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Reshaping legal services

ISB

Fairer outcomes

AESRLEERLEED » Lowering unmet legal need across large parts of society

BOARD
+ Achieving fairer outcomes for people experiencing greater disadvantage

» Dismantling barrriers to a diverse and inclusive profession at all levels
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REShaPIPQ Stronger confidence
Iega' services Ensuring high quality legal services and strong professional ethics
to bett.er ' Closing gaps in consumer protection
mee:‘:(e’;;etys Reforming the justice system and redrawing the regulatory landscape

Better services
‘ Empowering consumers to obtain high quality and affordable services

Fostering innovation that designs servies around consumer needs
Supporting responsible use of technology that commands public trust



www.reshapinglegalservices.org.uk

DIVERSITY ; 0. #Sesfe | LAWTECH

Kingsley Napley:
Championing diversity in the
legal profession

LawtechUK: Seizing the data
opportunity - The Legal Data
Vision

E E Welcome to the Reshaping Legal Services
microsite - a collaborative platform to track
progress against the challenges set out in

the sector-wide strategy.

s . Welcome to the Reshaping Legal Services microsite! _
ACSO’s recommendations for N Professional Paralegal

the legal services sector to Find out more here... = Register: Closing the gap in
help vulnerable consumers consumer protection
access justice
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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
guestion 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
iIncreased use of technology since start
of pandemic... ... 90% expect changes
to remain post-pandemic

= Further take up depends on levels of
social acceptability
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[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 |§B :;::., Solicitors
. . . . - Regulation
= 29 legal professionals in a two week online forum LEGAL SERVICES :;!: Augthority
= 1,020 members of the public 15 min online survey
» 166 legal professionals 15 min online survey Gommunity
research
Early adopters Late majority
| love to be the first... | prefer to wait and see...

Early majority — Resistors
| am interested in new tech... | am wary...




Public: lawtech redlines
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Appeal in affordability, speed, accuracy, convenience

Public most drawn by potent_ial for
[ AT | S EE People can get excellent legal

services no matter how rurally
they live as zoom meetings

Legal professionals ublic " "
mostatracted by T Leoarprofessionals mgke t_hls possible. | can see
time savings this being of great use to
those who have disabilities,
IliInesses or other restrictions
e oo o stopping them travelling to the
) legal people.
S m @ I
nyrglstbl T Better More .
affordable service 1 Public survey respondent

Percentage of the public and legal professionals who choose each advantage as the single most appealing overall
(n=1020 general public, n=166 legal professionals).



Concerns on cybercrime, data security, lack of

human touch

Legal professionals most
Public most concermned concerned by lack of human

about cybercrime and empathy, nuance and judgement Except for a COUple Of
exceptions, | am still lacking

- confidence in law tech in
Legal professionals general. This is probably due
to my lack of understanding
about cybercrime, so | tend to
28% 0% Ex think the worst.

I&\ O "‘* . ) O VA Public Forum participant

Impersonal /
Risk of lack of human Potential Lack of Lack of

cybercrime prwacy touch discrimination transparency  digital access

data privacy

Percentage of the public and legal professionals who choose each disadvantage as one they are most concerned about
(n=1020 general public, n=166 legal professionals).



Acceptability depends on case type and client

characteristics

Harder to
t I )
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One thing to feel more comfortable about lawtech

Building public confidence

Visible regulation
and governance

Easy to use, with tech (especially data
support if needed and redress)

Raising profile of tech
and its benefits



Wh at N eXt? How LSB Will contribyte to this priority in 2021-24

* Carry oyt résearch on the Social acceptability of developments in technology with
LSB'’s Pypjic Panel

*  Support the development of Cross-regulator open datg Standards and approaches,
includlng a consideration of the Sector’s datg assets

Fairer outcomes i
» Lowering unmet legal need acros

ISB

* Consider how our regulatory performance framework Can be used to assess the

EGAL SERVICES Achieving fairer outcomes for pe de ( : .
1562““ . Dl:;mamlmq barrriers to a diverst Capability ang Capacity of reégulatory bodies to respond to developments in
‘ technology
* Aspart of work on the Scope of regulation, Consider how g risk-based approach to
N‘ reégulation coyqg better enape innovation and use of technology
Stronger confid * Useour convening power to help the regulatory bodies byilg their own regulatory
Reshaping Ensuring high ﬂ“?" approaches ang Capabilities gq that they can Provide technology developers and
legal services Closing gaps in cor legal services Providers with information, advice, oversight, ang ultimately
to better ' Reforming the just confidence tg PUrsue innovatjon and meet regulatory standargs.
et society’s . . . . .
o needs * Consider estebllshlng an advisory Panel for regulatory bodjes to consult on ISsues

of technology and innovation
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