
LEGAL SERVICES BOARD Minutes – 18 March 2021 

Minutes of the Legal Services Board (LSB) meeting held on 18 March 2021 

Date: 18 March 2021 
Time: 10:30 – 11:10 (Board private session) 

11:10 – 14:30 (Board meeting) 

Venue: By videoconference 

Present: Dr Helen Phillips Chairing the meeting 
(Members) Matthew Hill Chief Executive 

Catharine Seddon 
Catherine Brown 
Jemima Coleman 
Marina Gibbs 
Stephen Gowland 
Ian Hamer 
Flora Page 
Michael Smyth CBE QC (Hon) 

In attendance: Steve Brooker Head, Policy Development and Research 
Stuart Hamill Head, Finance and IT 
Angela Latta Head, Performance and Oversight 
Chris Nichols Director, Policy and Regulation 
Paul Nezandonyi Head, Communications and Engagement 
Steph North Corporate Governance Manager (minutes) 
Holly Perry Director, Enabling Services 
Toakase Tonga Senior Legal Adviser 
Robin Geddes Regulatory Policy Manager (item 4) 
Aisling O’ Connell Regulatory Policy Manager (item 5) 
Tim Borthwick Corporate Services Manager (item 5) 

External attendance: 

For item 6 from the Legal Services Consumer Panel: 

Sarah Chambers Chair 
Lola Bello Manager 

For item 7 from the Office for Legal Complaints: 

Elisabeth Davies Chair 
Michael Letters Head of Finance 
Paul McFadden Chief Ombudsman 
Sandra Strinati Chief Operating Officer 

Observing the meeting: 
Gary Kildare Board member designate 
Katrina Bell Regulatory Policy Associate 
Rachael Goldwater Corporate Affairs Associate 
Gurdas Sually Regulatory Policy Associate 
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BOARD MEETING 

Item 1 - Welcome and apologies 

1.1 The Chair welcomed all those present to the meeting, in particular Board member 

designate, Gary Kildare, whose first term of appointment would begin on 1 April 

2021, and Marina Gibbs for whom this was her last meeting before the expiry of her 

term of office on 31 March 2021. 

1.2 The Chair on behalf of the Board paid tribute to Marina, with sincere thanks for her 

wise counsel and significant contribution during her two terms of office on the LSB 

Board. 

1.3 Apologies had been received from the General Counsel. The Senior Legal Adviser 

was in attendance in her absence. 

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

2.1 Board member Stephen Gowland declared that a complaint against his former firm 
was currently being reviewed by the Legal Ombudsman. The Chair confirmed that, to 
guard against any risk of potential, perceived or actual conflict of interest, Stephen 
would withdraw himself from discussions relating to the Office for Legal Complaints 
until such time as the matter was resolved. As such the member withdrew from 
discussion of item 7 on the agenda. 

Item 3 – Paper (21) 09 - Chief Executive’s progress report 

3.1 The Chief Executive introduced his progress report. 

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

raised in discussion: 

• Public appointments – it was noted that owing to a significant executive 

appointment, Owen Derbyshire would step down from his role as Legal Services 

Consumer Panel member on 31 March 2021; 

• Market transparency rule breaches – it was noted that the highest fine the 

Solicitors Regulation Authority (SRA) was able to impose for a breach was £2k 

for individuals and firms, and £50m for an ABS; 

• Money laundering – it was noted that the SRA had carried out a review of the 

risks in relation to money laundering and terrorist funding. It was important for the 

LSB to establish its position in relation to sanctions. Board member Flora Page 

had volunteered to assist the executive with this. There would be an update to the 

Board by circulation (action); 

• Solicitors Disciplinary Tribunal – it was suggested there might be scope for the 

LSB to co-ordinate a sector wide position on a range of issues relating to 

compliance and enforcement, including mental health, sanctions and implications 

arising from the Beckwith ruling. The LSB should consider its position regarding 

the emerging debate on whether the legal services sector needs a ‘fitness to 

practise’ regime. An update would be provided to the Board by correspondence 

(action); 
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• Bridge Group literature review into diversity - emerging themes from the review 

were that little evaluation had taken place. Instead, the emphasis to date had 

been on data collection. There appeared to be a lack of commonality of 

approach, and a lack of universal understanding about what a regulatory lever 

was and how it might be used. The report would be shared with the Board in due 

course (action); 

• The Board noted that the new president of The Law Society was due to take up 

post on 19 March 2021; 

• Market intelligence research – it was noted that data on the small and medium 

business sector was due to be updated in summer 2021 as part of the LSB’s next 
small business survey, which was carried out every 4 years. 

