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1. Executive Summary 
  

The purpose of this research was to explore how individual consumers identified and responded to 

their legal problems. The report covers many aspects of the journey individual consumers take, from 

first identifying that they have a legal need, to the action they take to address this need, ending with 

the legal services used. Each element of the consumer journey was investigated in detail to explore 

how choices were made, satisfaction with the process chosen and whether the choices made led to a 

resolution of the problem. 

Legal needs were defined by presenting a representative sample of adults with a list of 28 descriptors 

of potential legal issues. This survey covers a broader range of legal problems than existing legal need 

surveys (such as the Civil and Social Justice Survey) considering issues from transactional consumer 

problems to rights issues.  The survey explored up to three legal needs experienced by each of the 

4,017 respondents to the survey – over 9,800 individual legal needs in total. While the survey itself 

focuses on those individuals with legal needs, sampling of the population revealed that just under half 

of all adults believed that they had experienced at least one legal need in the last three years. Of 

these, the most common were consumer problems (29%) and debt (27%). 

When confronted with a legal need 44% of respondents took some form of professional advice, 12% 

sought advice from friends and family, 27% handled the legal need without help and 14% did nothing 

about the legal need. The choices made about how to handle the legal problems were often primarily 

explained by the type of legal need itself. Those experiencing a divorce were most likely to seek 

professional advice (56%) while those experiencing a consumer problem were most likely to deal with 

the problem themselves without any help (51%).  Less than half of legal needs resulted in the 

individual obtaining advice, assistance or professional help (44%); reserved legal needs made up less 

than 20% of all legal needs. 

When asked why they had chosen to ignore legal needs generally respondents stated that they either 

didn't think that anything could be done about the legal need (36%) or they were waiting for the legal 

need to resolve itself (16%). In many cases the legal need had indeed already been resolved or the 

process had run its course. 

The type of legal services provider chosen by respondents to address their legal needs was also linked 

to the type of problem experienced.  This may reflect choice or simply the services offered by specific 

providers.  Regulated providers were involved in 47% of legal needs that required advice, and 

delivered the majority of advice in areas such as conveyancing, probate, divorce and will writing.  

Unregulated providers were more likely to help with money and benefit problems, neighbour and 
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property disputes as well as will-writing.  How individual providers were selected varied significantly 

with, perhaps not surprisingly, older people more likely to select a provider on the basis of previous 

experience.  Younger respondents, often in the absence of previous experience, tended to rely more 

heavily on reputation and were more likely to look for local providers. 

Face to face advice continues to dominate the provision of legal advice, at least for the first meeting 

(64%), particularly among regulated providers (71%).  Again, the type of provider, and the services they 

delivered also impacted on the way in which services were delivered, for example, for public bodies 

such as local authorities and trading standards, only 48% of cases had an initial face to face meeting.   

Examination of customer effort provides an additional layer of analysis in this report to help 

understand consumers' experience of the legal service they used.  Interestingly, different service 

providers, despite offering very different services, tended to have broadly similar rates of consumer 

satisfaction. Consumers generally expected, and found, for third sector providers that they would have 

to personally take on a greater share of the work in the advice.  Despite this, consumers were satisfied 

with the service and in 83% of cases said that the service either met or exceeded their expectations.  

In three areas, conveyancing, divorce and probate, the report looks in more depth at the experiences 

of those consumers who used services in the past year. In particular, the research explored the cost of 

the advice received with the aim of allowing costs to be tracked over time through future research.  

The report analyses who paid, the distribution of charges and relates this to whether the advice was 

perceived to have delivered the desired outcomes. 

One of the most surprising findings from the data is the fact that so few people, when presented with a 

price or quotation, negotiated with the provider on the fee.  Overall in only 8% of cases of a legal need 

was there a negotiation.  Among those that did question the fee, 77% were successful in reducing it. 

The scale of this project means that this report contains only a summary of the key findings.  Other 

areas of interest include the difference between males and females, the influence of the 3
rd

 sector and 

levels of satisfaction with legal services. There is the opportunity to delve into these areas in more 

death through the accompanying computer tabulations of the data as well as an SPSS data file.  
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2.    Understanding the legal services market 
  

As part of its programme of research, the Legal Services Board (LSB) is seeking to better understand how 

consumers handle the legal problems they face. In particular, the types of legal services they need, their 

experience in engaging with legal services and the perceived value of these services. 

There have already been a number of studies looking at consumers’ experiences of legal issues, most 

notably from the Legal Services Research Centre in their Civil and Social Justice Survey. However, much of 

this research has focussed on access to social welfare law and justiciable rights. The LSB wanted to 

understand the actions of consumers faced with more traditional legal needs such as conveyancing. To 

enable this, BDRC Continental were commissioned to undertake a survey among a representative sample of 

the population, who have experienced a legal need in the past 3 years.   

The LSB was keen to quantify the various relationships consumers have with legal services and suppliers as 

well as understand the journey that people embark on when confronted with a legal need.  
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3. Research Objectives 
  

The main objective of the research was to provide a more detailed understanding of the consumer legal 

services market and benchmark it to allow trends to be tracked over time. In particular, LSB wanted to 

understand: 

• Incidence of legal need and responses to these needs. 

• How do consumers buy legal services? 

• Who do they buy them from and how much do they cost? 

• What are consumers’ experiences with the services they get? 

 

The survey was designed to look at both the differences in approach taken between regulated and 

non-regulated legal services, and the various paths people choose to take (including doing nothing) 

when confronted with a legal problem.   

 

 

 

 

 



8 

 

4. Survey Methodology 
  

This research was designed to ensure robust sample sizes for analysis by specific legal need and type of 

provider of legal advice.  The survey is grounded in the traditional of ‘legal need’ surveys originating in 

the United States in the 1930s, but more recently in England and Wales developed by the Legal 

Services Research Centre in the Civil and Social Justice Survey.  The survey presented respondents with 

28 different problem types (these are listed in the appendix) and asked detailed questions on up to 

three of those that they had faced in the previous three years. 

The quantitative survey was supplemented with a qualitative stage that looked in-depth at the 

conveyancing market and those taking advice from 3
rd

 Sector providers. 

Although the research was framed in terms of overall legal need, it focuses on three overlapping consumer 

groups:  

• Group 1 - All with a legal need in last 3 years 

• Group 2 - All who have used a regulated legal service provider in the last 3 years    

• Group 3 - All who have used conveyancing/divorce/probate services in last year 

(not 3 years)  

BDRC Continental conducted 4017 online interviews, between 5
th

 -16
th

 January 2012. In total over 9,800 

individual legal needs were investigated. The profile of the sample was defined as all who had experienced 

specific legal needs in the last 3 years and was drawn from BDRC consumer panel. The survey was quota-ed 

on the profile established in a profiling stage undertaken in November 2011. The data was also weighted by 

this profile to compensate for variations in the quota. 

This report is a summary of the findings of the research and gives a topline impression of the findings. The 

data is available from the LSB as a set of Excel tables as well as a SPSS data set to allow further additional 

depth analysis.  
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5. The Findings – Profile of Legal Need 
  

Before starting the project, a profiling exercise was undertaken to measure the incidence of people 

experiencing a legal need in the last 3 years. The question regarding legal need was asked in two ways: 

• Have you had a legal need in last 3 years? 

• Which of these (a precoded list of legal needs) have you experienced in the last 3 years? 

 

The survey established that just under half of all adults interviewed (49%) claimed to have experienced 

a legal need in the last 3 years. If grossed up to the national population, this represents approximately 

22 million people. Further detail of the profiling exercise is included in Appendix B. In this report all 

percentages are based on those with a legal need.  

 

5.1 Who had a legal need 

The profiling exercise revealed that those who claim to have had a legal need were more likely to be 

younger and male than the background population. 

 

 

The pattern of legal needs experienced may, in the past, have been a function of the fact that if a legal 

need affects a family, the male member of the family is more likely to have taken the lead. The 

younger bias in the results may have reflected the respondents lifestage. Younger people being 

perhaps more likely to have had a wider variety of legal services needs than older people as they are 

less settled in their life and are likely to have experienced issues around consumer needs and debt. 
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Equally, it could be that the younger generation were more likely to categorise the problems they had 

experienced as legal in nature than their older equivalents.  For example, for older generations issues 

around debt might have been perceived to be financial and not a legal matter. Looking at social grade 

the national percentage of social grade DE is 23% (NRS data), whereas the proportion of DE people 

who had experienced a legal need was 30%. With regard to income, the average household income of 

those experiencing any legal need was £23,500, which is slightly higher than the national average. 

According to HMRC statistics, the average household income is £22,800.    

 

More details of these differences will be covered in the next section.  

    

5.2 What was the legal need  

In the main study, respondents were presented with a list of potential legal needs that they could have 

experienced in the past 3 years. If they had experienced at least one on the precoded list then they 

were invited to participate in the full survey. 

  

The list given to respondents comprised of twenty eight separate legal needs, all of which could 

require the help of a legal service provider. 
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It is perhaps not surprising that the most common legal need involved problems with a consumer good 

or service. This large category could cover everything from faulty appliances to issues around 

consumer credit and customer service. This legal need was experienced by a higher proportion of 

those aged under 35 (36%) than those aged over 55 (23%).  

 

The second largest area of legal need reported was debt and money problems, 27% felt that they had 

experienced this legal need. As with the consumer problems, this was something that was mentioned 

most by younger respondents (40% of 25-34 year olds).  

 

The main legal needs mentioned by older respondents were probate (26% of over 55 year olds 

compared to 16% of under 35 year olds) and making a will (32% of over 55 year olds compared to 23% 

overall).  

 

Although this varied across categories of legal need, looking at legal needs as a whole, respondents in 

London and the South East have disproportionately high numbers of legal needs compared to other 

regions. Much of this is explained by the number of conveyancing needs, but also by needs 

surrounding more social problems. For example, 27% of Londoners with a legal need have had a 

problem with a landlord compared to 13% overall. In addition, when looking at a specific legal need 

such as immigration, over two fifths of cases reported, as part of the survey, were in London.  

 

When looking at social grade ABs are more likely to experience a conveyancing legal need (32% 

compared to 26% overall), and are least likely to have got into debt (18% versus 27% overall). On the 
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other hand, social class DE are more likely than other social grades to have had problems with getting 

welfare benefits (25% v 18%). Income is also a discriminating factor in the sort of legal need 

experienced. Those on a higher income are more likely to have made a will in the last 3 years. 31% 

those with a household income of over £55,000 compared to 23% overall.  

 

Although the survey covered a wide variety of legal needs, it explored three key legal services in more 

depth: 

• Conveyancing (property transfer/remortgage) 

• Probate 

• Divorce 
 

 

 

The conveyancing need was split between the relatively simple process of a remortgage (to either 

extend or change provider) and sale and/or purchase of a house. Data regarding of these three areas 

are covered in sections 14-16 of the report, but overall the results show that divorce and conveyancing 

affect the young more than older respondents, while probate affects older respondents. 
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5.3 Multiple legal need 

In the survey, on average, people claimed to have approximately 3.5 legal needs in the last 3 years. 

However, to keep the interview to a reasonable length the respondents were asked detailed questions 

on up to three legal needs. 

 

From the data it is clear that people can experience multiple related (e.g. relationship breakdowns and 

children) and unrelated legal needs (e.g. consumer problems and divorce). The analysis below shows 

the relative relatedness of different legal issues experienced by respondents. This chart has been 

generated using hierarchical clustering and shows the legal needs that have the most in common (that 

is cluster around) with each other as well as which have the least. For example, the yellow cluster has 

the weakest relationship with the red cluster. 

 

  

Had my home repossessed/ faced eviction from a rented property

Homelessness (being homeless or threatened with being homeless)

Domestic violence

Problems with a landlord

Immigration Problem

Been arrested

Been treated badly by the police

Divorce/dissolution of civil partnerships

Problems following a relationship breakdown (including contact with children and residence)

Children (e.g. care proceedings, adoption, problems with childrenÆs schooling)

Re Mortgaged current property/Transfer of equity (conveyancing)

Dealt with a planning application

Bought current property/Transfer of equity (conveyancing)

Been injured at work

Had problems with a tenant/ squatters

Clinical negligence (injury or health problems after treatment from medical professional)

Other problems with a property I own

Discrimination

Dealt with the estate of a deceased relative (probate/estate management)

Made a will

Got into debt/money problems

Had problems getting the right welfare benefits, tax benefits, pensions and student loans

Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.)

Disputes with neighbours

Problem with employer (e.g. problems over pay, redundancy, unfair dismissal etc.)

Involved in a road traffic accident

Other personal injury that was not your fault (for example, tripped on broken pavement)

Mental health issues (unsatisfactory treatment in care/hospital, difficulties obtaining a discharge)
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6. Action Taken 
  

Once it was established what legal needs people had, they were asked what action (if any) they took in 

respect of these needs.   

 

Overall, 38% of people with legal need took advice from 3
rd

 parties, 12% enlisted the help of friends 

and families, 24% dealt with it themselves. A relatively small number of people (4%) tried to get advice 

and failed. 12% did nothing.
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Looking at this in more detail, older people (particularly the over 65 year olds) were more likely to seek 

advice - 45% compared to 38% overall. Younger respondents were much more likely to ignore or do 

nothing about the legal need - 21% versus 12% overall. The action (or inaction) was closely related to 

the types of legal needs which different groups of consumer had experienced. The data illustrates 

marked differences both between and within types of legal need as to the action people took when 

confronted with the legal need.  

Action taken does vary by social class and income, for example social class DE were more likely to have 

taken no action on their legal need, 18% compared to 12% overall. 
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Divorce was the legal need where advice was most commonly sought with 68% claiming to have taken 

advice. People were least likely to have taken advice on consumer problems (13%) this was the area 

where people were most likely to have handled the problem themselves (61%). 

 
The sorts of legal needs that social group DE took no action on, were more likely to be consumer 

problems (42% compared to 25% overall). More details about this will appear in the next section. 
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7. Did Nothing 
  

Where people had recognised a legal need, overall 12% of these legal needs were not acted on. This 

was highest for legal needs involving young (Under 35) males (21%), single people (23%), and those 

living in London (25%).  

The research indicates that in general the reasons for inaction are related primarily to the legal need 

faced and less about the characteristics of the individual. However, the complexity of the need and 

previous experience of the legal need also has a bearing on the sort of action respondents take. 

7.1 Legal need 

The report analyses the data cut in two ways: 

• The proportion of legal needs where ‘no action’ was taken 

• The proportion of times ‘no action’ was taken by legal need  

 

The legal need where there was the highest level of inaction was being treated badly by the police. In a 

third of these occurrences of this legal need no action was taken. However, the incidence of a problem 

with police mistreatment made up less than 1% of all legal needs experienced (as set out in section 

6.2) so its significance is less than more common areas of legal need. 

 

Of the people who claimed to have a legal need for conveyancing in the past 3 years, 17% claimed that 

they took no action. More detailed questioning of these responses indicated that in these instances 

the property transfer did not occur, either because of the vendor or because they decided not to 

proceed. 

'I could not afford to build the extension’ 

 

21% of those indicating a consumer problem took no action, which is perhaps not surprising as the 

legal need was broadly defined and covered both trivial and serious problems. The Civil and Social 

Justice Survey found that the incidence of tacking action in response to a problem increases as the 

seriousness of the problem increases. This was the largest category of legal need where no action was 

taken.  It would be fair to assume that the majority of the ‘no action’ group in these legal needs were 

less serious consumer problems or where they felt that legal advice would not solve the problem.  This 

is shown in the charts below.  Further analysis could look at the distinction between the relative 

triviality and seriousness of problems that appears to be significant in this analysis.  

 

So, for 25% of consumer problems the individual took no action.  This can be contrasted with problems 

with employers where only 5% of individuals took no action. 
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From the charts above, it is clear that the more personal legal needs such as divorce, probate and 

issues surrounding home life and welfare benefits were the most likely to have resulted in the 

individual taking some sort of action.   

 

As mentioned in the previous section, Social group DE were more likely to do nothing, as were people 

on lower incomes; 17% of those with household income of less than £20,000 took no action compared 

to 12% overall. When the individual legal needs are analysed by those taking no action, social grade DE 
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are the most likely to do nothing about a consumer problem (42%) compared to 25% doing nothing 

overall and 9% of social grade ABC1 doing nothing. 

 

7.2 Reasons 

The main reason given for their taking no action, by over a third of individuals, was the belief that 

nothing could be done about the legal need. The second most common reasons were either they were 

waiting to see if the problem resolved itself or the problem had already resolved itself. 

