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Programme

Discharge of statutory functions

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Regulatory performance Key points

. . Carry out and publish annual .
performance assessment * Regulatory performance: In Q1, we reviewed the updated actions

Carry out and publish annual . of regulators against their not-met outcomes. Updates are
performance assessment Oversight published on our website on the current regulatory performance
assessments page.

Oversight Oversight

* Well-led reviews: Our review of the Bar Standards Board under
the ‘well-led’ standard was published on 1 July 2021. Our review of
RP: WL Reviews BSB & FO the Faculty Office under the ‘well-led’ standard is being finalised

Publish thematic review . Statutory decisions: In Q1, we approved two alterations to
outcomes regulatory arrangements and five exemption directions.

Statutory decisions

Background

Programme/project

milestone from business plan
activity schedule

latest planned milestone

Significant issues affecting the project, including if delivery is at risk

Issues affecting the project but delivery not at risk

Project is running according to plan

Indicates resourcing issue

C Indicates change request, such as to project deliverables




Programme

Policy and research projects (slide 1 of 3)

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Diversity and inclusion

. . . Consultation on revised
Evidence gathering Review of outcome framework Stakeholder engagement . .
policy/guidance

Consultation on revised

Review of outcome framework . .
policy/guidance

Evidence gathering Stakeholder engagement

Consumer empowerment

Publish response to discussion
paper on quality indicators
Consultation on statutory policy
statement

Establish governance for delivery
of CMA recommendations
Analyse responses to discussion
paper on quality indicators

Consultation analysis
Publish statutory policy
statement

Ongoing oversight

Establish governance for delivery
of CMA recommendations
Analyse responses to discussion
paper on quality indicators

Consultation analysis
Publish statutory policy
statement

Publish response to discussion
paper on quality indicators
Soft-consultation with regulators

Consultation on statutory policy
statement

Technology and innovation

Publish findings on data
standards work Publish findings from Public Panel
Commission research with Public | research on social acceptability
Panel on social acceptability

Publish guidance/best practice
for regulatory sandboxes
Analysis of findings on open data

Develop approach to data
standards work

Publish findings on data
standards work Publish findings from Public Panel
Commission research with Public  research on social acceptability
Panel on social acceptability

Publish guidance/best practice
for regulatory sandboxes
Analysis of findings on open data

Develop approach to data
standards work

Key points

» Diversity and inclusion: On 28 May 2021, we published the
independent research report we commissioned from the Bridge
Group. The report focused on the success of regulatory
interventions and the extent to which regulators evaluate the impact
of their diversity and inclusion initiatives. We have extended the
time spent on scoping the next phase of work, which has now been
agreed.

» Consumer empowerment: On 22 July 2021, we published our
response to submissions received on our quality indicators
discussion paper. In Q2 we are now planning to engage on a draft
policy statement ahead of a formal consultation in Q3.

e Technology and innovation: In Q1 we developed our approach to
the next phase of our technology and innovations work.

Background

Programme/project

milestone from business plan
activity schedule

latest planned milestone

Significant issues affecting the project, including if delivery is at risk

Issues affecting the project but delivery not at risk

Project is running according to plan

Indicates resourcing issue

C Indicates change request, such as to project deliverables




Programme

Policy and research projects (slide 2 of 3)

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Ongoing competence

Stakeholder engagement Stakeholder engagement Consultation on policy options Analy5|ssat:;:lepr)::)rl1|tsh policy

Analysis and publish policy

Stakeholder engagement
statement

Stakeholder engagement Consultation on policy options

Regulatory performance framework review

. Consultation on revised
Scoping Stakeholder engagement Stakeholder engagement
performance framework

Consultation on revised

Scoping performance framework

Stakeholder engagement Stakeholder engagement

Review of process for alterations to regulatory arrangements

Consultation Analyse responses Publish new rules and guidance _

Consultation Analyse responses Publish new rules and guidance

Key points

* Ongoing competence: On 9 July 2021, we published research on
the importance the public places on lawyers having the right
knowledge, up to date skills and attributes to provide good quality
legal services. We are undertaking a period of engagement ahead
of a formal consultation planned for Q3.

