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Introduction

2

- This reference pack, the second of two, compiles available evidence on the demand for legal services drawn from over 

600 published sources and over 20 individual data sets. This is designed to provide a summary evidence base on the 

legal services market prior to the impact of Legal Service Act reforms. This is one of the outputs from the Regulatory 

Information Review. 

- This pack presents this evidence against a set of themes and specific questions. Where limited evidence has been 

found this has been included in an attempt to provide some understanding of the issues involved. Where no evidence 

has been found answers to the question have been estimated based on analysis of available data. Where no evidence 

has been found and no data is available to allow estimation, the knowledge gap is specifically highlighted. This is 

summarised at the end of each section, with an overview in the table below

- Of the questions that can be answered, this is largely 

because of the research undertaken by the Legal 

Services Consumer Panel and the Legal Services 

Board over the last 12 months. There is a significant 

dearth of published evidence about demand for legal 

services, both in terms of volumes and consumer 

preferences.

- This is an important area to understand in order to 

effectively evaluate the changes brought about by the 

legal services reforms.
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How to use this pack
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- This reference pack draws on over 600 different published sources of information on the legal services market and 

over 20 different data sets, to seek to answer 40 different questions about supply in the legal services market. Given 

this range of inputs, and the desire to demonstrate the full range of information sources used, we have sought to 

improve the navigability of this document in the following ways: 

- Standard presentation - As set out in the contents pages, this pack is broken down by:

- the 5 themes; 

- Information is presented by questions within each theme; 

- And within each question, analysis of information found by each of the authorised legal 

professions.

- Each theme ends with a summary of knowledge gaps identified by the RIR. 

- Navigation aids - The pack utilises the following to help the user navigate around the document: 

- Diagrams summarising areas of information are presented at the beginning of some sections. A mini version 

with the relevant section highlighted is provided in subsequent slides to reinforce the context. 

- Sources of information 

- References to the sources of information are provided at the bottom of each slide. These are published 

documents, and hyperlinks to their location can be found in the Knowledge Bank, available on the LSB website. 

- Data analysis is drawn from the Data Platform, unless otherwise stated, which is available on the LSB website. 



The RIR Process
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1. LSB Knowledge needs – developing a framework 

• Initial RIR activity focused on identifying what the LSBs knowledge needs are 
to provide a framework for classifying information on the legal services 
market and reporting the findings of the RIR. This framework is used in the 
Knowledge Bank and the Map of legal services. 

2. Information Scan of published information 

• Comprehensive scan of over 65 websites to collect and review over 600 
publications on the legal services market. These were classified against the 
LSB knowledge questions using the Knowledge Bank. This is accessible via 
the LSB website. 

3. Information Held survey

• A survey asking each Regulator and Professional Body what information 
they hold, what they are planning to collect, and what information they have 
sought in the past. This is accessible via the LSB website. 

4. Map of legal services 

• Based on an analysis of the data gathered in the previous stages and 
combining population data sets with the findings of surveys this report brings 
together all available information on the legal services market to provide a 
summary of information for the LSB and the wider regulatory community. 



Establishing LSB Knowledge Needs
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1. Market Hypothesis: 

What will a ‘reformed’ market look like?

23 market based statements, split between Supply and Demand. These were developed via review of 
the pre legislative debate about legal services reform and in conjunction with OFT & MoJ. 

2. Knowledge Need Themes: 

Considering the market hypothesis, what are the general areas of the legal services market we need to 
know more about to test these?

10 themes by Supply & Demand, developed via a review of LSB Business Plan. 

3. Knowledge Questions: 

What are the specific questions we need to answer about the legal services market in order to support 
the delivery of our work programme over the next 1-2 years? Developed via workshops and survey of 

LSB regulatory managers and associates, providing a lower level of granularity. 

40 specific questions under Supply and 36 specific questions under Demand, mapping into the 10 
Knowledge need themes.



LSB Knowledge needs 
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• As set out above, the LSB knowledge needs map back to a set of hypothesis around what the possible impacts of the 

legal services reforms will be in the longer term. 

• The knowledge need themes identified in this process are used throughout the remainder of this briefing pack, as a 

framework for classifying what information is readily available and identifying the existence of knowledge gaps. 

• The knowledge need themes are set out below: 

• Supply:

• Static market analysis - A snapshot of the makeup of suppliers in the legal services market.

• Dynamic analysis of the market - Elasticity of supply, substitution, barriers to entry & exit and change. 

• Market financials - Legal Service provider profits and costs.

• Charging - How fees are set and what they are.

• Competition - Competition within legal services.

• Demand:

• Understanding consumers - Who consumers of legal services are, and their legal needs.

• Understanding service - What consumers understand by good service.

• Service Preferences - What consumers want from a legal service.

• Cost of services - What it costs to access legal services.

• Elasticity of Demand - How price sensitive consumers of legal services are.

• This report covers Demand.



The Knowledge Bank
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- To maximise the long term value of the RIR, the sources reviewed to build an evidence 

base were classified in such a way as to be useful for future activity. Hence the 

Knowledge Bank. The Knowledge Bank can be downloaded via the following link: 

http://www.legalservicesboard.org.uk/ . 

- The purpose of undertaking a systematic scan for information on legal services was to 

build a comprehensive as possible evidence base at minimal cost and with no 

additional regulatory burden on the profession. The charts below and table opposite 

show the range of sources used both in timescales, type of source and organisations -

far wider than just the Approved Regulators. However of the 614 sources reviewed to 

date, 74 (12%) were from the Law Society, reflecting the range of research on 

solicitors they have undertaken. We have made limited use of press articles due to the 

volume of such reports, mainly using them as a lead to a specific piece of research or 

survey. 

http://www.legalservicesboard.org.uk/


The challenge of typology – groups of consumers
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– The biggest challenge in putting together this briefing pack has not been the paucity of information. The challenge has 

been bringing together the different sources of information against the knowledge bank themes and questions, the 

different research themes, economic theory and the market segmentation model. In order to allow these different 

perspectives and ensure that this pack remains as accessible as possible, a legal services demand framework has been 

developed. This presents a process model of how consumers move through the legal services market and is presented 

for each of the 4 consumer groups identified by Oxera1: 

• Natural Persons: Individuals consuming legal services for their own purposes

• Legal Persons – small: defined as Legal person purchasers without in-house legal teams. This includes charities, 

corporate firms and government bodies purchasing legal services also purchased by corporate firms. SMEs are 

defined by 2003/361/EC as having staff of up to 250 and either turnover not exceeding €50m or balance sheet not 

exceeding €43m.

• Legal Persons – large: Legal person purchasers with in-house legal teams. A suitable proxy in some cases can be 

size of legal consumer.

• Government: This includes areas such as the role of government bodies in child custody cases, in criminal 

prosecution, or in judicial review. For areas where the purchaser is a government body, but the issue is also 

encountered by other private organisations, the appropriate classification of customer type is legal persons (eg, the 

government purchasing legal advice in relation to employment contracts).

– This is because the underlying research to inform and populate the demand model is different for each of the consumer 

groups. For natural persons the two main pieces of research used are the Legal Services Research Centres Civil & Social 

Justice Survey and the Ministry of Justice 2010 Baseline Survey , with much more limited research on other consumer 

groups. 

Sources:

1. A framework to monitor the legal services sector, Oxera, 2011



The challenge of typology – groups of consumers
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– Oxera’s report on Legal Services2 summarises legal services market failures as follows: 

– Asymmetric information - the consumer may be less informed about the provider regarding the services required and 

less able to judge the quality of the services provided. This can inhibit their ability to evaluate the characteristics may not 

always be able to evaluate whether litigation is required or in their best interest .

– Imperfect information -often there is general uncertainly about what services is required. This arises since for many legal 

services the full benefits take time to materialise and therefore depend on currently unknown events . 

– Consumer switching and search costs - it may be costly for a consumer to gather the required information to choose 

effectively between different legal services and providers such that when infrequent purchases are expected choice is not 

well informed . Once a legal supplier has been instructed it is usually costly for a consumers to subsequently switch 

supplier priori to the completion of the case. 

– Market power - the market shares and the availability of suitable alternatives may be very different between the 

consumer and supplier. 

– As the Regulatory Policy Institute state: the same type of service may warrant different categorisations (credence, 

experience, search) according to the type of customer. Large, well informed commercial organisations that buy legal 

services on a frequent basis may be very well informed indeed and may even be able to exert a degree of buyer power. 

To the extent, therefore, that different information conditions (i.e. what is known by each party) are likely to be found for

different types of buyers, rationales for regulation may differ as between different types of consumers3. 

Sources:

2. A framework to monitor the legal services sector, Oxera, 2011

3. Regulatory Policy Institute Understanding the Economic Rationale for legal services regulation Dr C Decker and Professor G Yarrow 2010. 



The challenge of typology – groups of consumers

11

– Based on this research, our conceptual model of consumers is shown in the diagram below. Our assumptions are that 

natural persons are most at risk of market failure and therefore most in need of consumer protection. The assumption is 

that these groups of consumer use legal services less frequently than other groups, having greater search costs and 

switching costs , supported by recommendation by a friend being the most commonly cited reason for choosing a particular 

solicitors firm. 

– At the other end of the scale, larger business can be seen as expert buyers of legal services, with their own in house 

solicitors and other legal professionals frequently involved in the procurement process and often using buying power to 

negotiate down prices4. 

– This conceptual model 

is used throughout this 

pack to summarise

available information 

and highlight gaps in 

knowledge. 

Sources:

4. See for example Benchmarking the supply of legal services by city law firms, CRA, 2011



The challenge of typology – what is demand? 
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– This pack summarises published information on demand. For our purposes we define demand to be more than just existing 

consumers. Demand is defined to cover instances where a problem occurs that can be resolved through legal means but 

does not result in the use of legal services – a possible measure of latent legal demand. Clearly in some incidences 

alternative ways of resolving the problem exist, but these operate with reference to the wider legal services market: the 

existence of a defining framework of civil law applicable to many problems of everyday social life and social well being and 

the possibilities for utilising legal services and process to reach solutions to such justiciable problems means that the 

infrastructure of civil justice today plays an important role in realising social justice....the infrastructure of civil justice

...comprises courts tribunals professional and lay legal advice services, problem noticers and professional and public legal 

education5. 

– We do not make any judgements on whether this possible latent legal demand would always need the services of an 

Authorised Person (Solicitor, Barrister, Legal Executive, Cost Lawyer, Patent Attorney, Trademark Attorney, Notary). There 

will clearly be circumstances where individuals or organisations naturally seek to resolve legal problems without redress to 

formal services. However on an assumption that responses to a problem are driven in part by at least a limited perception of 

services offered, we include all possible incidences in our estimates. 

– This analysis utilises published research and National Office of Statistics to try and estimate potential levels of use of legal

services compared to problem incidence. For most categories of law this approach is limited because of a lack of data. 

Therefore these figures should be treated as simple estimates to demonstrate the possible level of demand for legal services.

– While a significant amount of information preferences is based on existing consumers, we can utilise available research to 

apply these findings to our model of wider demand. The Legal Services Board and the Legal Services Consumer Panel6 have 

already undertaken significant research into types of consumers of legal services, service preferences and service 

experience. While we refer to theses piece of research in this pack, we do not duplicate these reports. 

Sources:

5. Causes of Action; Civil Law and Social Justice, 2nd Edition, Pascoe Pleasence, LSRC, 2006

6. See http://www.legalservicesboard.org.uk/what_we_do/Research/Publications/publications.htm and http://www.legalservicesconsumerpanel.org.uk/publications/research_and_reports/index.html

http://www.legalservicesboard.org.uk/what_we_do/Research/Publications/publications.htm
http://www.legalservicesconsumerpanel.org.uk/publications/research_and_reports/index.html


Demand:

Understanding consumers –

Who consumers of legal services are and their 

legal needs.
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Understanding Consumers
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1. What are the characteristics of consumers by legal need, e.g. Diversity, 

knowledge etc?

2. What is the number of consumers with different needs?

3. What is the level of consumer knowledge of their legal needs?

4. Is there unmet need for legal service? If so what is it and why is this need not 

being serviced by the market? 
5. What is the number of consumers who fail to find a lawyer in their local area?

6. What is the geographical distribution of need?

7. Can we have a breakdown of which types of consumers go to which types of service provider? 

8. What is the normal 'service journey' for consumers of legal services?

9. How do consumers choose the type of service they use? Do they choose a lawyer who reflects a similar 

background to them?

10. What is the importance of signifiers of quality in peoples’ purchasing decisions e.g. Professional title (sol. Vs 

conveyancer, ISO standard, regulator, brand name?

11. What quality of advice measures are available (both proxy measures and actual measures)? How useful are they 

and for who?

12. What is the range of the actual quality of legal advice across the entire legal services sector?



Demand - CSJS provides framework
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– The RIR has found no published analysis or data showing the volumes of 

consumer demand across all types of consumers and in every category of law.  

The Survey of Information Held shows that the Approved Regulators and 

Professional Bodies do not collect information on volumes of consumers and only 

the Law Society had attempted to collect this in the past. 

– While data does exist for cases funded by legal aid, cases heard before the 

courts, Land Registry and IPO trademark and patent activity, this still leaves a 

significant gap in understanding of the volume of consumers of other legal 

services. Even current volume of consumers, measured by case starts, cases 

closed, or individual consumers, remains unknown, aside from any latent legal 

demand. Therefore in seeking to close this gap in knowledge the we have taken 

a framework from the English and Welsh Civil and Social Justice survey (CSJS) 

and applied it to the general population, to allow us to consider possible latent 

legal demand, and attempt to estimate the current level of actual demand. 

