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Or...

What influences the choices people make when
dealing with their legal problems?



Benchmarking consumers 18

LEGAL SERVICES

experience of legal needs

— 4,017 online interviews with people who answered yes to:
-“Have you had a | egal need \

— Legal need defined by respondent with reference to 28
different problem types

— Supplemented with a gualitative stage that looked in-depth
at the conveyancing market and those taking advice from
3rd Sector providers



Benchmarking consumers 18

LEGAL SERVICES

experience of legal needs

— Approach taken follows robust ‘Legal needs’ survey
methodology — e.g Civil & Social Justice Survey

— BUT wider range of problem types covered

— Not just consumer experience — incidence and response to
legal problems — broader than MoJ Benchmarking consumer
of legal services

— Representative of Adult population in E&W
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Benchmarking consumers
experience of legal needs

Profile of People with Legal Needs

ISB
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14% 20% 14% 13%

m18-24 25-34 35-44 45-54 m 55-64 65+

= Male Female

= England Scotland Wales

30%

. = AB Cc1 Cc2 DE
Source: Profile

Base: All (4017)

File location/File |
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Those
experiencing
legal need are

more likely to be
U35 (M/F) &
overall Male

bdrc continental * 15

ion)/Author Initials/Support Initials/Date



Things to remember @
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¢ Individuals had multiple legal problems

¢ Our analysis looks at problem numbers not numbers of individ

consumers

¢ This is our best guess at split between transactional and

justiciable

¢ The dataset is large, much more analysis is possible



Frequency of problems

ISB
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1 problem, 15.5%

Up to £15k

Up to £50k

More than £50k

Refused, Missing, Dont know

Number of problems by respondents household income

0%




Frequency of legal needs =

(% of individuals experiencing problem) n=9,806 L EGAL SERVICES
BOARD

Consumer Problem 355

Debt

hzde = will

Boughtfsold house

Estste sdministration

Walfare

Disputeswith neighbours

Rosd traffic sccident

Problem with e mployer

Problemswith 2 landlard

Re Mortgzged

Divorce

Planning application

Other property problems

Injured

Relationship breakdown

hental healthizsuas

Tenant problems

Cther personalinjury

Discriminstion

Homelessness

Arrested

Children

Home reposessed

Domestic violence

Paolice trestment 2%
Immigration Problem 2%
Clinical negligencs 2%

0% 5% 10% 15% 20% 25%% 30% 35% 40%



Frequency of legal needs

(% problems) n=9,806

Consumer Problem
Debt

hizde 2 will
Bought/sold house
Estate sdministration
Welfare
Disputeswith neighbours
Rosd traffic scoident
Problem withemployer
Problemswith = landlord
Re Mortgaged

Divorce

Planning application
Cther property problems
Injured

Relztionship breakdown
Mentzl healthissues
Tenant problems
Cther personalinjury
Discrimination
Homelessness

Arrested

Children

Home reposessed
Domestic violence
Palice trestment
Immigration Prablem
Clinical negligencs

1%
1%

14%

2%

10%

12%

14%

16%

ISB
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Legal needs experienced

Clinical
negligence, 1%

Immigration Problem, 1%

Domestic violence, 1%

ISB
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Homereposessed, 1% _Discrimination,
1%

efessness, 1%

Other personal injury, 1%
Tenant problems, 1%
Mental health issues, 2%

Consumer Problem, 14% Relationship breakdown, 2%
Injured, 2%
Other property problems, 2%
Planning application, 3%
Debt, 11%
Made a will, 10% Problems with a landlord, 4%
Bought/sold house,
: E#ﬁfé‘
administration,

Disputes with neighbours, 5%



Transactional legal needs experienced
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Made a will, 10%

Bought/sald house,
8%

administration,
7%



Most common response to legal

need

POTENTIAL WHOLE MARKET

ISB
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Key

LATENT DEMAND

Estimated figures in millions showing annual problem incidence

%age = findings of BDRC

49% of the Adult
population experience a
legal problem overa 3

year period.
12.9%
—PTake no action
2.37
Problem
Incidence
18.4 —
. 83.1%
. == Take action
arsssasaaaaas 16.0
vf—l.O%
Other