» Regulatory performance framework review: The scoping of this
work was completed in July after being slightly delayed in Q1.

* Review of process for alterations to regulatory arrangements: The
consultation on new rules and guidance was published on 15 June
2021. The resource for this project was reprioritised to our statutory
decisions programme to cover a short-term resource issue there.
We still expect to publish new rules and guidance in Q3.

Background

Programme/project

milestone from business plan
activity schedule

latest planned milestone

Significant issues affecting the project, including if delivery is at risk

Issues affecting the project but delivery not at risk

Project is running according to plan

Indicates resourcing issue

C Indicates change request, such as to project deliverables




Programme

Policy and research projects (slide 3 of 3)

Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Scope of regulation

Scope {and design of Evidence gathering Evidence gathering Publish findings
mapping research

Scope and design of

T s Evidence gathering Evidence gathering Publish findings

Legal expenses insurance

Publish findings of
Publish findings of

Public Panel research Stakeholder event Publish key asks document

Legal support for small business

Undertake fieldwork Analyse data and publish findings Identify policy proposals

Commission research Undertake fieldwork Analyse data and publish findings Identify policy proposals

People in vulnerable circumstances

Commission research, . e

Commission research,

Develop approach ;
velop app data collection

Analysis and publish findings

Policy framework assessment

Internal review of existing policy
framework

Internal review of existing policy
framework

Key points

Scope of regulation: We scoped this work and engaged with
stakeholders in Q1. Our plan to get a fixed-term researcher to
support this work is slightly delayed due to difficulties with
recruitment.

Legal expenses insurance: On 14 July 2021, we published research
on consumers’ perceived need for legal expenses insurance and
what might encourage or discourage them from taking out legal
expenses insurance policies.

Legal support for small businesses: In Q1 we commissioned this
research. There is the potential for delays to completing the
fieldwork due to certain sectors being hit by Covid-19 (hospitality,
retail) where it may be more challenging to fill up quotas.

Citizens in vulnerable circumstances: We have commenced scoping
this work.

Policy framework assessment: We have commenced scoping this
work.

Background

Programme/project

milestone from business plan
activity schedule

latest planned milestone

Significant issues affecting the project, including if delivery is at risk

Issues affecting the project but delivery not at risk

Project is running according to plan

Indicates resourcing issue

Indicates change request, such as to project deliverables




Statutory Decisions

LEGAL SERVICES
BOARD

1. Alterations to regulatory arrangements 3. Publication KPIs for alterations to regulatory arrangements
@ Application ® Withdrawn application @ < 28 days ® Extension @Warning @ Exemption direction e n Year-to-date By
202021 [T P— 0 0 0
Y 0 0 0
: publication
Y 16
cors-17 [N ] 3 3
2015-16 ] [
o T I 100% 100% 100%
2012-13 1 T publication
< 2 days < 2 days < 2 days
2011-12
— —— 2 2 ’
2. Number of days to issue decision 4. Risk assessments by decision time category
@ Median days @ Mean days Decision time: @ < 28 days @ Extension
Alterations to regulatory arrangements (excluding decisions following a warning notice) Practising fees Last quarter Year-to-date Last year
90 days :
One decision was made in Q1, which was on a higher risk Lower risk N/A N/A 560/0
application. Hence the high average decision time.‘ 83
5
50
28 days
o [ it  ‘m B I == i 30 N I B i 30 29 ngher risk .
24 25 29 2 24 Analysis &
Background
1 1 3

2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 2019-20 2020-21 on next page


https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSection097c9619916da3685e80?pbi_source=PowerPoint

Statutory Decisions

Analysis

In Q1, we received three applications to make alterations to
regulatory arrangements and made two decisions. One decision
was made following an extension notice, while the other was
made following a warning notice. This was our first warning
notice in several years. We also issued five exemption directions.

Thus far in 2021/22, our median and mean decision time is high
because we made one decision in Q1 (excluding the decision
following a warning notice) which was on a higher risk
application. We expect our average decision time to reduce as
more decisions are made.

In Q1, we published all applications and decisions within our two
working day target.