– The CSJS has been undertaken in 2001, 2004 and, between 2006 and 2009, on 

a continuous basis. It is a detailed survey looking at the incidence of legal 

problems from a sample of the population, using interviews. CSJS looks at the 

incidence of and responses to civil justice problems for Natural Persons across 

the 18 categories of civil justice problem type. These are shown opposite7. The 

survey is broadly representative of the population in England & Wales.

– This does not covers areas such as crime, and conveyancing.

Sources:

7. Table 1, Civil Justice in England and Wales - Report of the 2006-9 English and Welsh Civil and Social Justice Survey, Legal Services Research Centre, 2011

Rate of incidence shows the 

proportion of the population 

experiencing a civil justice problem 

over a three year period. 



How do natural persons respond to these civil justice 

problems? 
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Sources:

8. Civil Justice in England and Wales - Report of the 2006-9 English and Welsh Civil and Social Justice Survey, Legal Services Research Centre, 2011

9. Figures based on estimated 47,0003,700 adult population in England & Wales (National Statistics May 2010) less 2% of population omitted from the survey sample. 



How do natural persons respond to these civil justice 

problems? 
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– The diagram on the previous slide plots the different paths natural persons take in response to the incidence of a civil 

justice problem as reported in the CSJS. This covers all of the 18 problem types and shows the proportional 

breakdown reported by the CSJS10. 

– Based on NOS records of the Adult Population in England and Wales, estimates of the volume of natural persons are 

shown at each stage.

– We can estimate that 5.5m natural persons each year experience one of the 18 types of civil justice problem covered 

by the survey11. 

– Natural persons respond in a variety of ways resulting in an estimated 2.7m Natural Persons entering the market –

49% of those with a problem for these categories of law. 

– The demand goes to a wide range of information sources – reflecting the nature of these problems types and 

different resolution strategies – meaning that only an estimated 0.8m used services offered by authorised persons 

either through traditional solicitors firms, barristers, or Special Bodies. This represents 14% of those who experience 

a problem. 

– This fell slightly between the 2004 and 2006-9 surveys. 

Sources:

10. Civil Justice in England and Wales - Report of the 2006-9 English and Welsh Civil and Social Justice Survey, Legal Services Research Centre, 2011

11. Unweighted figures based on estimated 47,0003,700 adult population in England & Wales (National Statistics May 2010) less 2% of population omitted from the survey. 



Other ways of estimating natural persons demand for 

legal services 
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– A survey of the general public undertaken by MORI in 2003/4 found that 41% of the general population had a 

problem on which they would like advice and of these 61% sought help12. This represents a different approach to 

the Civil & Social Justice Survey as the problems covered by this survey may not be justiciable problems and covers 

any problem as opposed to the 18 problem types. However the survey provides details on who respondents sought 

advice allowing us to make a broad estimate of demand: 

– This would suggest that 1.9m natural persons use the services of a lawyer on an annual basis. The RIR has found 

no other information estimating the volume of demand for legal services. 

Sources:

12. What clients and other groups say about advice services Simon Bottery Director of Communications Citizens Advice 2008



19

– The diagram below uses the same problem response framework as the CSJS, but with reference to research on 

will writing, estimates a breakdown of demand for will writing services. 

Sources:

13 Regulation of Will Writers Survey 2011, The Law Society, forthcoming. 

14. Finding the will - a report on will-writing behaviour in England and Wales National Consumer Council 2007

15. Regulating Will Writing, Legal Services Consumer Panel 2011

16. Understanding the consumer experience of will-writing services, IFF Research 2011

How do natural persons respond to other legal 

problems? - Estimations for Will writing 



Natural Persons Problem Incidence 

– Rates of problem incidence over time are relatively stable, with 36% 

of survey respondents experiencing one or more civil justice 

problems over a three year period. 

– Incidence rates vary along a range of dimensions, as shown in the 

table opposite17: Problems were far from being randomly distributed 

across the 2006-9 survey population. For example, those more 

vulnerable to social exclusion tended to report more problems than 

others. In addition, the proportion of those in vulnerable groups 

increased as the number of problems reported increased. In 

particular, Black and ‘Other’ (non-White, non-Black and non-Asian) 

respondents, along with those in high density housing, lone parents, 

co-habitees with children, those on benefits, those between the ages 

of 25 and 34 and victims of crime tended to report suffering from 

multiple problems.

– Consumer and neighbour problems have the highest rate of 

incidence across all of the different dimensions , however people 

vulnerable to social exclusion (e.g. lone parents, those on benefits, 

those who have a long-term illness or disability and victims of crime) 

report problems more often than others. The association between 

consumer problems and affluence also results in higher income 

respondents reporting problems more frequently. 

Sources:

17. Table 2, Civil Justice in England and Wales - Report of the 2006-9 English and Welsh Civil and Social Justice Survey, 

Legal Services Research Centre, 2011



Natural Persons – Why take no action? (1)
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– As set out above a proportion of natural persons take no action in response to a civil and social justice problem. 

– The main reason for this appears to be the extent to which people characterise problems as ‘legal’ drives behaviour18.

– Characterisations varies by individual demographics and by problem type. The Civil & Social Justice Survey findings 

show that while around 80% of Personal Injury problems are classified as legal, this falls to around a third for Rented 

Housing Problems. Action take depends on characterisation of a problem as legal - Overall, whereas respondents said 

they would seek help from a lawyer in relation to 44% of problems characterised as legal, the same was true of only 

11% of problems not characterised as such. For example, when problems concerning home ownership were not 

characterised as legal, just 11% of respondents suggested lawyers as a source of help. This rose to 55% when 

problems were characterised as legal19.

– For natural persons it has been suggested that this is because of the infrequent use of legal services: The episodic 

nature of law-related problems is a key factor. Although law-related issues are commonplace they occur periodically, 

often around key life events that are separated in time. As a result most people, most of the time, don't feel they need 

to think about the law. Instead they wait until a problem occurs and then try to acquire the knowledge needed to deal 

with it20.

– This finding is supported by other research. For example in relation to crime: Those with a better understanding of the 

police investigative process, for instance, might decide not to have legal advice when they are being dealt with for 

minor offences or if they assume they will not be interviewed by the police. On the other hand, those with less 

understanding, such as those whose first language was not English, for example, were found to be less likely to have a 

solicitor21.

Sources:

18. Horses for Courses - The law, legal services and the public Legal Services Research Centre 2010

19. Pascoe Pleasance, UCL, The future of legal services: Emerging thinking, Legal Services Board 2010

20. Legal Capability, Martin Jones, Plenet 2010

21. Transforming legal aid: Access to criminal defence services, Vicky Kemp, Legal Services Research Centre 2010



Natural Persons – Why take no action? (2)

22
Sources:

22. Transforming legal aid: Access to criminal defence services Dr Vicky Kemp Legal Services Research Centre 2010

23. Solicitor Survey for Criminal Legal Aid Growth For Knowledge National Audit Office 2009

-In terms of seeking advice in police stations: 

-the seriousness of the offence had a significant impact, with increased use of legal advisers in police stations for 

‘serious’ offences. In the police station, binary ethnicity had a significant impact on use of legal adviser with BME 

respondents more likely to request legal advice. Using ethnicity based on five categories, this impact was seen to be 

predominantly due to an increased use of legal adviser among Mixed Ethnicity and Black respondents, who were 

significantly more likely to request legal advice than White British respondents. Asian respondents were slightly 

more likely than White British respondents not to request legal advice, though this effect was far from significant22. 

-The same research highlights different take up of advice among those with mental illness, learning difficulties and 

language barriers. 

- A survey of solicitors reported that Police intervention and/or misinformation were thought to be the main reasons 

why people failed to request legal advice at police stations23. 



Natural Persons – Why take no action? (3)
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– For civil legal services, reasons why people don't get help have been reported24 to be: 

• Fear of making a bad situation worse

• Sense of powerlessness

• “There’s nothing you can do”

• Not knowing what to do

• Do I have any rights?

• Is there something you can do?

• Is there someone you can phone/write to?

• Who would that be?

• What could you expect?

• Antipathy toward legal procedures

– There appears to be a low level of understanding of legal services generally. 

– One piece of research found that two-thirds of those sampled professed little or no knowledge about what lawyers 

do. Professed knowledge broadly increased with wealth and higher social grades but even with those at the highest 

incomes (£50k+) over half had little or no knowledge about what lawyers do25.

– Other research has found that most people don't know about the court user journey when they set out on it26. 

Sources:

24. Why the courts are as important as hospitals to the nation's health, Professor Dame Hazel Genn, UCL 2009

25. LSB Initial consumer research - Summary Legal Services Board 2009

26. What's cost got to do with it? The impact of changing court fees on users Ministry of Justice 2007



Natural Persons Potential Latent Demand (1) 
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– For the purposes of this Demand analysis we classify those that take action in response to problem, but handle alone 

or who try and fail to get legal advice as the possible latent demand for legal service. This is distinct from the group who 

take no action . We are making an assumption that some of this latent legal demand is driven by a perception of 

existing legal services as not offering value with regard to the problem faced by the consumer. 

– Research repeatedly suggest that failure to access services is a combination of perceived costs, actual cost and poor 

service. For example: 

– Survey of the general public: Legal processes and procedures were often regarded as somewhat of a “black box”, a 

service or process that is purchased without fully understanding exactly what is being provided, and what is involved in 

the service. The purchase of legal services is therefore approached with some trepidation, although recommendation 

tends to provide reassurance. There is also a general perception that legal services are expensive, and therefore 

concerns about cost and affordability27.

– Survey of legal service users: 

– 29% of respondents complained that the cost of legal assistance precluded them from getting help with their problem. 

– 28% complained about the general lack of information available on the law.

– A few respondents have complained about the opening hours of services. For example a client with an employment law 

problem complained that solicitors and NfP agencies only opened during office hours and he could not get time off work 

to attend an appointment. Other clients complained that due to their disabilities they could not attend open door 

services to queue and because agencies did not answer their phones they were unable to make an appointment to see 

someone. A Mr G. who uses sign language tried to contact various solicitors, but none could help because “…solicitors 

are usually not prepared to pay for an interpreter, so who should? This is a huge issue for deaf people requiring legal 

advice28.Sources:

27. Consumer attitudes towards the purchase of legal services, GfK, Solicitors Regulation Authority 2010

28. Availability of advice survey: the findings Legal Action Group 2009



Natural Persons Potential Latent Demand (2)
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– Research looking at advice need of lone parents29: Identified three Access Problem themes where advice was sought: 

– Not knowing where to turn 

– For most problem types, where lone parents sought advice, between 25%and 50% of cases found it either difficult 

or impossible to obtain. 

– Lack of affordable advice provision -

– 12% indicated that they had been unable to find anyone to provide legal aid. Financial eligibility and the statutory 

charge were common concerns identified by lone parents as barriers to seeking advice.

– 21% said an advice source was too expensive. Solicitors were by far the most common target of this complaint.

– Struggling to make contact –

– 25% had gone to an advice source, waited too long to be seen and given up. 23% felt an advice source had 

inappropriate opening hours. 15% were put off because an advice source did not provide appointments. However, 

18% were put off because an appointment was provided too far in the future. 14% felt an advice source was too 

intimidating. 

– Only 10% considered an advice source was too far to travel to.

– Survey of consumer experiences of legal services30:

– 56% said the process of seeking advice was either very easy or easy, 12% said either difficult or very difficult

– 20% of respondents said that they had not sought advice even though it could have been beneficial. Most common reason 

was because it was too expensive (54%). 

– The RIR has found no data or research on levels of latent legal demand, nor how to measure it. The following slides 

present analysis of a number of indicators of possible levels of latent legal demand. 

Sources:

29. The Advice Needs of Lone Parents, Richard Moorhead, Mark Sefton and Gillian Douglas Cardiff University 2004

30. LSB Initial consumer research - data Legal Services Board 2009



26
Sources:

31. What's cost got to do with it? The impact of changing court fees on users, Ministry of Justice 2007

Potential Latent Legal Demand: Litigants in Person (1)

-The CSJS shows that the way a natural person responds to a legal problem is in part driven by the perceived 

seriousness of the problem. Therefore one indicator of latent legal demand can be considered to be the number of 

people who appear in court without legal representations – Litigants in Person – with court being associated with the 

most serious form of legal dispute. 

A 2007 study reported that 2 in 3 individuals (66%) go through the court process using legal representation although 

there are stark differences in usage depending on type of case. This same research found that: 

-83% cases which involve claiming money back go to court without legal representation because users believe 

these cases to be straightforward.

-8% cases seeking compensation go to court without legal representation

-In family cases the level of cases without legal representation are:

-11% division of assets, 

-20% child contact/residence, 

-28% divorce, 

-These groups are more likely to have gone through mediation and failed to reach an amicable resolution so the support 

of a solicitor is considered to be important in bringing a case to a successful conclusion. 

-The research highlights that natural persons don’t use legal representation because they don’t believe they need to: 

There is a statistically significant relationship between legal representation and age, work pattern and socio-economic 

group: Those with legal representation are more likely to be women, aged 25-44, work (full or part-time) and be from 

socio-economic groups C2DE. Those without legal representation are more likely to be men, aged 65+, have a 

household income of more than £45,000 and be more certain that their case will have a positive outcome. The results 

also show that those who are sure/quite sure that their case will have the desired outcome are less likely to have legal 

representation than those who are not sure, suggesting that confidence is a factor in whether or not people feel that they 

require legal representation (61% compared to 77%)31.