3.3 Board members noted the CEO Report. 

Item 4 – Paper (21) 10 - Response to Competition and Markets Authority 
recommendations 

4.1 The Regulatory Policy Manager introduced the paper, which set out options for 
undertaking the recommendations proposed in the Competition and Markets 
Authority’s Review of Legal Services Market Study report. Following the Board’s last 
discussion on the topic, this paper expanded on links to the LSB’s new strategy, and 
set out potential governance structures and how regulatory bodies would be held to 
account. The Board was asked to accept the recommendations, including that with its 
convening power the LSB was best placed to chair an oversight group – whether the 
existing RPIG group, or a new oversight board. It was acknowledged that any change 
from the status quo would require increased resource, which should be considered in 
the context of the LSB’s next budget. On accountability, the core approach proposed 
would incorporate the regulatory performance framework and a policy statement. 

4.2 The Board considered the paper and the following comments were raised in 
discussion: 

• The Board endorsed the proposed leadership role for the LSB in this area; 

• It was imperative that this work be embedded within regulatory performance 

standards; 

• The proposals were a step change in response to the CMA recommendations and it 

was important to consider them in conjunction with the business plan and budget; 

• As drafted, the link between this work, resources and other priorities in the business 

plan was not clear, particularly in relation to deferred work on simple legal products; 

• The Board expressed strong endorsement for a policy statement reinforced by 

forging consensus, within which the LSB would set out its expectations of the 

regulatory bodies for consumer engagement. It was anticipated that such a policy 

statement would encourage real improvements across the sector; 

• Another model for delivery akin to the UK Regulators Network (UKRN) could helpfully 

be considered, with the LSB chairing a new group and a small secretariat sourced 

from different regulatory bodies; 

• In relation to the proposal around implementing a single digital register, the Board 

acknowledged the different skills and mindset required in running a register versus 

being an oversight regulator; 

• The executive would work with others to work out what any potential register would 

look like, what it would provide and who it would be for. 
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4.3 The Board agreed in principle that: 

• The LSB coordinate, monitor and lead this work; 

• Policy work be undertaken to consider a digital register of authorised persons, with 

due consideration for what that would look like and what resourcing would be 

required; 

• The executive would engage with the Ministry of Justice on the CMA’s 
recommendation directed to it on a mandatory register of unregulated providers; a 

voluntary register would be considered in the next business plan as part of planned 

work on the scope of regulation. 

Item 5 - Paper (21) 11- Final LSB strategy for the sector, and business plan and budget 
2021/22 

5.1 The Head, Policy Development and Research introduced the final proposed LSB 
strategy for the sector, business plan and budget for 2021/22, which incorporated 
comments raised in discussion over the past 18 months. It was highlighted that there 
were no proposed substantive changes to that business plan other that in order to 
accommodate resources needed for CMA work, work on simple legal products would 
be deferred until resources permitted. Three areas for discussion were proposed 
around prioritisation, responses to the consultation, and next steps - including 
maximising benefits of the new strategy, fostering collaboration and tracking 
progress. 

5.2 The Board considered the documents, and the following points were raised in 
discussion: 

• The Board welcomed the comprehensive set of documents following consultation 

with a wide range of stakeholders; 

• The Board expressed support for the overall approach, noting that a prioritisation 

exercise had been carried out, but expressed disappointment that some workstreams 

would not start immediately. On workstreams that had been deferred, more 

explanation was needed so as not to inadvertently give the impression that the LSB 

was less committed to making advances in those areas; 

• Greater clarity could be provided throughout the documents as to what outcomes 

were expected once planned work was carried out; 

• The Board welcomed the emphasis on collaboration which was commensurate with 

the level ambition set out in the documents, including forging links with academics; 

• In relation to consultation, the Board noted the Bar Council’s consultation response 
which expressed the view that LSB should not be putting forward a strategy for the 

sector. The Board rejected that position strongly and asked the executive to set out 

clearly in the response the statutory basis for its actions; 

• The LSB’s commitment to improving redress for consumers remained strong but 

performance challenges at the Legal Ombudsman needed to be acknowledged. 

