 
advisor. 
 

“If the person is not up to their job it would be good to have someone there to check 
them out.” 

Conveyancing, Willing to pay 
 

“It would, I hope, ensure that the will was drafted in a professional manner, and not by 
the office junior.  If they were aware that they would suffer financially, and 
professionally, for mistakes made, more care would be taken.” 

Will Writing, Willing to pay 
 
Respondents also felt this protection would ensure any mistakes a lawyer might make are accounted for, 
and guarantee ethical behaviour on their part.  
 

“I want to ensure that my case-worker is aware of and compliant with the according 
rules.” 

Immigration, Willing to pay 
 
“To cover any mistakes that the lawyer might make.” 

Immigration, Willing to pay 
 

It would also ensure that high standards are maintained in the industry – with regulation in place, firms 
would need to make sure advisers working for them are well trained and qualified. 

 
“As previously mentioned, wide variations in quality of advice, representation and 
knowledge - and the fact that anyone can set up as an immigration adviser - regulation is 
long overdue.” 

Immigration, Willing to pay 
 
“Self-regulation does not work... the only regulation that will work is a legal framework 
that bans negligent professionals from practicing.” 

Immigration, Willing to pay 
 

“Too many dishonest companies trying to jump on people with serious debt problems 
knowing they are desperate for help they feed them jargon and facts and figures and 
hide charges, etc.” 

Debt, Willing to pay 
 
Furthermore, respondents felt that if a completely reliable service is to be expected, they, as service users, 
will have to bear the cost of maintaining the high standards. 
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“Because it is vital the will is executed correctly and "you get what you pay for" so if you 
pay more it almost always guarantees it will be done properly.” 

Will Writing, Willing to pay 
 

“I think it is reassuring that there is an independent body to give regulation and that this 
needs to be paid for.” 

Employment, Willing to pay 
 

“This seems like one of the best ways to actually ensure a reliable quality of service, and I 
feel like if you have to pay in the first place a bit more isn't that bad if it would actually 
work *...+.” 

Debt, Willing to pay 
 

“Would pay a bit more if I knew that legal advisors were properly regulated and insured 
against negligence, malpractice and failure of business.” 

Community Care, Willing to pay 
 
However, some respondents who were conscious of the fact that the cost of any such legal protection 
would be ultimately passed on to the service user said they would expect the additional fees to be suitably 
low to account for the cost of the protection to be spread across service users acquiring services from a 
particular legal advisor. 
 

“I will pay to know that I have somebody from a recognised professional body but I won't 
pay much, since I think that they should already be regulated and the fee spread across 
all clients.” 

Employment, Willing to pay 
 
Others were concerned about their financial situation at the time, and felt that if the situation they were in 
warranted additional expenditure they would not hesitate to pay it. However, if they were obtaining legal 
advice on a small matter which carried little risk, they would be less likely to pay for the professional 
regulation protection. 
 

“Depending on my financial situation at that time, but if the matter is of high importance 
I'd be willing to make sacrifices and pay.” 

Employment, Willing to pay 
 

“It would help if there was a problem and might prevent problems occurring but with 
welfare claims, people can't afford to pay much.” 

Welfare Benefits, Willing to pay 
 
There was also some criticism towards the current system, where respondents expressed some level of 
dissatisfaction with the way, for example, the Law Society governs legal professionals. Therefore they 
would welcome a professional regulator who was able to improve the quality of legal advice.  Again, this 
demonstrated a misunderstanding both of the existing regulatory framework and the nature of the 
research. 

 
“The current system is that they belong to a society that undertakes investigation of 
errors, but as they pay to be members they produce a one sided opinion!” 

Conveyancing, Willing to pay 
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“To ensure the same standard of service is available to all regardless of who they take 
advice from, also knowing that there are regulations in place if the people who represent 
you fail to do so properly in any way.” 

Housing, Willing to pay 
 
Therefore, the willingness to pay for this protection carries with it the hope that the professional regulator 
would be able to effectively regulate legal advisors to ensure a more reliable quality of legal advice or the 
hope that this protection is already in place (i.e. that respondents agree to the principle of paying for it) 
however, would not be willing to pay fees which are higher than they are paying currently. 
 

“This is good, though surely it should already be there?! I think that all services which can 
influence a person's life should come under a professional body which will seek to 
regulate its conduct. If not then all hell can break loose and the reputations can easily be 
tarnished by cowboys just wanting to make a quick buck and not caring at all about the 
people who are going to them in their times of need.” 

Community Care, Willing to pay 
 
This ties in well with the large majority of respondents who were willing to pay, they agreed that this 
protection would ensure a more reliable provision of legal advice and other services. 
 