Potential Latent Legal Demand: Litigants in Person (2)
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Sources:

32. Unrepresented litigants in first instance proceedings Professor Richard Moorhead and Mark Sefton Cardiff University 2005

– Research into civil litigants in person found that some unrepresented litigants are in fact institutional repeat players 

(local authorities and housing associations in particular), whereas others are much more like the archetypical private 

litigants in person: individuals or small businesses.

– This research breaks down litigants into 3 types: 

1. Institutional litigants included the following: government bodies such as the DSS and the Collector of Taxes; local 

authorities; housing associations; health authorities and hospitals; quasi public bodies (e.g. the Motor Insurance 

Bureau, charities and schools); the police and fire authorities. 

Institutional litigants in person who, in spite of the absence of independent, professionally qualified legal 

representation, are likely to be repeat players and may have sufficient expertise in house to do a similar job of 

representing themselves as an independent lawyer would do.

2. Business litigants included sole traders, partnerships and (private or public) limited companies.

3. Individual Litigants

– Institutional litigants could be a result of an organisation having in house expertise and therefore not needing to use 

external legal services. 

– The research reports that more cases involved male unrepresented litigants than female unrepresented litigants: 48% 

of cases involved a male litigant in person, 38% involved a female litigant in person and 13% involved both a male and 

female litigation in person. It is also noticeable that in ancillary relief, divorces and injunction cases, if there was an 

unrepresented applicant, it was more often a woman that brought the application. Where the respondent was 

unrepresented, in ancillary relief, divorce and injunctions it was usually the man. The opposite was true for Children 

Act applications, unrepresented male applicants were more common than female applicants and unrepresented 

respondents were more likely to be women32. 



Potential Latent Legal Demand: Litigants in Person (3)
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33. Study of Defendants in Magistrates’ Courts Legal Services Research Centre 2009

34. Litigants in Person: A literature Review, Kim Williams, Ministry of Justice, 2011

35. Unrepresented litigants in first instance proceedings Professor Richard Moorhead and Mark Sefton Cardiff University 2005

– Similar to Civil research, the lack of need for a solicitor was cited by respondents in research into unrepresented 

defendant s in crime trials, stating either that their offence (e.g. drink driving) was too minor to warrant representation, 

or that they “didn’t want to bother with the hassle” 33.

– However in the same research:

– Nearly one-fifth of unrepresented defendants indicated that they had sought representation but “could not find a 

solicitor.” 

– 10.8% of unrepresented defendants stated that they had wanted a solicitor but could not afford one.

– A recent review of international published research on litigants in person reported that perceptions of affordability were 

a factor in why people choose not to use a lawyers services in court. The review summarises research from Australia: 

there was a relationship between unavailability of legal aid and self-representation. It found that the Australian means 

test did not accurately reflect the level at the level representation. Other research did not examine this relationship 

directly. Some presented changes in legal funding eligibility as a possible explanation for increases in numbers of self-

represented litigants and for research participant views that lawyers were too expensive, or they cannot afford a 

lawyer 34.

– In summary the reasons why there are litigants in person are35:

1. Inability to afford representation (or unavailability of free or cheaper sources of help);

2. A perception that that lawyers are not always perceived as necessary or best placed to advance the litigant’s 

interests;

3. The openness and supportiveness of courts to unrepresented litigants 

– These factors are key to understanding latent legal demand. 
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– In a number of state driven processes, statistics are kept and published on individual making personal applications to 

the registry, court or tribunal. These can only ever be a proxy indicator for latent legal demand and there may be a 

range of reasons, as outlined above, why a consumer chooses to deal with a legal issue on their own. For example 

incidences where a consumer has taken legal advice as part of the process of coming to the tribunal will not be 

recorded in these statistics, nor do they allow any analysis of whether this is due to shifting demographics. However 

they do provide a level of indication of incidence of legal problem not converting into demand for legal services. 

Sources:

36. See http://www.official-documents.gov.uk/document/cm76/7697/7697.pdf

Other indicators of Potential Latent Legal Demand (1)

– For non contentious probate, published HMCTS 

figures show that over one in three probate 

applications were made by individuals in 2009, 

rising from 28% of all non contentions probate 

applications in 2004 to 36% in 2010. At the same 

time the total volume of non contentious probate 

applications fell from 294k to 246k, while the 

number of contentious probate applications 

remained largely constant at around 0.05% of all 

Probate Application. 

– This demonstrates lower demand for legal 

services in probate over time driven by lower 

incidence and fewer consumers entering the 

market. 

http://www.official-documents.gov.uk/document/cm76/7697/7697.pdf
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Sources:

37. See http://www.justice.gov.uk/publications/statistics-and-data/tribunals/employment-tribunal-and-eat-statistics-gb.htm

38. What's behind the 2010 employment tribunal statistics?, Sarah Rushton 13 September 2010 , Personnel Today 

Other indicators of Potential Latent Legal Demand (2)

– For employment 

tribunals, published 

HMCTS figures37 show 

that in 2010/11, one in 

five of the parties to 

appear before a 

tribunal were self 

represented, with the 

largest type of 

representation being 

Lawyers – defined 

here as solicitors, Law 

Centres and Trade 

Associations.

– The level of Trade 

Union representation 

appears to be falling 

over time. 

– Changes in volumes 

are reported to be 

driven by recession 

and multiple claims38.

http://www.justice.gov.uk/publications/statistics-and-data/tribunals/employment-tribunal-and-eat-statistics-gb.htm
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39. See http://www.ipo.gov.uk/foi-log87.pdf

40. See http://www.ipo.gov.uk/foi-log162.pdf

41. Annual Reviews 2003-2010, IPO

Other indicators of Potential Latent Legal Demand (3)

– For Intellectual Property, IPO records whether an 

application was made by an unrepresented applicant. 

– These are commonly private individuals who are not 

represented by a trade mark or patent attorney, or 

other legal representative among these applicants 

however there will be a number that are partnerships, 

small businesses or larger concerns with in-house 

legal departments. It is fair to say though that the 

majority of these applicants (at least as far as trade 

marks are concerned) will be private individuals39.

– The chart below shows the proportion of 

unrepresented trademark applications between 2002-

2009, showing a significant increase in the proportion 

of applications made without legal representation, not 

related to fluctuations in overall volume of trademark 

applications. 

– Data on the number of unrepresented Patent 

Applications is not published. However the figure for 

the last financial year was 6110 out of a total of 21,924 

patents filed (28%)40, against a backdrop of falling 

volume of patent applications, shown in the table 

opposite 41.

http://www.ipo.gov.uk/foi-log87.pdf
http://www.ipo.gov.uk/foi-log162.pdf
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Sources:

42. Table 16.2 HMRC Report, 2009

43. eLawyering for a Competitive Advantage – How to Earn Legal Fees While You Sleep, Richard S. Granat, Esq. American Bar Association 2008

Other indicators of Potential Latent Legal Demand (4)

– Conveyanicng records are held by state bodies. 

HMRC data42 shows that there were 770k residential 

property transactions and 41k commercial property 

transactions in 2009/10. Land Registry data shows 

that 690k transactions were undertaken by Key 

holders - i.e. Those with an account to access Land 

Registry records on a regular basis.  Since this 

would suggest that over 50k conveyancing 

transaction were undertaken without the use of legal 

advice, we assume that the majority of remainder 

transactions are organisations undertaking 

conveyancing using paper systems, as opposed to 

an indicator of latent legal demand, in the absence of 

any other information.

– The RIR has found no published information in relation to use of legal advice in other areas, meaning the wider 

level of potential latent legal demand remains unknown. Commentary in America suggests that this form of latent 

demand does exist:  Consumer markets can be segmented by type of substantive practice and also by client 

demographics. For example, one specialist in divorce law may serve primarily a middle income class clientele 

community and another divorce practitioner has very wealthy clients with millions of dollars in assets. Yet, a large 

proportion of the consumer market remains underserved by the legal profession because of affordability and 

access issues43.



Possible indicators of actual demand 
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– Court proceedings is a proxy 

indicator for changes in volumes 

of demand.

– In Civil, HMCTS statistics show 

an average annual fall of 6% in 

County Court volumes, but 

relatively static levels of family 

proceedings. In the High Court, 

there have been falls in the level 

of proceedings at the Queen's 

Bench Division especially 

between 2009-10.

– The statistics show rises in the 

volume of cases received for trial 

at the Crown Court and static 

levels of cases committed for 

sentence or appeal. Volumes at 

the Magistrates court are largely 

constant. 

– Taken together these statistics 

show a total reduction in volume 

of proceedings at these courts of 

19% between 2006-2010, though 

the fall is only 4% if we exclude 

non family county court 

proceedings.Sources:

44. Judicial and Court statistics, HMCTS 2010



What is the relationship to income and response?

34Sources:

45. Income, Lawyers and Access to Justice Factsheet, LSRC 2011

46. Caught in the Middle: Income, Justiciable Problems and Use of Lawyers, Pascoe Pleasance and Nigel Balmer, LSRC 2011

47. Big Bang Report: Opportunities and threats in the new legal services market Jon Robbins Byfield Consultancy 2010

– The Litigants in Person research points to costs of services being one of a range of factors driving use of legal 

services. Other research looking at the response to civil and social justice problems shows that after taking 

account of problem type, for problem types where legal aid is most available, people eligible for legal aid are 

significantly more likely to use lawyers than those on low incomes, but not eligible for legal aid47.This is shown 

on the chart and table below 

– The table shows the response to a civil and social justice problem, for those areas were legal aid is available, 

with similar proportions of those eligible for legal aid using a lawyer as those earning above £15,000. The chart 

compares the difference for those areas where legal aid is most available and where it is not (other)46. 

– This is in line with Citizens advice view that new entrants and price competition will benefit those consumers who 

are not eligible for legal aid but cannot currently afford a solicitor47.



Natural Persons use of legal services
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– Thirty-four per cent of people in England and Wales aged 16+ were found to have used legal services for personal 

matters in the last three years48. The RIR has found a range of different surveys of uses of legal services by 

consumers, summarised in the table below. 

Sources:

48. Tracker Survey, Legal Services Consumer Panel 2011

49. Baseline survey to assess legal services reform: Consumers experience of using legal services for personal matters, Ministry of Justice 2010

50. Unbiased.co.uk Legal Advice Report, 2009

51.  Consumer research study: experiences of black and minority ethnic people using solicitors in England and Wales Solicitors Regulation Authority 2009

52. A survey of Public Attitudes towards conveyancing , Solicitors Regulation Authority, 2009

– Looking specifically at solicitors: 

– 41% of the general public in England and Wales have used a solicitor in the past five years51.

– 28% of BME people in England and Wales have used a solicitor in the past five years - most commonly for property 

transactions and Just over a fifth of the general public have used a solicitor for conveyancing work in the past five years52.

– The Baseline survey suggests that: Solicitors 

(mentioned by 94% of users) were by far the 

most commonly used provider for the most 

recent matters covered in the interview 

.Barristers were used for 3% of matters. Less 

than 1% of users mentioned using independent 

notaries or licensed conveyancers while some 

other categories of authorised provider 

(trademark or patent attorney firm, independent 

legal executive and independent law costs 

draftsman) received no mentions. Overall, some 

form of authorised provider was used for 95% of 

matters. Five per cent of users mentioned using 

a non-authorised provider49.



Legal Persons – Small – SMEs, local authorities, 

charities
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– The RIR has found very limited research into the characteristics of Legal Persons as consumers of legal services. 

What research is available is qualitative but does correlate with the CSJS about responses to legal problems. In 

summary: 

– Most common issues for all small firms include business set up, contracts, tax and regulation. Once firms take on 

staff they are faced with additional problems including employees contracts, health & safety and property, meaning a 

distinction can be drawn between Micro and Small businesses. Many sole traders are unwilling to expand their 

businesses as a result of these problems. These businesses rarely seek issue resolution and legal needs for small 

businesses seen as exceptional - legal associated with terms like expensive, serious, last resort. Knowledge of legal 

rights is also limited53. 

– SMEs most likely to need employment advice are 20+ employees who are big, but not big enough to employ and HR 

manager 54.

– This is similar to the findings of research in Hong Kong looking at the demand for legal services, which suggest that 

46% of SMEs experiences difficult to solve legal problems but viewed legal services as costly and unaffordable55. 

– This may in part drive the level of legal persons acting as litigants in person: 

– One in five County Court cases involved individuals taking cases against organisations. Taken together the dominant 

role of these County Courts was to adjudicate (or process) disputes between organisations and individuals: about 

three quarters of the non-small claims civil cases fell into this category. About 1 in 9 cases involved organisations 

against other organisations and about 1 in 7 involved individuals against other individuals56.
Sources:

53. Legal Advice for Small Businesses Qualitative Research Legal Services Board 2010

54. Providing human resources / employment advice to SMEs: the role of SMPs ACCA 2010

55. Demand Study Report (part 1) - Survey of Small & Medium Enterprises Ministry of Justice - Hong Kong 2007

56. Litigants in person: Unrepresented litigants in first instance proceedings Professor Richard Moorhead and Mark Sefton Cardiff University Cardiff University 2005



Small & Large Legal Persons– seeking advice –

Intellectual Property
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– The RIR has found more detailed research in relation to Intellectual Property Rights (IPR). 

– The research suggests that small firms don't take as much advantage of the patent system as they could and 

there's a lack of knowledge about intellectual property rights among SMEs57.

– In one piece of research58, firms were asked whether they had ever sought advice on IPR and if so from whom. 

That survey found that a surprisingly high proportion of larger firms, over 70%, had sought advice about IPRs. For 

firms with 50–249 employees, however, the proportion dropped to 43%, to 25% for firms with 10–49 employees 

and for micro-enterprises with fewer employees the figure was only 20% . 