• The documents could helpfully make greater reference to mental health in the 

profession, as well as consumer protection and signposting to different mechanisms 

for redress; 

• It was correct to adopt a clear and authentic tone in the consultation response, 

including being robust where the LSB disagreed with points raised; 
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• In relation to the business plan, the executive was encouraged to consider whether 

LSB was adequately stating its ambition, supported by sufficient resourcing, for 

example, increased diversity and inclusion across the sector, with a particular focus 

on user experience and access; 

• The Board encouraged the executive to ensure the spirit of collaboration within which 

the consultation exercise was carried out was emphasised in the response 

document; 

• There was scope for the LSB to collaborate with a wider range of stakeholders to 

progress its objectives, including membership bodies. 

5.3 The Chair on behalf of the Board thanked the executive for the final documents, 
which would be amended in relation to tone, clarity and ambition following points 
raised in discussion. The Board agreed the budget for 2021/22 of £4.098m, as 
considered by ARAC at its meeting on 3 March 2021; agreed the proposed strategy 
for the sector and the Business Plan for 2021/22, subject to drafting changes, and 
delegated authority to the Chair and Chief Executive to approve the documents to 
be published before 31 March 2021. 

Item 6 - Paper (21) 12- Legal Services Consumer Panel strategy and work programme 
2021/22 

6.1 The Chair of the Legal Services Consumer Panel (“the Panel”) provided an overview 

of the Panel’s proposed work plan and strategy for 2021/22. Key areas included: 

• The Panel had decided to align its strategy to the LSB’s; 
• The starting point for the workplan was Covid which had changed the Panel’s 

priorities. The Chair considered it would be years before Covid’s full impact was felt 

and the Panel’s approach would change its consumer strategy accordingly; 

• Covid had accelerated some trends, improved some areas, made others worse and 

provided new opportunities, particularly in relation to technology, transparency, and 

comparison websites; 

• The Panel would focus on exercising its convening and influencing power; 

• The Panel had identified unmet legal need as a top priority. In the coming year, it 

would use its convening power to bring together a wide range of stakeholders from 

across the legal sector including firms and education providers to see whether new 

ways could be found to match unmet legal need with those entering the profession; 

• The Panel was keen to collaborate with the frontline regulators to help them 

understand how to do consumer-focussed regulation well. 

6.2 The Board considered the paper and the following comments were raised in 

discussion: 

• The Panel’s commitment to work with a wider range of stakeholders was 

encouraging, as was its focus on user-focused regulation and enthusiasm to work 

with providers; 

• The proposed approach to tech was very positive, and it would be pertinent for the 

LSB to consider articulating its approach to work on tech in a similar way; 

• The Board welcomed the idea of pairing recent graduates with law clinics to address 

unmet legal need – noting this would not take the place of legal aid; 
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• The Board sought more clarity about the relationship between unmet legal need, 

vulnerable consumers, and diversity, inclusion and structural inequality more 

generally. The Board welcomed further engagement on these points at a future date; 

• In relation to the LSB’s Public Panel and the LSCP, it was acknowledged that 

although both existed to explore consumer experiences, each had a different role to 

play. The Panel was made up of experts, whereas the Public Panel was a research 

vehicle for listening to the views of consumers directly. 

6.3 The Board endorsed the Panel’s ambitious work plan and strategy for 2021/22, with 
thanks for the hard work that had gone into assembling this year’s plan and strategy, 
with consideration of the LSB’s strategic approach. 