 

 

The chart below shows total mentions of reasons for doing nothing. It shows that there was a lack of 

awareness among consumers about what could be done or where they could go for help. Also there 

was a lack of engagement by consumers with their legal need; their fear about the costs which could 

be incurred appeared to feed their inertia in dealing with their legal need.  

 

There are differences by demographics; cost in particular became more relevant when looking at total 

mentions of reasons for doing nothing (28%). For social grade DE, this rises to 40%. Lack of trust in 

legal providers did not appear to be a strong reason to do nothing. Only 2% of respondents mentioned 

that not trusting a lawyer was a reason for doing nothing about their legal need.  
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7.3 Future behaviour 

It was probably a function of the relative importance of the issue to the respondent, and the perceived 

impact of taking no action, which explains the fact that 41% said that they would do nothing if they 

were faced with this legal need again. This was highest among young males and those experiencing 

consumer problems. Legal needs with a more social dimension were the ones respondents thought 

they were most likely to approach differently if they were confronted with the same problem in the 

future. Only 20% of people that had a problem with debt, and 14% of people who had a problem with 

an employer, would do nothing again. 

Of those that would act differently if the legal need occurred again, 49% would seek advice. Although 

the sample was small, it was clear that some legal needs would be approached differently in the 

future. For example, 70% would take advice if they had a problem with a landlord again.  
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8. Handled alone experience 
  

Of the legal needs covered in detail by the survey, nearly a quarter were handled alone. The sort of 

people that handled the legal need alone were more likely to be older; with 29% of legal needs 

involving over 55 year olds handled alone.  Furthermore, unlike those taking no action, these legal 

needs were less likely to be experienced by those living in London. 

 

8.1 Legal need 

Legal needs which involved a consumer problem were most likely to be handled alone; over 50% of 

consumer problems were handled alone compared to only 9% of house buying and selling.  

 

 

8.2 Reasons 

The main reasons mentioned by those who had handled the legal need alone involved their confidence 

in their own ability to sort out the problem. In nearly a quarter of legal needs that were handled alone, 

the respondent believed that the legal need would not be difficult to resolve, a further 17% were 

confident that they could handle it alone and 8% claimed that they had previous experience of the 

legal need. 
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Other reasons selected for handling alone included being able to devote enough time to the legal need 

(11%) and cost (9%). As mentioned above, the most common legal need that was handled alone was 

‘consumer problems’ and the main motivation for handling it alone was that respondents’ thought it 

would be easy to resolve (35%).  

 

Alongside this, cost was a significant motivation (16% of consumer problems compared to 9% overall). 

People that decided to solve their legal need (whatever it was) alone in the main, had similar 

motivations to doing so, regardless of the type of legal problem. The chart below includes all mentions 

(main and secondary), but the pattern of the reasons given are similar to the pattern for the main 

reasons given. 
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For many, the availability of free time was an important factor for choosing to handle the legal need 

alone. Not surprisingly the availability of time was commonly mentioned by older respondents 21% of 

over 65 year old mentioned this as their main reason (compared to 11% overall). Related to this, 

probate and making a will were the legal needs which had the highest proportion of mentions of the 

availability of spare time being a driver for handling alone.  

 

Cost was a key consideration for social grade ABC1 (24%) and less of an issue for social group DE (15%).  

This finding will need further exploration as it might be expected that for those on lower social grade 

might have cost as a higher priority. This may be that although cost is an important consideration, 

factors such as experience of the same legal problem on the past meant that they were more confident 

that they could handle the legal problem alone.   

 

The data shows that both AB social grade and DE social grade were less likely to mention statements 

about lack of knowledge than social class C1 and C2. Under 24 year old were more likely to say that 

they did not think they could get advice 14% compared to 8% overall.  Lack of trust with lawyers was 

only mentioned in 3% of cases and this was one of the lowest mentions of the options available.  
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8.3 Experience and Outcome 

Although there is an element of self-justification in the responses, 51% found the process of handling 

the legal need alone easy, with only 18% finding it difficult. Respondents reported that the experience 

of handling alone was more frequently easier than they had expected (where 44% thought it would be 

easy before the process). Older men found the process the easiest (58%) and younger women were 

least likely to find it easy (47%). However, this is still a high percentage finding it easy, which suggests 

that the majority of women did not experience a problem in handling their legal need alone.  

 

Of course, the complexity and the nature of the legal need will have a bearing on how people perceive 

the difficulty of handling their legal need. The chart below shows that handling a consumer problem 

was perceived to be the easiest while welfare issues were perceived to be most difficult (40% found it 

difficult), along with sorting out a debt problem (22%).  

 

 

 

Overall, a majority would recommend others to handle a similar legal need alone. This is consistent 

across demographics, although does vary by type of legal need. A quarter would not recommend 

sorting out a debt problem alone. 
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It appears that the experience of handling a legal need alone is normally a positive one, as the majority 

(69%) would do it again – even in potentially complex legal needs such as welfare. 
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9. Advice 
  

 

Those that took advice for their legal need make up a significant proportion of the sample (42%). A 

small proportion tried to get advice, but failed (6%), but it seems that most (who wanted it) were able 

to find the advice that they needed. 

 

9.1 Reason for taking advice 

For most people, taking legal advice was either a by-product of a process (probate, divorce) or they 

were forced to react to an incident which needed resolving. More often than not the driver of taking 

advice had a financial complexion, usually the desire to obtain or preserve money or property (36%). 

This was driven by the particular legal needs such as probate and conveyancing (70% and 66% 

respectively) where large sums of money are involved. For a legal need like divorce, money was 

reported to be less of an issue and the reasons for taking advice given, surrounded the needs to 

understand the situation (14%) and to put something right (14%).  

 

The compensation objective was mentioned overall by only 11%. Not surprisingly, this was highest in 

areas such as: being involved in a road traffic accident (50%); and being injured at work (47%). 

  

For the elderly, the sorts of legal needs they have were most frequently linked to the desire to 

preserve money or property e.g. probate. 
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For younger people who seek advice, the desire to be ‘proved right’ seemed a bigger factor in their 

decisions. When compared to the total population, 18% of 18-34 males wanted to prove they were 

right compared to 8% in the overall population.  As noted earlier, this is also likely to be linked to the 

types of problem they experienced. 

 

There was also a social demographic dimension to the reasons for seeking legal advice, as 45% of ABs 

wanted to preserve money or property compared to 27% of DEs. Social group DE’s motivation for 

seeking advice was more often connected to putting something right; 14% compared to 9% among 

ABC1s.  
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9.2 Providers 

For most people the advice required was for a single issue and they contacted a single provider. The 

most common providers of services to meet legal needs were solicitors (42%). Citizens Advice Bureaux 

(CABx) were the next most common providers (12%).  

 

As can be seen from the chart above, people seeking advice for a legal need were able to use a variety 

of primary sources. Although it is possible to split the list into broad groups of providers, such as 

regulated and non-regulated providers and 3
rd

 Sector, most users of legal services didn’t pay attention 

to how the individual components of a legal need are handled. For example, 2% mentioned that a 

financial adviser handled their legal need. This may be true, but it is likely that in practice the financial 

adviser passed work that required a specialist legal expertise to someone else, while maintaining the 

relationship with the client. Looking at the two main providers of legal advice (solicitors and CABx) 

there are differences between the sorts of people who go to each.  Equally these providers deal with 

different problem types, offer different services and have different objectives. 
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Solicitors attracted older clients who were more likely to be social class AB than other providers. For 

CABx the profile was younger and less male biased.  
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9.3 Legal need by provider 

The choice of provider for advice was dependent on the legal need, and although other factors are 

important such as familiarity with the provider, people tended to approach providers because they 

believed that it was the one which was most likely to help them and the one which would have had a 

natural affinity with their legal need. For example, people went to the local council when dealing with 

a planning application, neighbour dispute or homelessness. 

 

 

  



31 

 

9.4 Other legal need involved with advice 

When a person engages a legal provider, sometimes the provider has the opportunity to help the 

consumer with a number of potential problem areas. Although the survey only allowed up to 3 legal 

needs to be covered in detail, statistical analysis (the hierarchical clustering analysis explained earlier) 

can be applied to the data to show the relationship between different legal needs where advice was 

taken. 

The chart below has been generated using hierarchical clustering and shows the legal needs that have 

the most in common (that is cluster around) with each other as well as which have the least. For 

example, the yellow cluster has the weakest relationship with the red cluster. 

 

This analysis shows that groupings of advice tend to cluster around similar types of needs, for example 

having problems with a tenant/squatters and property issues. Other legal needs are single issues such 

as being involved in a car accident, which are unrelated to any other needs. The more practical legal 

needs such as consumer problems and benefit issues, while often being unrelated, tend to happen 

more often to a wider variety of people hence the clustering.    

Re Mortgaged current property/Transfer of equity (conveyancing)

Dealt with the estate of a deceased relative (probate/estate management)

Made a will

Dealt with a planning application

Been injured at work

Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.)

Had problems getting the right welfare benefits, tax benefits, pensions and student loans

Problem with employer (e.g. problems over pay, redundancy, unfair dismissal etc.)

Bought current property/Transfer of equity (conveyancing)

Disputes with neighbours

Problems with a landlord

Other personal injury that was not your fault (for example, tripped on broken pavement)

Mental health issues (unsatisfactory treatment in care/hospital, difficulties obtaining a discharge)

Problems following a relationship breakdown (including contact with children and residence)

Divorce/dissolution of civil partnerships

Domestic violence

Homelessness (being homeless or threatened with being homeless)

Had problems with a tenant/ squatters

Other problems with a property I own

Had my home repossessed/ faced eviction from a rented property

Got into debt/money problems

Discrimination

Involved in a road traffic accident

Been arrested

Been treated badly by the police

Children (e.g. care proceedings, adoption, problems with children's schooling)

Immigration Problem

Clinical negligence (injury or health problems after treatment from medical professional)
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10. The Advice experience 
  

Once the legal need and the action taken was established, people who sought advice were asked a 

number of questions about the advice process from initial contact, through to resolution. The key 

stages covered were: 

• Discovery of provider 

• Reasons for choosing provider 

• Engaging provider 

• The relationship/communications 

• Payment 

• Satisfaction 

These stages will be covered in this section in broad terms and more detail for the three key legal 

needs (Conveyancing, Probate and Divorce) in later sections.  

10.1 Discovery 

When confronted with a need to take advice on the legal issue, respondents discovered a provider in 

many ways. The most common way was choosing a provider based on previous experience or 

knowledge of the provider, either personally or by asking someone whose opinion the respondent 

trusted (either a friend or relative).  
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An internet search was the next most common way of finding a legal need provider. Traditional 

advertising channels were less popular. When looking at demographic differences, an internet search 

was more likely among the under 35 year olds (26%). Older respondents were more likely to have used 

the provider before (22%). 

 

For the main legal needs, people seeking advice on divorce were more likely to trust the judgment of a 

friend or relative (34%). Whereas people experiencing legal needs involving probate more frequently 

choose a provider because they had used that provider in the past (38%). In 1 in 10 of cases 

respondents claimed that they had been contacted by the provider. This may be for example, where a 

mortgage broker recommended a lawyer and after agreeing to take advice from the brokers suggesting 

the lawyer got in touch. It is unlikely to be as a result of cold calling. 

 

With regard to other types of legal need, 39% found the provider of advice for a consumer problem on 

the Internet (this is likely to be a search for the relevant public body). For Will writing advice, 32% used 

a provider they already knew.   

 

In 10% of cases the provider of the legal need got in contact with the respondent. This varied by legal 

need and was highest in the conveyancing, road accident and being arrested (small base) categories. In 

34% of legal needs for road traffic accidents and in 22% of remortaging needs the provider contacted 

the respondent. This reflects the greater prevalence of claims management companies and referrers in 

these areas.  In only 3% of divorces did the provider get in touch.   
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The type of legal provider used had a bearing on how proactive a provider was. A fifth of will writers  

and 17% of licenced conveyancers contacted the respondent compared to 9% of solicitors. 

 

 

Looking at the provider in more detail, lawyers (or regulated providers) were more likely to be 

contacted through a recommendation and previous experience than via an internet search. Only 13% 

of regulated advice was found through a search on the Internet, compared to 25% for advice from 

public bodies. Of those using the internet the most common search tool was Google (79%). 
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10.2 Reasons of choice of provider 

The survey asked respondents to consider why, once they had identified a type of provider, they chose 

a particular provider for advice on their legal need. The most important reason given was the 

reputation of the particular provider. This was true across all demographics, provider types and legal 

needs. 

 

 

 

Other reasons for choosing a provider did vary by legal need, most notably: cost and specialism in the 

law. For example, for those that had debt problems, the cost of the advice was an issue (22% 

compared to 13% overall). In cases where the legal need involved issues such as divorce, children, 

clinical negligence and road traffic accidents, expertise in the area of law was seen to be as important 

as reputation. 

 

When all the influences were added together, reputation (as defined by those responding) was still the 

most important, but other factors such as proximity to where they live and then cost of the advice 

became more prominent. For older people the location of the legal provider was a significant 

secondary influence (38%), for younger people cost (46%).  
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Looking at the factors by type of legal need, for price sensitive legal needs such as conveyancing and 

will writing, cost of advice becomes a key issue (54% and 46% respectively). Being local was an 

important consideration when taking advice in divorce cases and issues surrounding relationship 

breakdown and homelessness.  Areas where we might expect face-to-face advice being more 

important.   

 

10.3 Engaging provider 

In most cases the initial contact, initiated by the respondent with the legal provider, was a telephone 

call.   
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Clearly the proximity of the provider to the respondent is key as to whether the first contact is a ‘walk 

in’ to the provider’s offices. Looking at the type of provider in more detail, the results for ‘walk in’ 

contact are largely driven by contact with CABx.  56% of legal needs which resulted in CABx advice 

involved a face to face initial contact. By contrast, for Trading Standards, 27% of the initial contacts 

were by email. 
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10.4 Relationship 

Once the relationship with the provider had been established, nearly two thirds of legal needs involved 

a face to face meeting with the provider. 

 

 

Face to face contact was least likely to occur where the legal provider was a local authority (48%) and 

most likely where solicitors provided the service (71%). The length of this meeting varied by provider 

with over half lasting between 30 minutes and an hour, as with many other areas, this is likely to be 

related directly to problem type. 

 

In the initial meeting the legal provider outlined how the legal advice would proceed. The information 

given varied by provider type and legal need. Lawyers were most likely to mention cost in the initial 

meeting (66%) and advice agencies like CABx were the most likely to offer a prediction of the outcome 

(56%). 
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In the more process driven legal needs (such as conveyancing and probate) the fee was most likely to 

be discussed (79%). In divorce cases the person within the organisation who was going to handle the 

case was frequently mentioned, as was the Legal Ombudsman.  

 

 

Once the relationship was underway, providers and their clients communicated with each other in a 

variety of ways.  
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In most cases, face to face meetings were perceived to be the main contact channel (this is not the 

same as the most used). However, the type of communication used was driven by the specific type of 

provider used (e.g. CABx).  

 

Local authorities were most likely to have telephone as the main communication channel (30%) and in 

over a quarter of conveyancing legal needs, the main communication channel was email. 
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Users of legal services were on the whole satisfied with the main method of communication used. 

Though, there were differences with levels of satisfaction; a face to face meeting was perceived as 

more satisfying (69% very satisfied) than an email (47% very satisfied).  

 

 

Across legal needs and providers, satisfaction with the channels provided was very good. Conveyancing 

communications (which were mainly by telephone) were particularly well regarded (69%) as were all 

those channels used by regulated providers.  
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10.5 Services Provided 

Beyond addressing the specific legal need, respondents were asked to expand on the sorts of services 

they were offered by the legal service providers. These services consisted mainly of information and 

practical support.  Of the three main legal needs covered in this survey (probate, conveyancing, 

divorce); those included in divorce cases were offered the widest range of additional services. 

 

Apart from providing information on the legal need, in over 61% of cases practical support was 

provided. Although it is unknown exactly what this practical support consisted of, it is likely to include 

advice to help individuals plan for what to do next.    

 

In some cases legal service providers offered other services (10%) which were not necessarily related 

to the specific legal need originally being addressed.  
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Occurrences of cross selling were infrequent, but the services offered were varied and of those offered 

additional services, about 75% took them up.  
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10.6 Payment 

If advice was taken there was likely to be a cost incurred, although not everyone receiving the advice 

paid for it themselves. The source of the advice had a major bearing on whether it was paid for, or not. 

 

Not surprisingly conveyancing was, in the vast majority of cases, paid for (75%). This was also true for 

will writing (74%) as well as for advice taken for a planning application (58%).   