– Large companies obtained advice mainly from external patent or trade mark attorneys or external solicitors and to 

a lesser extent from such staff in-house. SMEs had greater reliance on the patent office than on in-house sources. 

Micro-enterprises relied predominantly on advice from solicitors, the patent office and external patent and trade 

mark attorneys and in particular from a range of ‘other’ sources of advice that other firms tended not to use.

– The main sources of advice were59: 

• the UK Intellectual Property Office , external patent/trade mark attorneys, in-house patent/trade mark 

attorneys, external solicitors, in-house solicitors, licensing consultants, or ‘other’ sources, 

• those firms that listed ‘other’ as their only source of advice, the majority were small or micro-firms. Other 

sources many were industry associations or Business Link organisations. 

– This may in part explain the trend for a growth in latent legal demand in this area. 

Sources:

57. Bearing the burden: small firms and the patent system Journal of Information, Law and Technology 2010

58. SME intangible assets ACCA 2006

59. Intermediation of intellectual property awareness, ACCA, 2009



Legal Persons – Large 

& Government
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– The RIR has found virtually no information on volumes of large legal persons and government as consumers of 

legal services, but they are clearly a major consumer in terms of value. 

– Consumer research has found that: Large business participants who tended to access providers on a more 

frequent basis valued the relationships they established and, aside from trust, described other advantages from 

which individual and SME business participants were less able to benefit. These included providers having more 

in-depth knowledge of their business and business needs, providers giving a more flexible service e.g. ‘off the 

clock’ advice, providers requiring less input into the process by the consumer and the consumer having greater 

control over the process and the confidence to ‘push back’ on certain aspects e.g. fee negotiation60.

– One key consumer intermediary for legal services are the Unions. 

– TUC membership now stands at 58 unions, representing nearly six and a half million people61. Unions provide 

legal services to their members: UNISON's ‘Friends and Family’ legal scheme provides free legal advice and 

representation to the family and friends of UNISON members who are injured in non-workplace accidents. TUC 

research has shown that more than 80% of unions extend their personal injury legal services to the family of union 

members62.

– One other area to consider is consumers from overseas: In 2002, 80% of the commercial court's client base 

included at least one party based overseas - in 52% of cases, both parties were63.

Sources:

60. Developing measures of consumer outcomes for legal services, Opinion Leader, 2011

61. Britain's Unions TUC 2010

62. . TUC Risks Newsletter TUC 2005

63. CASE ALLOCATION IN ENGLAND John Flood University of Westminster 2005
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1. What are the characteristics of consumers by legal need , e.g. Diversity, knowledge etc?

2. What is the number of consumers with different needs?

3. What is the level of consumer knowledge of their legal needs?

4. Is there unmet need for legal service? If so what is it and why is this need not being serviced by the market? 

5. What is the number of consumers who fail to find a lawyer in their local area?
6. What is the geographical distribution of need?

7. Can we have a breakdown of which types of consumers go to which types of service provider? 

8. What is the normal 'service journey' for consumers of legal services?

9. How do consumers choose the type of service they use? Do they choose a lawyer who reflects a similar 

background to them?

10. What is the importance of signifiers of quality in peoples’ purchasing decisions e.g. Professional title (sol. Vs 

conveyancer, ISO standard, regulator, brand name?

11. What quality of advice measures are available (both proxy measures and actual measures)? How useful are they 

and for who?

12. What is the range of the actual quality of legal advice across the entire legal services sector?



No information on the number of consumers who fail 

to find a lawyer in their local area  

40

– The RIR has found no direct information to answer this question about demand for legal services. This remains 

unknown at this point in time. 

– However for natural persons, among users who liked to communicate with providers face to face more than 9 

out of 10 said it was very or fairly easy for them to get to their providers offices. This shows that most people 

had chosen providers that were conveniently situated64.

Sources:

64. Baseline survey to assess legal services reform, Ministry of Justice 2010
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1. What are the characteristics of consumers by legal need , e.g. Diversity, knowledge etc?

2. What is the number of consumers with different needs?

3. What is the level of consumer knowledge of their legal needs?

4. Is there unmet need for legal service? If so what is it and why is this need not being serviced by the market? 

5. What is the number of consumers who fail to find a lawyer in their local area?

6. What is the geographical distribution of need?
7. Can we have a breakdown of which types of consumers go to which types of service provider? 

8. What is the normal 'service journey' for consumers of legal services?

9. How do consumers choose the type of service they use? Do they choose a lawyer who reflects a similar 

background to them?

10. What is the importance of signifiers of quality in peoples’ purchasing decisions e.g. Professional title (sol. Vs 

conveyancer, ISO standard, regulator, brand name?

11. What quality of advice measures are available (both proxy measures and actual measures)? How useful are they 

and for who?

12. What is the range of the actual quality of legal advice across the entire legal services sector?



Limited information on the geographical distribution of 

need
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– While the RIR has found no information on this for other types of consumers, the CSJS findings have been used to 

estimate legal needs for the 18 problems types above. This is undertaken using a range of geodemopgraophic data 

to allow an estimation of the volume of individual experiencing a legal problem. That means that areas with greater 

concentration of lone parents, those aged between 25-34, those with a disability, or those in rented accommodation 

will have higher level of legal need, in these problem areas. 

Sources:

65. See Data Platform on  http://www.legalservicesboard.org.uk/

– LSRC shared these estimates with us at a Local 

Authority Level. Using the Data platform65 we can 

combine supply and demand information.

– The greatest match between problem categories is 

Family. This compares the number of authorised 

persons compared to the volume of individual with a 

family legal need, by local authority. 

– This shows a week correlation between demand and 

supply, but generally the volume of supply increases 

as demand increase. This weak correlation may be a 

result of two factors: 

– Range of other categories of work APs are 

undertaking.

– Minimum level of demand required for APs to 

offer service in this category. 

– Further work is required to measure the interplay of 

these factors. 

http://www.legalservicesboard.org.uk/
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1. What are the characteristics of consumers by legal need , e.g. Diversity, knowledge etc?

2. What is the number of consumers with different needs?

3. What is the level of consumer knowledge of their legal needs?

4. Is there unmet need for legal service? If so what is it and why is this need not being serviced by the market? 

5. What is the number of consumers who fail to find a lawyer in their local area?

6. What is the geographical distribution of need?

7. Can we have a breakdown of which types of consumers go to which types of 

service provider? 

8. What is the normal 'service journey' for consumers of legal services?

9. How do consumers choose the type of service they use? Do they choose a 

lawyer who reflects a similar background to them?
10. What is the importance of signifiers of quality in peoples’ purchasing decisions e.g. Professional title (sol. Vs 

conveyancer, ISO standard, regulator, brand name?

11. What quality of advice measures are available (both proxy measures and actual measures)? How useful are they 

and for who?

12. What is the range of the actual quality of legal advice across the entire legal services sector?



Types of consumer and providers 
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– The RIR has found limited information on which groups of consumers go to which type of service provider. 

– It is reported that the advice sector provides services for high numbers of clients not fluent in English and also 

disabled clients and clients with mental health problems. Some clients move house and change their phone 

numbers frequently66.However it is unclear whether similar proportions of vulnerable consumers use solicitors. 

– Research by the Law Society shows that The vast majority of private practitioners had worked with private 

individuals who were not legally aided (82%) in the last twelve months and almost two-thirds (64%) had worked for 

private sector firms or companies. Around one-quarter had worked with legally-aided private individuals67.

Sources:

66. Review of outcomes frameworks Advice Services Alliance 2009

67. Earnings and work of private practice solicitors in 2007, The Law Society 2008



What is the normal 'service journey' for consumers of legal 

services?
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– Available research suggest that the normal service journey for Natural Persons and Legal Persons – Small is as 

follows: 

– When they did need to access legal services, many participants said there had been an absence of choice in legal 

provider or a dearth of information to support the decision-making process. Due to limited financial resources, time 

pressures and a desire to remain local, individual and SME business participants felt their choices were restricted. As 

a consequence, there was a high incidence of participants relying on recommendations from friends, family or 

business contacts68.

– Of people who decide to use a solicitor 27% start with a phone book, 26% start with internet, 49% ask other people 

for their opinions of solicitor before employing them. Around a third don't really look into solicitors' background at all. 

This is in part because legal services were commonly accessed at times of stress or trouble69. This was considered 

by internal stakeholders to impede the process of assimilating information and making decisions70. 

– A number of consumers will be referred by a third party. For example an OFT survey found that around 20% of 

buyers used a conveyancer recommended by the estate agent, moreover in total 44% of buyers were given a 

referral71.

Sources:

68. Developing measures of consumer outcomes for legal services, Opinion Leader research, 2011 

69. A survey of public attitudes towards solicitors conducted on behalf of the Solicitors Regulation Authority Solicitors Regulation Authority 2009

70. Shopping Around: What consumers want form the new legal services market, Jures 2010 

71. Reported in Referral Fees – Access to Justice or Road to Hell? LSB 2010 



Do Natural Persons choose a lawyer who reflects a 

similar background to them?
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– Broadly speaking natural persons split by do have different approaches to seeking advice. For example: 

• Young people are most likely to turn to informal advisers –friends, parents, youth workers etc and for formal 

sources, most likely to go to local council and are half as likely as 25+ to go to solicitor/CAB–perception that they 

will be judged, not get confidential service, not be taken seriously and services seen as ‘not for me’72.

• Asian respondents more likely to contact their council for advice; higher proportion of Black respondents contact 

'other' source of advice73.

• Older people initially rely on their family and friends, community and voluntary networks such as Age Concern are 

also relied upon74.

– An analysis of the client profiles for civil legal aid contractors shows that 38.5% of BME clients chose BME managed 

suppliers and 51.2% chose white managed suppliers a further 10.3% of BME clients chose firms with split control. 

Whereas 3.9% of white clients went to BME firms and 92.5% went to white firms and 3.6% to suppliers with split 

management control This analysis also shows that of the 165 BME suppliers; 77.2% of clients are BME. Of the 1368 

white managed suppliers 84.2% of clients are white. Of the 67 suppliers with split control the client profile is also split 

51% white and 49% BME75.

– However, research into criminal legal aid has found that: 

• When asked what factors were important to them when choosing a solicitor, only seven out of 1,142 respondents 

referred to ethnicity.

• When responding to the two open-ended questions regarding the choice and use of a solicitor, only three users in 

total referred to the importance of language76.
Sources:

72. Young People’s Social Welfare Needs and the Impact of Good Advice Youth Access 2007

73. Access to justice: a review of the existing evidence of the experiences of minority groups based on ethnicity, identity and sexuality Ministry of Justice 2009

74. Digital divide, older people and online legal advice Changing Ageing Partnership 2009

75. Research on Ethnic Diversity among suppliers of Legal Aid services Legal Services Commission 2006

76. Transforming legal aid: Access to criminal defence services Dr Vicky Kemp Legal Services Research Centre 2010



Other types of consumer 
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– For Legal Persons – small; 

• Less formal free routes exploited in the first instance for small businesses

• Formal legal service providers used for routine and reactive advice seen as quick and efficient but expensive 

and associated with very negative issues. 

• Limited understanding of different types of lawyer

• Usual route is to use less formal legal service first including friend family peers colleagues, accountants, 

internet, trade associations legal help lines government departments CABs

– Most common sources of advice used by companies (i.e. Legal Persons – Small and Legal Persons – Large) is 

shown in the table below. 

– The RIR has found no information on other types of consumer. 

Sources:

77. Legal Advice for Small Businesses Qualitative Research AIA Research Ltd Legal Services Board 2010

78. Intermediation of intellectual property awareness, ACCA 2009
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1. What are the characteristics of consumers by legal need , e.g. Diversity, knowledge etc?

2. What is the number of consumers with different needs?

3. What is the level of consumer knowledge of their legal needs?

4. Is there unmet need for legal service? If so what is it and why is this need not being serviced by the market? 

5. What is the number of consumers who fail to find a lawyer in their local area?

6. What is the geographical distribution of need?

7. Can we have a breakdown of which types of consumers go to which types of service provider? 

8. What is the normal 'service journey' for consumers of legal services?

9. How do consumers choose the type of service they use? Do they choose a lawyer who reflects a similar 

background to them?

10.What is the importance of signifiers of quality in peoples’ purchasing decisions 

e.g. Professional title (sol. Vs conveyancer, ISO standard, regulator, brand 

name?

11.What quality of advice measures are available (both proxy measures and actual 

measures)? How useful are they and for who?
12. What is the range of the actual quality of legal advice across the entire legal services sector?
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What is the importance of signifiers of quality in peoples’ 

purchasing decisions? (1)
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– For Natural persons, the limited information that is available suggest that different quality signifiers have weight in 

purchase decisions. 

– The Panel’s research suggests that quality factors are not strongly influencing consumers’ choice of lawyer and that 

consumers wrongly assume that legal services are risk-free79. Research found that all solicitors were assumed to be 

technically competent and standardised high quality is assumed from any provider with a professional title80. 

– Reporting findings of 40 in-depth interviews research found that Solicitors were consistently ranked highly, as being 

most qualified and trustworthy among other advisers: It was thought that solicitors would be most highly qualified of the 

professionals, but many thought that legal advisers, licensed conveyancers and professional will writers would also 

have some kind of legal qualification, although they were thought likely to offer better value for money. It was thought 

possible, therefore, that these professionals might offer similar skills, but for less money81.

– This research also found:

• Consumers tend to go with a provider recommended by a firm, do limited research about different providers and 

are loyal to previous providers.

• Consumers look for an established provider based on a recommendation from someone they trust, evidence that 

the provider is experienced in legal practice and evidence that a provider specialises in there required areas. 