0.7

35.7%
Donts
6.6

MARKET DEMAND

Sources of Advice - Any query

All Problem types

Figures ESTIMATED using BDRC 2009-2011

Use AUTHORISED PERSONS DEMAND
12.1% General Enquiries at your local council 1.4%
Handle with Council Advice Service 1.6%
Friends/Family Trading Standards 1.0%
2.22 Another Council/Government Department 1.1%
Specialist will-writer 1.0%
23.7% Citizens Advice Bureau 5.2%
Handle Alone Law Centre 0.7%
4.3 Another Advice Agency 1.2%
Trade Union/Professional body 0.9%
Mational or local charity 0.4% .
Solicitor 18.0% 1.43 1.6
eek advice Barrister 0.5% 0.04 20%
— i
=» Licensed Conveyancer 0.9% 0.07
o of problems result
Notary 0.1% 0.01 .
o in demand for
LS 4.1% Trade Mark Attorney 0.1% 0.01 dvice f
. . . advice Trom
Tried & failed to obtain Patent Attorney 0.0% 0.00 g i
reserved providers
076 Law Cost Draftsman 0.1% 0.00 |
Other Lawyer 0.3%
The Police 0.9%
43.2% Your employer 0.4%
)-Seek Advice Aninsurance company 1.2%
7. A doctor or other health worker 0.5%
5.7% A AJobcentre 0.4%
EEEEEEEEEE l) Tried to handle : A social warker 0.5%
alone then get r An MP or local councillor 0.4%
. Accountant 0.2%
advice
1.05 Bank/Building Society 0.7%
Financial Adviser 0.9%
Trust Corporation 0.1%
Claims Managernent Company 0.3%
Employment Adviser 0.3%
Immigration Adviser 0.1%



Most common response to legal
need - Transactional

POTENTIAL WHOLE MARKET

ISB

LEGAL SERVICES

BOARD

Key

LATENT DEMAND

Estimated figures in millions showing annual problem incidence

%age = findings of BDRC

49% of the Adult
population experience a
legal problem overa 3

year period.

10.0%

—PTake no action
1.83
Problem
Incidence
18.4 S
: 84.3%

= Take action

. 16.5
' 5.8%

Other
1.1

31.1%
Dont seek advice
5.7

MARKET DEMAND

Sources of Advice - Any query

AUTHORISED PERSONS DEMAND

Transactional

Figures ESTIMATED using BDRC 2009-2011

Use
12.9% General Enquiries at your local council 1.5%
Handle with Council Advice Service 1.0%
Friends/Family Trading Standards 0.4%
2.37 Another Council/Government Department 0.6%
Specialist will-writer 2.6%
18.2% Citizens Advice Bureau 1.7%
Handle Alone Law Centre 0.6%
3.3 Another Advice Agency 0.3%
Trade Unien/Professional body 0.4%
National or local charity 0.1%
Solicitor 33.5% 3.19
Barrister 0.4% 0.04
=»Licensed Conveyancer 2.4% 0.23
Notary 0.1% 0.01
LS 1.3% Trade Mark Attorney 0.1% 0.01
Tried & failed to obtain Patent Attorney 0.1% 0.01
0.23 Law Cost Draftsman 0.0% 0.00
Other Lawyer 0.5%
The Police 0.2%
51.9% — Your employer 0.4%
)Seek Advice Aninsurance company 0.4%
a. A doctor or other health worker 0.1%
3.0% A A Jobeentre 01%
L
.>- Tried to handle = A social worker 0.1%
alone then get r An MP or local councillor 0.1%
. Accountant 0.2%
advice
0.55 Bank/Building Society 1.4%
Financial Adviser 1.5%
Trust Corporation 0.1%
Claims Management Company 0.0%
Employment Adviser 0.1%
Immigration Adviser 0.1%
Any other hody/organisation 0.0%

3.5

37%

of problems result
in demand for
advice from

reserved providers



Most common response to legal

need - Justiciable

POTENTIAL WHOLE MARKET

ISB
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Key

LATENT DEMAND

Estimated figures in millions showing annual problem incidence

%age = findings of BDRC

49% of the Adult

population experience a

legal problem over a 3

year period.