 

The sorts of legal need that were less likely to involve payment were related to complaints, such as 

problems with an employer (in 67% it was free) and legal needs that were likely to involve the police 

(domestic violence 74%, being arrested, 66%), because these were covered by legal aid.  
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For legal needs that were dealt with by CABx only 15% of cases required some sort of payment to the 

CABx. Other non-regulated providers such as local councils and Trade Unions also offered free advice 

(56% and 76% respectively). 

 

People who used regulated providers were the least likely to get free advice (30%) and Will writers 

were the most likely group to charge for their services (85%). Those people with a legal need that got 

free advice were asked who actually paid for the advice. The data shows that in most cases it was paid 

for through the adviser (27%), but in 18% of cases the advice was obtained using legal aid and 11% 

through a ‘no win no fee’ arrangement.  

 

Looking at the legal needs in more detail for those who didn’t pay for their legal advice themselves, 

legal aid was much more likely to be obtained in specific areas that are within the scope of funding 

including divorce (83%), a relationship breakdown (59%) and children (46%). Also being arrested or 

making a complaint about the police were more likely to be paid for through legal aid.  The divorce 

figure may seem high for legal aid, but this is a function of there being a lack of other sources of 3
rd

 

party payment for divorce. 
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Older people were less like to get free advice (39% paid for it all compared to 23% of under 35 year 

olds). No win no fee deals were more likely to occur in personal injury cases (61% injured at work, 42% 

road traffic accident).  

  

Looking at payment terms in more detail shows that the most common presentation of terms was as a 

fixed price (35%). Next most common was an estimate (22%). In very few cases (6%) the estimate was 

presented as a ratecard (a menu of costs) or hourly rate costing.  

 

 



47 

 

The data indicates that estimates were given in more complex cases such as probate (50%), divorce 

(35%) and relationship breakdown (39%). 

 

As they were the group most likely to charge (and mention it in the initial meeting), regulated 

providers (lawyers) were the most likely to quote a fixed price (43%) or give an estimate (29%).  

 

How the data was presented had an influence on the amount people paid for the advice. This will be 

covered in more detail in the individual sections concerning probate, conveyancing and divorce, but 

the Chart below shows the average fee split by how the data was presented.  
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It is clear that how much people paid had as much to do with the legal need itself as how it was 

presented. For example in divorce cases, if an estimate or ratecard was given then there is a greater 

difference between the amount paid compared to if a fixed fee was given. As mentioned above, more 

detail on this can be found in section 14 to 16 of this report. 

 

One of the most surprising findings from the data is the fact that so few people, when presented with a 

price or quotation for the legal need, negotiated with the provider on the fee. Overall in only 8% of 

legal need cases was there a negotiation on the fee. This was highest among younger people (19%) and 

certain personal injury cases (23% injured at work) and property disputes (23% removing 

squatters/tenants). 

 

 

Among those that did question the fee, over three quarters (77%) were successful in reducing it. 

Although the sample is small, for conveyancing 84% of fees were successfully reduced. 
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10.7 Satisfaction Overall 

As mentioned before, taking legal advice is not something the general public do very often, so the 

quality of the service they receive is difficult for them to judge. When asked about their overall 

satisfaction with the service (satisfaction with outcome is covered later) over 80% were satisfied with 

the service provided.  

 

Older respondents were more satisfied with the service (61% very satisfied) compared to under 35 

year olds (37% satisfied). Although the respondents were not asked about the complexity of the legal 

need, it’s clear that the process driven legal needs have higher overall satisfaction than the less 

transactional personal legal needs. For example, 65% were very satisfied who had used will-writing 

services compared to 31% for issues surrounding property and 42% for divorce. However, it should be 

noted that even these percentages are very high and are nearly as high as the more straightforward 

legal needs such as conveyancing. 

 

Looking at the data across provider types, overall satisfaction with CABx was very high (56% very 

satisfied) as was satisfaction with solicitors (55%). Lowest satisfaction ratings for overall service were 

from council advice services (35% very satisfied). However, this should be judged in the context that 

local councils generally get relatively poor satisfaction scores when compared to other service 

providers.    
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Older respondents were more likely to be satisfied (61% of over 55 year olds were very satisfied with 

the service). 

 

10.8 Satisfaction aspects 

The respondents were then asked to rate individual aspects of the service. This data can be cut in 

many ways, but looking at the factors overall, there is broad satisfaction of the elements of the service 

rated. Overall ratings of the quality of advice, the providers’ professionalism and the tailor-made 

approach were very high. All of these elements scored over 60% for very satisfied. 
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Elements which were rated lower were often service issues such as clarity of costs, speed of the 

process and how communications were handled. However, even for these aspects of the service, over 

three quarters were satisfied.  Looking at those three elements in more detail, advice agencies saw 

highest levels of satisfaction when judged in terms of speed of service. 

 

Local council advice was rated as poorest in keeping clients up to speed with progress, while regulated 

providers had the highest levels of satisfaction.  Though of course this makes a comparison across a 

range of different service types and so would benefit from more detailed analysis of the data, such as 

by the type of legal need. 
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In many cases charging information was not applicable. However, given that charging information was 

a key element of the regulated provider’s discussions it is not surprising that clarity of costs is rated 

highly for these providers.   
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A Key Driver Analysis (KDA) was conducted on satisfaction and it shows that it is the perceived quality 

of that advice which drives satisfaction. 

 

Drivers of overall satisfaction  

The quality of advice 38% 

The timely way in which your matter was dealt with 21% 

Communication while the matter was progressing 13% 

The extent to which the provider acted in a professional manner 11% 

The clarity of information on the service to be provided 9% 

The extent to which you were treated as an individual 7% 

 

10.9 Customer effort 

Although the aim of the project is to benchmark the market on specific metrics, BDRC Continental 

added to the questionnaire a factor called Customer Effort. Drawing on innovative work by Harvard 

Business School, this was designed to help put the services offered by legal service providers in context 

with other service providers such as financial advice. 

 

Including these metrics was designed to understand the relationship between things that require high 

or low effort on behalf of customers and the value of the service to them. This is particularly relevant 

for legal services where most of the decision making is carried out by the provider and the person with 

the legal need doesn’t have the skills to affect the process, so in theory the customer effort should be 

low.  Analysis of the results suggests that women and 35-54 year olds seem to have to expel more 

effort that other demographic groups to deal with their legal need. 
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The legal providers which required the highest customer effort were the advice agencies (CABx 22%), 

although satisfaction with the provider was also high, which either means that respondents expected 

to put do more of the leg work (particularly if their advice was free) or that the outcome was felt to 

justify the effort. 

 

As mentioned before there are some legal needs that require more customer effort than others. These 

include sorting out welfare benefits and issues surrounding housing (excluding buying and selling). 
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11. Advice Outcome 
  

11.1 Outcome 

In nearly two thirds of the legal needs the respondents felt that the advice given helped to achieve 

their objectives of taking the advice completely.  This varied by the particular legal need. For example, 

for a legal need with a defined outcome, for instance writing a will, in 87% of cases it was successful in 

achieving the objectives. For problems in dealing with an employer this was completely successful in 

45% of cases and for divorce, 60%. However, it is clear that using a lawyer does increase the chances of 

the legal need to be completely successful (74%, compared to 65% for the survey population as a 

whole).   

 

11.2 Satisfaction with outcome 

As mentioned above, with people’s limited engagement with the legal process in their everyday lives, 

the outcome of the legal need was the key measure of the success of the process. It is therefore 

encouraging to report that satisfaction with the outcome was very high, on average 71% of 

respondents rated their satisfaction with the outcome of the legal process they went through as fairly 

or very satisfied.    

 

Satisfaction was, in the main, consistent across the more process driven legal need; that is legal needs 

where the outcome of the legal need is predictable (e.g. Will writing or conveyancing). Also satisfaction 
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levels were higher than for other legal needs such as divorce or planning application, where the 

outcome was less predictable. 

 
 
Satisfaction with outcome is closely related to the legal service provider used. Legal needs involving 

lawyers (that is those employed by law firms) had a high satisfaction rating (54% very satisfied) as did 

those involving Will writers (57%). Given that these providers are the ones most likely to charge it 

could be that users of legal service providers who charge, place a higher value on the advice and are 

consequently happier with the outcome. When asked about the outcome measured against 

expectations, the vast majority thought that the service had met expectations. 
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The young (under 35 year olds) were more likely to believe that the service had exceeded expectations 

(23%). The legal providers who most commonly exceeded expectations were 3
rd

 sector providers (law 

centre, 32% - though sample size in this area was fairly small). 

11.3 Complaints 

Overall satisfaction with the advice given was very high and only 7% claimed to be dissatisfied with the 

legal advice they were given. As mentioned before, dissatisfaction was highest in the less predictable 

legal needs. For example, in divorce advice 13% were dissatisfied and in tenant and other property 

issues dissatisfaction was nearly 20%. 

 

When asked why they were dissatisfied the reasons mirrored the scores for the rating of elements of 

the service, namely: 

• Timing issues 

• Quality of service 

• Communication issues 

 

Given that the sample sizes are quite small, it is difficult to draw firm conclusions, but many of the 

issues appeared to stem from poor communication from the provider. Despite being a relatively small 

provider of legal services licenced conveyancers seem to suffer from multiple (negative) factors – 

though further analysis is required to determine whether this is simply driven by factors common to 

the service offered i.e. conveyancing.  
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Of those that were dissatisfied, over 50% chose to do nothing about it or had not decided what to do. 

The remainder took a variety of actions. The most common was to speak (not a formal complaint) to 

the provider (29%). Others took further advice (e.g. CABx 13%), 20% made a formal complaint to the 

provider and 11% complained to the Legal Ombudsman.  
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Dissatisfaction with solicitors was less likely to result in formal action. In fact, three quarters of people 

who were dissatisfied with a solicitor had, at the time of the interview, done nothing about the 

dissatisfaction. 

 

 

11.4 Future Behaviour  

As mentioned before, people taking advice were broadly very satisfied with the provider and would (in 

the main) use them again. This was highest for CABx and Solicitors (75% and 71% respectively). 

Younger respondents appear to be less loyal, 57% of under 35 year olds stated that they would use the 

provider again compared to 76% of over 55 year olds.  
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Due to this high level of satisfaction most would recommend the provider to others. CABx has the 

highest recommendation levels with 84% recommendation. 
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12. The Third Sector Advice 
  

As part of the qualitative stage a number of depth interviews were conducted with people who had 

sought advice from 3
rd

 sector or advice agency providers. These included CAB, law centres and 

charities as well as trade unions.  

 

The majority of legal needs which were addressed by a 3
rd

 Sector provider were tackled by CABx (62%). 

The next largest group were other advice agencies such as the National Debtline. Charities were 

mentioned by very few people, with only 1% of advice handled by charities. 

 

The sorts of people that took advice from 3rd sector providers are spread throughout the population. 

However, they were less likely to be social grade AB and more likely to be 35—44 year olds. 

 

12.1 Legal need trigger 

Many respondents consulted with 3
rd

 sector providers initially to help them understand a legal 

situation that had developed.  

 

In many cases this was due to a single on-going problem. 

‘I had problem neighbours who were having a lot of parties and being very rowdy and disruptive’ 

(CABx) 

 

‘I'd been bullied at work for about 5 years’ (Union) 

 

‘I had a problem with an ex employer as she had not been paid the wages she was due’ (Law Centre) 
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If the problem was involving debt it was often linked to a number of further problems. 

 

‘I was getting more and more letters from his creditors, who were threatening all sorts of legal 

action’ 

12.2 Awareness of provider 

Most 3
rd

 Sector providers used were CABx and frequently respondents became aware of CABx through 

seeing an office on the high street. 

 

 

 

 

‘They have a branch locally which he walks past on a regular basis’ 

 

‘Through word of mouth. They are the first and only place I think of when you are in a real fix’ 

 

 

‘I didn’t make any checks because of the recommendation. I was aware that they have volunteers 

and paid employees’ 

 

Awareness was also driven by the fact that when debt letters go out from creditors they advise 

individuals to contact CABx. 

‘It said on the letter I should seek advice from CABx’ 
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12.3 Reasons for using provider 

Contacting a 3
rd

 Sector provider was usually a panic reaction to a situation that has developed. 

‘It was about multiple debts coming out the woodwork had been debtors putting on pressure. Went 

to CAB drop in service for an assessment with a legal and financial expert’ 

 

‘The letting agency I was renting my flat through wanted me to renew my tenancy agreement,  and  

threatened me with eviction when I didn’t want to sign the new contract, so I went to the CAB’ 

 

 

That said many didn’t necessarily go to the 3
rd

 Sector for legal advice. 

 

‘Basically I didn't realise I was going for legal advice so I thought I would go to Citizens Advice to see 

what the options are’ 

 

 

Cost was also a major factor in taking advice from a 3
rd

 sector provider. 

 

‘The CAB was really the only option that I could use… I couldn't afford to engage a solicitor’ 
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12.4 Advice 

For most, a face to face meeting was the initial point of contact for 3
rd

 Sector providers. 

 

 

 

‘I walked in, have you tried phoning them?’ 
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In the initial meeting the 3rd sector advisers were more likely to straight away provide information 

surrounding potential problems and the outcomes arising from the legal need and subsequent likely 

advice.  

 

 

The chart below shows satisfaction with the channel used most. Satisfaction was usually highest with 

the channel that was seen by respondents to be the main mode of communication. 

 

 
 

‘I went down to CABx. They took down some notes for what I required and told me to come back a 

few days after to see a more specialist advisor. They phoned appropriate advisors when I went back I 

came out very happy’ 
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Despite being free, the advice given by CABx was perceived to be fair and of high quality. 

 

‘I was happy with the privacy they gave me, it’s free and I knew they would listen to me fairly’ 

 

 

‘Very positive […] they just said yes, this is definitely an area we can help you with, and we'll set up 

an appointment for you to come in and see one of our people who specialises in that area.  That 

made me feel relieved’  

 

‘They just suggested that I should visit a solicitor. They said if I had "any problems contacting one I 

should come back to them’ 

 

 

 

The fact that the advice in the main was free was appreciated (only 12% said they paid for 3
rd

 Sector 

advice).  

 

  ‘I did have to pay court costs, but that was all and that was all explained’ 
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12.5 Outcome 

Respondents had a high level of satisfaction with the outcome of 3
rd

 sector advice, but satisfaction was 

slightly lower than for law firms. 

 
However, when rating satisfaction with the service, the 3

rd
 Sector rated as high as lawyers. 

 

‘I think they are fantastic all round, being understanding non-judgemental knowing what needs to be 

done and doing it and helping empowering a client, to be able to deal with problems I cannot speak 

highly enough of them’  
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Even though 3
 rd

 Sector providers are held in high regard they had a lower level of success with the 

issues they handled compared to the more process driven legal needs and those issues which had been 

handled by traditional lawyers. That said, 87% of 3
rd

 sector advice worked at least in part.  

 

 
 

Not surprisingly over three quarters of users of 3
rd

 sector users would use them again, at least if faced 

with the same legal need. 

 

 
 

 

Despite this praise, there was an acceptance that 3
rd

 sector providers can only do so much.  



69 

 

 

‘If the legal problem was complex and difficult, I think I would be looking for something more than 

convenience: I would need to be sure that the advisor had qualifications and experience in that 

matter….I try to find free information first... (e.g. on Google), but if in the future I have serious legal 

problems, then yes, I would pay for it’ 
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12.6 Customer Effort 

With regard to customer effort, this was higher for CABx than for other providers, in fact customer 

effort for all 3
rd

 Sector providers was higher than for other providers, potentially reflecting the nature 

of the free advice services provided.. For commercial providers this might have expected to have 

resulted in lower satisfaction and expectation scores. For the 3
rd

 Sector, it seems that despite the 

advice requiring more effort on the part of the person seeking it, the satisfaction rating was not 

affected. Although the high satisfaction rating was a function of the quality of advice and the outcome, 

it was also probably because users expected to have to do more of the legwork themselves. In addition 

to this, it appeared to be in part due to the high level of esteem in which 3
rd

 sector providers 

(particularly CABx) are held.    

 

‘It's great advice, really helpful, and put my mind at no end of ease. You couldn't imagine, going into 

it, how stressful it was, and coming out of it, how easy it was. It's just nice to know someone's in 

your corner when you're down’ 

 
 

 

‘Because I had to write a letter myself and that was it’ 

 

‘Keep the good work up, they do a brilliant service and I know a lot of them don't get paid for it they 

are just volunteers and the government can do something to help these people to provide the 

service’ 
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‘It met my expectations because they put me in the right direction so I could pursue what I needed to 

do (Law Centre)’ 

 

 

Finally, complaints about 3
rd

 Sector providers were less likely than for other providers, due to a general 

feeling of goodwill towards the service they provide and a sense that as the service was free it would 

be wrong to complain. 