Item 7 – Paper (21) 13 - Office for Legal Complaints Budget 2021/22 

7.1 The OLC Chair introduced the OLC Budget proposal for 2021/22 which was for a 
sum of £14,471,042. The OLC Chair explained that the proposal had been 
formulated in tandem with the forecast performance trajectory which represented the 
OLC’s minimum delivery expectations, without taking account of planned innovations 
in the next two years. A proposed mid-year review would not be a passive 
reassessment, but a transparent review of the improvement trajectory. 

7.2 The Board considered the OLC’s budget proposal, and the following points were 
raised in discussion: 

• The Board acknowledged that: the budget proposal reflected the minimum 

expected position based on a robust forecasting model; that new staff would be 

brought in in July and November 2021; other improvement initiatives were 

expected to improve efficiency and waiting times but had not been factored into 

the forecasting model; 

• The Board recognised that the new leadership team needs time to change the 

performance culture and asked for further information in due course about how 

this will be achieved; 

• The Board noted that the issue of 60% of staff being unable to work their regular 

hours in January 2021 was Covid-related, and had not persisted through 

subsequent months; 

• The Board highlighted concerns with aspects of the proposed value for money 

framework, which it was posited would benefit from having a smaller number of 

targeted measures, including cost and outcome; 

• It was encouraging to see unit cost included as an indicator although it would be 

helpful for the OLC to explain how it could be made a more relevant measure; 

• The Board sought assurance on measurement of any differential complaint 

outcomes based on protected characteristics. The proposal as drafted implied 

that data supported the assurance that LeO is accessible to black, asian, minority 

ethnic and disabled consumers but insufficient evidence had been presented. 

The Board and OLC agreed that LeO’s performance on diversity had 

ramifications across the sector; 

• The Board noted the inclusion of a £100k fund for staff to incentivise efficiencies 

and effectiveness; 

• The Board noted improved staff satisfaction results in LeO’s most recent staff 
survey and questioned how that improved morale would be capitalised upon. The 

6 



LEGAL SERVICES BOARD Minutes – 18 March 2021 

Board requested information on the underlying philosophy behind performance 

management of staff; 

• The Board welcomed the OLC’s plans to establish a targeted stakeholder 
advisory group; 

• The Board underlined that addressing LeO’s performance problems was a 

shared responsibility involving a range of stakeholders and encouraged the OLC 

to consider what more the LSB and the frontline regulators could do to support 

them; 

• The Board reflected that the size of the investment for the slow rate of 

improvement set out in the OLC’s application meant this was not an easy 
decision to make; 

• The Board considered that the level of investment requested was necessary to 

give the OLC an opportunity to address performance issues in the context of a 

backlog which had grown considerably in the last year in a challenging 

operational environment; 

• The Board expressed confidence in the OLC’s leadership, but should the 
expected benefits not materialise, one option was for the LSB to ask the 

government to explore alternative arrangements to deliver effective consumer 

redress in the sector; 

• The Chair invited the OLC to provide an update in-year, including Board-level 

KPIs which could be tracked (action). 

7.5 The Chair on behalf of the Board thanked the OLC for their contributions to the 
discussion. The Board approved the OLC’s request for a total budget of £14,471,042 
in 2021/22, an increase of £1,662,726 over the current year Budget of £12,808,316. 
The Board also authorised the executive to seek agreement with the OLC and 
Ministry of Justice on an enhanced public reporting approach by the OLC on the 
Legal Ombudsman’s operational performance. 

Item 8 – Audit and Risk Assurance Committee (ARAC) business including: 

i) Report of ARAC March meeting - Oral 

8.1 The Chair of ARAC provided an overview of the most recent meeting of the 
Committee on 3 March 2021. Items considered included: the LSB’s draft budget for 
2021/22 (ARAC sitting as a Finance Committee); the internal audit reports prepared 
by Crowe LLP which provided substantial assurance on IT and remote working fraud 
risk and regulatory performance, and the draft annual opinion which also provided 
substantial assurance. The Committee also considered: the external audit report; a 
review of the corporate risk register and routine horizon scan, including the growing 
importance of the need to consider internal and external perceptions of Board 
diversity and for those concerns to be raised with the Ministry of Justice; a review of 
the draft Governance Statement which would be considered by the full Board in due 
course; progress on an historic tax liability matter, and a deep dive on value for 
money (VfM), including a number of examples of recent internal initiatives to improve 
VfM. 