Problem

Incidence
18.4

14.4%

—Drake no action

2.64

82.4%

== Take action

- 15.7
.
.
.
.

VB.I%

Other
0.6

38.1%
Dont seek advice
7.0

MARKET DEMAND

Sources of Advice - Any query

Justiciable

Figures ESTIMATED using BDRC 2009-2011

Use AUTHORISED PERSONS DEMAND
11.7% General Enquiries at your local council 1.4%
Handle with Council Advice Service 1.9%
Friends/Family Trading Standards 1.3%
2.14 Another Council/Government Department 1.3%
Specialist will-writer 0.1%
26.4% Citizens Advice Bureau 7.0%
Handle Alone Law Centre 0.8%
4.9 Another Advice Agency 1.6%
Trade Union/Professional body 1.2%
Mational or local charity 0.6% )
Solicitor 10.1% 0.72 0.8
Barrister 0.5% 0.04 11%
=p{Licensed Conveyancer 0.1% 0.01
o of problems result
Notary 0.1% 0.01 .
o o in demand for
5.6% Trade Mark Attorney 0.1% 0.00 dvice
9 . . . dadvice rrom
Tried & failed to obtain Patent Attorney 0.0% 0.00 .
o reserved providers
102 Law Cost Draftsman 0.1% 0.00 |
Other Lawyer 0.3%
The Police 1.4%
38.8% Your employer 0.5%
)t-Seek Advice An insurance comparny 1.7%
7. Adoctor or other health worker 0.7%
7.1% A A Jobcentre 0.5%
.> Tried to handle = A social worker 0.6%
alone then get r An MP or local councillor 0.5%
. Accountant 0.2%
advice
1.30 Bank/Building Society 0.3%
Financial Adviser 0.6%
Trust Corporation 0.1%
Claims Management Company 0.5%
Employment Adviser 0.4%
Immigration Adviser 0.1%
Any other bodylorganisation 0.0%



Response to needs by
Household Income .-

ISB
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Other

Obtained advice

Dealt with it myself

Did nothing

Household income and response

T
10%

T
20%

T T T T
30% 40% 50% 60%

B Upto £15k MUpto £50k W Over£50k M Missing

T
70%

T
80%

T
90%

1
100%




Seeking advice?

n =9,806

ConsumerProblem
Debt 42%
Made a will B%
Bought/sold house RO
Estate administration 47%
Welfare .
Disputeswith neighbours B%
Road traffic accident 6%
Problem with employer :
Problems with a landlord 41%
Re Mortgaged :
Divorce 1%
Planning application :
Other property problems :
Injured B%
Relationship breakdown B%
Mental health issues :
Tenant problems 9%
Other personalinjury
Discrimination
Homelessness :
Arrested 4
Children B%
Home reposessed 41%
Domesticviolence 5%
Police treatment
Immigration Problem B%
Clinical negligence 5%

0% 10% 20% 30% 40%

¥ Did nothing W Dealt with it myself

50% 60% 70%

B Obtained advice [OOther

ISB

LEGAL SERVICES
BOARD

90%

100%



Seeking transactional advice? ISB

n=3,317 LEGAL SERVICES
BOARD

Consumer Problem
Debt

Made a will

Bought/sold house
Estate administration
Welfare

Disputes with neighbours
Road traffic accident
Problemwithemployer
Problems with a landlord
Re Mortgaged

Divarce

Planning application
Other property problems
Injured

Relationship breakdown
Mental healthissues
Tenant problems

Other personalinjury
Discrimination

Homelessness
Arrested |

Children

Home reposessed
Domesticviolence
Police treatment
Immigration Problem
Clinical negligence