Confirms service standards and price assessed after purchase. 

• Consumers expect all legal services to be regulated and expected levels of protection similar to existing 

regulation. Consumers are unclear as to what represents good value for money . 

Sources:

79. Quality in Legal Services Legal Services Consumer Panel 2010

80. Referral Arrangements Research Vanilla Research 2010

81. Interim research findings: consumer attitudes to the purchase of legal services, GfK Solicitors Regulation Authority 2010



© LSB January 2009

What is the importance of signifiers of quality in peoples’ 

purchasing decisions? (2)

50

– Looking at how natural persons first heard about their provider gives some indication of what was important to them in 

choosing that provider. 

– Research shows that: The most common way of hearing about a provider was word of mouth or recommendation by 

family or friends, which was mentioned by 29% of users. A further 3% heard about their provider through knowing 

someone who worked there. The second most common way of knowing a provider was because the user or their family 

had used it in the past (23%). Collectively, these personal contacts and recommendations explain how 56% of users 

heard about their provider82.

– A detailed breakdown is shown in the table below. 

Sources:

82. Baseline survey to assess the impacts of legal services reform, Ministry of Justice 2010

83. LSB Initial consumer research - Summary Legal Services Board 2009

Why do people not shop around for legal advice? 

One reason may be that only two-thirds of the 

population paid for their legal advice. This would 

suggest that price was the main driver of shopping 

around; in practice experience (58% mentioned in the 

top 3 characteristics), reputation (51%) and location 

(41%) were seen as the most important things that 

people looked for in a lawyer, followed by availability 

and then finally price.

26% found their lawyer from a personal 

recommendation, 20% from previous experience and 

15% from a referral arrangement, possibly best 

explaining why people do not shop around, as those 

that did shop around most shopped around on cost 

alone83.
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– These findings are supported by other research including: 

– General survey of users of legal services showing the 

importance of specialism and recommendation84. 

– A survey of UK adults reported word of mouth recommendations are still the most important way to find a solicitor. However, 

some traditional channels for information on legal advice – Yellow Pages and other local directories – are becoming less 

important compared to new sources primarily on the Web. The second most important method of choosing a solicitor –

mentioned by 21% of respondents – would be a Web search using one of the major search engines (i.e. Google, Yahoo 

etc)85.

– Choice of solicitor in a police station: is driven by five main categories: ‘good’, ‘outcome’, ‘relationship’, ‘recommendation’ and 

‘other’. In the main, however, the responses can be separated into two key categories of wanting a ‘good solicitor’ and/or a 

‘good relationship’ 86.

– Research into conveyanicng: Recommendations are more important in selecting a lawyer than their specialist knowledge for 

conveyancing services87. Another survey that found the most important factors when choosing a solicitor or conveyancer

were 55% quality of service and VfM, 34% Price and only 11% recommendation by friend of family88. 

– The RIR has found no information for other types of consumers nor any published analysis of individual firm brand 

recognition. 

Sources:

84. Legal Advice Report, Unbiased .co.uk 2009

85. New Report On UK Legal Services Market Predicts Only Limited Growth For The Next Two Years, IRN 2010. see also Quality in Legal Services, Vanilla Research, 2010

86. Transforming legal aid: Access to criminal defence services, Legal Services Research Centre 2010

87. A survey of public attitudes towards conveyancing services, conducted on behalf of: Solicitors Regulation Authority Solicitors Regulation Authority 2009

88. E-Standards – Victor Olowe - Council for Licensed Conveyancers Regulatory Perspective Council for Licensed Conveyancers 2008
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– A review if the research suggests that different factors are more and less relevant for different areas, but these 

factors remain broadly similar. 

– Research into Community Legal Advice Centres, established to offer free at the point of delivery services to 

consumers with social welfare law problems, found that clients who had not used the service before often 

described hearing about the CLAC through word of mouth, similar to wider legal service users. However a key 

area was also logistical reasons – either because of its proximity to their home or work because it was the closest, 

because its local to us, or because the advice centre had convenient opening times89. Interviewees also went to 

the CLAC because of their positive previous experiences, or because of the advisors perceived expertise in 

knowing how best to deal with their problems. The most common reason for attending the CLAC was other people 

directing or signposting: Interviewees frequently reported that they had gone to the CLAC on the basis of 

recommendations from a variety of people including friends. 

– This might be read as different priorities for Natural Persons – Legal aid and Natural Persons – Non legal aid. 

Alternatively signposting and referral could be seen as recommendation by someone the client trusted. 

– The choice of adviser for people with debt problems is determined by similar factors, with one piece of research 

reporting that it is quite common for respondents to seek advice on the basis of recommendations received from 

family, friends or other respected acquaintances, such as a psychiatric consultant. If respondents had been 

recommended a source of advice, tended to be the CAB90.

Sources:

89. Exploring One-Stop Shop Legal Service Delivery in Community Legal Advice Centres Legal Services Research Centre 2010

90. Assessing the impact of advice for people with debt problems , LSRC 2008
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– Each of the different authorised persons have different routes to achieve membership of their individual 

professions. This is part of the standard route to be able to hold yourself out as a professional. Here we consider 

wider measures of quality beyond professional title. 

– For natural persons, recent focus group research undertaken by the LSCP found that: 

– Firstly, consumers generally assumed that all lawyers have an acceptable level of legal knowledge and have all 

passed sufficient qualifications. Secondly, there is a common belief that the law is relatively black and white (at 

least in terms of wills and conveyancing, though less so with divorce/separation) and that since all lawyers work 

from the same legal framework, the quality of advice offered will not vary significantly across firms

– Hence Natural Persons assume that quality is consistent. 

– The same research found that a quality mark would have little influence on their purchasing decision –

– most consumers admitted that they would continue to put greater emphasis on personal recommendations or 

previous experience and that a quality mark might influence choices in only a small number of cases (namely 

where they did not have any recommendations or personal experience). 

Sources:

1. Quality in Legal Services Vanilla Research 2010
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– With regard to services used by Natural Persons, the Legal Services Commission91 developed a range of 

quality measures looking at provider level competence. This was undertaken in the absence of other quality 

assurance information and in response to earlier research indicating that poor quality advice was more 

harmful than none at all. These measures included: 

• Checklist of certain elements within case files – Transaction Criteria – assessed by a sample audit of 

case files, no longer undertaken.

• Audit of the management processes within a firm against best practice standards – The Quality Mark –

assessed by on site audits 2. This is pass or fail test. 

• A review of a sample of case files to assess the quality of advice provided - Peer Reviews –

undertaken by other solicitors. Peer Review results are ranked 1 – 5 (high to low) but the scores are 

not published92. 

– Every firm that has a legal aid contract will have to have met the Quality Mark standard and Peer Review are 

conducted on a targeted basis. Applying this to the SRA turnover data, shows that 31% of solicitors firms will 

have had been through this quality assurance process. However, this process is to provide the LSC with 

assurance about the quality of work as opposed to directly inform consumers about their choice of provider. 

– This quality assurance process has been found to be beneficial by Age Concern and key in securing funding 

and demonstrating the quality/legitimacy/ professionalism of Age Concern I&A services93, a finding which 

was echoed in more recent work to develop a quality assurance standard for advice agencies94.

Sources:

91. See http://www.legalservices.gov.uk/criminal/quality_performance.asp

92. See . The specialist quality mark - getting the most out of it Community Legal Service Support 2004

93. General Help Providers - the end of the line? The Age Concern Perspective Age Concern 2008

94. Working together for Advice Draft Quality Mark , ADP 2010

http://www.legalservices.gov.uk/criminal/quality_performance.asp
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– Quality assurance mechanisms being of benefit to holders translates across to solicitors firms with the Law 

Society practice management standard, Lexcel is recognised by insurers as an effective risk management tool.

It is reported that this reduces the cost of insurance for those accredited95. 

– Lexcel is promoted as enhancing the service given by a practice to its clients, to improve the management of 

the practice and the morale and motivation of its staff. Lexcel encourages practices to consult with clients to 

ensure that the views of the users of legal services have an impact on the way the service is delivered. There is 

an emphasis within the standard on continuous improvement96.

– The Bar Council developed a chambers level quality standard called the BARMARK. Currently 36 out of 343 

chambers hold this quality assurance standard97. The LSC also developed a chambers level quality assurance 

standard Quality Mark for the Bar and in 2008 a total of 94 chambers held this standard – roughly 25% of 

chambers98. 

Sources:

95. Risk Management Guide April 2009 The Law Society 2009

96. Lexcel Practice Management Standard The Law Society 2008

97. See http://www.barcouncil.org.uk/memberservices/barmark/barmarklist/

98. See http://www.legalservices.gov.uk/docs/cls_main/DirectoryofChambersNovember2008_PDF.pdf

http://www.barcouncil.org.uk/memberservices/barmark/barmarklist/
http://www.legalservices.gov.uk/docs/cls_main/DirectoryofChambersNovember2008_PDF.pdf
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– Legal services are largely delivered by an individual, so it is not surprising that a range of qualifications beyond 

professional membership are used. This is part what drove the development of national occupational standards for 

other types of advisers99.

– For example the Law Society has developed a range of individual category based accreditation schemes where 

the individual undertakes additional qualifications. 16% of solicitors belong to at least one accreditation scheme 

and 18,000 legal professionals are members of these schemes100. There are additional incentives for individual 

doing legal aid as accreditation means you can charge higher rates or access further work in some categories of 

law, such as Immigration, Mental Health. 

– Because of concerns around the quality of advocacy and questions around the usefulness of existing quality 

assurance such as the QC badge, work has been ongoing for the past 6 years to develop a Quality Assurance 

Scheme for Advocates101.

– A detailed evaluation of the Quality assurance landscape has been undertaken by the Legal Services Consumer 

Panel in Quality in Legal Services – November 2010102.

Sources:

99. See Supporting the implementation of NOS in the Legal Advice Sector and associated toolkit Skills for Justice 2007

100. Accreditation Schemes - background information The Law Society 2010

101. See Lord Certes Review of Legal Aid Procurement and Competition in professions -progress statement Office of Fair Trading 2002

102. See http://www.legalservicesconsumerpanel.org.uk/publications/research_and_reports/index.html

http://www.legalservicesconsumerpanel.org.uk/publications/research_and_reports/index.html
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– Legal Persons – Large and Government have also developed quality assurance process, for example with 

organisations such as the RAC maintain a list of preferred firm partnerships which is a form of quality signalling103. 

– Other examples of quality measures include rankings in directories, such as Chambers Directory104 A consumer 

can purchase a directory which ranks the top lawyers (barrister and solicitors firms) by area of practice. 

– These are all examples of consumers undertaking quality assurance process, or buying quality assurance, in 

response to a lack of credible information on the quality of legal service providers105. 

– Alternative measures have been suggested such as: 

• In relation to legal aid, publication of outcomes might be a proxy standard of quality - i.e. 5% success rate for 

immigration cases versus 40-70% success rate on average.

• Publication of complaints data.

• Solicitors having to sit regular exams.

• Compulsory CPD106.

Sources:

103. The benefits of multiple ownership models in law services - James Dow and Carlos Lapuerta Department of Constitutional Affairs 2005

104. See http://www.chambersandpartners.com/

105. The future is bright Solicitors Journal 2010

106. Quality in Legal Services, Vanilla Research 2011

http://www.chambersandpartners.com/
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1. What are the characteristics of consumers by legal need , e.g. Diversity, knowledge etc?

2. What is the number of consumers with different needs?

3. What is the level of consumer knowledge of their legal needs?

4. Is there unmet need for legal service? If so what is it and why is this need not being serviced by the market? 

5. What is the number of consumers who fail to find a lawyer in their local area?

6. What is the geographical distribution of need?

7. Can we have a breakdown of which types of consumers go to which types of service provider? 

8. What is the normal 'service journey' for consumers of legal services?

9. How do consumers choose the type of service they use? Do they choose a lawyer who reflects a similar 

background to them?

10. What is the importance of signifiers of quality in peoples’ purchasing decisions e.g. Professional title (sol. Vs 

conveyancer, ISO standard, regulator, brand name?

11. What quality of advice measures are available (both proxy measures and actual measures)? How useful are they 

and for who?

12.What is the range of the actual quality of legal advice across the entire legal 

services sector?
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across the entire legal services sector?
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– The RIR has found limited information in this area. 

– Research shows that natural persons measure quality in terms of service, because of a lack of knowledge to be able 

to judge quality of advice107.

– Natural persons show high levels of satisfaction with service received: 

• 65% of consumers were satisfied with their service, 19% said they were dissatisfied108.

• 93% of consumers of conveyancing services were satisfied109.

• 82% of BME users are satisfied with their service110.

– But this is not a proxy for quality of advice. 

– The Legal Services Commission data111 on Peer Reviews suggest 

that for legal aid providers between 91%-89% of solicitors firms 

provide competent advice.  However this covers only 31% of 

all solicitors firms. 

– We do not currently have access to data on the level of complaints – indicators of poor quality – by service provider. 

Actual quality of advice remains a large knowledge gap. 

