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Legal Services Board

Presenter
Presentation Notes
Overview of who we are. Where we fit in the sector and overview of the strategy. 

Established in 2010 as a result of the Legal Services Act 2007. 

Arms length body funded by practitioner levy. 

Remit is to uphold the 8 regulatory objectives 

Protecting and promoting the public interest
Supporting the constitutional principles of the rule of law
Improving access to justice
Protecting and promoting the interest of consumers 
Promoting competition in the provision of services
Encouraging an independent, strong, diverse and effective legal profession
Increasing public understanding of the citizen’s legal rights and duties 
Promoting and maintaining adherence (by authorised persons) to the professional principles 



Regulators map

Presenter
Presentation Notes
Quick slide highlighting the map of regulation and the regulated professions

Oversight regulator for the nine frontline regulatory bodies, for the six reserved legal activities, e.g. rights of audience, litigation




Reshaping legal services

Presenter
Presentation Notes
We published the reshaping legal services strategy in March this year after over a year of widespread engagement to identify our three strategic objectives, and the nine challenges to address to achieve these: Fairer outcomes, stronger confidence and better services. 

An evidence-based approach is a core theme of the strategy. Ahead of the strategy we published a report ‘The State of Legal Services 2020’ which considered the successes and remaining challenges of the past ten years of regulation, which has both a narrative volume and data and evidence compendium. 

We’ve had a busy programme of work this year to address some of these challenges. We’re going to focus on a few areas for discussion today, namely ensuring consumers have better information to navigate the legal services market, whether regulators have measures in place to ensure lawyers continue to be competent throughout their careers, and mapping the unregulated sector.




Empowering consumers

Open consultation on empowering consumers – we expect 
regulators to put in place measures to help ensure:

1. Consumers have the knowledge and capability to recognise 
when their problem is a legal issue and know how to get 
legal assistance

2. This includes having access to information on providers 
services, price, quality, regulatory status and access to 
resolution of complaints to inform choice.

Presenter
Presentation Notes
In its 2016 study (and 2020 review) of the legal services market, the Competition and Markets Authority found that competition is not working well in the legal services sector for individual consumers and small businesses. Therefore, the CMA made recommendations to the regulators to improve outcomes for consumers, by improving transparency, making sure better information is available about price, service and quality, and contributing to public legal education.

The LSB is now responsible for monitoring and overseeing progress by the regulators on these issues. We chair a forum attended by all the regulators and have conducted our own research on what information consumers want and need when looking for a lawyer.

We are currently consulting on overarching expectations for all the regulators on what they should be doing to improve those outcomes. We think that regulators should be striving to meet outcome 1 above (consumers have knowledge, capability etc), which will involve better information listed in no. 2 (price, service, quality).

Given the diversity of the sector and the types of regulators, we are intending to set high level policy that applies broadly, but each regulator will use different approaches to suit their legal community. E.g. conveyancers v different from patent attorneys

Essentially, we expect regulators to have a consumer focused model of regulation, based on collaboration and cooperation across regulators.

One of the key areas where we want to make progress is on quality. How does the average consumer tell if their lawyer is any good or not? We want people across the sector to make better use of feedback, and quant data to help inform consumers about lawyers’ quality – whether via the regulators, comparison sites or other consumer-facing tools

One of our expectations is that regulators should put in place an effective programme of activity to support the regulatory objective of increasing public understanding of the citizen’s legal rights and duties. This should be with a particular focus on public legal education that supports people to understand where they have a legal problem and how to access the professional help they need to resolve it. This could be through the Legal Choices platform or again other consumer-friendly tools




Ongoing competence

Work aimed at understanding if legal regulators have the right frameworks in 
place to ensure legal professionals remain competent throughout their careers.

Milestones: 

 Call for evidence in 2020
 Published a report on key themes and emerging conclusions Feb 2021
 Research with LSB’s Public Panel testing consumer confidence 
 Upcoming consultation on policy proposals Dec 2021

Presenter
Presentation Notes
Ongoing competence is one of our long term projects focused on the frameworks regulators have to ensure legal professionals remain competent throughout their life time. 

This project goes to the heart of the LSB vision of legal services that everyone can access and trust. Consumers should be able to trust that legal professionals have the necessary skills, knowledge and attributes to provide good quality legal services and that they are kept up to date and relevant over time.

Recent reforms to education and training have largely focused on assuring day one competence but regulators should also ensure that legal professionals remain competent throughout their careers. While consumers can usually observe ‘service quality’ e.g. promptness, courtesy, administrative efficiency, often they are not able to assess the technical quality of work. This means they rely on there being checks in place to provide quality assurance.

Unlike other professional service sectors e.g. healthcare and teaching, there is no regular, formal assessment of legal professionals during their careers beyond requirements for continuing professional development. The Board has determined that we should consider whether this status quo is sustainable and if the current approach is effective in protecting consumers’ and the public interest.

We have engaged extensively with stakeholders across the sector and beyond to understand whether the current measures in place are sufficient. We are planning to launch a consultation on some policy proposals in this area in the next month before Christmas, so watch this space



Mapping the unregulated sector

We are conducting research to better understand and to map the 
unregulated sector – no work in this area for over a decade

We want to understand: 
 the size of the market
 The benefits or challenges to consumers

We want to close gaps in the regulatory framework that deny consumers 
access to redress when using unregulated providers.

Presenter
Presentation Notes

We are conducting research to better understand the unregulated legal services sector. At this stage it is a purely mapping exercise to understand the size of the market and what the benefits are to consumers. 

‘unregulated sector’ are those delivering for-profit legal services but fall outside the 2007 Legal Services Act – for example will writing

The findings will inform our thinking on a possible statutory review of the reserved legal activities as well as inform government consideration of proposals to expand access to redress for consumers. 

The objectives of this project are to:
build an understanding of changing provision of legal services in the unregulated market:
collect indications of the unregulated market size and nature
collect evidence of user benefit or detriment
improve routine data collection on unregulated businesses to make it easier and less resource-intensive to update knowledge of the unregulated sector in future

closing gaps in the regulatory framework that deny consumers access to redress when using unregulated providers

While the unregulated market remains small, will-writing is an example of where new entrants have successfully used technology to serve large numbers of consumers. LSB’s research suggests that unregulated providers tend to be more innovative and cheaper – these are significant benefits given challenges around unmet legal need. Against this, survey evidence shows that consumers are more dissatisfied with the service they receive from unregulated providers. 

Bringing unregulated providers inside the regulatory tent, even if just to offer redress, may give consumers more confidence to use them. There is a need to find dispute resolution models that can deliver timely and effective redress for consumers





Unmet legal need

Contentious issues only

Other LSB projects

 Technology and innovation – to increase access to justice 
and better services

 Diversity and inclusion – to encourage an independent, 
strong, diverse and effective legal profession

 Professional indemnity insurance – to assess current 
challenges within the market and prevent consumer 
detriment

 Curating the strategy – oversight of progress towards the 
nine challenges and focus on collaboration across the sector

Presenter
Presentation Notes
I’ve singled out a few projects there, but we are also doing other work toward the strategy

On tech, we want to foster innovation and support change in the sector by embracing technology

On diversity, high priority, considering our own guidance, working with partners e.g. JDF

On PII, we have been alerted to a tightening of the market and want to understand the challenges presented in the current market ,and the knock on effects for consumers and their access to legal services

Meanwhile, we are intending to evaluate our progress toward the strategy each year and oversee work toward each of the nine challenges



Thank you

Robin Geddes
Regulatory Policy Manager

29 November 2021 
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Hand back to Helen
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