0% 10% 20% 30% 40% 50% 60% T0% BO% 90% 100%

U Did nothing M Dealt with it myself B Obtained advice [Other



Seeking advice -z

Consumer Problem
Debt
Made a will
Bought/sold house
Estate administration
Welfare
Disputes with neighbours
Road trafficaccident
Problem with employer
Problems with a landlord
Re Mortgaged
Divorce
Planning application
Other property problems
Injured
Relationship breakdown
Mental health issues
Tenant problems
Other personal injury
Discrimination
Homelessness
Arrested
Children
Home reposessed
Domesticviolence
Police treatment
Immigration Problem
Clinical negligence

| 353

| 27%

| 25%

| 20%

| 163

B Frequency of seeking
advice

O Frequency of legal
problem

ISB
LEGAL SERVICES
BOARD

15% 20% 25% 30% 35%

40%



Seeking transactional advice -1

Consumer Problem
Debt
Made a will
Bought/sold house
Estate administration
Welfare
Disputes with neighbours
Road trafficaccident
Problem with employer
Problems with a landlord
Re Mortgaged
Divorce
Planning application
Other property problems
Injured
Relationship breakdown
Mental health issues
Tenant problems
Other personal injury
Discrimination
Homelessness
Arrested
Children
Home reposessed
Domesticviolence
Police treatment
Immigration Problem
Clinical negligence

ISB

LEGAL SERVICES
BOARD
|
|
| 25%
| 20%
| 169

|

|

|

| |
[15% [ 8%
7% B Freqguency of seeking
0.9% 6% adV]Ce

|
]
:|:| O Frequency of legal
:| problem
L]
]
1
L]
L
]
L]
L]
% 5% 10% 15% 20% 25% 30% 35% 40%

0



Finding advice

ISB
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Domesticviolence 50% [ |
Immigration 25% | |
Maltreatment by Police 25% 13%
Clinical negligence 20% 20% 5% |
Homelassness 9% 55% | |
Repossessed/eviction 40% 20% [ 30% |
Discrimination 27% 27% 18% L1
Children 31% | |
Been arrested 18% | |
Mental health 38% 28% |
Tenant/ squatters 13% 7% | |
Personalinjury [EEIM 7% | |
Relationship breakdown 28% 12% |
Other problems owned property 32% 16% | |
Injured at work 20% 23% [ |
Planning application 17% 29% 38% |
Problems with a landlord 26% 14% [ |
Re Mortgaged 21% 25% | |
Divorce 19% 31% |
Neighbours 27% 24%
Welfare benefits 16% 18% 44% |
Problemwith employer 21% 19% | |
RTA 16% 16% | |
Probate [T 28% 46% | |
Bought/sold a house 19% 15% | |
Made a will 24% 21% | |
Debt 13% 20% 37% | |
Consumer problem 22% 24% [
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

M Internet Search

Friend or relative recommended

H Already knewthe provider

Advertisment

O Other




Advice recelved ISB
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Domesticviolence | ' ' : 21% 16%
. . . I I | —
Immigration 15% 15%
. . | | | I
Maltreatment by Police 17% 17%
. : I I | I
Clinical negligence 21% 13%
_ | | I
Homelessness | ! | | 10% 5%
Repossessed/eviction | | | | 20% 8%
Discrimination !
Children | | 22% 21%
Beenarrested | : | 3% 30%
Mental health | ! | | 19%
Tenant/squatters | | | | 20% 17%
Personal injury 21% 6%
. i . I I | L
Relationship breakdown 18% 18%
E I I | I
Other problems owned property | | | | 15% 6%
Injured at work : : : 20% 14%
Planning application : | | 12% 4%
Problems with a landlord | | | | 18% 9%
Re Mortgaged | ! | 10% 0]
Divorce 15% 18%
E I I | —
Neighbours | | | 27% A%
Welfare benefits | | | | 16% 11%
Problem with employer | 22% 8%
— | I | I
RTA 24% 13%
] 1 | |
Probate : | | | 0% 3%
Bought/sold a house | : | | | 7% 2%
Made a will | | | | 4%1%
Debt 18% 6%
- | ! | | S E—
Consumer problem | | . . 18% 2%
0% 40% 50% 60% 70% 80% o90% 100%
O Infarmation Practical support M Provided assistance with mediation or dispute resolution M Representatian in courtor tribunal