Sources:

107. Quality in Legal Services, Vanilla Research 2011

108. Consumer views and their experiences on using solicitor services and their awareness of the Solicitors Regulation Authority 2008

109. Consumers and conveyancing: attitudes towards using solicitors for conveyancing services Solicitors Regulation Authority 2009

110. Consumer research study: experiences of black and minority ethnic people using solicitors in England and Wales Solicitors Regulation Authority2009

111. See http://www.legalservices.gov.uk/docs/cls_main/PeerReviewOutcomesJan2011.pdf

http://www.legalservices.gov.uk/docs/cls_main/PeerReviewOutcomesJan2011.pdf
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What are the characteristics of consumers by legal need , e.g. Diversity, knowledge etc?
L L L U U

What is the number of consumers with different needs? L L L U U

What is the level of consumer knowledge of thier legal needs? L L L U U

Is there unmet need for legal service? If so what ist it and why is this need not being 

serviced by the market? 
L L L U U

What is the number of consumers who fail to find a lawyer in their local area? U U U U U

What is the geographical distribution of need? L L U U U

Can we have a breakdown of which types of consumers go to which types of service 

provider? 
L L L U U

What is the normal 'service journey' for consumers of legal services? L L L U U

How do consumers choose the type of service they use? Do they choose a lawyer who 

reflects a similar background to them?
L L U U U

What is the importance of signifiers of quality in peoples’ purchasing decisions e.g. 

Professional title (sol. Vs conveyancer, ISO standard, regulator, brand name?
L L L U U

What quality of advice measures are available (both proxy measures and actual 

measures)? How useful are they and for who?
L L L U U

What is the range of the actual quality of legal advice accross the entire legal services 

sector?
U U U U U



Demand:

Understanding service –

What consumers understand by good service

61



Understanding service:

62

1. What do consumers want from the legal services market? 

2. What is competent service? What is excellent service?

3. How far can consumers become informed about the legal services market? Is this 

determined by frequency of use? 

4. How do consumers understand reserved and unreserved activities?

5. How much value is placed by consumers on their lawyer having insurance?

6. What is consumers’ understanding of what a ‘regulated’ profession offers by way of 

consumer protection?

7. What do consumers understand about referral fees?

8. Which established brands would people trust to provide legal services?
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What do consumers want from the legal services market? 

(1) 
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– A wide range of research looks at what Natural Persons want from legal services. This is best summarised by 

Consumer Focus112: 

• Services that are affordable and easy to access and that are suitable for all parts of society

• A reasonable (though not excessive) range of options in terms of both providers and products, which will meet 

their own particular needs

• Competition and choice, which in turn drives innovation

• Clear charges with clarity about what is being charged

• Timely and efficient service, with work of an agreed quality

• Effective communication

• Effective redress when things go wrong

– Existing services not meeting these needs has been cited as a reason for entry into legal services market: Following 

widespread research, members told us that the legal industry communicates poorly, uses too much jargon and they 

are confused about the pricing of services113. 

– Priorities vary by groups of natural persons, for example: 

• Older consumers are put off by legal jargon and uncertainty over costs114.

• Young people want their providers to be confidential, friendly, trustworthy, safe and non-judgemental. Soft skills 

are considered necessary115.

• 71% of BME people believe it is important for their solicitor to have an office in their local neighbourhood116.

Sources:

112. Law Society consumer event: Bridging the gap Philip Cullum, Deputy Chief Executive, Consumer Focus February 2011 Consumer Focus 2011

113. Co-op legal services Co-Operative Society 2006

114. Digital divide, older people and online legal advice Changing Ageing Partnership 2009

115. Rights to access: meeting young people's needs for advice Youth Access 2002

116. Consumer research study: experiences of black and minority ethnic people using solicitors in England and Wales Solicitors Regulation Authority 2009
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– A survey of legal service users117 suggests:

• 74% (8,840,780 people) said the solicitor they visited offered exactly what they were looking for.

• Of the 26% who were not completely satisfied with the service they received:

– 6% thought they could have got the support at a lower cost;

– 8% thought they could have found someone more specialised; 

– 2% thought they could have found someone based locally;

– 2% thought they could have found someone they got on better with;

– 5% thought they could have found someone whose professionalism they trusted more; 

– 1% said they didn’t offer legal aid  in the category that they were looking for.

– For Legal Persons – Small, what they want and don't want from legal services is summarised below118: 

Sources:

117. Legal Advice Report Unbiased.co.uk 2009 

118. Legal Advice for Small Businesses Qualitative Research AIA Research Ltd 2010



What is competent service? What is excellent service? 
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– The RIR has found no direct information to answer this question. This remains a complete unknown 



How far can Natural Persons become informed about the 

legal services market? Is this determined by frequency of 

use? 

66

– While frequency of use of legal services does provide a Natural Person with previous experience, because consumer 

cannot judge the quality of service provided119, it is not a sufficient way of becoming informed about the legal services 

market. 

– A key factor is an individual's legal capability which can be defined as the abilities that a person needs to deal 

effectively with law-related issues. These capabilities fall into three areas: knowledge, skills and attitudes, emphasising 

that capability needs to go beyond knowledge of the law, to encompass skills like the ability to communicate plus 

attitudes like confidence and determination120.

– In another survey, around four in ten of those sampled were not confident that they could judge how good a service 

from their lawyer was. Furthermore, two thirds would not know how to go about making a complaint if they were 

unsatisfied with the service they received the same proportion of people thought that they could not judge how good a 

service from an accountant was. More felt unable to judge service from MPs and financial advisers. Professions that 

consumers felt better able to judge included GPs, teachers and police officers121.

Sources:

119. See Quality in Legal Services, LSCP, 2010

120. Legal Capability Martin Jones Plenet 2010

121. LSB Initial consumer research - Summary Legal Services Board 2009
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– The RIR has found no direct information to answer this question. This remains a complete unknown 
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How do consumers understand reserved and unreserved 

activities? What is consumers’ understanding of what a 

‘regulated’ profession offers by way of consumer protection?

68

– Research undertaken with Natural persons shows very limited awareness of legal services regulators and the 

regulatory system:

– "There is a high level of faith in legal services providers: 

• Expertise, skill and qualification are not questioned 

• Nature of being a legal services professional means that it would be difficult or impossible to ‘cheat“

– Consumers expect all legal services providers be appropriately skilled, qualified and regulated and do not make 

distinctions between providers on these bases. They are more likely to seek to distinguish between providers on 

the basis of customer service skills122.

– This is supported by the findings of the LSCP consumer research123.

Sources:

122. Interim research findings: consumer attitudes to the purchase of legal services GfK Solicitors Regulation Authority 2010

123. See Quality in Legal Services, LSCP, 2011
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What do consumers understand about referral fees?
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– An investigation by the LSCP found that : Nearly a quarter of consumers are referred to their lawyer by another 

organisation, while one in five solicitor firms in England and Wales have referral relationships with 8,340 different 

introducers in 76 areas of law124.

– Research125 showed that Natural persons understood very little about referral fees and some objected because:

• Lawyers are ethical professionals and should be ‘above it’;

• It was felt if a lawyer is good enough they should not need to pay for business;

• An exchange of money sullies what is an important relationship;

• A relationship with a lawyer often means a vulnerable situation (e.g. divorce of child custody issues) and RAs 

aren’t seen to sit easily with these;

• And perhaps most commonly, resentment that they might have to pay for it through higher charges.

• However there was general support for transparency and that referral fees were made clear up front. 

– However, of firms inspected by the SRA 43.2% failed to disclose to clients its financial arrangements with its 

introducers, 58.9% failed to obtain an undertaking from its introducers that they will comply with SRA rules and 

66.4% failed to give clients a statement that they could raise questions on all aspects of the transaction126.

Sources:

124. Referral Arrangements, LSCP 2010

125. Referral Arrangements Research, Vanilla Research 2010

126. Solicitors Regulation Authority, Review of referral arrangements: Board paper, 18 December 2008 , reported in Referral Arrangements, LSCP 2010
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– One commentator stated

– In the consumer legal services market there are no existing household brands. As a result consumers end up 

playing a yellow-pages lottery to access legal help and assistance and they are very nervous about it. CLS believes 

that as a result of this nervousness many people who need legal advice and assistance never take it. Companies 

with which people already have an affinity – to whom they have already turned to help for other matters – will be far 

more approachable. Consumers will feel more at ease and more confident in seeking help in the first place127.

– However research128 suggests limited interest from Natural Persons with 54% of respondent not expressing an 

interest in buying legal services form brands including Tesco, Asda, Marks & Spencer, Barclays Bank, Halifax and 

Virgin. 

– Further a MORI poll in 2005 that found high levels of awareness among general public of advice agencies129:

• CAB 95%

• Samaritans 93%

• Age Concern 93%

• Shelter 90%

• Law Centres 58%s

• Youth Access 19%

• Advice UK 18%

– Other research points to the value of the solicitor brand and the impact of franchises.

Sources:

127. Co-operative legal services - consultation response Jonathan Gulliford Director Co-operative Legal Services Co-Operative Society 2009

128. Shopping Around: What consumers want, Jures 2010  

129. What clients and other groups say about advice services, Simon Bottery Director of Communications Citizens Advice 2008
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What do consumers want from the legal services market? 
K K K U U

What is competent service? What is excellent service? U U U U U

How far can consumers become informed about the legal services market? Is this 

determined by frequency of use? 
L L L U U

How do consumers understand reserved and unreserved activities? U U U U U

How much value is placed by consumers on their lawyer having insurance? U U U U U

What is consumers’ understanding of what a ‘regulated’ profession offers by way of 

consumer protection?
U U U U U

What do consumers understand about referral fees? L L U U U

Which established brands would people trust to provide legal services? L L U U U



Demand:

Service Preferences –

What consumers want from a legal service.

72



Service Preferences:

73

1. Would consumers buy services from a lawyer found on an aggregator site like 

‘confused.com’?

2. Who are the intermediaries for legal advice?

3. How do consumers prefer to have legal advice delivered?

4. Is there a consumer willingness to “one-stop-shop” for all of the legal, finance, accounts 

etc. services?

5. What does consumer demand look like for different service models?

6. What type of legal services would consumers be prepared to buy from online advice tools 

and what conditions would need to be fulfilled to make they happy to use these tools?
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Would consumers buy services from a lawyer found on an 

aggregator site like ‘confused.com’?

74

– The RIR has found no direct information to answer this question. 

– Research undertaken by the LSCP concluded:

– Of less clear-cut interest were consumer review websites or a Scores on the Doors approach (with consumers feeling 

a sliding scale of 5 stars might be too confusing than a binary ‘competent or not’). Two approaches discussed were 

seen to be of limited, if any, interest – peer review suffered from a perception that it would work in solicitors’ interests 

rather than consumers’ and price comparison websites were felt to be less suited to helping quality assessments130.

– A range of aggregator sites have been appeared over the last few years, but the RIR has found limited analysis of this 

work. One piece of research131 suggests a large range of different types of sites: 

– While each business or service will differentiate themselves and may mix elements of  these categories we have 

found they tend to fall into the following distinct groups.

• Comparison Sites: compare lawyers against certain criteria including  price and provide the user with the results 

to choose from

• Referral Sites: Limited list of solicitors, enquiries passed to solicitors for a fee or percentage of the billed matter

• Find a Lawyer Sites: large or full list of solicitors that charge a fee for basic or enhanced listings

• Legal Brands: companies that use a brand to promote a network of legal firms and provide them with enquiries

• Legal Information Sites: companies providing some type of information  on legal issues and a link to relevant 

firms of solicitors

• Legal Networking Sites: companies that facilitate solicitors and/or clients to ‘talk’ online or solicitors to talk to 

each other

– This research also states that approximately 20% of these services launched in the last three years are no longer 

available. 
Sources:

130. Quality in Legal Services Legal Services Consumer Panel 2010

131. Solicitors Enquiry Services Research Report, Market Law 2011 
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Who are the intermediaries for legal advice?

75

– 23% of natural persons found their lawyer through a referral from another organisation132.

– A detailed analysis of intermediaries can be found in the LSCP Referral Arrangements report133. This lists introducers 

as Claims Management Companies, Estate Agents, Panel Managers, Insurers, Banks and mortgage brokers, Trade 

Unions. 

– The expectation is that intermediaries will be much wider than this list covering incidence of less formal networks, 

such as local authorities directing individuals to advice services134.

Sources:

132. Baseline Survey to  assess the impact of legal services reform, Ministry of Justice 2010

133. Referral Arrangements Report, Legal Services Consumer Panel 2010

134. See for example Understanding the supply of legal services by ‘special bodies’, Frontier Economics 2011 
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How do consumers prefer to have legal advice delivered?

76

– Preferences for service delivery vary among different consumer groups : 

– Research has found a greater preference for face to face advice for debt problems, social welfare law and those 

disabilities: People with complex problems or people with learning difficulties, language problems or similar 

difficulties are therefore unlikely to benefit from telephone advice. Likewise, they will be unlikely to benefit from 

expansion of other new methods of advice delivery, such as those employing personal computer technology135.

– The CSJS shows a greater preference  for face to face advice, but a growth in the number of people using the 

internet for the 18 problem types covered in the survey136. 

– This compares to areas such as conveyancing: Solicitors’ practices offer a wide variety of types of conveyancing 

service. Some provide a bespoke service; others provide a system based service. Some offer a choice of service 

and of service add-ons such as enabling the consumer to access information by internet or be sent text messages 

about the progress of their transaction(s) electronically 24 hours a day, 7 days a week. Some offer their clients 

different levels of service at different levels of costs137.

Sources:

135. Assessing the impact of advice for people with debt problems Legal Services Research Centre 2008

136. Causes of Action: Civil Law and Social Justice The Final Report of the First LSRC Survey of Justiciable Problems - Revised 2nd Edition Legal Services Research Centre 2006

137. Submission to OFT in connection with its market study into home buying and selling The Law Society 2009
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Is there a consumer willingness to “one-stop-shop” for all 

of the legal, finance, accounts etc. services?

77

– The RIR found no information to answer this question for any of the different consumer groups. 
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What does consumer demand look like for different 

service models?