 

 

‘No I don't think so, because it's not fair, is it 

Not really, no… you're getting the advice for free so there's no reason to complain about it… they're 

doing their best to give you the advice for free anyway’ 

 

‘If they made the situation worse, then yes I probably would. 

There is usually an ombudsman that covers all organisations so I would research and find them’ 
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13. The Legal need journey 
  

When someone seeks to address a legal need, it can be equated to a journey which starts with 

establishing the legal need through to its resolution. Below is a chart which simplifies the process.

 

How people engage in legal services depends on who they are, their experience of legal services in the 

past as well as well as the sort of legal need it is. The research found a pronounced age difference in 

how the journey was started, with for example, older people being more disposed to taking advice 

than younger people.   
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Once the legal need was identified there were a number of triggers for how it was approached. From 

the research it was clear that if the legal need itself was the primary reason to take action (e.g. a 

reserved legal activity such as probate), what happened was triggered by this. For example, a 

consumer problem may be ignored whereas a divorce would require more positive action. 

Most respondents appear to make a decision early in the process as to the approach they intend to 

take. Very few respondents claimed to change their course of action once they had decided to do 

something about the legal need (or not). 

 
 

Only 10% changed their mind once they had decided what they would do about the legal need. If help 

from friends and family is included, 60% took advice in some form. The next highest group handled the 

legal need alone without help. 
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14.  The Conveyancing journey 
  

In the research project certain legal needs were covered in more detail. One of these areas was 

conveyancing, where detailed questions were asked of those who had used conveyancing services in 

the last 12 months. This made up over half of mentions of conveyancing in the last 3 years. 

Additional questions asked included: 

• Detail about advice taken 

• Reasons why advice not taken 

• Fees paid 

These extra questions together with the qualitative data give a fuller picture of the advice process. This 

section brings together elements of the whole survey to describe the conveyancing journey. 

The chart below illustrates the key elements of the initial stages of conveyancing.  

 

To summarise, conveyancing represented 11% of all legal needs. Over two thirds of these were actual 

transactions of buying and selling a house. In 62% of cases advice was taken and in these cases the 

majority consulted a solicitor (61% - 68% where there was an actual sale). In 14% of buying and selling 

cases licenced conveyancers were used. In fact not many respondents knew the differences between a 

licenced conveyancer and a solicitor. 

‘I didn’t know there was a difference’ 
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The charts below summarises the differences between the two elements of conveyancing. Where 

appropriate these types of conveyancing are reported separately. 

 

 

Remortaging was less likely to involve taking legal advice; also it had a higher proportion taking advice 

through a financial adviser, these make up most of the ‘other’ providers.  
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14.1 Influences/Triggers 

Buying and selling a house is more likely to affect the married and social grades ABC1. For ABC1s and 

those who were married in the survey conveyancing made up 15% of legal needs.   

‘Once we received approval to buy the house we wouldn’t have considered any terms without a 

solicitor’ 

 

14.2 Action 

The most common action overall was to seek advice for the legal need. This was highest among older 

respondents (66% of 55 year olds and older), women (54%) and social grade AB (61%). 
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A quarter of under 25 year olds claimed to have done nothing about the conveyancing legal need. As 

mentioned before, looking at the data, it appears that for many of these people the transaction didn’t 

happen.  

 

It would be reasonable to assume that conveyancing transactions have been affected by the economic 

downturn. A small proportion of conveyancing legal needs were handled without legal advice (13%). 

The decision to do this was a function of the respondent claiming to have enough time as well as the 

experience of having done it in the past. 
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If remortgaging legal needs are excluded (24% claimed to have handled the legal need themselves) 

only 8% actually handled it alone, and of these the main reason was because they had thought it would 

be easy to do. Respondents were asked to compare how difficult they thought the process was going 

to be compared to their actual experience. As both questions were asked after the event, there was an 

element of post rationalisation. However, it is interesting to note that 15% thought it was going to be 

difficult before they embarked on the conveyancing compared to 23% who said the process was 

difficult after they had completed it.       

 

‘If you can fill in a passport application form you can buy and sell your own home’ 

 

14.3 The Advice 

The majority of respondents with a conveyancing need sought legal advice. In nearly 30% of cases the 

provider was recommended by a friend or relative or they had used the provider before. In 

remortgaging cases 22% were contacted by the provider (presumably through the mortgage company) 

– this proactive approach only happened in 8% of conveyancing transactions. 

 

Although the internet was used on occasions to narrow down choice and many were happy to use 

remote providers, there was still a desire for some sort of human contact from time to time. 

 

‘I found a firm in Suffolk (I live in Edgware). Quite a way away, but, you know, I phoned them, and 

they phoned me, and there was always contact, you could always speak to somebody, they told me 

how much it would cost, and they were very clear." 

 

12% of respondents claimed to have been sought advice from licenced conveyancers, compared to 

62% from solicitors. The role of licenced conveyancers was explored further in the qualitative research. 

As mentioned before, many did not think there was a lot of difference between solicitors who offered 

conveyancing services and licenced conveyancers, particularly as they often worked together on the 

advice. 

‘Got advice from a conveyancer who works at the solicitor practice’ 

 

Also those that did engage a licenced conveyancer did so to keep costs down. 

 

‘Because I wanted to sell the property and keep the costs down. My understanding was that if I went 

to a conveyancing solicitor it would cost more than a conveyancer’ 
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Some perceived that licenced conveyancers would do a better job than a solicitor.  

‘I thought a licensed conveyancer would be less costly, and better at dealing with what they do all 

day every day, whereas a solicitor doesn't necessarily specialise in that area’ 

 

 

 

As the legal advice was part of the house purchase/remortgage process, the cost of the advice was a 

major factor for the majority (52%) when considering a provider. Also, reputation was as important for 

choosing a provider for conveyancing as it was for divorce. 

 

‘I didn’t consider alternative providers because I didn’t know any’ 

 

As mentioned before, in remortgaging legal needs and when using a licenced conveyancer there is a 

higher likelihood that the provider would get in touch with the respondent.   

 

‘I drew up a list of 3 local solicitors of different sizes who had conveyancing or had dealt with 

property – then it was down to price and convenience’  
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‘It was just a local solicitor with an office in Leeds. I'd previously used them before when I'd bought 

the house. It was somebody I knew, that I was happy with. So I just went with the same person 

again." 

The qualitative research highlighted that often advice is taken as a reaction to not feeling able to do it 

alone and respondents’ concerns about things going wrong and what they would do in such 

circumstances. 

 

(Did you think about doing it alone?) ’For about 10 seconds – I wouldn’t have a clue what to do’  

 

They have all the legal training that they need to do the job, whereas I don't, and let's say if 

something went wrong, I've got some fall back, whereas if I do it and something goes wrong, I 

haven't’ 
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Unlike other legal needs, conveyancing was less likely to involve a face to face meeting. In fact in 18% 

of cases the initial contact was through email (compared to 4% for probate) and the main mode of 

communication throughout the process was telephone (34%). 

 

 

Although a meeting wasn’t always deemed to be necessary, some thought it would put the relationship 

on a better footing. 

 

‘I had to give (the solicitor) some documents…I didn't have to (go in) but I did’ 
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On average there were 10 different pieces of communications (11 for buying/selling 6 for 

remortgaging). On the whole people were very happy with the form of communication (90% were 

satisfied), although the preferred communication channel was email (35% compared to telephone 

30%).  

‘If I had one criticism of the practise is that they don't use e-mail enough. It's not as intrusive as 

telephone’ 

For a conveyancing legal need, in the initial meeting a lot of information was shared with the 

respondent.  In particular, compared to other legal needs they were more likely to be told about the 

likely cost.  

 

People who had a conveyancing legal need in the past 12 months were asked to outline the legal 

advice they took in more detail. 
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It was apparent that respondents did not totally understanding the terminology of conveyancing and 

saw the conveyancing as one process or were unclear about what the elements were (as well as a 

proportion of the responses being for remortgaging only). This is perhaps not a surprise as the legal 

need is often  both presented and perceived to be one entity.  

‘I relied on the provider to tell me what I needed’ 

 

This was true even when filtered on advice sought earlier in the questionnaire 
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It is likely that advice was given and the various aspects were rolled up in one piece of advice, which 

blurred the individual elements. 

 

‘They would let you know how it was progressing and what the next stage was. I always knew what 

part of the cycle we were at. I'm not saying I always understood what part of the cycle we were at - 

but I felt assured and confident that the next stage was correct’ 
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With such a high proportion of not applicable or not required, it is clear that these terms do not relate 

to the process as the respondent understands it.   

 

In some cases other advice or services were offered (15%), such services included will writing and life 

assurance.  

‘Because my partner was pregnant at the time, they offered us different things - didn't force 

anything....We took the life plan’ 

‘They offered the will service …maybe take that up later’ 

 

 

 

 

Given that price of the advice was such an important part of the process, it is not surprising that nearly 

half were given a fixed price for the legal service.  

 

‘Everything was explained clearly in the engagement letter’ 

 

Also, although still low, a slightly higher than average proportion of people (15%) tried to negotiate the 

price of the conveyancing. Along with other legal advice where there was a negotiation on price, 

approximately three quarters cases were successful in reducing fees.  

 

 ‘I thought the price was fair I didn’t want to jeopardise the relationship or have them think I was 

trying to cut corners when I was told the price I didn’t think there was any point in questioning it" 
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"I thought it was fair, to be honest. Although I had no real idea of what it would be’ 

 

Even though most people had been given a fixed fee, in approximately 17% of cases the final fee was 

higher than that quoted, in the majority of these cases this was due to unforeseen circumstances.   

 

For conveyancing conducted in the last 12 months respondents were asked to recall the total cost of 

the service they received when they took advice. Overall, the average fee charged for legal fees for a 

remortgage was just under £800 and for a buy/sell it was nearly £1200. This was the total fee and 

include VAT. 

 

Advice from a Solicitor was  more expensive than from a licenced conveyancer (nearly £1,300 versus 

£785). There were some regional differences by cost with the cheapest conveyancing costs occurring in 

the North East and North West of England, both experiencing fees of under £600. 

 

How the payment was presented had an influence on how much is paid. Payment terms that were 

given as a ratecard resulted in higher average fees.  
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Very few knew whether the charges were set as a proportion of the value of the house. This may be 

because people assume that the charges were a function of the complexity of the conveyancing 

transaction, the quality of the service and nothing to do with the value of the house.  

‘They explained what all the costs would be and when we'd have to pay these fees’ 

 

There was an acceptance that the fees would be expensive, but people thought that the service given 

was good value for money.   

‘It was probably good value for money. In terms of all the work they do and what you pay them’ 
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14.4 Outcome 

As conveyancing has a definite beginning and end, respondents were clear that in 98% of cases the 

advice had worked. 

 

 
As a result of the success of the advice 82% were satisfied with the outcome, which is higher than for 

most other legal needs.  
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Also, satisfaction with the service was rated highly (89%). This was similar for both remortgaging and 

buying and selling. 

 
"There were no problems - It was done very quickly and efficiently." 

 

 
 

 
 
Providers scored the highest in terms of the quality of the advice and the professionalism of the 

service provider. As a result 84% would be likely to recommend the provider to others.   

 

Among those handling their conveyancing themselves, over half would recommend others to do the 

same as these people thought the process was easy.  
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With regard to customer effort, 22% of conveyancing involving remortgaging required very low 

customer effort and overall conveyancing required less customer effort than other legal needs.  

 

‘I wouldn’t like to buy a leasehold property... I’m not that brave’  
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Although there was an element of post rationalising, conveyancing had the lowest level of ‘failing to 

meet expectations’ reported, 9% compared to 20% in divorce cases. 
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15. The Divorce Journey 
  

Another legal need looked at in more depth was divorce, again detailed questions were asked of those 

who had used divorce services in the last 12 months. This made up of over half of the mentions of 

divorce cases. 

Additional questions asked included: 

• Detail about advice taken 

• Reasons why advice not taken 

• Fees paid 

These extra questions give a fuller picture of the process. This section brings together elements of the 

whole survey to describe the divorce journey. 

The chart below illustrates the key elements of divorce.  

  

To summarise, divorce represented only 3% of all legal needs. As with many other legal needs it was 

one that usually required some sort of action to be taken, in 56% of cases advice was taken and in 

these cases the majority consulted a solicitor 80%. There were differences found by demographic 

group, with women most likely to take advice (64%) and younger men (18-34 year olds) the least likely 

(31%). It is interesting to note that 19% of men chose to handle it alone compared to 11% of women. 
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15.1 Influences 

Divorce was most likely to affect younger people and in accordance with other survey findings, life 

stage has an influence as to who was likely to experience a divorce.  
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15.2 Action 

A legal need surrounding divorce is linked with other legal needs - such as issues involving children and 

relationship breakdowns in general property and welfare. The chart below, which uses the hierarchical 

clustering, shows that the multiple legal needs surrounding divorce are on-going, with the divorce legal 

need linked to relationship problems. 

 

However, despite there being two parties involved in a divorce it is women who are more likely to seek 

advice. With the link with children it is therefore more likely that women (as they are usually the 

primary carer) would require advice. 

 

 

Had my home repossessed/ faced eviction from a rented property

Homelessness (being homeless or threatened with being homeless)

Domestic violence

Problems with a landlord

Immigration Problem

Been arrested

Been treated badly by the police

Divorce/dissolution of civil partnerships

Problems following a relationship breakdown (including contact with children and residence)

Children (e.g. care proceedings, adoption, problems with childrenÆs schooling)

Re Mortgaged current property/Transfer of equity (conveyancing)

Dealt with a planning application

Bought current property/Transfer of equity (conveyancing)

Been injured at work

Had problems with a tenant/ squatters

Clinical negligence (injury or health problems after treatment from medical professional)

Other problems with a property I own

Discrimination

Dealt with the estate of a deceased relative (probate/estate management)

Made a will

Got into debt/money problems

Had problems getting the right welfare benefits, tax benefits, pensions and student loans

Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.)

Disputes with neighbours

Problem with employer (e.g. problems over pay, redundancy, unfair dismissal etc.)

Involved in a road traffic accident

Other personal injury that was not your fault (for example, tripped on broken pavement)

Mental health issues (unsatisfactory treatment in care/hospital, difficulties obtaining a discharge)
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From the chart above it can be seen that women were less likely than men to do nothing or try to 

handle it themselves, and women responded that they had taken advice for a wider range of reasons 

than men.  

 

15.3 The Advice 

When seeking a legal service provider, those requiring advice on divorce were most likely to take a 

recommendation from a friend or relative (34%). This was much higher than for conveyancing or 

probate. 

 



96 

 

Perceived expertise in the area of divorce was closely linked to the provider’s reputation. Given that 

the majority of providers were solicitors, people sought out a local specialist divorce lawyer, as distinct 

from a high street firm who they might have used for other services. This was because people seeking 

divorce advice chose providers based on their expertise in the field.  In addition, they were more likely 

to be a local business with multiple offices (40%). 

 

The main reasons people gave for taking advice for divorce were specifically around righting a wrong 

rather than money. Women were more likely to suggest non-financial reasons than men.  
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The initial contact with the provider was mostly over the phone (50%), although the main 

communication channel for the remainder of the process was face to face (41%). The initial face to 

face contact was around 45 minutes. The face to face communication channel appeared to be very 

important for people taking advice on divorce as it was mentioned as the respondents preferred 

method (49%) even though the provider used other channels. In total respondents claimed that there 

were over 20 discrete pieces of communication in the advice process for divorce. 

 

The data seems to indicate that the respondent initiates the face to face meeting while the provider 

appeared to choose post or other channels. The data indicates that divorce advice was as much about 

understanding the legal need as it was about resolution; consumers felt speaking face to face helped 

them to understand the outcomes, which were less easy to convey over the phone or by letter. For 

divorce legal needs, in the initial meeting a lot of information was shared with the respondent, 

compared to other legal needs. They were more likely to be told about their key contact, how long the 

process would take, any additional costs and the likely outcome. 

 

 

People who had a divorce legal need in the past 12 months were asked to outline at which stages of 

the divorce process they had taken advice. As a divorce was often a long process for some of the 

respondents in some cases it was still on-going at the time of the research. 
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Where advice wasn’t taken, the main reason given was that it wasn’t applicable, in 12% of Decree Nisi 

they did not take any advice. As the elements of the divorce are fairly clear it is unlikely that there was 

confusion (as with other legal needs such as conveyancing) as to what the elements of the process 

where. Divorce, according to the research, was a more involving process compared to conveyancing, 

where everything is passed over to the lawyer with little regard for the details of the process.  