Advice recelved

ISB
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Barrister 35%
Another Council/Government De partment 4%

Licensed Conveyancer

Specialist will-writer

Council Advice Service

General Enquiries at your local council

%

o

Financial Adviser 3%
Trade Union/Professional body | 9%
The Police | 6%
Aninsurance company |
Another Advice Agency |
Anyother body | 7%
Citizens Advice Bureau | 7%
Solicitor | 9%
T T T T T T T |
0% 10% 20% 40% 50% 60% 70% 80% 90% 100%

O Information Practical support  ® Provided assistance with mediation or dispute resolution  ® Representation in court or tribunal:




How significant is handling
alone?

ConsumerProblem
Debt

Made a will

Bought/sold house
Estate administration
Welfare

Disputes with neighbours
Road traffic accident
Problem with employer
Problems with a landlord
Re Mortgaged

Divorce

Planning application
Other property problems
Injured

Relationship breakdown
Mental health issues
Tenant problems

Other personal injury
Discrimination
Homelessness

Arrested

Children

Home reposessed
Domesticviolence

Police treatment
Immigration Problem
Clinical negligence

ISB
LEGAL SERVICES
BOARD

0%

Did nothing M Dealt with it myself

O Obtained advice

O Other

90%

1003



How S|g_n|f|cant IS handling S8
transactional alone? eSS

Consumer Problem | |

Debt [ ax% I |
Made awill | 28% | | |
Bought/sold house | 18% | | |
Estate administration | 47% | | |

Welfare | [
Disputes with neighbours |

Road traffic accident | |
Problem with employer |

Problems witha landlord |
Re Mortgaged 32% | |
Divorce 24% | |
Planning application ] 51% |
Other property problems | [
Injured |

Relationship breakdown | |

Mental health issues | |

Tenant problems | I
Other personal injury |

Discrimination |
Homelessness | |
Arrested | |
Children | |
Home reposessed | |
Domesticviolence | |
Police treatment | [
Immigration Problem | |
Clinical negligence | : : : : | :
0% 10% 20% 30% 40% 50% 60% 70% B0% 90% 100%

Did nothing M Dealt with it myself [ Obtained advice [OOther



Reasons for Handling alone

n =2,320 LEGAL SERVICES
BOARD

ISB

Re Mortgaged current property/Transfer of equity [conveyanci
Problems with a landlord
Problems following a relationship breakdown
Problem with employer
Other problems with a property | own
Other personalinjury
Mental health issues
Made a will
Involved in a road traffic accident
Immigration Problem
Homelessness
Had problems with a tenant/ squatters
Had problems getting the right welfare benefits, tax benefit
Had my home repossessed/ faced eviction
Had a consumer problem
Gotinto debt/money problems
Domestic violence
Divorcefdissolution of civil partnerships
Disputes with neighbours
Discrimination

Dealt with the estate of a deceased relative
Dealt with a planning application
Clinical negligence

Children
Bought/sold a house
Been treated badly by the police 21% 36%
Been injured at work ; 13%

Been arrested 68% 16%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Active decision to handle alone Negative assessment of services mOther  OUnaware of services




Reasons for handling e
transactional alone .-z Lot SERVGES

BOARD

Re Mortgaged current property/Transfer of equity (conveyanci 68% 23% -]
Problems with a landlord
Problems following a relationship breakdown
Problem with employer
Other problems with a property | own
Other personalinjury
Mental health issues
Made a will 65% 18% -:l
Involved in a road traffic accident
Immigration Problem
Homelessness
Had problems with a tenant/squatters
Had problems getting the right welfare benefits, tax benefit
Had my home repossessed/ faced eviction
Had a consumer problem
Gotinto debt/money problems
Domesticviolence