In Q1, our decisions that have taken longer than 28 days have all
been on higher risk applications.

Background

Alterations to regulatory arrangements

Under the Legal Services Act 2007 (‘the Act’), alterations

to approved regulators’ regulatory arrangements (‘rule
changes’) must be approved by the LSB before coming into
effect. This is one of the LSB's principal and most frequently
exercised statutory functions.

The Act prescribes an initial 28 day period for making a decision
that can be extended by the LSB by up to 90 days via an
extension notice or by a further year if the LSB is considering
refusing an application and issues a warning notice. The LSB can
only refuse an application if one of the statutory refusal criteria
is met.

Under the Act, the LSB also has the power to exempt
certain general or specific changes from the approval process by
issuing an exemption direction.

The LSB aims to publish all applications and decisions within two
working days.

In our consideration process, we take a risk-based

approach whereby applications are assessed as lower risk or
higher risk. For lower risk applications, our target is a decision in
28 days or less. For higher risk applications, our target is a
decision in greater than 28 days and 90 days or less.

Practising_fees
Under the Act the LSB assesses and approves practising fees.

LEGAL
BOAR|
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https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSectionf5da5495a536447c8dab?pbi_source=PowerPoint

Contact Us

LEGAL SERVICES
BOARD

124

115
110 101

66
52

2019-20 Q2 2019-20 Q3 2019-20 Q4 2020-21 Q1 2020-21 Q2 2020-21 Q3 2020-21 Q4 2021-22 Q1

Response time: <10 days = > 10 days

107

77 79
72
62 69

48 40

2019-20 Q2 2019-20 Q3 2019-20 Q4 2020-21 Q1 2020-21 Q2 2020-21 Q3 2020-21 Q4 2021-22 Q1

3. Response time

@ Median days to respond @ Mean days to respond

11.0
70 70
5.0
40

2019-20 Q2 2019-20 Q3 2019-20 Q4 2020-21 Q1 2020-21 Q2 2020-21 Q3 2020-21 Q4 2021-22 Q1

4. Response time KPI

Last quarter Year-to-date

19

82%
< 10 days

88 88

Analysis

There were 182 Contact Us enquiries in Q1,
higher than any other quarter in the last two
years. 63% of these enquiries were repeat
enquiries, 55% were a complaint about an AR
and 34% were enquiries that were copied to us
or did not require a reply.

In Q1, our median and mean response time was
lower than any quarter in the previous two years.

In Q1, 82% of our responses were within our
target time. This is slightly improved on the
overall percentage for last year, which was 79%.

% of enquiries in Q1 by top reason code

63%

55% Note that enquiries can have

multiple reasons codes.
34%

82%

< 10 days

Last year

19 49

79%

< 10 days

190

Background

Contact Us is our inbox for receiving
correspondence from the public. It is
monitored by the administration team.

The public typically contacts us to complain
about an approved regulator, lawyer, the Legal
Ombudsman, or with general enquiries about
legal services and legal aid.

Our target response time is 10 working days or
less.

Chart notes

* Enquiries: All correspondence received, some
of which does not require a response, for
example, if it is copied to the LSB.

= Repeat enquiry: When a person emails us
again on the same issue, for example, with
follow-up questions.


https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSectiona1dfc16b5878cd4f1948?pbi_source=PowerPoint

Freedom of Information

LEGAL SERVICES
BOARD

4. Response time KPI

Response time: @< 20 days > 20 days Last quarter Year-to-date Last year

1

34
31

23 23 23
= 20 20 .
17 17

100%

< 20 days

100% 96%

< 20 days < 20 days

4
4 22
2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22

Analysis Background
Response time: @< 20 days > 20 days We received relatively few freedom of The Freedom of Information Act 2000

information requests in Q1, similar to (‘the Act’) gives people a right of access to
I previous recent quarters. the information held by, or on behalf of,

== 4 public authorities (‘authorities’). This

2020-21 Q4 4 We met our target response time for all applies regardless of the age, format,

responses in Q1. All four were responded origin or classification of the information,
HtEbil ek 4 to in 20 working days or less. and covers for example: reports, letters,
202021 Q2 - ‘ . emails, notebooks and photographs.