 

Unlike the other two legal needs covered in detail, divorce was more likely not to involve a payment 

for the services (32%), with only 44% paying for all of the legal work. For those that got the advice free 

the majority (89%) got it through Legal Aid or one of the other sources.  
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In very few cases were other advice or services offered (7%), but when they were, a range of different 

services were offered, including will writing, tax advice and other legal services. This may be because in 

many divorce cases the advice is not paid for so other ‘paid for’ advice may not be appropriate. 

 

 

 

Among those that paid for the advice, people were either given a fixed price or estimate. However, a 

higher proportion than in conveyancing claimed to have not been given a price. This happened in 21% 

of divorce legal needs in the last year compared to 10% of cases for conveyancing. 

 

Looking at divorces occurring in the last 12 months, where children are involved 42% received the 

advice for free. Also, nearly 50% of social class DE advice received advice for free (practically all of it 

through legal aid ). 

 

Those experiencing a divorce legal need were less likely to negotiate on price (9%). This figure includes 

a proportion who did not pay for the advice, however, as with other respondents who negotiated, the 

vast majority (93%) who did were successful in reducing the price. For divorce conducted in the last 12 

months respondents were asked to recall the total cost of the service. 

 

Overall the cost was estimated to be nearly £1,300 but for Under 35 year olds it was just over £800 and 

nearly £1,600 for over 55 year olds. For men the estimated fee was £1,366 and for women it was just 

over £1,200. 



100 

 

 

 

Looking at the data, legal advice from a regulated provider was nearly £1,350. There were some 

regional difference by cost with the cheapest divorce costs occurring in the South East and North West 

of England, both experiencing fees of under £850. How the payment was presented has an influence 

on how much was paid and being given an estimate was mostly likely to result in a higher average fee. 

The sample sizes for these figures are relatively small, so estimates are approximate. 
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In 70% of cases the fee was as stated.  Where it exceeded the fee, the main reason (small base) was 

that the provider had under estimated the work involved. In over 50% of cases the under estimate was 

less than £250.   

 

15.4 Outcome 

Those involved in divorce were less satisfied with the outcome than those with other legal needs. This 

might be expected to be due to the higher likelihood of the advice not delivering exactly what both 

parties wanted due to the adversarial nature of the service in some cases.  

 

This perceived lack of success fed into the satisfaction level, with only 39% very satisfied with the 

outcome.  
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Also satisfaction with the service provided was lower than for other legal needs with only 42% very 

satisfied. Despite this, it should be stated that 42% very satisfied was still a good score. 

 

 
 
The drivers of relative dissatisfaction appeared to be in the transparency of the pricing and how the 

respondent felt that they have been dealt with, both in speed and manner. This could be an area for 

improvement, coupled with the desire of respondents to have face to face meetings with providers as 

the main communication channel. 
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These respondents were also less likely than others to recommend their provider to others (e.g. 45% 

compared to 55% for probate). These slightly negative scores are reflected in the customer effort 

scores. 40% scored either high or very high customer effort. 
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The rating of expectation was consistent with other slightly disappointing ratings of the service when 

going through a divorce. Compared to conveyancing and probate, there was a higher proportion of 

incidence where the service received was felt to have fallen short of what was expected. That said the 

overwhelming majority were happy with the service.  
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16. The Probate journey 
  

A third legal need looked at in more depth was probate, where detailed questions were asked of those 

who’d used probate services in the past 12 months 

Additional questions asked included: 

• Detailed about advice taken 

• Reasons why advice not taken 

• Fees paid 

These extra questions data give a fuller picture of the process. This section brings together elements of 

the whole survey to describe the probate journey.  

 

 

Probate represents 7% of all legal needs, with advice taken in around 66% of cases (the majority of 

which was professional advice (40% of probate legal needs took 3
rd

 party advice). Of those that took 

professional advice, the vast majority of people saw a solicitor.  
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16.1 Influences/Trigger 

The need for probate was in response to a particular lifestage event, usually the death of a family 

member. The main influence for how the legal need was approached was the respondent’s age. The 

research shows that a need for probate was more likely something experienced by older respondents. 

Among those with a legal need who were aged over 65 year olds, 27% were involved in probate in the 

past 3 years.  

 

 

Many people who had written a will in the past 3 years had also experienced a probate legal need. 

Although they are often linked, the research doesn’t indicate which legal need occurred first. 
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16.2 Action  

Given the nature of probate, very few (if any) ignored the legal need. The majority took advice, 

handled the probate alone or got help from friends and family. Looking at the actions taken by  older 

respondents, they were less likely than for some other legal needs to seek the advice of legal service 

providers and would be more likely to handle the legal need alone (27% compared to 23% overall).  

 

For those who said they could handle it alone, one of the main reasons was that they felt they had 

enough time to spend on it. This was perhaps because many of these people were over 65 and possibly 

retired. 
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In addition, they were confident in their ability to handle it alone (48%). 

 

16.3 The Advice 

When looking at those who sought advice, most looked to providers who were known to them or who 

they had used before. This was also the most important reason for choosing them (23% compared to 

12% for all advice). Although distance from where they live was not strong reason for choosing a 

provider, convenience of where they were located was (16% compared to 11% overall). 

 

When taking secondary reasons for choice into consideration, factors such as reputation and expertise 

increased significantly in importance, with reputation becoming the most mentioned reason for 

choosing a provider for probate.  
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Who they chose depended on who they knew, and as mentioned before, over 75% chose a regulated 

legal service provider, which were more likely to be in single ‘local’ offices (54% compared to 32% 

overall). Only 7% claimed to consult a national business compared to 14% for conveyancing and the 

average of 24% for all legal needs.  

 

The main reason for taking advice for probate was to preserve money and property (80%) although 

there was also a need to understand the process (53%). 
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Many seeking advice on probate already knew the provider, the initial contact with the probate 

provider was over the phone (55%), a slightly higher proportion than for other providers. 

 

After this phone contact, in 78% of cases there was an initial face to face meeting lasting on average 41 

minutes.   

 

For probate the communication channels used by the legal service providers were similar to the 

channels used for the other major legal needs where advice was taken. Namely, a mix of face to face, 

telephone and email communications. Satisfaction levels with the communications were high (47% 

very satisfied). On average there were 13 different pieces of communication in a probate case 

compared to 9 on average for other legal needs. For probate legal need, in the initial meeting a lot of 

information was shared with the respondent, the most common topic was cost (79% of total 

mentions), followed by likely outcome and timing.  
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People who had a probate legal need in the past 12 months were asked to outline the legal advice they 

took in more detail.  

 

 

The majority used the legal service provider for the initial stages of the process. This total includes 

people who claimed not to have taken advice the individual elements of advice increases. 
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The relatively high % of ‘Yes’ was reflected in the higher level of involvement and knowledge on the 

part of respondents in probate cases compared to conveyancing.  

 

 

In a few cases other advice or services were offered (10%), but when they were, a range of services 

were offered, including will writing, other legal services, property sales and tax advice.  
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Respondents were asked about the payment terms they were offered for the probate. Most 

(presumably as it was difficult to give a precise fee in the initial discussions) were given an estimate of 

what it would be. 

 

 

For probate conducted in the last 12 months respondents were asked to say what the total cost was. 

Overall the cost was estimated to be just over £1,400 but for 35-54  year olds it was just over £1600 

and approximately £930 for under 55 year olds.  
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Advice from a regulated provider was more expensive than for an unregulated provider (nearly £1620 

versus nearly £740). How the payment was presented has an influence on how much was paid and the 

highest average fee occurred when a fixed fee was charged. 

 

 

 

 

In 23% of cases these charges were set against the value of the estate, which in most cases was less 

than 2.5%. The survey didn’t ask respondents as to the value of the estate, but it is possible to 

calculate the value of the estate through extra analysis. The sample is small so the figure should be 

treated with caution, but the average value of the estate was £63,000.  
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For many, the fees were not as were outlined in the initial estimate. In 15% of cases the final fee was 

higher than the quoted fee. In nearly two thirds of these cases it was less than £500. 

 

 

The main reason given for this increased figure was due to unforeseen circumstances (79%). 

 

As with all other groups of legal needs there was very little bargaining with fees, only 12% of people 

who paid for their probate negotiated a discount. Among those that did, 74% were successful.   
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16.4 Outcome 

Overall users of advice (and those that conducted the probate themselves) were happy with the 

outcome. 

 

 
In 94% of cases the outcome completely or partly achieved their objectives, which was on a par with 

conveyancing.  

 

 
There was general satisfaction with the way the legal need was handled and the majority would use 

the same provider again (67%), and those that handled it alone would also handle it alone again (81%). 
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Looking at the overall; level of satisfaction with the service users of probate advice were generally very 

satisfied (68%).    

 

 
 

Looking at the drivers of satisfaction the main factors were the professionalism of the provider as well 

as clarity/quality of advice given.  As with most legal needs clarity of the charges were scored less 

highly as was the length of time the service took to complete. 
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Finally, on the measures of customer effort probate compares broadly similarly with other legal needs.  

 

 
When looking at service expectations, 18% said the service they received exceeded their expectations 

with 68% stating that it met their expectations.  
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17. Appendix  
  

A. Questionnaire Structure 

 

The questionnaire was split into sections, depending on the legal need they had and what action they 

took. The survey was conducted online with each question on a single screen.  The full questionnaire is 

contained in the questionnaire appendix. 

 
B. Profile  

Before the main stage questionnaire was conducted the how we defined the audience. In other work 

(notably the MoJ) the phases ‘legal problem’ was used or a detailed list of situation which could be 

described as a legal need. These studies tended to focus on particular types of legal need and the sorts of 

people who would need them. These legal needs usually involved the police, discrimination and other more 

social legal needs. The LSB wanted to look at more mainstream legal needs, for which there has been little 

research under taken. It was decided not to use the word legal problem in the survey as this conjured up 

more negative incidents. In all the survey the phrase legal need was used and respondents were allowed to 

choose their legal need.  

To ensure that a representative sample of people with legal needs is selected for the main stage survey the, 

the profile of people fitting this definition needed to be defined. This is a vital step in a benchmarking 

programme of research, as once calculated, it allows the baseline profile to be used with confidence, so 

File location/File Name (including version)/Author Initials/Support Initials/Date
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that any changes over time are as result of actual changes in the market, rather than any changes in the 

profile of the people interviewed 

The profile was established through a profiling survey on a commercial Omnibus survey. This was used to 

quota/weight the main quantitative survey to ensure that a representative sample of people with legal 

problems is achieved. Below is the profile used: 

TOTAL % 

Male 52% 

Female 48% 

18-24 M 7% 

25-34 M 9% 

35-44 M 10% 

45-54 M 10% 

55-64 M 7% 

65+ M 8% 

18-24 F 7% 

25-34 F 9% 

35-44 F 10% 

45-54 F 9% 

55-64 F 7% 

65+ F 5% 

  

East Anglia 10% 

East Midlands 7% 

London 15% 

North East 4% 

North West 11% 

Scotland 8% 

South East 17% 

South West 8% 

Wales 5% 

West Midlands 8% 

Yorkshire / 

Humberside 

7% 
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In addition to asking the broad profiling questions, more detail about for example the incidence of probate 

was asked which helped establish exact minimum sample sizes for the groups the LSB were interested in: 

 Probate/Divorce/Conveyancing in last 12 months 

 Regulated legal service providers 

This profiling exercise was conducted in November 2011 among a representative sample of 1000 adults 

across Great Britain. 

 

C. Statistical testing  

As the survey is conducted with a sample of the target audience, we cannot be 100% certain that a 

census of the whole population would yield the same results. We can be 95% certain that the actual 

figure (in the population as a whole) falls within a certain range of the survey figure. The percentages 

within the table represent the error variance. 
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D. Customer effort  
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E. Qualitative Survey 

A total of 60 telephone depth interviews were conducted with people who had experienced specific 

forms of legal need. These were: 

 Conveyancing in last 3 years 

 Used a 3rd Sector advice for legal need 

 

The sample was a mixture of people who had agreed to be recontacted from the online survey and free 

found people. The survey was conducted during March 2012 and built on the findings in the 

quantitative stages and explore in more detail areas of interest. For example,  why don’t people 

negotiate deals on fees (the quantitative research showed that less that than 10% negotiated, but 

most of those that did got a discount. 

 

Respondents were asked to discuss their experiences at length over the phone to an experienced 

qualitative interviewer using a semi structured questionnaire. Separate questionnaires were developed 

for the two legal need types (see appendix) and the sample quota-ed to reflect different legal 

situations. 

 

Conveyancing N=30       

  TOTAL solicitor licenced  other  

handled alone 7       

Tried to get advice 4 2 2   

got advice 19 10 7 2 

 

 

3rd Sector 

N=3

0                       

  

TOT

AL 

Consumer 
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Made a 

will 

de

bt 

neighbo

urs 

Welf
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emplo
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CAB 18 1 1 6 2 5 1 2         

Law 

Centre 3           1       1 1 

Trade 

Union 5           4   1       

Charity 2     1   1             

Local 

Authority 2       1         1     
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The quotas were approximate to the split according to how they appeared in the quantitative study. 

The main points of the qualitative stage are included in the main body of the report and a summary of 

the responses are available separately.    

 

F. Other Data 

As part of the insight project and in addition to this report, LSB has been provided with a set of 

computer tabulations, a PowerPoint presentation of the findings as well as an SPSS file of the data.  

 

G. Questionnaires 

QUANTITATIVE - MAIN STAGE 

j11516 - Legal advice consumer survey 

 

 

gender - gender 

Are you.... 

Please select one 

 Male (1) 

 Female (2) 

askage - askage 

Please enter your age: 

Please type in 

 

region - region 

Please select the region in which you live: 

Please select one 

 East Anglia (1) 

 East Midlands (2) 

 London (3) 

 North East (4) 
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 North West (5) 

 Scotland (6) 

 South East (7) 

 South West (8) 

 Wales (9) 

 West midlands (10) 

 Yorkshire/Humberside (11) 

q1a - q1a 

In the past three years, have you experienced any of the following? 

Please select all that apply 

  (12) 

 Bought/sold a house (conveyancing) (2) 

 Re Mortgaged current property/Transfer of equity (conveyancing) (3) 

 Divorce/dissolution of civil partnerships (11) 

 Dealt with the estate of a deceased relative (probate/estate management) (6) 

 

 Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.) (1) 

 Made a will (4) 

 Got into debt/money problems (5) 

 Been injured at work (7) 

 Involved in a road traffic accident (8) 

 Other personal injury that was not your fault (for example, tripped on broken pavement) (9) 

 Mental health issues (unsatisfactory treatment in care/hospital, difficulties obtaining a discharge) (10)  

 None of These (99) 

q1b - q1b 

And which of these legal needs or issues have you experienced in the last 3 years? 

Please select all that apply 
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 Problems with a landlord (12) 

 Dealt with a planning application (13) 

 Had problems with a tenant/ squatters (14) 

 Had my home repossessed/ faced eviction from a rented property (15) 

 Other problems with a property I own (16) 

 Disputes with neighbours (17) 

 None of These (99) 

q1c - q1c 

And which of these legal needs or issues have you experienced in the last 3 years? 

Please select all that apply 

 Problems following a relationship breakdown (including contact with children and residence) (18)  

 Had problems getting the right welfare benefits, tax benefits, pensions and student loans (19)  

 Discrimination (20) 

 Been arrested (21) 

 Children (e.g. care proceedings, adoption, problems with children’s schooling) (22)  

 Immigration Problem (23) 

 Domestic violence (24) 

 Homelessness (being homeless or threatened with being homeless) (25) 

 Been treated badly by the police (26) 

 Problem with employer (e.g. problems over pay, redundancy, unfair dismissal etc.) (27)  

 Clinical negligence (injury or health problems after treatment from medical professional) (28) 

 None of These (99) 

q3 - q3 

Which was the most recent legal issue/problem/dispute? 

Please select one 

 Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.) (1)  
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 Bought/sold a house (conveyancing) (2) 

 Re Mortgaged current property/Transfer of equity (conveyancing) (3) 

 Made a will (4) 

 Got into debt/money problems (5) 

 Dealt with the estate of a deceased relative (probate/estate management) (6) 

 Been injured at work (7) 

 Involved in a road traffic accident (8) 

 Other personal injury that was not your fault (for example, tripped on broken pavement) (9)  

 Mental health issues (unsatisfactory treatment in care/hospital, difficulties obtaining a discharge) (10)  

 Divorce/dissolution of civil partnerships (11) 

 Problems with a landlord (12) 

 Dealt with a planning application (13) 

 Had problems with a tenant/ squatters (14) 

 Had my home repossessed/ faced eviction from a rented property (15) 

 Other problems with a property I own (16) 

 Disputes with neighbours (17) 

 Problems following a relationship breakdown (including contact with children and residence?) (18)  

 Had problems getting the right welfare benefits, tax benefits, pensions and student loans (19)  

 Discrimination (20) 

 Been arrested (21) 

 Children (e.g. care proceedings, adoption, problems with children’s schooling) (22)  

 Immigration Problem (23) 

 Domestic violence (24) 

 Homelessness (being homeless or threatened with being homeless) (25) 

 Been treated badly by the police (26) 

 Problem with employer (e.g. problems over pay, redundancy, unfair dismissal etc.) (27) 
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 Clinical negligence (injury or health problems after treatment from medical professional) (28)  

 

q2ai - q2ai 

Did the legal need concerning probate happen within the last 12 months? 