78

– The RIR found no information to answer this question for any of the different consumer groups. 



What type of legal services would consumers be prepared to 

buy from online advice tools and what conditions would need 

to be fulfilled to make they happy to use these tools?

79

– One survey138 suggests that a majority of natural persons expect law firms to offer services on line:

• 47% of consumers would be more likely to choose a law firm that offered the convenience of online access 

to legal services and documents over one that had no online service capability.

• 56% expected good law firms to give customers the ability to use their services online in the next couple of 

years

• Consumers see online services as a chance to reduce legal fees. 

• 43% agreed they would change law firms if offered a reduced fee in return for the consumer providing initial 

details about their matter online

• There were no significant differences attitudes in age groups, although over 55s were less concerned about 

online service delivery. 

• 50% of men and 45% of women were more likely to choose a law firm which offered online services

– Other research indicates the importance of having a website in Natural Persons purchase decision and 57% -

agree or completely agree that good law firms should give their customers access to and ability to use their 

services online - only 8% disagree139. 

– Expectation of online services is thought to be higher among Legal Persons and Government consumers. 

Research140 suggests there is no relationship between client satisfaction and the firm's use of IT, but some reports 

suggests natural persons satisfaction for telephone legal advice is around 90% - 20% higher than face to face141.

Sources:

138. Epoq survey reveals consumer demand for more convenient legal service delivery, Epoq Legal Ltd 2010

139.  Legal Brief Part 2 - A Quiet Revolution  IRN 2010

140. Law Firm Clients are Drivers of Law Firm Change II Peter Gottschalk Journal of Information, Law and Technology 2002

141. Citizen power, Solicitors Journal 2010



What type of legal services would consumers be prepared to buy from online 

advice tools and what conditions would need to be fulfilled to make they 

happy to use these tools?

80

– However, the RIR found limited information on the actual purchase of service online, with consumers using the 

Internet as an information source. 

– The CSJS142 has found a growth a small growth Internet usage over time, shown in the table below. 

– For example in relation to Bar Direct access; 

– The internet seems to pay an important role in finding out about the scheme. Five responses cited research on the 

internet, one of them singling out the Bar Council’s website. One of this four had heard of the scheme from its launch 

and researched it further on the internet. Clients communicated with their barristers through email (six comments), 

telephone (six), meetings (four), letters (three) and faxes (one). Six of the eight respondents found this arrangement 

either satisfactory or good, although one of these described it as “very satisfactory, but not up to my expectations” 143.

– Another report highlights greater use of the internet for pre advice information gathering by trust and estate 

consumers: There is a link between how demanding clients are and the amount of information now available online. 

They come in to your office having done all their work already online, so your knowledge is a given to them. So now 

they are demanding other things144.
Sources:

142. CSJS, LSRC 2011

143. Application for approval by the Legal Services Board Amendments to the regulatory arrangements in respect of the application of the Public Access scheme Annex 6 -

Summary of Responses to the Public Access Rules Questionnaires Bar Standards Board 2010

144. Trusted advisor: THE FUTURE A report on the future of UK trust and estate practice by the Society of Trust and Estate Practitioners 2010
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Would consumers buy services from a lawyer found on an aggregator site like 

‘confused.com’?
U U U U U

Who are the intermediaries for legal advice? K K U U U

How do consumers prefer to have legal advice delivered? L L U U U

Is there a consumer willingness to “one-stop-shop” for all of the legal, finance, accounts 

etc. services?
U U U U U

What does consumer demand look like for different service models? U U U U U

What type of legal services would consumers be prepared to buy from online advice tools 

and what conditions would need to be fulfilled to make they happy to use these tools?
L L L U U



Demand:

Cost of services -

What it costs to access legal services.

82



Cost of services:

83

1. What are the costs of services (by type of lawyer, market segment, 

geographically)?

2. How much does an average basket of legal services cost and how does this 

vary over time?

3. Have there been any changes in the cost of legal services over time? What 

have been the drivers for these changes?
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What prices do consumers pay? (1) 

84

– The RIR has found very limited information on prices beyond guideline hourly rates and estimates of hourly rates 

for solicitors145 and no information in relation to any other authorised persons. Hourly rates give no indication of the 

actual price a consumer may pay for the whole case and fail to take account of other additional costs such as Land 

Registry Search charges. Therefore these are not deemed to be sufficient to establishing what prices consumer 

pay. This remains a significant knowledge gap. 

– A key factor as outlined above is the perception of costs in determining how consumers engage with legal 

services. Research looking at natural persons found that: in relation to the statement ‘lawyers charges are 

reasonable for the work they do’ the data indicates that individuals who had no experience of using a lawyer to 

obtain advice were more likely to agree or strongly agree that rates were fair, as opposed to those who had 

experience with advice seeking from a lawyer. What is also of note, is that irrespective of a respondent’s level of 

engagement, those who obtained all the advice they needed reflected a similar level of disagreement that lawyers 

charges were reasonable when compared with those who did not obtain advice. Suggesting that attitudes to 

lawyer’s charges are not wholly based on the experience or outcome of advice seeking146.

– Perceived high cost is seen as main barrier to accessing legal services for Legal Persons – Small as well147.

– Research reports on public perceptions of barristers as expensive: 85% of barristers believe the public thinks that 

they are well paid and 80% of barristers think the public see them as expensive to use. But they feel this is not a 

fair representation – only 27% of barristers believe they really are well paid, while only 22% think they are 

expensive to use. In reality, the public falls somewhere in between – with around half (56%) saying barristers are 

expensive and 60% saying they are well paid148. 

Sources:

145. See Map of Legal Services Part 1, LSB 2011

146. Civil & Social Justice Survey,206-2009, LSRC 2011

147. Legal Advice for Small Businesses Qualitative Research AIA Research Ltd 2010

148. Perceptions of barristers - Research study conducted for the Bar Standards Board by IPSOS MORI Bar Standards Board 2007



What prices do consumers pay? (2) 

85

– One legal services website, operating as portal to solicitors firms, does provide a list of prices and compares them 

to an estimated average High Street price using an average hourly rate of £180. These are shown in the table 

below. These exclude disbursements and VAT so do not represent the full price the consumer will pay.  

– The RIR has not found any other published prices for legal services to which these can be compared. Additionally 

the  average high street price quoted is calculated at  an hourly rate in excess of our estimates based on SRA 

turnover data150. 

Sources:

149. See http://www.mylawyer.co.uk/ml/index.cfm?event=base:cpage&c=cpage%5FwhatYouCanSave

150. See Map of Legal Services Part 1, LSB 2011

http://www.mylawyer.co.uk/ml/index.cfm?event=base:cpage&c=cpage_whatYouCanSave


What prices do consumers pay? (3) 

86

Sources:

151. Home buying and selling A Market Study Office of Fair Trading 2010 

152. Evaluation of the victims’ advocate scheme pilots Ministry of Justice 2008

153. A market analysis of legal aided services provided by solicitors A REPORT PREPARED FOR THE DEPARTMENT FOR CONSTITUTIONAL AFFAIRS AND THE LEGAL 

SERVICES COMMISSION December 2003 Frontier Economics 2003

154. Regulating will writing, Legal Services Consumer Panel, 2011

– Other pieces of information suggest different hourly rates. For example: 

– The fee for conveyancing can be expressed either as a fixed amount or as a percentage of the price of a 

property. On average it will cost about £750 to a buyer and £550 to a seller,71 but this depends on the value of 

the property and on whether it is leasehold property, in which case it is more expensive151.

– Cost of providing free advice after death of person was variously put at between £900 and £4442 per case, 

depending on matter. The cost of actually providing legal advice was around £1,095 per case152.

– Research in 2003153 found that Solicitors median private price per hour for family was £99, Conveyancing, 

probate, wills, trusts & personal Injury was £83, Housing and employment was £91, commercial and litigation 

was £106. 

– More recently, the LSCP investigation into will writing154 found a range of different price for wills depending on 

the provider used. 

These are summarised in the table opposite. 
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Changes in prices overtime

87

– Available information suggest prices increasing over time, at least in some areas: 

– Commenting on the impact of increased referral fees, one report states there was no evidence that increases in 

referral fees had led to an increase in the price of legal services. Price does not play a strong role in personal 

injury cases because of the prevalence of “no-win-no-fee” agreements, but the majority of motor cases go through 

prescribed cost and fast track regimes in which legal fees are regulated155.

– A recent survey of 81 in house counsel stated 46% of respondents saying that law firm partners charge them more 

than £350 (€450) per hour for routine work and 77% saying they are charged the same for transactional 

instructions, it is perhaps not surprising that 70% describe transactional fees as being too high and 63% saying the 

same about the cost of routine legal work156.

– Looking at law firms in the US, reports on upward trend in the cost of securing legal services - Over the last 

decade, corporate firms have increased their hourly rates by 6-8 percent annually, nearly double the rate of 

inflation. Such rate increases have been a driving force behind the increased profitability of many large and mid-

sized law firms. In one sample, rate increases accounted for two thirds of revenue gains achieved between 2003 

and 2004157.

Sources:

155. Claims Management Regulation Impact of Regulation - Third Year Assessment Ministry of Justice 2010, 

156. General counsel look for alternatives as law firm fees continue to soar Strategic Legal Advisor 2009

157. Overview of the Professional Services Industry and the Legal Profession Harvard Law School 2008
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Consumer preference for fixed fees

88

– Some commentary highlights increasing resistance from clients to pay by the hour, with increasing number 

wanting fixed fees to provide certainty158.

– Further research shows that consumers would much prefer fixed fees or no win no fee to other ways of paying for 

legal services, with only 2% of respondents preferring to pay by the hour compared to 47% of respondents 

preferring Fixed fees and 38% No win no fee159.

– Recent research looking at natural persons, suggests that fixed fees are more commonly used in Conveyancing 

and Will writing, compared to Family cases. This research found that some form of fee was quoted for 88% of 

matters The main exception was accident or injury claims, which made up 9% of matters. In these claims, only 

25% had fees quoted upfront while in 48% of cases no fees were quoted and in 28% of cases the person said that 

they were told that there would be no fee160.

Sources:

158. Trusted advisor: THE FUTURE A report on the future of UK trust and estate practice by the Society of Trust and Estate Practitioners Society of Trust & Estate Practitioners 2010

159. Shopping around: What consumers want from the new legal services market 

160. Baseline survey to assess impact of legal services reform. Ministry of Justice 2010
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What are the costs of services (by type of lawyer, market segment, geographically)?
U U U U U

How much does an average basket of legal services cost and how does this vary over 

time?
U U U U U

Have there been any changes in the cost of legal services over time? What have been the 

drivers for these changes?
U U U U U
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Demand:

Elasticity of Demand - How price sensitive 

consumers of legal services are.

90



Demand: 

Elasticity of Demand

91

1. What is the elasticity of demand by medium of service delivery?
2. How does a consumer get to know what is a fair price?

3. What are the switching costs for consumers?

4. Do consumers ever switch mid case and what is the competitive effect?

5. What elements of service are consumers prepared to trade for price?

6. Who pays for the legal service and how sophisticated are they? Is expensive seen as better?

7. How much is the value of the untapped market for legal advice?



What is the elasticity of demand by medium of service 

delivery?

92

– The RIR has found no direct information to answer this question. 

– Available information relates to costs of going to court, suggesting that at that stage at least costs are seen as 

irrelevant: The overall cost of going to court is ranked very low on the list of factors considered when going to 

court. Of those that know something about court fees, 7 in 10 say that court fees are not/not much of a factor in 

their decision to progress to court (71%). Overall, 5 in 10 individuals with some knowledge of court fees feel that 

court fees are not a factor at all in their decision whether to progress to court (52%) 161.

– A representative survey of UK adults – natural persons - found that only 14% of consumers would be willing to pay 

£75 per year for an insurance policy that covered all your foreseen legal needs (i.e. Not will-writing or 

conveyancing). 64% said no and 22% didn't know162. 

– Research looking at the advice need of Lone parents found that With regard to accessibility, 61 per cent of 

respondents felt that telephone advice was cheaper than travelling to a local advice agency, but 36 per cent 

regarded using the telephone as too expensive163.

Sources:

161. What's cost got to do with it? The impact of changing court fees on users, Ministry of Justice 2007

162. Shopping around: What Consumers want from the new legal services market, Jures 2010

163. The Advice Needs of Lone Parents Richard Moorhead, Mark Sefton and Gillian Douglas Cardiff University 2004



Demand: 

Elasticity of Demand

93

1. What is the elasticity of demand by medium of service delivery?

2. How does a consumer get to know what is a fair price?
3. What are the switching costs for consumers?

4. Do consumers ever switch mid case and what is the competitive effect?

5. What elements of service are consumers prepared to trade for price?

6. Who pays for the legal service and how sophisticated are they? Is expensive seen as better?

7. How much is the value of the untapped market for legal advice?



How does a consumer get to know what is a fair price?
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– The RIR has found no direct information to answer this question. This remains a complete unknown. 



Demand: 

Elasticity of Demand

95

1. What is the elasticity of demand by medium of service delivery?

2. How does a consumer get to know what is a fair price?

3. What are the switching costs for consumers?
4. Do consumers ever switch mid case and what is the competitive effect?

5. What elements of service are consumers prepared to trade for price?

6. Who pays for the legal service and how sophisticated are they? Is expensive seen as better?

7. How much is the value of the untapped market for legal advice?



What are the switching costs for consumers?

96

– The RIR has found no direct information to answer this question. This remains a complete unknown. 



Demand: 

Elasticity of Demand

97

1. What is the elasticity of demand by medium of service delivery?

2. How does a consumer get to know what is a fair price?

3. What are the switching costs for consumers?

4. Do consumers ever switch mid case and what is the competitive effect?
5. What elements of service are consumers prepared to trade for price?

