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Developing a strategy
for legal services
4 evidence sessions
72 stakeholder meetings
41 Public Panel members

State of Legal Services
2020
Published in November

Engagement
Evidence

Summit with 40 sector
leaders – 24 September
2020
Headline projects in
year 1 of the strategy
Public consultation
9 December to 5
February
Finalise strategy and
business plan in
March

Business
Plan

Strategy

Evidence compendium
analysing health of sector
Narrative volume
contains strategic
overlay

A strategy for the
sector not just LSB
10yr strategic
direction, 3 themes,
9 challenges
3yr priorities
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Public Panel research

Volume one: the narrative

Volume
two:
the
evidence
Volume two: The evidence

A draft strategy and business plan

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

Closing gaps in consumer
protection

Fostering innovation that
designs services around
consumer needs
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Achieving fairer outcomes for
people experiencing greater
disadvantage
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Dismantling barriers to a
diverse and inclusive
profession at all levels

Reforming the justice system Supporting responsible use of
and redrawing the regulatory
technology that commands
landscape
public trust
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Successes

Unmet legal need

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
Contentious
issues only
causing negative
outcomes
for consumers

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

Unmet need and vulnerability
Unmet legal need

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
Contentious issues only

A strategy for the sector
▪ Reduce financial and non-financial barriers to access
▪ A legal support strategy for small businesses
▪ Fairer markets for citizens in vulnerable circumstances
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Diversity in the profession

Unmet legal need

Issues to address
▪ A range 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
Contentious issues only

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
Unmet legal need

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
Contentious issues only

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

Unmet legal need

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
Contentious issues only

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’?

Covid-19

Unmet legal need

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
issues
only
▪ ChallengesContentious
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

Thank you
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