Please select one 

 Yes (1) 

 No (2) 

 

q2bi - q2bi 

Did the legal need concerning conveyancing happen within the last 12 months? 

Please select one 

 Yes (1) 

 No (2) 

 

 

q2ci - q2ci 

Did the legal need concerning Divorce happen within the last 12 months? 

Please select one 

 Yes (1) 

 No (2) 

 

q4 - q4 

^f(’q3’)^What action, if any, did you take in response to your legal issue?  

Please select one 

 Did nothing/Took no action (1) 

 Dealt with it myself without help (2) 

 Dealt with it myself with the help of family/friends (3) 
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 Obtained advice/assistance/help (4) 

 Tried but failed to get advice but dealt with it myself (5) 

 Tried and failed to get advice then did nothing (6) 

 Tried to handle alone then obtained help/advice/assistance (7) 

 Other (8) 

 

 

 

 

i393 

PLEASE NOTE: As you have experienced several legal needs in the past 3 years the interview will be longer, but 

for completing it you will receive a larger incentive. 

q1ai - q1ai 

^f(’q3’)^From this list, what was the main reason you chose to handle the above legal need or issue alone?  

Please select one 

 Didn’t think the legal need/issue would be difficult to resolve (1) 

 I was waiting to see what might happen next (2) 

 I thought solving the legal need would cost too much (3) 

 I thought that it would take too long to reach a solution (4) 

 I did not know where to go to get advice (5) 

 I didn’t know I could get advice for this problem (6) 

 Didn’t think I could get help (7) 

 I had enough time to do it myself (8) 

 I had the support of friends/family (9) 

 I had successfully handled a similar problem on my own before (10) 

 I had got help with a problem before and did not find it useful (11) 

 I thought that it was not worth the hassle (of getting advice) (12) 
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 I do not trust lawyers/advisers (13) 

 I have a lot of time on my hands (14) 

 I was confident I could handle it alone (15) 

 Other (WRITE IN) (16)____________ 

 Don’t know (17) 

q1bi - q1bi 

^f(’q3’)^Again from this list, what were the other reasons you chose to handle the above legal need or issue alone?  

Please select one 

 Didn’t think the legal need/issue would be difficult to resolve (1) 

 I was waiting to see what might happen next (2) 

 I thought solving the legal need would cost too much (3) 

 I thought that it would take too long to reach a solution (4) 

 I did not know where to go to get advice (5) 

 I didn’t know I could get advice for this problem (6) 

 Didn’t think I could get help (7) 

 I had enough time to do it myself (8) 

 I had the support of friends/family (9) 

 I had successfully handled a similar problem on my own before (10) 

 I had got help with a problem before and did not find it useful (11) 

 I thought that it was not worth the hassle (of getting advice) (12) 

 I do not trust lawyers/advisers (13) 

 I have a lot of time on my hands (14) 

 I was confident I could handle it alone (15) 

 Other (WRITE IN) (16)____________ 

 Don’t know (17) 
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q2i - q2i 

^f(’q3’)^Thinking about managing the legal issue/need on your own, how easy or difficult did you think it was going 

to be before you started? 

Please select one 

 Very easy (1) 

 Easy (2) 

 Neither easy nor difficult (3) 

 Difficult (4) 

 Very difficult (5) 

 Don’t know (6) 

q3i - q3i 

^f(’q3’)^Thinking about once you started to manage the legal need/issue on your own, actually, how easy or difficult 

was it? 

Please select one 

 Very easy (1) 

 Easy (2) 

 Neither easy nor difficult (3) 

 Difficult (4) 

 Very difficult (5) 

 Don’t know (6) 

q4i - q4i 

^f(’q3’)^If someone else experienced the same legal need/issue, would you recommend them to manage the 

problem on their own? 

Please select one 

 Yes - definitely recommend (1) 

 Yes - probably recommend (2) 

 Not sure (3) 
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 No - probably would not recommend (4) 

 No - definitely would not recommend (5) 

q5i - q5i 

^f(’q3’)^If you were in a similar situation again, would you manage the legal need/issue alone again?  

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 
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q6i - q6i 

^f(’q3’)^What action, would you take in response to your legal need/issue? 

Please select one 

 Do nothing/Take no action (1) 

 Obtain advice/assistance (2) 

 Try to handle alone then obtain help if necessary (3) 

 Consider the cost of getting help (4) 

 Other (WRITE IN) (5)____________ 

 

q1ai2 - q1ai2 

^f(’q3’)^From this list, what was the main reason you choose to do nothing about the legal need or issue?  

Please select one 

 I thought nothing could be done (1) 

 I was waiting to see what might happen next (2) 

 I thought it would cost too much (3) 

 I thought that it would take too long to reach a solution (4) 

 I did not know where to go to get advice (5) 

 I didn’t know I could get advice for this problem (6) 

 No dispute with anybody/ I thought other person was right (7) 

 I didn’t think i needed advice or information (8) 

 Problem was resolved (9) 

 I didn’t think it would make any difference to the outcome (10) 

 The people/organisations were too far away (11) 

 I had tried seeking advice before and not found it useful (12) 

 I didn’t think I could get help (13) 

 I was fed up so let it go (14) 

 I thought that it was not worth the hassle (15) 
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 I was too scared to do something (16) 

 I do not trust lawyers/advisers (17) 

 Did not think it was very important (18) 

 Thought it would be too stressful (19) 

 Thought it would damage relationship with other side (20) 

 Didn’t think I could get help (21) 

 Other (specify) (22)____________ 

 Don’t know (23) 

 Refused (24) 

q1bi2 - q1bi2 

Again from this list, for what other reasons did you choose to do nothing about the legal need or issue?  

Please select all that apply 

 I thought nothing could be done (1) 

 I was waiting to see what might happen next (2) 

 I thought it would cost too much (3) 

 I thought that it would take too long to reach a solution (4) 

 I did not know where to go to get advice (5) 

 I didn’t know I could get advice for this problem (6) 

 No dispute with anybody/ I thought other person was right (7) 

 I didn’t think i needed advice or information (8) 

 Problem was resolved (9) 

 I didn’t think it would make any difference to the outcome (10) 

 The people/organisations were too far away (11) 

 I had tried seeking advice before and not found it useful (12) 

 I didn’t think I could get help (13) 

 I was fed up so let it go (14) 
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 I thought that it was not worth the hassle (15) 

 I was too scared to do something (16) 

 I do not trust lawyers/advisers (17) 

 Did not think it was very important (18) 

 Thought it would be too stressful (19) 

 Thought it would damage relationship with other side (20) 

 Didn’t think I could get help (21) 

 Other (specify) (22)____________ 

 Don’t know (23) 

 Refused (24) 

q2i2 - q2i2 

If you were in a similar situation again, would you do nothing again? 

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 

 Other (4) 

 

q4i2 - q4i2 

What action, would you take next time in response to your legal issue? 

Please select one 

 Do nothing/Take no action (1) 

 Obtain advice/assistance (2) 

 Try to handle alone then obtain help if necessary (3) 

 Consider the cost of getting help (4) 

 Other (WRITE IN) (5)____________ 
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q1i5 - q1i5 

^f(’q3’)^Thinking about the most recent legal need, who provided your advice? If more than one, please select the 

MAIN provider. 

Please select one 

 Public body (1) 

 General Enquiries at your local council (2) 

 Council Advice Service (3) 

 Trading Standards (4) 

 Another Council/Government Department (5) 

 

 Advice Agency (21) 

 Citizens Advice Bureau (8) 

 Law Centre (9) 

 Another Advice Agency (10) 

 Trade Union/Professional body (11) 

 National or local charity (12) 

 

 Lawyer (7) 

 Solicitor (14) 

 Barrister (15) 

 Licensed Conveyancer (16) 

 Notary (17) 

 Trade Mark Attorney (18) 

 Patent Attorney (19) 

 Law Cost Draftsman (20) 

 Other Lawyer (22) 

 



137 

 

 Other person or organisation (13) 

 Specialist will-writer (6) 

 The Police (24) 

 Your employer (25) 

 An insurance company (26) 

 A doctor or other health worker (27) 

 A Jobcentre (28) 

 A social worker (29) 

 An MP or local councillor (30) 

 Accountant (31) 

 Bank/Building Society (32) 

 Financial Adviser (33) 

 Trust Corporation (34) 

 Claims Management Company (35) 

 Employment Adviser (36) 

 Immigration Adviser (37) 

 

 Any other body/organisation (PLEASE SPECIFY) (38)____________ 

q2i5 - q2i5 

^f(’q3’)^Which of the descriptions below best describes the sort of organisation they are?  

Please select one 

 Local business – single office (1) 

 Local business – multiple offices (2) 

 Regional business (3) 

 National business (4) 

 Don’t know (5) 
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139 

 

q3i5 - q3i5 

^f(’q3’)^How did you find the provider you used? 

Please select one 

 Internet Search (1) 

 Friend or relative recommended (2) 

 The provider contacted me (3) 

 Trade Union (4) 

 Advertisement in Newspaper/Magazine (5) 

 Advertisement on TV or radio (6) 

 Yellow Pages (7) 

 Leaflet (8) 

 Walked past offices (9) 

 Already knew the provider, but hadn’t used (10) 

 Already know the provider and had used in the past (11) 

 

q4i5 - q4i5 

^f(’q3’)^You said you used the internet, which of the following did you do? 

Please select all that apply 

 Used a search engine e.g. Google (1) 

 Went to a Legal Comparison site (2) 

 A Charity/advice site (3) 

 Law Society – find a solicitor (4) 

 Specific Law firm site (5) 

 Social Media (6) 

 Other (write in) (7)____________ 

 

q5i5 - q5i5 
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^f(’q3’)^Please write in below the name of this Legal Comparison site?  

Please type in 

  (1)____________ 

 Don’t know (2) 

 

q6i5 - q6i5 

^f(’q3’)^Who was the leaflet from? 

Please select one 

 The provider (1) 

 Law Society (2) 

 FSA/ Government (3) 

 Local Council (4) 

 Trade Union (5) 

 Claims management company (6) 

 Citizens Advice (7) 

 Other (WRITE IN) (8)____________ 

 D/K can’t remember (9) 

 

q7ai5 - q7ai5 

^f(’q3’)^What was the most important factor in making your choice of provider?  

Please select one 

 Distance from where you live (1) 

 Convenience of where they are located (2) 

 Their reputation (3) 

 Whether you have used them previously (4) 

 Cost of advice (5) 

 Speed of delivery (6) 
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 Quality mark (7) 

 Specialist in the area of law (8) 

 Gender of the adviser (9) 

 Other (specify) (10)____________ 

 Don’t know (11) 

q7bi5 - q7bi5 

What other factors were important to you in making your choice of provider? 

Please select all that apply 

 Distance from where you live (1) 

 Convenience of where they are located (2) 

 Their reputation (3) 

 Whether you have used them previously (4) 

 Cost of advice (5) 

 Speed of delivery (6) 

 Quality mark (7) 

 Specialist in the area of law (8) 

 Gender of the adviser (9) 

 Other (specify) (10)____________ 

 Don’t know (11) 

q8ai5 - q8ai5 

After you assigned your provider, how many times did you have contact with them through the process (please 

consider all phone calls, letter, emails and meetings)? 

Please type in a whole number 

 

q8bi5 - q8bi5 

How did you first contact your provider? 

Please select one 
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 Face to face/in person (1) 

 Via telephone (2) 

 Email/internet (3) 

 Post (4) 

 Other (5) 

 Not sure (6) 

 

q9i5 - q9i5 

What was the main mode of communication through the process? 

Please select one 

 Face to face/in person (1) 

 Via telephone (2) 

 Email/internet (3) 

 Post (4) 

 Other (5) 

 Not sure (6) 

q10i5 - q10i5 

Did you have an initial face-to-face meeting with your provider? 

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 

 

q11i5 - q11i5 

Roughly how long did this last? 

Please select one 

 Less than 30 minutes (1) 
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 30 minutes to 1 hour (2) 

 1 hour to 90 minutes (3) 

 90 minutes to 2 hours (4) 

 Over 2 hours (5) 

 Can’t remember (6) 

 

q12ai5 - q12ai5 

What forms of communication were available from the provider? 

Please select all that apply 

 Face to face/in person (1) 

 Via telephone (2) 

 Email/internet (3) 

 Post (4) 

 Not sure (6) 

q12bi5 - q12bi5 

Which ones did you actually use? 

Please select all that apply 

 Face to face/in person (1) 

 Via telephone (2) 

 Email/internet (3) 

 Post (4) 

 Other (5) 

 Not sure (6) 

 

q12ci5 - q12ci5 

Which form of communication did your provider use most? 

Please select one 
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 Face to face/in person (1) 

 Via telephone (2) 

 Email/internet (3) 

 Post (4) 

 Other (5) 

 

q12di5 - q12di5 

Which is your preferred form of communication with your provider? 

Please select one 

 Face to face/in person (1) 

 Via telephone (2) 

 Email/internet (3) 

 Post (4) 

 Other (5) 

 Not sure (6) 

q13i5 - q13i5 

How satisfied are you with the forms of communication your provider used most? 

Please select one 

 Very satisfied (1) 

 Fairly satisfied (2) 

 Neither satisfied nor dissatisfied (3) 

 Fairly dissatisfied (4) 

 Very dissatisfied (5) 

 Don’t know/ can’t remember (6) 

q14ai5 - q14ai5 

^f(’q3’)^What was your main objective for seeking advice to resolve problems?  

Please select one 
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 I wanted to obtain or preserve money or property (1) 

 I wanted to get the compensation (2) 

 I wanted to prove that I was right (3) 

 I wanted to clear my name (4) 

 I wanted to change the behaviour of a person (5) 

 I was motivated by the sense of injustice (6) 

 I desired to put right something that had gone wrong (7) 

 I wanted to prevent something that had gone wrong from going wrong again (8) 

 I wanted to obtain recognition of a mistake/receive an apology (9) 

 I wanted to understand what had happened (10) 

 

q14bi5 - q14bi5 

What was your other motivation for seeking advice to resolve problems? 

Please select one 

 I wanted to obtain or preserve money or property (1) 

 I wanted to get the compensation (2) 

 I wanted to prove that I was right (3) 

 I wanted to clear my name (4) 

 I wanted to change the behaviour of a person (5) 

 I was motivated by the sense of injustice (6) 

 I desired to put right something that had gone wrong (7) 

 I wanted to prevent something that had gone wrong from going wrong again (8) 

 I wanted to obtain recognition of a mistake/receive an apology (9) 

 I wanted to understand what had happened (10) 

q15i5 - q15i5 

What types of service did your provider of advice supply you? 

Please select all that apply 
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 Provided information (1) 

 Practical support (e.g. writing letters, drawing up legal documents) (2) 

 Provided assistance with mediation or dispute resolution (3) 

 Representation in court or tribunal (4) 

q16ai5 - q16ai5 

When the professional service provider was FIRST instructed to go ahead with your matter which, if any, of the 

following were you told about? 

Please select all that apply 

 How long the matter would take (1) 

 The likely outcome (2) 

 The likely cost (3) 

 Potential additional costs (4) 

 Potential problems with addressing legal issue (5) 

 Who would be dealing with it at the organisation (6) 

 The in-house complaints procedure (7) 

 The Legal Ombudsman (8) 

 None of the above (9) 

 Don’t know (10) 
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q16bi5 - q16bi5 

After the first meeting were you told about any of the following 

Please select all that apply 

 How long the matter would take (1) 

 The likely outcome (2) 

 The likely cost (3) 

 Potential additional costs (4) 

 Potential problems with addressing legal issue (5) 

 Who would be dealing with it at the organisation (6) 

 The in-house complaints procedure (7) 

 The Legal Ombudsman (8) 

 None of the above (9) 

 Don’t know (10) 

 

q17ai5 - q17ai5 

Did the adviser attempt to sell or include other services? 

Please select one 

 Yes (1) 

 No (2) 

q17bi5 - q17bi5 

What were these services? 