6. Who pays for the legal service and how sophisticated are they? Is expensive seen as better?

7. How much is the value of the untapped market for legal advice?



Limited evidence of consumer switching providers during 

a case (1) 

98

– The RIR found very limited information to answer this question . What is available relates to:

– Litigants in person: It is sometimes suggested that it is common for unrepresented litigants to ‘lawyer shop’ by 

repeatedly instructing then sacking lawyers when they become unhappy with the advice or service they receive. ... 

There were no cases involving unrepresented litigants that interspersed periods of non-representation with more than 

one period of representation (multiple representation) suggesting that ‘lawyer shopping’ interspersed with periods of 

non-representation is rare. We did notice in passing that there were some family cases involving wholly represented 

parties who changed their lawyers, sometimes several times, but because these cases did not involve periods of non-

representation we did not collect detailed information on them164.

– Changes in funding Changes in legal aid status are not common phenomena and so not a primary cause of non-

representation. That said, the most common problem caused was initial non-representation rather than subsequent 

withdrawal. This suggests non-representation is more likely to be due to a slow granting of legal aid (either because 

the applicant is slow in approaching a solicitor or providing relevant details, the solicitor is slow in responding, or the 

Legal Services Commission is slow in granting) than to subsequent withdrawal of legal aid because of problems with 

the merits of the case or the financial situation of the client164.

– Criminal legal aid: Some clients changed solicitors during the conduct of their cases for reasons that were not always 

apparent from the file. There are many potential reasons for such changes. Some clients seek alternative 

representation after charge if they have a firm they usually instruct, or if a different firm is recommended to them 

subsequently, particularly if they are novices (NE/9). Alternatively, a client might develop a grievance with the 

handling, or the result, of their case and instruct a new firm either to take over matters or to initiate an appeal. Conflict

of interests between co-defendants might arise, requiring one or more of them to seek alternative representation165.

Sources:

164. Litigants in person Unrepresented litigants in first instance proceedings, Professor Richard Moorhead and Mark Sefton Cardiff University, 2005 

165. Criminal Case Profiling Study: Final report, Legal Services Research Centre 2001



Limited evidence of consumer switching providers during 

a case (2)

99

– A change of solicitor requires authority for a transfer of legal aid and not all requests are granted. Within the sample 

files, there were a number of instances where judges refused to transfer legal aid. Nevertheless, it was indicated that 

there had been a change of solicitor in 14.2% of all files containing sufficient information. 13.1% of files had been 

transferred from another solicitors’ firm. The remaining 1.1% saw the file transferred elsewhere166.

– Combined these observation suggest that switching providers does occur, but the extent to which this happens 

because of the consumers decision and how it impact son competition is unclear. 

Sources:

166. Criminal Case Profiling Study: Final report, Legal Services Research Centre 2001



Demand: 

Elasticity of Demand
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1. What is the elasticity of demand by medium of service delivery?

2. How does a consumer get to know what is a fair price?

3. What are the switching costs for consumers?

4. Do consumers ever switch mid case and what is the competitive effect?

5. What elements of service are consumers prepared to trade for price?
6. Who pays for the legal service and how sophisticated are they? Is expensive seen as better?

7. How much is the value of the untapped market for legal advice?



What elements of service are consumers prepared to 

trade for price? 
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– The RIR has found no direct information to answer this question. 

– Available research suggest that quality may be rated higher than lowest price for natural persons, set out in the 

table below167, with similar findings for Legal Persons – small168. 

– The RIR has found on information what so ever in relation to Legal Persons – Large and Government. 

Sources:

167. Shopping Around: What Consumers want fomr teh legal services market. 

168. See Legal Advice for Small Businesses Qualitative Research, AIA 2010 



Demand: 

Elasticity of Demand
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1. What is the elasticity of demand by medium of service delivery?

2. How does a consumer get to know what is a fair price?

3. What are the switching costs for consumers?

4. Do consumers ever switch mid case and what is the competitive effect?

5. What elements of service are consumers prepared to trade for price?

6. Who pays for the legal service and how sophisticated are they? Is expensive 

seen as better?
7. How much is the value of the untapped market for legal advice?



Who pays for the legal service and how sophisticated are 

they? Is expensive seen as better? – Natural Persons (1)
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– With regard to natural persons only 29% of population was eligible for legal aid in 2010169. Further research suggest that 

19% of public use legal aid to pay for solicitor legal services. For disabled people this was 30% and for BME people 

29%170. However legal aid cases represented only 6% of total purchases of legal services in 2009, as set out in the table 

below, largely in Family and Accident or Injury.  By far the largest proportion of purchases in all categories were paid for 

with the consumers own or family or friends money171. 

Sources:

169. Rising to the challenge Solicitors Journal 2010 

170. A survey of public attitudes towards solicitors conducted on behalf of the Solicitors Regulation Authority Solicitors Regulation Authority 2009

171.  Baseline survey to assess the impact of legal services reform, Ministry of Justice 2010

172. A review of how other countries provide information and advice to the vulnerable on consumer and social issues Department of Trade & Industry 2006

173. The market for "BTE" legal expenses insurance Ministry of Justice 2007 

– International comparisons show different 

approaches to funding of legal services for 

natural persons across Europe. 

– In France, legal advice can be provided by 

consumers associations, which people pay 

annual memberships of between €10 - €50. 

The same research found greater use of 

Before the Event Insurance for legal 

services than in the UK172. 

– Research estimates that 59% of 

households have access to BTE insurance 

via car insurance, holiday insurance or 

home insurance. But use of this form of 

funding for legal services is limited173.



Who pays for the legal service and how sophisticated are 

they? Is expensive seen as better? – Natural Persons (2)
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– The range of ways of paying for legal services was highlighted in other research: 

– Sources of finance for bringing or defending a legal claim include:

• personal funding, Legal Aid, Before the event insurance, ATE insurance, 

• Trade unions (support its members in litigation by paying the member's own solicitor's costs and any costs awarded 

to the member's opponent. Many trade unions now insist on their members taking out legal expenses insurance to 

cover any liability for party and party costs, but some do not and continue to pay such costs from their own funds), 

• Conditional Fee Agreements (agreement with a legal representative, which provides for his or her fees and 

expenses, or any part of them, to be paid only in certain circumstances - usually only if the client wins the case. 

Many law firms prefer not to run the risk of not being reimbursed for disbursements if the client should lose and 

therefore have a policy of not making disbursements conditional under a CFA. They will usually make an exception 

for counsel's fees) 174.

– A survey looking at market penetration of legal expenses insurance in various EU states found that the UK has 9.8% take-

up, compared with 44% in Germany175.Other research shows that in 2008, 36m BTE polices were written, compared to 

121k ATE policies. Combined these had a total premium of £543m176.

– A survey of legal service users177 found that: 

• Legal aid most likely reason for ages 18-24 (31%) and 35-44 (37%)

• Legal aid most common when renting a property separated from partner accused of a crime made homeless

• Legal aid was most commonly used by those with income £7.5 – 10k at 55%. Under £5k lower at 42% and £5-7.5k 

at 39%.
Sources:

174. University of Oxford questionnaire on funding, costs and proportionality University of Oxford 2009

175. Legal expenses insurance: preconditions, pitfalls and challenges - Matthias Killian Legal Services Research Centre 2010

176.  IN case of emergency, Consumer analysis of legal expenses insurance, Consumer Focus 2011

177. LSB Initial consumer research - data Legal Services Board 2009



Who pays for the legal service and how sophisticated are 

they? Is expensive seen as better? – Natural Persons (3)
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– The general expectation is that Natural person tend to be less sophisticated in their purchase of legal services, 

assuming a general level of competence: The consensus was that all solicitors were qualified, that they have all 

had to pass exams in order to qualify and that therefore they all have a basic, acceptable knowledge of the law178.

– However this does not mean that higher fees are an indicator of quality: The higher fees were not expected to be 

accompanied by a better product. Notably, when it was put to consumers that the higher fees might actually imply 

better legal advice, they often questioned how the company would be able prove such a case (referring back to the 

discussion around consumers’ inability to tell whether they were getting ‘better’ legal advice).

– This same research found natural persons judged quality along a number of dimensions including: 

• Number of partners/offices – because of the desire to deal with one person, but not have that person 

swamped by a high caseload.

• Local presence – this wasn’t just related to having a physical presence on the High Street, but the 

reassurance that questions and contact would be carried out at a local level as well.

• Years in business.

• Appearance of offices.

• Professional looking website.

Sources:

178. Quality in Legal Services, Vanilla Research, 2010
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Who pays for the legal service and how sophisticated are 

they? Is expensive seen as better? 

Legal Persons – Large, Government (1) 

106

– A wide range of information suggests that these type of consumers are far more sophisticated in their purchase of legal 

services, with Legal Persons – Large and Government taking active steps to reduce legal costs. 

– One commentator states that The prevailing hourly billing method, under which law firms charge for "actual" time 

expended on a matter, has proved too unpredictable for corporate budgetary frameworks179.

– A survey of 81 in house counsel found that; There is growing evidence that corporate clients are kicking back against 

relentless fee increases. Thirty-three percent of general counsel say they frequently or always challenge the bills they 

receive from their external advisers and 43% say this usually achieves a saving of between 11% and 20%. It may also 

explain why many heads of legal are looking at alternative options to law firms, such as legal process outsourcers 

(LPOs). Almost six in 10 general counsel estimate that a quarter of their workload is routine 'commoditisable' work and 

a further 27% put that proportion at closer to half of their caseload180.

– This has also driven demand for different ways of billing – for example Value billing a firm prices its services based on 

an understanding of the client's goals and perceived value of reaching those goals. The usual result is a predefined fee 

for a specified legal service181.

– In some circumstances legal costs have driven different organisation to form consortiums: A consortium of local 

authorities have come together to set up a panel of lawyers from whom they will buy legal services. The panel will be in 

place for a minimum of four years, with an option to extend for a further three. The consortium has negotiated 

discounted rates with the panel firms, with further discounts in return for providing a certain volume of work across a 

wide range of areas. In addition, panel firms will provide 'added-value' services, such as training, to consortium 

members182.
Sources:

179. Client Driven Innovation in Legal Services - The State of the Legal Profession, Part 1 FindLaw 2008

180.  General counsel look for alternatives as law firm fees continue to soar Strategic Legal Advisor 2009

181. Client Driven Innovation in Legal Services - The State of the Legal Profession, Part 1 FindLaw

182. Kent and Essex legal teams win places on new 'outer London' consortium panel 10 June 2010 Local Government Lawyer 2010
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– Findings of a survey of high end legal buyers183 reports that 53% of buyers use more than 10 law firms per year, but 

28% of buyers are decreasing the number of law firms used. This is being driven by the need to reduce costs and the 

ability to get a better rates by using fewer firms and closer quality control. Good relationships with law firms are also a 

key driver

– With regard to services offered by barristers: Increasingly Chambers across the Bar are finding that in many areas of 

work clients are moving away from instructions upon a case by case basis and seeking to outsource work en bloc. 

There is no automatic nexus between complexity of case and individual instructions. Some local authorities for 

example have taken the view that they can outsource the entirety of their legal work howsoever complex. They issue 

a tender document and invite Chambers to bid. This bid might be for the right to be included upon a panel of barristers 

or Chambers to whom instructions might be sent, but it can also be for the immediate instruction to perform a fixed 

volume of work over a finite period for an agreed fee i.e. a block contract. The same applies to some large 

corporations. Some insurance companies in particular use this method of allocating legal work184.

Sources:

183. Acritas - Sharp Legal Survey 2010 Acritas 2010

184. The Future of the Bar by Nicholas Green QC, June 2010 Bar Council 2010



Demand: 

Elasticity of Demand
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1. What is the elasticity of demand by medium of service delivery?

2. How does a consumer get to know what is a fair price?

3. What are the switching costs for consumers?

4. Do consumers ever switch mid case and what is the competitive effect?

5. What elements of service are consumers prepared to trade for price?

6. Who pays for the legal service and how sophisticated are they? Is expensive seen as better?

7. How much is the value of the untapped market for legal advice?



How much is the value of the untapped market for legal 

advice?
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– The RIR has found no direct information to answer this question. 

– However we can use a range of values to make rough estimates of this for three specific areas representing a very 

small part of the overall volume of legal services184. This shows that at even a conservative estimate the value is 

between £7.6m and £77m:

– We have no information on which to make reliable estimates in other areas, but would expect the value to be 

considerable. 

Sources:

185. Estimated using HMCTS, and IPO data. 



Elasticity of Demand: Knowledge Gap summary 

Unknown Estimated Limited Known
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What is the elasticity of demand by medium of service delivery?
U U U U U

How does a consumer get to know what is a fair price? U U U U U

What are the switching costs for consumers? U U U U U

Do consumers ever switch mid case and what is the competitive effect? L U U U U

What elements of service are consumers prepared to trade for price? U U U U U

Who pays for the legal service and how sophisticated are they? Is expensive seen as 

better?
L L L L L

How much is the value of the untapped market for legal advice? U E U U U
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- This Map of Legal Services was compiled between June & September 2011.

- Thanks are due to  Alanna Linn  at the Legal Services Consumer Panel, and LSB  colleagues for their comments 

and input on early drafts.

- We recognise that the legal services market is undergoing a period of change, and encourage others to submit  

evidence to us so as to further enhance our collective understanding of the legal services market. 

- Any comments or queries should be directed to robert.cross@legalservicesboard.org.uk

mailto:robert.cross@legaservicesboard.org.uk