8.2 Board members noted the update. 
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ii) Annual report of ARAC 2020/21 Paper (21) 14 

8.3 The Chair of ARAC presented the draft Annual Report of the Committee, which 
concluded that its activities in 2020/21, including its regular challenge of the 
executive and the auditors, were sufficient to provide assurance to the Accounting 
Officer and Board that the LSB had effective arrangements in place in relation to risk 
management, governance and internal control. 

8.4 This year, an early draft of the report had been circulated to the internal and external 
auditors, who did not have any specific comments. 

8.5 The ARAC Chair reiterated the Committee’s sincere thanks to outgoing Committee 
member, Marina Gibbs, and to the outgoing Corporate Governance Manager for her 
support to the Committee. 

8.6 Board members endorsed the Annual Report of the ARAC, with thanks to the ARAC 

Chair, Committee members and executive colleagues involved for their contributions 

over the past year. 

Item 9 – Remuneration and Nominations Committee (RNC) business including: 

ii) Report of RNC February meeting - Oral 

9.1 The Chair of RNC provided an overview of the most recent meeting of the Committee 
on 4 February 2021. Items considered included: an update from the LSB’s pensions 
advisor, which covered a range of matters including the impact of environmental, 
social and governance factors which had been highlighted as important to LSB 
colleagues; an update on non-executive recruitment matters, including the possibility 
of increasing the number of OLC Board members to the maximum complement 
permitted under the Legal Services Act; an update on the impact of Covid, in relation 
to resource and morale, noting that focus groups were in place to discuss new 
working arrangements and hybrid working; a diversity update, including the LSB’s 
intention to focus on differently-abled applicants for future executive recruitment, and 
the LSB’s learning and development programme, which had been tailored to support 
the LSB strategic goals – including supporting the move to remote working. 

9.2 Board members noted the update. 

iii) Paper (21) 15 - Annual report of RNC 2020/21 

9.3 The Chair of RNC presented the draft Annual Report of the Committee, which 

included an overview of the Committee’s work over the past year including: 

overseeing reappointments and new appointments to the LSB Board, Office for Legal 

Complaints and Legal Services Consumer Panel; supporting the pay policy for the 

executive; and considering executive employment matters. 

9.4 Board members endorsed the Annual Report of RNC, with thanks to Committee 

members and executive colleagues for their contributions to a range of important 

areas over the past year. 
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9.5 Board members noted two points arising: that there was an open invitation for Board 

members as well as executive colleagues to observe Committee meetings, and that 

there was an annual review of Board members’ overall commitments across the LSB. 

Item 10 - Paper (21) 16 - Finance Report to 28 February 2021 

10.1 The Board noted the Finance Report. 

Item 11 - Board evaluation – plans for 2021 

11.1 The Board noted that the intention was to repeat the exercise carried out in 2020 – 
being an online survey for Board members which would be circulated electronically 
over the summer, with a report for discussion to follow in Autumn 2021. 

11.2 The Board noted the skills matrix reflected skills taken direct from the Legal Services 
Act. In light of the LSB’s new strategy, the Board suggested the skills matrix be 
reviewed by RNC to ensure that the relevant skills were captured, for example in 
relation to tech and data (action – consider by correspondence with the RNC Chair). 

Item 12 - Minutes of the previous meeting – 24 February 2021 

12.1 The Board approved the minutes as drafted, subject to one minor drafting change. 

Item 13 – Board action tracker 

13.1 The Board noted the action tracker. 

Item 14 – Papers circulated out of committee since the last meeting 

14.1 No papers had been circulated out of committee since the last meeting. 

Item 15 - Forward Look 

15.1 The Board noted the draft agenda for the April Board meeting. 

Item 16 – Reflections 

16.1 The Board and attendees reflected on the meeting, noting that it would be important 
to continue to limit the use of jargon and to explain terms in plain English whenever 
possible. 

Item 17 – AOB 

17.1 There was no other business and the meeting closed. 

SN 24/03/21 

Signed as an accurate record of the meeting 

.................................................................................................................... 
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Date 

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