Divorce/dissolution of civil partnerships 54% 24% -:I

Disputes with neighbours
Discrimination

Dealt with the estate of a deceased relative 72% 14%
Dealt with a planning application 57% 21%
Clinical negligence 1
children |
Boughtfsold a house 49% 27% _:l
Been treated badly by the police

Been injured at work
Been arrested

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Active decision to handle alone Negative assessment of services m Other  QOUnaware of services




Experience of Handling alone

n=2,320

ISB

LEGAL SERVICES

Re Mortgaged current property/Transfer of equity (conveyanci
Problems with a landlord

Problems following a relationship breakdown
Problem with employer

Other problems with a property | own

Other personalinjury

Mental health issues

Made a will

Involved in a road traffic accident
Immigration Problem

Homelessness

Had problems with a tenant/ squatters

Had problems getting the right welfare benefits, tax benefit
Had my home repossessed/ faced eviction

Had a consumer problem

Gotinto debt/money problems

Domesticviolence

Divorce/dissolution of civil partnerships

Disputes with neighbours

Discrimination

Dealtwith the estate of a deceased relative

Dealt with a planning application

Clinical negligence

Children

Bought/sold a house

Been treated badly by the police

Been injured atwork

Been arrested

0%

10%

B Actually: Easy/Very Easy

20% 30% 40%

B Expected: Easy/Very Easy

50%




Experience of handling

. SB
transactional alone .-z =

LEGAL SERVICES
BOARD
Re Mortgaged
Made a will
Divorce
ﬂ;ﬁ lﬂl% ZOI% 3(;% 4(;% 5(;% 60% 70%

M Actually: Easy/Very Easy M Expected: Easy/Very Easy



How significant is doing nothing? s

n=1,265 LEGAL SERVICES
BOARD

Consumer Problem
Debt

Made a will

Bought/sold house
Estate administration
Welfare

Disputes with neighbours
Road traffic accident
Problem with employer
Problems with a landlord
Re Mortgaged

Divorce
Planning application
Other property problems

Injured
Relationship breakdown

Mental healthissues
Tenant problems

Otherpersonalinjury
Discrimination

Homelessness
Arrested

Children

Home reposessed
Domesticviolence

Police treatment
Immigration Problem
Clinical negligence

0% 10% 20% 30% 40% 50% 60% T0% BO% 90% 100%

H Did nothing O Dealt with it myself [ Obtained advice [OOther



How significant is doing nothing? s

n=1,265 LEGAL SERVICES
BOARD
ConsumerProblem
Debt
Made awill

Bought/sald house
Estate administration
Welfare

Disputes with neighbours
Road traffic accident
Problem with employer
Problems with a landlord
Re Mortgaged

Divorce

Planning application
Other property problems
Injured

Relationship breakdown
Mentalhealth issues
Tenant problems
Otherpersonalinjury
Discrimination

Homelessness
Arrested

Children

Home reposessed
Domesticviolence
Police treatment
Immigration Problem
Clinical negligence

0% 10% 20% 30% 40% 50% 60% T0% BO% 90% 100%

B Did nothing Dealt with it myself Obtained advice Other



Reasons for doing nothing? ISB

n =1,265 LEGAL SERVICES
BOARD

I thought nothing could be done

I'was waiting to ssee what might happen next

I thoughtit would cost too much

I thought thatit would take too long to reach a solution
I did not know where to go to get advice

I didn't know | could get advice for this problem

No dispute with anybody/1 thought the other person was right
I didn't thnk I needed service or information

Problem was resolved

I didn’t think it would make any difference to the outcome
The people/organisations were too far away

