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LEGAL  SERVICES  BOARD  Minutes –  15  September  2020  

 

Minutes of the Legal Services Board (LSB) meeting held on 15 September 
2020 

Date:    15  September  2020  
Time:    10:30  –  11:00  (Board  private  session)  
   11:00  –  12:15  (Board  meeting)  
   13:00  –  15:00  (Strategy session)  
     
Venue:  By phone  

   
Present:   Dr  Helen  Phillips   Chairing  the  meeting   
(Members)   Catherine  Brown    (Strategy session  only)  

Jemima  Coleman        
Marina  Gibbs   
Stephen  Gowland     
Ian  Hamer   
Flora  Page   
Catharine  Seddon    
Michael  Smyth  CBE  QC  (Hon)  
Matthew  Hill     Chief  Executive  

In attendance: Steve Brooker Head, Policy Development and Research 
Angela Latta Head, Performance and Oversight 
Paul Nezandonyi Head, Communications and Engagement 
Chris Nichols Director, Policy and Regulation 
Steph North Corporate Governance Manager (minutes) 
Holly Perry Director, Enabling Services 
Toakase Tonga Interim General Counsel 
Melanie Stewart Head, Finance and IT (item 6) 
Rachael Goldwater Corporate Affairs Associate (Strategy item) 
Aisling O’Connell Policy Manager (Strategy item) 
Gabrielle Stewart Stakeholder and Engagement Manager 

(Strategy item) 

External attendance: 
Sharon Horwitz Competition and Markets Authority (item 12) 
Paul Tregear Competition and Markets Authority (item 12) 
Min Lim Competition and Markets Authority (item 12) 

Observing the meeting: 

Juliet Glennie Admin Assistant 
Ahmed Khan Legal Adviser 
Robin Geddes Policy Manager (item 12) 
Rachael Goldwater Corporate Affairs Associate 
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BOARD MEETING 

Item 1 - Welcome and apologies 

1.1  The  Board  had  met  for  a  private  session  to  consider  the  recent  Board  evaluation.   

The  Board  agreed  the  proposed  action  plan  for  2020  and  noted  the  update  to  the  

2019  action  plan.   

 

1.2  The  Chair  welcomed  all  those  present  to  the  meeting,  including  Stephen  Gowland  

and  Flora  Page  at  their  first  Board  meeting,  and  LSB  colleagues observing  the  

meeting.  

 

1.3  Apologies for  the  morning’s session  had  been  received  from  Catherine  Brown  whose  

written  comments on  the  papers would  be  fed  into  discussion  at  the  appropriate  

points.  

Item 2 - Declarations of interests relevant to the business of the Board 

2.1  The  Board  noted  that  Ian  Hamer  was a  member  of  the  Family Mediation  Standards 

Board.  Part  of  his role  involved  looking  at  complaints,  including  interaction  with  the  

Solicitors Regulation  Authority (SRA).  

Item 3 – Paper (20) 41 - Chief Executive’s progress report 

3.1  The  Chief  Executive  presented  his  progress report.  

 
3.2         Board  members reviewed  the  Chief  Executive’s report,  and  the  following  points 

were  raised  in  discussion:  
 

•  Office  for  Legal  Complaints  –  a  proposed  introduction  of  adjudication  services 

would  represent  a  marked  change  in  approach    

•  Regulatory performance  –  the  BSB  had  requested  that  the  LSB  seek third  party 

governance  expertise  to  inform  its regulatory performance  review.  The  LSB  

considered  it  had  the  required  expertise  within  the  executive  and  Board,  but  that  

the  position  would  be  kept  under  review  as matters arose.  Board  members 

agreed  that  the  terms of  reference  for  the  review  were  clear  and  well  considered  

and  that  it  was helpful  to  have  set  out  the  approach  LSB  would  adopt  should  

evidence  arise  of  problems in  relation  to  other  standards out  of  scope  for  this 

particular  review  

•  Public panel  –  regulators’  engagement  with  the  panel  was not  a  direct  

consideration  for  performance  reviews,  although  the  framework did  include  

outcomes requiring  regulators to  have  a  robust  evidence  base  on  consumers’  
needs and  the  panel  could  be  a  resource  that  some  regulators use  to  contribute  

to  meeting  this     

•  Market  intelligence  –  given  the  LSB’s strong  backing  for  Legal  Choices,  it  would  
be  helpful  to  consider  the  introduction  of  direct  measure(s)  of  impact  e.g.  

meaningful  site  visits.  It  was expected  that  the  Legal  Choices Governance  Board  

would  shortly publish  performance  statistics at  the  end  of  the  first  three  years of  

its operation   

2  



 

 

 
      

 

 
        

 

          
 

            
  

 
    

 

LEGAL  SERVICES  BOARD  Minutes –  15  September  2020  

•  Legal  Choices –  given  the  impasse  in  future  funding,  it  was  anticipated  that  a  

further  conversation  would  be  required  at  Board  level  to  discuss next  steps in  due  

course.  

3.3   The  Board  noted the  Chief  Executive’s  Report.  

Item 4 – Paper (20) 42 - Covid-19 sector response 

4.1  The  Board  noted  the  Covid-19  sector  response  paper.   

Item 5 – Paper (20) 43 – Consumer engagement programme 

5.1  The  Board  noted the  consumer  engagement  paper.  

Item 6 – Paper (20) 44 – Finance Report to 31 August 2020 

6.1    The  Board  considered  the  Finance  Report.  Points raised  included:  

•  that  there  was strong  performance  in  terms of  budget  management  and  

forecasting;  

•  that  the  Board  had  a  responsibility not  just  to  avoid  overspends,  but  also  to  

ensure  that  the  money spent  was  invested  in  value  for  money ways,  with  a  

continuous focus on  the  value  for  money of  our  activities;  

•  It  was requested  that  a  section  on  value  for  money be  included  in  future  

finance  reports (action).   