Chart 13: Consideration whether or not the Professional Regulation protection would ensure a more 
reliable quality of legal advice among those who were willing to pay for this protection 

 
 

b. Unwilling to pay 
 
Those who said that they would be unwilling to pay anything above the average fee cited similar reasons to 
those who would be unwilling to pay for the other protections. They felt that this protection should already 
be in place – thus suggesting that they did not understand the conceptual nature of the research. They 
believed that a legal services regulator should already be established, and while some understand that the 
costs will rise to fund the regulatory body, they do not feel that paying this additional fee should be 
optional. 
 

“I can't believe this is not already on place to protect people! For free!” 
Conveyancing, Unwilling to pay 
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“Legal advisors should be regulated as a matter of course and they should not be funded 
by me.” 

Immigration, Unwilling to pay 
 
Respondents did not see this protection as an ‘insurance policy’ but as an integral and essential part of legal 
advice provision. Therefore, those respondents were unwilling to pay as they felt this protection so vital it 
should already be in place as a ‘right’ rather than ‘luxury’. 

 
“Because these should be standard and regulated by a board, similar to the way that 
professions in the NHS are! if we take out a service, we should be expected to get what 
we pay for!!!” 

Conveyancing, Unwilling to pay 
 
“A lay person can’t prove that their advisor gave them rubbish service concerning this, 
otherwise they would not ask for help. It’s a charlatan’s charter.” 

Housing, Unwilling to pay 
 

Others seemed to have misunderstood what exactly the additional fee would cover – perhaps their 
understanding is that it would go into a collective pot used to distribute compensation payments to legal 
service users. 
 

“I wouldn't expect my clients to pay extra to ensure I don't screw up so badly that I'm 
intimidated into doing my job well.  As a professional, the onus would be on me to excel 
at my profession - not look for loopholes out of it, then expect someone else to pay for my 
mistakes.” 

Immigration, Unwilling to pay 
 
Respondents also felt that legal fees are already high and asking service users to pay more is not acceptable, 
especially when the fee would ensure that the service users themselves are protected from malpractice or 
errors committed by the legal advisor. 
 
 

“Because lawyers are getting paid enough and they should contribute to these types of 
services.” 

Conveyancing, Unwilling to pay 
 

 “I believe there are already enough safeguards in place.” 
Debt, Unwilling to pay 

 
“I think the price is already high enough without having to pay any more.” 

Housing, Unwilling to pay 
 
Respondents, those willing or unwilling to pay for the protection, sometimes did not understand that costs 
of all protections would be ultimately passed on to the service user in the fees that they would pay to the 
legal advisor, which cover the costs of providing legal advice. This is illustrated by the comments below. 

 
“I think it should actually be paid by the practitioner and the certificate *should be+ 
displayed on their premises with some sort of unique ref number so you can check them 
out.” 

Immigration, Willing to pay 
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“While I fully understand that overall costs might need to rise in order to fund a 
regulatory body, as is the case in some other professions, this should NEVER be an 
additional extra.”  

Immigration, Unwilling to pay 
 
Overall, those unwilling to pay feel, for a variety of reasons, the onus to fund a professional regulator 
should not be on them, as service users. The underlying sentiment is that the respondents feel the 
protection should be provided as a matter of course, rather than being an optional protection available at 
extra cost. Respondents also seemed to misunderstand the mechanisms governing the economics of fees 
charged by legal advisers, as they were likely to be under the impression that the cost of training or being a 
member of a professional body would not be ultimately paid by service users in the fees they are charged 
by the legal advisors.  Thus even those who weren’t willing to pay often considered the protection 
essential. 
 

“I do not charge my clients for covering them against poor advice as an individual I am 
regulated by my professional body and hold insurance to cover me for liabilities arising 
out of my professional decisions. I expect the legal service to do the same.” 

Employment, Unwilling to pay 
 
“This is all the responsibility of the so-called professional and the cost should not be 
passed on to the clients, when the fees are already excessive. The present fees represent 
a premium for a professional service already.” 

Will Writing, Unwilling to pay 
 

“This charge should be the responsibility of the practitioner as part of professional 
indemnity insurance.  It is wrong to expect clients to pay directly for this policy.  I am 
shocked that practitioners are not currently protected from 'fly-by-night' firms and 
individuals.” 

Community Care, Unwilling to pay 
 
These findings also suggest that while respondents were not willing to pay for this protection, they saw the 
benefit of having this protection in place. It seems as though respondents feel that this protection should 
not be an option, but a requirement. 
 
The underlying notion in respondents reasoning for why they would not be willing to pay for the 
professional regulation protection is that this protection should already be in place. This is supported by the 
findings illustrated in Chart 14, where around 7 in 10 respondents agreed that a professional regulator 
would ensure provision of more reliable legal advice. 
 