I had tried seeking advice before and notfound ituseful
I didn't think | could get help

lwas fed up so let it go

I thought thatit was not worth the hassle

l'was too scared to do something

I do not trust lawyers/advisers

Did not think it was very important

Thoughtitwould be too stressful

Thoughtitwould damage relationship wiht other side
Didn't think | could get help

Other (specify)

Don'tknow

Refused

0% 5% 10% 15% 20% 25% 30% 35% 40%



Why do nothing? ISE

n=1,265 LEGAL SERVICES
BOARD

Re Mortgaged current property/Transfer of equity [conveyanci
Problems with a landlord
Problems following a relationship breakdown (including conta
Problem with employer (e.g. problems over pay, redundancy, u
Other problems with a property l own
Other personalinjury that was notyour fault (for example,
Mental health issues (unsatisfactory treatment in care/hospi
Made a will
Involved in a road traffic accident
Immigration Problem
Homelessness (being homeless or threatened with being homele
Had problems with a tenant/squatters
Had problems getting the right welfare benefits, tax benefit
Had my home repossessed/ faced eviction from a rented proper
Had a consumer problem (e.g. faulty goods from a store, hire
Got into debt/money problems
Domesticviolence
Divorce/dissolution of civil partnerships
Disputes with neighbours
Discrimination
Dealt with the estate of a deceased relative [probate/estate
Dealt with a planning application
Clinical negligence (injury or health problems after treatme
Children [e.g. care proceedings, adoption, problems with chi
Bought/sold a house (conveyancdng)
Been treated badly by the police

Been injured at work 44%
Been arrested 30% 60%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

m Active decision to do nothing Negative assessment of services/situation m Other OUnaware of services




Next time? ISE

n=1,265 LEGAL SERVICES

BOARD
Re Mortgaged current property,/Transfer of equity (conveyanci (0.45) 16%
Problems with a landlord (0.63) 5%
Problems following a relationship breakdown (including conta (0.86) 17%

=)
S

Problem with employer (e.g. problems over pay, redundancy, u (0.84)
Other problems with a property 1own (0.86)

Other personal injury that was not your fault (for example, (0.79)
Mental health issues (unsatisfactory treatment in care/hospi (0.68)
Made a will (0.68)

Invelved in a road traffic accident (0.68)

Immigration Problem (0.8)

Homelessness (being homeless or threatened with being homele (0.73)
Had problems with a tenant/ squatters [0.67)

Had preblems getting the right welfare benefits, tax benefit (0.58)
Had my home repossessed/faced eviction from a rented proper (0.64)
Had a consumer problem (e.g. faulty goods from a store, hire (0.15)
Got into debt/money problems (0.8)

Domestic violence (1)

Diveorce/disselution of civil partnerships (0.5)

Disputes with neighbours (0.7)

Discrimination (0.82)

Dealt with the estate of a deceased relative (probate/estate (0.81)
Dealtwith a planning applicaticn (0.73)

Clinical negligence (injury or health problems after treatme (0.8)
Children {e.g. care proceedings, adoption, problems with chi (1)
Bought/sold a house (conveyancing) (0.54)

Beentreated badly by the police (0.75)

Beeninjured at work (0.75)

Beenarrested (0.9)
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Conclusions @

BOARD

* New dataset provides an opportunity for more analysis of how
people deal with their legal problems
* People seem to be making rational choices:
 simple legal problems are handled alone
* many legal problems resolve themselves
« where they have time they invest the time in handling the
legal problem
e SOme concerns remam
« Can we do more to ensure legal tools are available to help
them deal with problems?
« Can we do more to help people choose between providers of
legal services?
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For more information I

« LSB research pages for all research reports

— http://www.legalservicesboard.org.uk/what we do/Research

« Market impacts of the LSA Interim report

— http://www.legalservicesboard.org.uk/what we do/Research/Publications/pdf/market impacts
of the legal services act interim baseline report.pdf

— Interim report published for comment

« Contact Alex Roy or Robert Cross

— Alex.roy@legalservicesboard.org.uk
— Robert.cross@legalservicesboard.org.uk
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