Thus far in 2021/22, our median and mean

response time is lower than in recent The Act requires authorities: (1) to publish
3. Response time years. information proactively in accordance with

their publication schemes; and (2) to
provide within not more than 20 working
days other information requested by
any person (‘information requests’).

@ Median days @ Mean days

11

13
7 7
-
|

2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22


https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSection?pbi_source=PowerPoint

Communications and Engagement

LEGAL SERVICES
BOARD

Page views
Diversity

40
20

0

Prices
20

0

Coronavirus impact
100

0
Individual legal needs

40
20

0

Market structure

50

0
Consumer protection

20
10

0
Jan 2020

Jul 2020

151
Total page views

474
Total page views

2393
Total page views

926
Total page views

1164
Total page views

218
Total page views

Jan 2021

2. Chair's Blog

Unique views in first 30 days

123
- ] =]
Jul-20 Sep-20 Oct-20 Dec-20 Jan-21 Feb-21 Mar-21 Apr-21 Jun-21

Average time on blog in seconds

230 231
IVE]
129 150
94

Jul-20 Sep-20 Oct-20 Dec-20 Jan-21 Feb-21 Mar-21 Apr-21 Jun-21

Twitter followers  LinkedIn followers

0.7K 0.8K 0.9K 1.0K

Sep-20 Dec-20 Mar-21 Jun-21

5. Newsletters
@ Recipients @Open @ Click

Reshaping legal services: a sector-wide strategy 24% 6%

for legal services in England and Wales Open Click

225
60

Meonthly bulletins 43% 12%

4, Media sentiment

@ Very Positive @Positive @ Neutral @Negative @ Very negative

. 90
62 58 57 55
. 30
2 0 50 SN2 o
2020-21 Q3 2020-21 Q4 2021-22 Q1

Open Click
108
71 74 °°
20 22 28 27
LSB Bulletin LSB Bulletin LSB Bulletin LSB Bulletin June
October 2020 December 2020  February 2021 2021
6. Senior engagement meetings
@ CEO @ Chair @ Chair and CEO
15
7 ]

2020-21 Q1 2020-21 Q2 2020-21 Q3 2020-21 Q4 2021-22 Q1

Analysis
on next page


https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSection73057b7bda105c17b9cc?pbi_source=PowerPoint

Communications and Engagement

BOA

Analysis
1 Day Active Users @90 day moving average Website users in Q1 were comparable to recent quarters. Thus far
o in 2021/22, median and mean users are higher than the previous
two years.
The market intelligence dashboards continue to be used. In Q1, we
launched a diversity dashboard.
500
Views of the Chair's blog are consistent. Average time on the blog
W increased over the last few months.
Senior engagement meetings increased in Q1 compared to Q4 of
2010 2012 2014 2016 2018 2020 last year.
Date 1 Day Active Users Press release
s We continued distributing a newsletter to stakeholders via our
28 October 2020 826 LSB approves significant changes to how solicitors qualify CRM system. Our June 2021 newsletter was sent to more recipients
27 March 2018 660 LSB approves framework for SRA’s new admission requirements for solicitors and was opened more times than any previous monthly newsletter.
06 November 2018 627 LSB approves SRA's Looking to the Future rule change application Our current open rates and click-through rates are high relative to
26 February 2015 601 LSB puts spotlight on regulation of in-house lawyers comparative industry benchmarks, which are around 22% open and
23 April 2012 561 LSB announces proposals for greater protection of consumers of will-writing and estate administration services less than 3% for click-through
27 November 2014 550 LSB publishes its SRA PIl application decision
22 January 2013 533 LSB publishes research into the cab rank rule Our social media following continues to grow at a steady rate.
25 November 2020 505 Ten-year report reveals that the basic legal needs of many in society are still not being met

There were 145 instances of media coverage on us in Q1. Media
coverage was mostly very positive or neutral in Q1. The very
positive coverage (55 instances) was primarily about our new
2020-21 Q4 diversity dashboard and research report, and our response to

539 249 260 2020-21 Q3 ‘replying by silence'. The positive coverage (8 instances) was
230 229 imari ity indi i i
228 215 216 212 2020-21 Q2 primarily about our quality indicators work and online reviews. The
198 : . .
176 neutral coverage (90 instances) included SRA compensation fund
149 2020-21 Q1 . L. . .

and law firms citing our prices research. The negative coverage (2

S instances) were an opinion piece about online reviews and
2019-20 Q3 challenging our approach to transparency and a piece on the Bar

2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 2019-20Q2 Council's concern that we are exceeding our remit.

