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Public Panel research

Legal Services Board

Strategy Developme
Public Panel Research report
August 2020

members of the public
in England and Wales,
from diverse backgrounds

week of online
deliberation
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Making trade-offs between competing priorities

Let consumers manage their
own risks and keep the amount
of regulation to @ minimum

Quick adoption of technical
innovation to improve legal
= services
community
researCh Less protection for consumers,
but legal services tend to cost
less / have lower prices

Focus mare on services that
lots of people use but which
generally work well

Spread work evenly across
all organisations/ activities

Focus more on legal
services that most of the

population use
.
H H of trade-off exercise, shawing responses to the que
ocus here Neutral Focus here should it be closer to one, or coser to the othe

*Hot topics’ to
consider and
prioritise

10

Protect people from mistakes by
having a large amount of
regulation

Cautious adoption of technological
Innovation to protect consUMErs.
from unforeseen risks

More protection for consumers, but
Iegal services tend to cost more /
have higher prices

Focus more on services that small
numbers of people use but which
generally work less well

Focus anly on the highest
risk organisations / activities

Focus more on legal services that
a small number of vulnerable
consumers use

jon, "Haw do you think the LSB should focus its energies?
15 shown are raw number

Strategic priorities for the legal sector: A view from LSB’s Public Panel

Educating the
public about their
legal rights and
responsibilities

vt shows average

community
research

* indicated that the LSB should allocate its resources

Improving
access to justice
for people on
low and middle

"I am still rather surprised that legal professionals
do not undertake any formal checks...Without a
competent legal professional, everything that
follows will become an issue.”

) number of points allocated to each hot topic as a percentage




Volume one: the narrative

A reflection on ten years of regulation

THE STATE
OF LEGAL
SERVICES 2020

ISB

LEGAL SERVICES
BOARD

720 + Merrative Vikeme + 2

on turnover in the more students are pursuing careers in
rface picture of much better remunerated areas. The
s largely reflects commercial success of the corporate
e by the corporate sector contributes greatly to the nation’s
wider economic health and international

% resey,
N they, * Poop, i ld us that the market is
0 i ed along different tiers standing. The corporate sector also
ant i 'j}‘:va‘ P ,‘: % ancs struggling, even before voluntarily puts significant investment
HD G, N s are concerns about into pro bono initatives, which is not
. ”“s:akf ra,,,,” Wich traese e o the fty of the profession, always fully recognised. Even so, we also
her St g g N e re the next generation heard calls for this part of the sector to
ocial welfare lawyers to make a greater contribution to widening
access to legal services for ordinary

pr, "3"-355

e i ¥

Uu,” as & i et
Stry. € D poe i e s suprr 8

4 v e, jdents face the realities of

people.

Vu/(m\ o,
Sign

rsities we spoke to told us that

i3% of adults agree that “people like me can afford help from

a lawyer”
36% of adults have low confidence that they could achieve

me in different legal scenarios

fair and positive out

o
Oteq 7€ thy
* 50% of small businesses handle legal issues alo

3/ sen,
9 orens
n

<& ang g,
o wig “’xe
= 79th - UK's international ranking on the accessibility and

7 CUrpgpe 50 ;
*f" mv,:‘“”' vary "8 Cong. & <0 ffordabili £ civil 5
i o bl 0N angy affordability of civil justice

o
= 3.6 million adults in England and Wales have an unmet legal

need every year

= 8.6 million adults estimated to have legal expenses insurance

Widde




Volume two: the evidence
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Impact of LASPO reforms - on the third sector

71. LASPO reduced legal aid income for many 2017-18, the total value of work (£s) for

THE STATE

charities ovng to a large proportion NP providers was 50% less than in
of charities' advice work (for example, 13, compared to a 20% reduction in

welfare benefits) being put out of scope’ value of work for private providers

There has been a 63% decrease in the Law Centres Network notes that Ig

numbers of Not-for-Profit (NFP) legal aid income has dropped by 0%, R
organisations across all civil areas from in other funding sources, such
2013114 t0 2019/20. The number of Nf°® authorhy funding, has also imyg
organisations dropping aut of the sector on the ability of NP provider

is higher than the number of private firms citizens’ needs”
dropping out. LAA data shows thatin

SERVICES 2020

Flgure 3.16: Number of kegal aid not-for-profi-organisation offices for civil law
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A draft strategy and business plan
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DRAFT BUSINESS PLAN 2021/22
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Reshaping legal services to better
meet the needs of society

Fairer outcomes

Stronger confidence

Better services

Lowering unmet legal need
across large parts of society

Ensuring high quality legal
services and strong
professional ethics

Empowering consumers to
obtain high quality and
affordable services

Achieving fairer outcomes for
people experiencing greater
disadvantage

Closing gaps in consumer
protection

Fostering innovation that
designs services around
consumer needs

Dismantling barriers to a
diverse and inclusive
profession at all levels

Reforming the justice system
and redrawing the regulatory
landscape

Supporting responsible use of
technology that commands
public trust




successes

Much has been achieved over the last ten years

= More choice for consumers and a wider range of practising rights and
business structures for legal professionals

= Satisfaction with service, quality and price has grown, while fixed fee
deals are increasingly the norm

= Regulatory reforms have ripened conditions for innovation without
causing negative outcomes for consumers

84% of customers are happy with the service they receive.
= Satisfaction has stayed consistently high over the decade.

=
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Unmet need and vulnerability

Issues to address

= Unmet need among large parts of society and small businesses persists
= Some population groups consistently worse off

= Barriers to access go beyond cost, embracing issues of legal capability
and service design

A strategy for the sector

= Reduce financial and non-financial barriers to access
= Alegal support strategy for small businesses
= [Fairer markets for citizens in vulnerable circumstances

~
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Diversity in the profession

Issues to address

= Arange of barriers that combine to favour people from some groups and
serve to exclude others, both at entry and senior levels of the profession

» The pace of progress addressing these barriers has been too slow
= A wide range of initiatives, but evaluation is rare

A strategy for the sector

» Strengthen the evidential base on diversity and inclusion
» Address issues of retention and progression as well as entry
= Improve evaluation of diversity and inclusion initiatives

~
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Gaps In consumer protection

Issues

= Scope of regulation may not reflect risks to consumers
= No access to redress for consumers using unregulated services
= Consumer confusion about the protections in place

A strategy for the sector

= Align regulation to risk so that the public is properly protected
= Deliver universal access to redress across the market

» Increase public understanding of the consumer protections in place
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Empowering consumers

Issues

Limited impact of remedies for improving competition after CMA study
» Remains difficult for consumers to compare the quality of providers
= Digital Comparison Tools yet to establish

A strategy for the sector

= Enhance transparency by providers on price and quality
» Facilitate tools enabling consumers to easily compare providers
» Reduce complexity — ‘Simple Legal Products’?
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Covid-19

Challenges

Increasing legal need, broadening and entrenching social inequalities
Threatening the sustainability of parts of the profession

Harder for some groups to start legal careers and progress to senior roles
Putting the justice system under strain

Challenges for regulators, complaint and disciplinary bodies

But also opportunities

Accelerating innovation and adoption of technology
Changes in working practices could improve diversity
A transformative policy environment

~
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Next steps

= Consultation on draft strategy and business plan
- Written responses due by 5 February 2021

- Open invitation to stakeholders to step forward and
identify where you can make a positive difference

* Final strategy and business plan by end of March
= Ongoing programme of research to monitor impact
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