Please select all that apply 

 Tax advice (1) 

 Other legal services (2) 

 Property sales (related to estate) (3) 

 Life insurance (4) 

 Investment advice (5) 
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 Will writing (6) 

 Mediation (7) 

 Other compensation claims (8) 

 I did not buy additional services (9) 

 Other (Write in) (10)____________ 

 None of the above (11) 

q17ci5 - q17ci5 

Which ones did you take up? 

Please select all that apply 

 Tax advice (1) 

 Other legal services (2) 

 Property sales (related to estate) (3) 

 Life insurance (4) 

 Investment advice (5) 

 Will writing (6) 

 Mediation (7) 

 Other compensation claims (8) 

 I did not buy additional services (9) 

 ^f(’q17bi5_10_other’)^ (10)____________ 

 

q3newi5 - q3newi5 

For the services you took advice on, did you have to directly pay for all or part of the help you received?  

Please select one 

 Yes - paid for all of it (1) 

 Yes - paid for part of it (2) 

 No – it was free (3) 

 No – it was covered by the estate (4) 
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 Don’t know (5) 

 Refused (6) 

q4newi5 - q4newi5 

Which of these people, organisations or schemes paid for/part paid for of the help you received?  

Please select all that apply 

 Legal aid, Legal Services Commission or Community Legal Service Fund (1) 

 No win, no fee (“conditional fee”) (2) 

 Insurance company (or you through insurance premiums) (3) 

 Trade Union or professional body (or you through trade union subscriptions) (4)  

 Your employer (5) 

 The adviser themselves (i.e. the adviser received no money specifically to help you) (6) 

 Other (Specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

q18i5 - q18i5 

Below are some statements about how the payment terms were presented, please indicate whether any of them 

applies to your experience? 

Please select all that apply 

 I was quoted a fixed price for the work which is what I paid for (1) 

 I was quoted a fixed price which was different to what I actually paid for (2) 

 I was given an estimate of what the advice might cost (3) 

 I was given a ratecard/pricing structure (4) 

 In was given an hourly rate but not given an estimate of the hours required (5)  

 I was given an hourly rate and was told roughly how many hours would be required (6)  

 I was not told what the price would be (7) 

q19i5 - q19i5 

How did you receive initial details of what the advice would cost? 
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Please select one 

 Verbally - In person (1) 

 Handed to me in person (2) 

 By telephone (3) 

 By post (4) 

 By email/internet (5) 

 Through someone else (6) 

 Other (specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

q20ai5 - q20ai5 

Did you try to negotiate on the price? 

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 

 

q20b - q20b 

Were you successful in reducing the price? 

Please select one 

 Yes (1) 

 No (2) 

 

 

q21i5 - q21i5 

If someone else experienced the same legal issue, how likely are you to recommend them to use the same type of 

provider as a source of advice? 

Please select one 
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 Very likely (1) 

 Fairly likely (2) 

 Neither / nor (3) 

 Fairly unlikely (4) 

 Very unlikely (5) 

 Don’t know / not sure (6) 

q22i5 - q22i5 

Thinking about the different aspects of service provided by your legal service provider. For each aspect of service, 

please say how satisfied or dissatisfied you were with it. If you are still going through the process, please give your 

rating so far. 

Please select one for each 

 

Very 

satisfied 

(1) 

Fairly 

satisfied 

(2) 

Neither 

satisfied nor 

dissatisfied 

(3) 

Fairly 

dissatisfied 

(4) 

Very 

dissatisfied 

(5) 

Don’t 

know/ can’t 

remember 

(6) 

Not 

applicable 

(7) 

The clarity of 

information on the 

service to be 

provided (1) 

       

The clarity of 

information on the 

costs to be charged 

(2) 

       

The quality of 

advice (3) 
       

The extent to which 

the service provider 

acted in a 

professional 

manner (4) 

       

The way in which 

things were 

explained so that 

they were easily 

understood (5) 

       

The extent to which 

you were treated as 

an individual, (6) 
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Very 

satisfied 

(1) 

Fairly 

satisfied 

(2) 

Neither 

satisfied nor 

dissatisfied 

(3) 

Fairly 

dissatisfied 

(4) 

Very 

dissatisfied 

(5) 

Don’t 

know/ can’t 

remember 

(6) 

Not 

applicable 

(7) 

Communication 

while the matter 

was progressing (7) 

       

The timely way in 

which your matter 

was dealt with (8) 

       

q23i5 - q23i5 

Thinking about your experience of using the service overall, how satisfied or dissatisfied were you with the service?  

Please select one 

 Very satisfied (1) 

 Fairly satisfied (2) 

 Neither satisfied nor dissatisfied (3) 

 Fairly dissatisfied (4) 

 Very dissatisfied (5) 

 Don’t know/ can’t remember (6) 

 Not applicable (7) 

 

q24i5 - q24i5 

What were the reasons for your dissatisfaction? 

Please select all that apply 

 Delays to the amount of time the matter took (1) 

 Mistakes were made by them in dealing with the matter (2) 

 I was not kept up to date on progress (3) 

 Legal advice proved to be wrong (4) 

 The quality of service provided was poor or not up to scratch (5) 

 I wasn’t treated very well by staff (6) 
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 The person dealing with me didn’t seem to know what he or she was doing (7) 

 The person dealing with my matter was more junior than the person I was led to believe would be dealing with it 

(8) 

 Lost paperwork (9) 

 Poor value for money (10) 

 Other (Please Specify) (11)____________ 

 Don’t know/ can’t remember (12) 

q25ai5 - q25ai5 

Following your dissatisfaction with the service you experienced, what was your INITIAL response to being 

dissatisfied? 

Please select one 

 Raised my concerns with the professional service provider but did not make a formal complaint (1)  

 Got advice from a third party about what I should do about it (2) 

 I made a formal complaint to the professional service provider (3) 

 Complained/ sought advice from The Citizens Advice Bureau (4) 

 I complained to the Legal Ombudsman (5) 

 Complained to someone else (please specify) (6)____________ 

 I intend to complain but have not yet (7) 

 I didn’t do anything about it (8) 

 Other Response (Please specify) (9)____________ 

q25bi5 - q25bi5 

What other response did you make? 

Please select all that apply 

 Raised my concerns with the professional service provider but did not make a formal complaint (1) 

 Got advice from a third party about what I should do about it (2) 

 I made a formal complaint to the professional service provider (3) 

 Complained/ sought advice from The Citizens Advice Bureau (4) 
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 I complained to the Legal Ombudsman (5) 

 Complained to someone else (please specify) (6)____________ 

 I intend to complain but have not yet (7) 

 I didn’t do anything about it (8) 

 Other Response (Please specify) (9)____________ 

 

q26i5 - q26i5 

After the complaint had been processed by the professional service provider; did any of the following happen?  

Please select all that apply 

 You received an apology from the legal professional service provider against whom you made the complaint (1)  

 You were provided a full explanation about why things went wrong (2) 

 You received back documents that they were holding on to (3) 

 The legal service professional service provider did further work to correct what had gone wrong (4)  

 Your legal fees were reduced or refunded (5) 

 You were awarded compensation (6) 

 The professional service provider did not respond (7) 

 You took your complaint to a complaints body (8) 

 None of the above (9) 

 Don’t know/ can’t remember (10) 
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q27i5 - q27i5 

If you were in a similar situation again, would take advice/help again? 

Please select one 

 Yes - Same provider (1) 

 Yes - Same type of provider (eg another solicitor) (6) 

 Yes – Other type of provider (2) 

 No (3) 

 Not sure (4) 

 Dependent on cost (5) 

 

q28i5 - q28i5 

What action, if any, would you take in response to your legal issue if you were in a similar situation again? 

Please select one 

 Do nothing/Take no action (1) 

 Deal with it myself without help (2) 

 Obtain advice/assistance (3) 

 Try to handle alone then obtain help if necessary (4) 

 Consider the cost of getting help (5) 

 Other (WRITE IN) (6)____________ 

 

q29i5 - q29i5 

Did the advice help you to achieve your objective? 

Please select one 

 Yes – in part (1) 

 Yes - completely (2) 

 No (3) 

 Not sure (4) 



156 

 

 

q30i5 - q30i5 

Why do you say this? 

Please type in 
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q1i6p - q1i6p 

I’m now going to ask you some more questions about probate.Thinking about the most recent aspect of probate 

you experienced in the last 12 months, which of the following aspects of probate did you actually take advice on?  

Please select one for each 

 Yes 

(1) 

No 

(2) 

Not applicable 

(3) 

Source will (1)    

Investigate and value estate (collect documents, liaise with banks etc. assess 

estate solvency) (2) 
   

Apply and obtain grant of probate/representation, place statutory advertisement 

for creditors and claimants (3) 
   

Collect assets and distribute estate (4)    

q2i6p - q2i6p 

Why did you not take advice on ^f(’l4’)^? 

Please select all that apply 

 Services too expensive (1) 

 Service not required/relevant (2) 

 I did it myself (3) 

 I decided to ignore it (4) 

 I thought it would take too long (5) 

 My adviser didn’t offer it (6) 

 Not sufficiently important (7) 

 Other (Write in) (8)____________ 

q3i6p - q3i6p 

For the services you took advice on, did you have to directly pay for al l or part of the help you received? 

Please select one 

 Yes - paid for all of it (1) 

 Yes - paid for part of it (2) 

 No – it was free (3) 
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 No – it was covered by the estate (4) 

 Don’t know (5) 

 Refused (6) 

 

q4i6p - q4i6p 

Which of these people, organisations or schemes paid for/part paid for of the help you received? 

Please select all that apply 

 Legal aid, Legal Services Commission or Community Legal Service Fund (1) 

 No win, no fee (“conditional fee”) (2) 

 Insurance company (or you through insurance premiums) (3) 

 Trade Union or professional body (or you through trade union subscriptions) (4)  

 Your employer (5) 

 The adviser themselves (i.e. the adviser received no money specifically to help you) (6)  

 Other (Specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

 

q5i6p - q5i6p 

Below are some statements about how the payment terms were presented, please indicate whether any of them 

applies to your experience? 

Please select all that apply 

 I was quoted a fixed price for the work which is what I paid for (1) 

 I was quoted a fixed price which was different to what I actually paid for (2) 

 I was given an estimate of what the advice might cost (3) 

 I was given a ratecard/pricing structure (4) 

 In was given an hourly rate but not given an estimate of the hours required (5)  

 I was given an hourly rate and was told roughly how many hours would be required (6) 
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 I was not told what the price would be (7) 

q6i6p - q6i6p 

How did you receive initial details of what the advice would cost? 

Please select one 

 Verbally - In person (1) 

 Handed to me in person (2) 

 By telephone (3) 

 By post (4) 

 By email/internet (5) 

 Through someone else (6) 

 Other (specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

q7ai6p - q7ai6p 

Did you try to negotiate on the price? 

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 

 

q7bi6p - q7bi6p 

Were you successful in reducing the price? 

Please select one 

 Yes (1) 

 No (2) 
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q8i6p - q8i6p 

You said you were quoted an hourly rate, please write down below what that rate was? 

Please type in 

 

 

q9i6p - q9i6p 

What was the total cost of the service (including VAT)? If the need is on-going, tick the box which is closes to what 

you think it might be? An estimate of the cost is fine. 

Please select one 

 Up to £100 (1) 

 £101 to £250 (2) 

 £251 to £500 (3) 

 £501 to £750 (4) 

 £751 to £1,000 (5) 

 £1,001 to £2,000 (6) 

 £2,001 to £3,000 (7) 

 £3,001 to £4,000 (8) 

 £4,001 to £5,000 (9) 

 Above £5,001 (10) 

q10i6p - q10i6p 

Were the charges set as a proportion of the estate/house value? 

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 

 

q11i6p - q11i6p 

What was the percentage? 
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Please select one 

 Up to 0.5% (1) 

 0.5% to 1% (2) 

 1% to 1.5% (3) 

 1.5% to 2% (4) 

 2% to 2.5% (5) 

 2.5% to 3% (6) 

 3% to 4% (7) 

 4% to 5% (8) 

 5% to 7.5% (9) 

 Above 7.5% (10) 

 

q12i6p - q12i6p 

Just to check, was the estimate you were given at the start of the process higher, lower or the same as the final 

fee? 

Please select one 

 Higher (1) 

 Lower (2) 

 The Same (3) 

 

  



162 

 

q13i6p - q13i6p 

You said the final cost was more, what explanation were you given for the higher charges? 

Please select all that apply 

 There were unforeseen things that meant the price for the advice increased (1) 

 There were charges included that I was unaware I was responsible for (2) 

 The adviser underestimated the work required (3) 

q14i6p - q14i6p 

IN TOTAL, what did these extra charges amount to? 

Please select one 

 Up to £100 (1) 

 £101 - £250 (2) 

 £251 - £500 (3) 

 £501 - £750 (4) 

 £751 - £1,000 (5) 

 £1,001 - £2,000 (6) 

 £2,001 - £5,000 (7) 

 Over £5000 (8) 

 Don’t know/ can’t remember (9) 

q1i6d - q1i6d 

I’m now going to ask you some more questions about divorce.Thinking  about the most recent legal need you 

experienced in the last 12 months, which of the following aspects of divorce did you actually take advice on?  

Please select one for each 

 Yes (1) No (2) Not applicable (3) 

Filing for divorce (1)    

Agreeing settlement (2)    

Obtaining decree nisi (3)    

Obtain decree absolute (4)    

q2i6d - q2i6d 
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Why did you not take advice on ^f(’l5’)^? 

Please select all that apply 

 Services too expensive (1) 

 Service not required/relevant (2) 

 I did it myself (3) 

 I decided to ignore it (4) 

 I thought it would take too long (5) 

 My adviser didn’t offer it (6) 

 Not sufficiently important (7) 

 Other (Write in) (8)____________ 
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q3i6d - q3i6d 

For the services you took advice on, did you have to directly pay for all or part of the help you received? 

Please select one 

 Yes - paid for all of it (1) 

 Yes - paid for part of it (2) 

 No – it was free (3) 

 No – it was covered by the estate (4) 

 Don’t know (5) 

 Refused (6) 

 

q4i6d - q4i6d 

Which of these people, organisations or schemes paid for/part paid for of the help you received? 

Please select all that apply 

 Legal aid, Legal Services Commission or Community Legal Service Fund (1) 

 No win, no fee (“conditional fee”) (2) 

 Insurance company (or you through insurance premiums) (3) 

 Trade Union or professional body (or you through trade union subscriptions) (4) 

 Your employer (5) 

 The adviser themselves (i.e. the adviser received no money specifically to help you) (6)  

 Other (Specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

 

q5i6d - q5i6d 

Below are some statements about how the payment terms were presented, please indicate whether any of them 

applies to your experience? 

Please select all that apply 
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 I was quoted a fixed price for the work which is what I paid for (1) 

 I was quoted a fixed price which was different to what I actually paid for (2) 

 I was given an estimate of what the advice might cost (3) 

 I was given a ratecard/pricing structure (4) 

 In was given an hourly rate but not given an estimate of the hours required (5)  

 I was given an hourly rate and was told roughly how many hours would be required (6) 

 I was not told what the price would be (7) 

q6i6d - q6i6d 

How did you receive initial details of what the advice would cost? 

Please select one 

 Verbally - In person (1) 

 Handed to me in person (2) 

 By telephone (3) 

 By post (4) 

 By email/internet (5) 

 Through someone else (6) 

 Other (specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

q7ai6d - q7ai6d 

Did you try to negotiate on the price? 

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 

q7bi6d - q7bi6d 

Were you successful in reducing the price? 
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Please select one 

 Yes (1) 

 No (2) 

 

q8i6d - q8i6d 

You said you were quoted an hourly rate, please write down below what that rate was? 

Please type in 

 

 

q9i6d - q9i6d 

What was the total cost of the service (including VAT)? If the need is on-going, tick the box which is closes to what 

you think it might be? An estimate of the cost is fine. 

Please select one 

 Up to £100 (1) 

 £101 to £250 (2) 

 £251 to £500 (3) 

 £501 to £750 (4) 

 £751 to £1,000 (5) 

 £1,001 to £2,000 (6) 

 £2,001 to £3,000 (7) 

 £3,001 to £4,000 (8) 

 £4,001 to £5,000 (9) 

 Above £5,001 (10) 

q11i6d - q11i6d 

What was the percentage? 

Please select one 

 Up to 0.5% (1) 

 0.5% to 1% (2) 
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 1% to 1.5% (3) 

 1.5% to 2% (4) 

 2% to 2.5% (5) 

 2.5% to 3% (6) 

 3% to 4% (7) 

 4% to 5% (8) 

 5% to 7.5% (9) 

 Above 7.5% (10) 

q12i6d - q12i6d 

Just to check, was the estimate you were given at the start of the process higher, lower or the same as the final 

fee? 