 

6.2  The  Board  noted  the  Finance  Report.  

 

6.3  The  Chair  paid  tribute  to  the  Head,  Finance  and  IT, whose  last  day at  the  LSB  would  

be  9  October  2020.  The  Head,  Finance  and  IT had  overseen  both  the  office  move  

and  IT transformation,  as well  as managing  exemplary financial  controls and  

budgeting.  The  Chair  on  behalf  of  the  Board  wished  the  Head,  Finance  and  IT all  the  

best  for  the  future  and  her  new  role.   

Item 7 - Minutes of the previous meeting – 14 July 2020 

7.1  The  Board  approved  the  minutes as drafted.  

Item 8 – Board action tracker 

8.1   The  Board  noted  the  action  tracker.  

 

Item 9  –  Papers  circulated out  of  committee  

 

9.1   The  Board  noted  the  papers circulated  out  of  committee  since  the  last  meeting:   

•  Recommendation  to  reappoint  non-executive  directors to  the  OLC  and  LSCP   

•  Paper  (20)  39  OLC  Annual  Report  and  Account  2019/20   

•  Paper  (20)  40  Q1  Performance  Report  

•  Paper  (20)  41  Recommendation  to  appoint  non-executive  director  to  the  OLC   

•  Paper  (20)  45  Board  evaluation  2020   
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Item 10 – Forward Look 

10.1   The  Board  noted  the  draft  agenda  for  the  October  Board  meeting.  

Item 11 – AOB 

11.1  In  line  with  the  terms of  reference  outlined  in  the  Governance  Manual,  the  Board  
agreed to  the  Chair’s  recommendation  to  reappoint  Michael  Smyth  as Senior  
Independent  Director  (SID)  for  a  second  term  until  April  2022  (when  he  is due  to  step  
down  from  the  LSB  Board).  Action:  circulate  the  SID  terms of  appointment.   

Item 12 – Speaker session – Competition and Markets Authority (CMA) 

12.1  Sharon  Horwitz,  Director  at  the  CMA,  addressed  the  Board  on  the  CMA’s recently 

launched  call  for  input  to  its Review  of  the  Legal  Services Market.  Key points 

included:   

•  The  review  would  examine  the  implementation  and  impact  of  the  original  market  

study recommendations around  competition  (including  pricing,  quality signals 

and  comparison  tools),  consumer  protection  (including  redress)  and,  reform  to  

the  regulatory framework and  independence.   

•  The  primary focus of  the  CMA’s analysis would  be  on  competition  in  legal  

services.  On  regulatory reform,  the  CMA  would  re-examine  the  case  for  

regulatory reform  made  in  the  CMA’s market  study and  would  in  addition  
consider  the  scope  for  reform  within  the  current  framework.  

•  The  CMA  noted  (on  a  provisional  basis given  the  early stage  of  the  review):   

o  overall,  transparency remedies appear  to  have  had  limited  impact  to  date  on  

market  outcomes.  The  review  would  consider  the  potential  reasons for  this 

and  how  it  might  be  possible  to  enhance  future  impact;   

o  the  effects of  Covid-19,  which  would  need  to  be  taken  into  account,  for  

example  the  extent  to  which  that  would  encourage  lawtech;  

o  that  the  LSB  is likely to  be  best  placed  to  drive  forward  any recommendations 

that  do  not  need  legislative  change  that  may result  from  the  review.  Any 

recommendations requiring  legislative  change  would  be  directed  to  the  

Ministry of  Justice.  

12.2      The  Board  considered  the  presentation,  and  some  of  the  points raised  included:  

•  To  what  extent  the  LSB  could  influence  the  next  steps of  the  CMA’s work  - from  

the  CMA’s perspective,  the  LSB  had  an  important  role  to  play in  shaping  the  
requirements imposed  on  regulators.  Shared  analysis and  continued  cooperation  

were  needed  to  progress this important  area.  

•  Digital  comparison  tools  –  take  up  to  date  had  been  very low,  which  to  a  certain  

extent  was behaviourally-driven.  In  some  instances,  consumers were  not  

consulting  websites at  all.  

•  Word  of  mouth  –  the  Board  noted  this remains an  important  mechanism  through  

which  consumers choose  legal  services.  The  CMA  acknowledged  this but  noted  

the  limited  ability of  such  mechanisms to  encourage  considered  comparison  that  

would  drive  competition  across the  sector.    

4  



 

 

 

 

LEGAL  SERVICES  BOARD  Minutes –  15  September  2020  

•  Quality indicators –  there  remained  issues linked  to  quality indicators.  It  was 

suggested  by the  Board  that  a  graded  approach  to  indicators might  provide  more  

nuance.  The  CMA  was considering  different  models and  schemes across other  

sectors to  inform  its thinking  on  quality indicators.  

12.3      The  Chair  on  behalf  of  the  Board  thanked  the  CMA  for  its presentation  and  

stimulating  discussion.  The  LSB  and  CMA  would  continue  to  engage  closely on  these  

issues and  to  shape  the  findings of  the  review.    

 

12.4  There  was no  other  business and  the  meeting  closed.  

13. LSB  strategy  development  

13.1   The  Board  reconvened  for  a  strategy  session.    
 
 

SN 15/09/20   
 

 
Signed  as an  accurate  record  of  the  meeting  

 
....................................................................................................................  

Date  
 

                                
...................................................................................................................  
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