  



 

Opinion Leader 38 

Chart 14: Consideration whether or not the Professional Regulation protection would ensure a more 
reliable quality of legal advice among those who were unwilling to pay for this protection 

 
 

c. Unsure if they would be willing to pay 
 
Respondents who were unsure whether or not they would be willing to pay an additional amount over the 
estimated average fee for professional regulation expressed an uncertainty as to how a regulator would 
actually enforce good practice – they would need to know more about the current situation as well as 
about the improvements which would be introduced, before making a decision on whether or not to pay 
the additional fees. 
 

“I am unsure how the supervising body would work and still feel I would rather go on the 
reputation of a qualified lawyer.” 

Will Writing, Unsure if willing to pay 
 

“Can I be sure that the service would really be reliable?  Professional regulation is not 
always what it should be.” 

Will Writing, Unsure if willing to pay 
 
Respondents were also uncertain about their own financial situation and whether or not they would be 
able to afford additional fees. 
 

“Would depend on financial situation at time and seriousness of situation required legal 
help with.” 

Housing, Unsure if willing to pay 
 

“It comes down to cost and finance, depends if I could afford it and what I stand to gain if 
I am successful.” 

Welfare Benefits, Unsure if willing to pay 
 
Others again were concerned that many people seeking legal advice may already be struggling to pay the 
high legal fees and would not be able to afford any other additional fees, thus making this protection a 
luxury affordable only by service users with a certain income. 
 

“If seeking advice for debt problems, I would be unlikely to have spare money to pay 
additional fees.” 
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Debt, Unsure if willing to pay 
 

“I would only pay it if I could afford it, you can’t get blood out a stone, of course you 
would want this but I’m talking about people that can’t afford it. Legal fees are high 
enough without an extra fee.” 

Immigration, Unsure if willing to pay 
 

“I would want more information, is very pricey already.” 
Will Writing, Unsure if willing to pay 

 
Some of those who were unsure said that a legal services regulator should be funded by the government, 
whose job it is to maintain a just society: 
 

“I think it should be subsidised by government, because it's in their interest to be seen as 
a just and equal society.” 

Immigration, Unsure if willing to pay 
 

“This should be provided by the regulatory body as a basic right - other professions (e.g. 
the teaching profession) are expected to contribute to their own regulatory bodies as a 
matter of course.” 

Community Care, Unsure if willing to pay 
 
 
Respondents who were unsure whether or not they would be willing to pay for professional regulation 
protection provided very similar reasoning to those who said that they would be unwilling to pay. Namely, 
they felt that a professional regulator should already be in place, firstly, because it is necessary, secondly, 
because legal fees are already high, therefore asking for an additional amount on top was not seen 
favourably as it would be an extra expense service users would have to bear. 
 

“You shouldn't have to pay for something which should be standard. If you have a 
reputable lawyer all these things would be covered anyway.” 

Conveyancing, Unsure if willing to pay 
 
Therefore, respondents seemed to be unsure if they would be willing to pay because they felt that the 
protection is necessary, but at the same time, they felt it should be provided at no extra cost to the service 
user, who is paying for what they expect will be high quality service. 

 
“I just feel there should be regulation as a matter of course and not as something to 
charge the consumer for, particularly as debt is the problem in the 1st place - it's more 
money to find.” 

Debt, Unsure if willing to pay 
 
“If you are employing a lawyer to do a job you shouldn’t need to pay extra in case he 
can’t do his job should you? He should be directing you to the correct professional in the 
first place instead of trying to do something that he knows he can’t.” 

Conveyancing, Unsure if willing to pay 
 
Some respondents were also unable to understand the premise behind the research, namely that the 
protections discussed as part of the study would not be provided as an optional or additional extra on top 
of what is already provided, but that the research aimed to understand the monetary value that service 
users place on legal protections. Some respondents weren’t sure whether or not they would be willing to 
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pay because they felt that a professional regulator should already be in place, while others assumed that it 
was and felt that fees charged currently by legal advisors should not change. 
 

“I think regulation is already in place, e.g. The solicitors’ regulation authority, the council 
for regulating conveyancers, the Law Society, and surely, there must already be an 
ombudsman service?”  

Conveyancing, Unsure if willing to pay 
 

 “Because they are being paid for their service so should be charging the right fee.” 
Employment, Unsure if willing to pay 

 
Nevertheless, the underlying feeling was that a professional regulator is a necessity, as illustrated in Chart 
15 below. 
 
Chart 15: Consideration whether or not the Professional Regulation protection would ensure a more 
reliable quality of legal advice among those who were unsure if they were willing to pay for this 
protection 

 

 


