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Social acceptability 

…sectoral regulators, including regulators in the legal services sector, 

should be guided by a three-pronged general principle. 

…At the core of the general principle is the demand for social 

acceptability. What this means is that the regulation of new 

technologies should be broadly acceptable to the most proximate 

stakeholders in the service (the service providers and consumers) as 

well as being compatible with general societal interests. 

…regulation will not be acceptable if a technology is permitted to cross 

any ‘red lines’. …Provided that no such red lines are crossed, the 

question of social acceptability will hinge typically on achieving a 

balance of benefits and risks, as well as a distribution of benefits and 

risks, that is judged to be reasonable or ‘acceptable’



The potential of lawtech

▪Access - 31% individuals and 12% small 

businesses with a legal issue estimated 

to have an unmet legal need

▪Reducing (some) vulnerability

▪More than half of law firms have 

increased use of technology since start 

of pandemic… …90% expect changes 

to remain post-pandemic

▪Further take up depends on levels of 

social acceptability

[With] remote service delivery… 

[there] is building evidence it 

actually does have the potential 

to reach more vulnerable people. 

Because for example, in our 

tribunal project where tribunals 

are being held remotely, the 

feedback from a lot of the clients 

is that actually they prefer that.

Legal support organisation



Approach

▪36 members of the public in a three week online forum 

▪29 legal professionals in a two week online forum

▪1,020 members of the public 15 min online survey

▪166 legal professionals 15 min online survey

13% 32% 41% 14%

Early adopters

I love to be the first…

Early majority –

I am interested in new tech…

Late majority 

I prefer to wait and see…

Resistors 

I am wary…



Public: lawtech redlines 



Appeal in affordability, speed, accuracy, convenience 

People can get excellent legal 

services no matter how rurally 

they live as zoom meetings 

make this possible. I can see 

this being of great use to 

those who have disabilities, 

illnesses or other restrictions 

stopping them travelling to the 

legal people.

Public survey respondent



Concerns on cybercrime, data security, lack of 

human touch

Except for a couple of 

exceptions, I am still lacking 

confidence in law tech in 

general. This is probably due 

to my lack of understanding 

about cybercrime, so I tend to 

think the worst.

Public Forum participant



Acceptability depends on case type and client 

characteristics

Harder to 
travel

Straightforward 
cases

Complex 
cases Low incomes

High stakes 
cases Sensitive 

cases

Less confident 
to read/write in 

English

Less confident 
online
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Video consultations

Red lines:

▪ If lawtech only option

▪ Makes final decision

▪ Complex high stakes 

cases



One thing to feel more comfortable about lawtech

Public:

• Strong data protection and cyber 
security regs and systems (22%)

• Nothing (13%)

• Guidance/training to use 
lawtech (8%)

• Blend of lawtech and traditional 
(8%)

• Transparency (7%)

Legal Professionals:

▪ Training in lawtech to 
increase confidence (28%)

▪Safety and security measures 
(16%)

▪ Tech being more accessible 
(14%)

▪Nothing (13%)

▪ Transparency (5%)



What next?
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