8. Website users
@ Median of 1 Day Active Users @ Mean of 1 Day Active Users 2021-22 Q1


https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSection338403b984d7e96a14ab?pbi_source=PowerPoint

Finance - prompt payment

BOA

3. Prompt payment data

2020-21 2020-21 2020-21 2021-22

Q2 Q3 Q4 Q1
Paid < 5 working days 45 59 51 67 N 283
% Paid < 5 working days 74% 81% 72% 99% 95% Rz
Paid < 10 working days 60 72 67 68 64 IEEE]
% Paid < 10 working days 98% 99% 94% 100% 100% Ly
Paid < 30 calendar days 61 73 71 68 64 IEEETY
% Paid < 30 calendar days 100% 100% 100% 100% 100% Rl
Paid < 60 calendar days 61 73 71 68 64 IEEEY
% Paid < 60 calendar days 100% 100% 100% 100% 100% Qo
2020-21 Q1 2020-21 Q2 2020-21 Q3 2020-21 Q4 2021-22 Q1
2. Working days to pay invoice Analysis Background
@ Median ® Mean The number of invoices paid and prompt The LSB undertakes one payment run per
ayment data in Q1 was broadly consistent week.
pay Y
with Q4 of last year and better than Q1 of
last year. Prompt payment data is reported in line with

Government guidance.
In Q1, we paid 64 invoices, of which 61 (95%)
were paid within 5 working days. We paid
100% of invoices within 10 working days.
20 20
On average we paid our invoices within 2.4
days in Q1. This is the same as in Q4 of last

2020-21 Q1 2020-21 Q2 2020-21 Q3 2020-21 Q4 2021-22 Q1 year.


https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSectionac506bd10c5e7abe8213?pbi_source=PowerPoint
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BOA

1. Colleague pulse survey Analysis

Results from the colleague pulse survey
in Q1 were broadly consistent with
survey results over the last year. Most
colleagues remain confident in SLT's
ability to make the right decisions. Most
colleagues would prefer to work
remotely for most of the week. The
most common preference continues to
be two days per week in the office.
However, this preference has seen a
large reduction over the last two

Sick days surveys.

How confident are you in the SLT to make the right decisions through this crisis? Used @Remaining

@ Extremely confident @ Very confident @ Somewhat confident @ Not so confident @ Not confident at all
Colleague £22K

Organisation £31K

d. ini | | I |
- — I 0 O 0 Spending on training was relatively low
Apr-20 Jun-20 Jul-20 Sep-20 Nov-20 Jan-21 Mar-21 May-21 in Q1 as we expect at this stage of the

year. The remaining training budget is

Once this crisis is over, what would your preference be for time spent in the office? forecasted to be spent in 2021/22.

@ Default work from home @0Once per fortnight @1 day p/w @2 day p/w @3 day p/w @4 day p/w @5 day p/w Sick days in Q1 were comparable to Q4
of last year and lower than 2019-20
levels. One colleague resigned in Q1.
The time taken from the colleague
Resignations leaving the LSB to having a new
replacement was two weeks.

2019-20 2019-20 2019-20 2020-21 2020-21 2020-21 2020-21 2021-22
Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1

2019-20 2019-20 2019-20 2020-21 2020-21 2020-21 2020-21 2021-22
Jun-20 Jul-20 Sep-20 Nov-20 Jan-21 Mar-21 May-21 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1



https://app.powerbi.com/groups/me/reports/0ca7f19d-5d3a-4782-8db0-19035b0aa584/ReportSectiona983db6ef125e7b446b1?pbi_source=PowerPoint
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