Please select one 

 Higher (1) 

 Lower (2) 

 The Same (3) 

 

q13i6d - q13i6d 

You said the final cost was more, what explanation were you given for the higher charges? 

Please select all that apply 

 There were unforeseen things that meant the price for the advice increased (1)  

 There were charges included that I was unaware I was responsible for (2) 

 The adviser underestimated the work required (3) 

q14i6d - q14i6d 

IN TOTAL, what did these extra charges amount to? 

Please select one 

 Up to £100 (1) 

 £101 - £250 (2) 
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 £251 - £500 (3) 

 £501 - £750 (4) 

 £751 - £1,000 (5) 

 £1,001 - £2,000 (6) 

 £2,001 - £5,000 (7) 

 Over £5000 (8) 

 Don’t know/ can’t remember (9) 

 

 

 

q1i6c - q1i6c 

I’m now going to ask you some more questions about conveyancing.Thinking about the most recent conveyancing 

you experienced in the last 12 months, which of the following aspects of conveyancing did you actually take advice 

on? 

Please select one for each 

 Yes (1) No (2) Not applicable (3) 

Pre-Contract (1)    

Exchange of Contracts (2)    

Post Exchange or Pre-Completion (3)    

Completion (4)    

Post Completion (5)    
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q2i6c - q2i6c 

Why did you not take advice on ^f(’l6’)^? 

Please select all that apply 

 Services too expensive (1) 

 Service not required/relevant (2) 

 I did it myself (3) 

 I decided to ignore it (4) 

 I thought it would take too long (5) 

 My adviser didn’t offer it (6) 

 Not sufficiently important (7) 

 Other (Write in) (8)____________ 

q3i6c - q3i6c 

For the services you took advice on, did you have to directly pay for all or part of the help you received?  

Please select one 

 Yes - paid for all of it (1) 

 Yes - paid for part of it (2) 

 No – it was free (3) 

 No – it was covered by the estate (4) 

 Don’t know (5) 

 Refused (6) 

 

q4i6c - q4i6c 

Which of these people, organisations or schemes paid for/part paid for of the help you received?  

Please select all that apply 

 Legal aid, Legal Services Commission or Community Legal Service Fund (1) 

 No win, no fee (“conditional fee”) (2) 

 Insurance company (or you through insurance premiums) (3) 
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 Trade Union or professional body (or you through trade union subscriptions) (4)  

 Your employer (5) 

 The adviser themselves (i.e. the adviser received no money specifically to help you) (6)  

 Other (Specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

 

q5i6c - q5i6c 

Below are some statements about how the payment terms were presented, please indicate whether any of them 

applies to your experience? 

Please select all that apply 

 I was quoted a fixed price for the work which is what I paid for (1) 

 I was quoted a fixed price which was different to what I actually paid for (2) 

 I was given an estimate of what the advice might cost (3) 

 I was given a ratecard/pricing structure (4) 

 In was given an hourly rate but not given an estimate of the hours required (5)  

 I was given an hourly rate and was told roughly how many hours would be required (6)  

 I was not told what the price would be (7) 

q6i6c - q6i6c 

How did you receive initial details of what the advice would cost? 

Please select one 

 Verbally - In person (1) 

 Handed to me in person (2) 

 By telephone (3) 

 By post (4) 

 By email/internet (5) 

 Through someone else (6) 
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 Other (specify) (7)____________ 

 Don’t know (8) 

 Refused (9) 

q7ai6c - q7ai6c 

Did you try to negotiate on the price? 

Please select one 

 Yes (1) 

 No (2) 

 Not sure (3) 

 

q7bi6c - q7bi6c 

Were you successful in reducing the price? 

Please select one 

 Yes (1) 

 No (2) 

q8i6c - q8i6c 

You said you were quoted an hourly rate, please write down below what that rate was? 

Please type in 

 

 

q9i6c - q9i6c 

What was the total cost of the service (including VAT)? If the need is on-going, tick the box which is closes to what 

you think it might be? An estimate of the cost is fine. 

Please select one 

 Up to £100 (1) 

 £101 to £250 (2) 

 £251 to £500 (3) 

 £501 to £750 (4) 
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 £751 to £1,000 (5) 

 £1,001 to £2,000 (6) 

 £2,001 to £3,000 (7) 

 £3,001 to £4,000 (8) 

 £4,001 to £5,000 (9) 

 Above £5,001 (10) 

 

q11i6c - q11i6c 

What was the percentage? 

Please select one 

 Up to 0.5% (1) 

 0.5% to 1% (2) 

 1% to 1.5% (3) 

 1.5% to 2% (4) 

 2% to 2.5% (5) 

 2.5% to 3% (6) 

 3% to 4% (7) 

 4% to 5% (8) 

 5% to 7.5% (9) 

 Above 7.5% (10) 

 

q12i6c - q12i6c 

Just to check, was the estimate you were given at the start of the process higher, lower or the same as the final 

fee? 

Please select one 

 Higher (1) 

 Lower (2) 
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 The Same (3) 

 

q13i6c - q13i6c 

You said the final cost was more, what explanation were you given for the higher charges? 

Please select all that apply 

 There were unforeseen things that meant the price for the advice increased (1)  

 There were charges included that I was unaware I was responsible for (2) 

 The adviser underestimated the work required (3) 

q14i6c - q14i6c 

IN TOTAL, what did these extra charges amount to? 

Please select one 

 Up to £100 (1) 

 £101 - £250 (2) 

 £251 - £500 (3) 

 £501 - £750 (4) 

 £751 - £1,000 (5) 

 £1,001 - £2,000 (6) 

 £2,001 - £5,000 (7) 

 Over £5000 (8) 

 Don’t know/ can’t remember (9) 
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q1i7 - q1i7 

^f(’q3’)^Overall, how much effort did you have to put into dealing with this legal need? Please answer on a scale of 

1 to 5, where 1 means that it was very low effort for you and 5 was very high effort  

Please select one 

 1 - Very low effort (1) 

 2 (2) 

 3 (3) 

 4 (4) 

 5 - Very high effort (5) 

q2i7 - q2i7 

^f(’q3’)^And thinking about the service you have received, do you feel this has exceeded, met or fell short of your 

expectations? 

Please select one 

 Exceeded expectations (1) 

 Met expectations (2) 

 Fell short of expectations (3) 

 Don’t know (4) 

q5i7 - q5i7 

^f(’q3’)^And would you say this legal need is now over or is it still on -going? 

Please select one 

 Now over (1) 

 Most likely now over (2) 

 Too early to say (3) 

 On-going (4) 

 Don’t know (5) 

 Refused (6) 

q3i7 - q3i7 
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^f(’q3’)^^f(’q5i7’).value() == ’1’ || f(’q5i7’).value() == ’2’ ? "’How satisfied were you with the outcome of the whole 

process you have been involved with?" : "How satisfied are you so far with the whole process you have been 

involved with?"^ 

Please select one 

 Very satisfied (1) 

 Fairly satisfied (2) 

 Neither satisfied nor dissatisfied (3) 

 Fairly dissatisfied (4) 

 Very dissatisfied (5) 

 Don’t know/ can’t remember (6) 

q4i7 - q4i7 

^f(’q3’)^What was the outcome of your legal need issue? 

Please select one 

 It resolved itself (1) 

 It got worse (2) 

 I resolved it (3) 

 The adviser resolved it (4) 

 

q6i7 - q6i7 

^f(’q3’)^Which of these best describes how the problem or dispute was finished?  

Please select one 

 Through a court or tribunal (1) 

 Through mediation (2) 

 Through an ombudsman (3) 

 Agreement reached between you and the other side (4) 

 The problem/dispute sorted itself out (5) 

 I gave up trying to resolve the problem (6) 

 I did nothing to resolve problem (7) 
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 Other (Please specify)  (8)____________ 

i284 

And finally, before we finish with the survey, we have some questions which will help us group together all the 

interviews we get. 

ethnicity - ethnicity 

To which of these ethnic groups do you consider you belong? 

Please select one 

 White (1) 

 British (2) 

 Any other white background (3) 

 

 Mixed (4) 

 White & Black Caribbean (5) 

 White & Black African (6) 

 White & Asian (7) 

 Another Mixed background (8) 

 

 Asian or Asian British (9) 

 Indian (10) 

 Pakistani (11) 

 Bangladeshi (12) 

 Any other Asian background (13) 

 

 Black or Black British (14) 

 Caribbean (15) 

 African (16) 

 Any other Black background (17) 
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 Chinese (18) 

 Chinese (19) 

 

 OTHER (PLEASE WRITE IN) (20)____________ 
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tenure - tenure 

Is your home...? 

Please select one 

 Owned outright (ie without a mortgage) (1) 

 Owned (with a mortgage) (2) 

 Rented (private) (3) 

 Rented (council/housing association) (4) 

 Living with family/friends (5) 

marital - marital 

Are you: 

Please select one 

 Single (1) 

 Married (2) 

 Cohabiting (3) 

 Divorced/ Separated (4) 

 Widowed (5) 

incomep - incomep 

Before tax and other deductions, what is your personal gross annual income, from all sources? 

Please select one 

 Up to £5,000 (1) 

 Over £5,000, up to £10,000 (2) 

 Over £10,000, up to £15,000 (3) 

 Over £15,000, up to £20,000 (4) 

 Over £20,000 up to £25,000 (5) 

 Over £25,000, up to £30,000 (6) 

 Over £30,000, up to £35,000 (7) 

 Over £35,000 up to £40,000 (8) 
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 Over £45,000, up to £50,000 (9) 

 Over £50,000 up to £55,000 (10) 

 Over £60,000 up to £65,000 (11) 

 Over £65,000 up to £70,000 (12) 

 Over £70,000 (13) 

 Refused (14) 

 Don’t know (15) 
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incomeh - incomeh 

And what is your household income? 

Please select one 

 Up to £5,000 (1) 

 Over £5,000, up to £10,000 (2) 

 Over £10,000, up to £15,000 (3) 

 Over £15,000, up to £20,000 (4) 

 Over £20,000 up to £25,000 (5) 

 Over £25,000, up to £30,000 (6) 

 Over £30,000, up to £35,000 (7) 

 Over £35,000 up to £40,000 (8) 

 Over £45,000, up to £50,000 (9) 

 Over £50,000 up to £55,000 (10) 

 Over £60,000 up to £65,000 (11) 

 Over £65,000 up to £70,000 (12) 

 Over £70,000 (13) 

 Refused (14) 

 Don’t know (15) 

children - children 

Do you/ your partner have any children aged 0-16 living in your household? 

Please select one 

 Yes, have children (1) 

 No (2) 

social - social 

Please indicate in which of the following groups the CHIEF INCOME EARNER in your household belongs, or which 

group fits best. This could be you - the chief income earner is simply the person in your household with the largest 

income. 

Please select one 
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 Semi or unskilled manual work(eg manual worker, apprentice, shop assistant) (1)  

 Skilled manual worker(eg carpenter, plumber, ambulance driver) (2) 

 Supervisory or clerical / junior managerial / professional / administrative(eg office worker, student doctor, 

foreman with 25+ employees, salesperson) (3) 

 Intermediate managerial / professional / administrative(eg newly qualified solicitor, middle manager) (4)  

 Higher managerial / professional / administrative(eg experienced doctor, board director, senior civil servant) (5)  

 Student (6) 

 Casual worker / not in permanent employment (7) 

 Housewife / homemaker (8) 

 Retired and living on state pension (9) 

 Unemployed / not working due to long term sickness (10) 

 Other (11) 

education - education 

How old were you when you stopped full-time education? 

Please select one 

 Left school at age fifteen or younger (1) 

 Left school at ages 16 to 19 (2) 

 Stayed in school until they were aged 20 or older (3) 

 Still studying (4) 

recontact - recontact 

Thank you for your help today would you be willing to be contacted again to discuss your opinions on this subject 

again? 

Please select one 

 Yes (1) 

 No (2) 
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QUANTITATIVE – PROFILE STAGE 

 

What is your gender? 

(Select one answer.) 

 Male (1) 
 Female (2) 

CQD2 - CQD2 

[Field width=1] 

What’s your age? 

(Select one answer.) 

 18 or Under (1) 
 18 – 24 (2) 
 25 – 34 (3) 
 35 – 44 (4) 
 45 - 54 (5) 
 55-64 (6) 
 65+ (7) 
 

i201 - Thank you 

We’re sorry. You do not qualify for this survey. Please press "&gt;&gt;" to submit your survey. 

CQD3 - CQD3 

[Field width=2] 

Which of the following regions do you live? 

(Select one answer.) 

 East Anglia (1) 
 East Midlands (2) 
 London (3) 
 North East (4) 
 North West (5) 
 Scotland (6) 
 South East (7) 
 South West (8) 
 Wales (9) 
 West Midlands (10) 
 Yorkshire / Humberside (11) 

cq1 - cq1 

[Field width=1] 

Have you experienced a legal need or legal issue in the last 3 years? 

(Select one answer.) 

 Yes (1) 
 No (2) 
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cq2 - cq2 

[Field width=1] 

How many legal needs or issues have you experienced in the last 3 years? 

(Select one answer.) 

 1 (1) 
 2 (2) 
 3 (3) 
 4 (4) 
 5 (5) 
 More than 5 (WRITE IN HOW MANY) (6)____________ [Keep position  Other] 
 

cqhidpipe - cqhidpipe 

[Field width=1  Not required] 

hidden to pipe most recent or Next at Q3a and Q3b 

//hide before live. 

 most recent (1) 
 next (2) 
 

 

oq3a - oq3a 

[Columns=50] 

Thinking about your ^ f(’cqhidpipe’)^ legal need – could you briefly describe what it was? 

(Please be as detailed and specific as possible when entering your answer in the space provided.) 

 

cq3b - cq3b 

[Field width=2] 

And again, thinking about your  ^f(’cqhidpipe’) ^ legal need or issue, in which category would this fall into? 

(Select one answer.) 

 Bought a house (conveyancing) (1) 
 Made a will (2) 
 Dealt with the estate of a deceased relative (probate/estate management) (3) 
 Discrimination (4) 
 Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.) (5) 
 Experienced problems with my employer (e.g. unfairly dismissed or made redundant) (6) 
 Dispute with my neighbours (7) 
 Problems with a tenant/squatters (8) 
 Had my home repossessed (9) 
 Dealt with a planning application (10) 
 Other problems with a property I own (11) 
 Problems with a landlord (12) 
 Homelessness (13) 
 Got into debt/money problems (14) 
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 Had problems getting the right welfare benefits (15) 
 Divorce (16) 
 Problems following a relationship breakdown (17) 
 Domestic violence (18) 
 Children (e.g. care proceedings, adoption) (19) 
 Clinical negligence (20) 
 Mental health (21) 
 Immigration Problem (22) 
 Been arrested (23) 
 Been treated badly by the police (24) 
 Been injured at work or in a road traffic accident (25) 
 Other (PLEASE SPECIFY) (26)____________ [Keep position  Other] 
 

cq3c - cq3c 

[Field width=1  Force Number of Items: Min 1] 

Can I just check , have you experienced any of the following in the last 3 years? 

(Select as many as apply.) 

 Bought a house (conveyancing) (1) 
 Made a will (2) 
 Dealt with the estate of a deceased relative (probate/estate management) (3) 
 Discrimination (4) 
 Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.) (5) 
 Experienced problems with my employer (e.g. unfairly dismissed or made redundant) (6) 
 Dispute with my neighbours (7) 
 Problems with a tenant/squatters (8) 
 Had my home repossessed (9) 
 Dealt with a planning application (10) 
 Other problems with a property I own (11) 
 Problems with a landlord (12) 
 Homelessness (13) 
 Got into debt/money problems (14) 
 Had problems getting the right welfare benefits (15) 
 Divorce (16) 
 Problems following a relationship breakdown (17) 
 Domestic violence (18) 
 Children (e.g. care proceedings, adoption) (19) 
 Clinical negligence (20) 
 Mental health (21) 
 Immigration Problem (22) 
 Been arrested (23) 
 Been treated badly by the police (24) 
 Been injured at work or in a road traffic accident (25) 
 None (26) [Keep position  Exclusive] 
 

i194 - Thank you 

We’re sorry. You do not qualify for this survey. Please press "&gt;&gt;" to submit your survey. 
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cq3d - cq3d 

[Field width=1] 

Did the ^f(’l2’)^ happen within the last 12 months? 

(Select one answer.) 

 Yes (1) 
 No (2) 

cq4a - cq4a 

[Field width=1] 

What action (if any) did you take in regard to this legal need or issue? 

(Select one answer.) 

 Did nothing (1) 
 Dealt with it myself without help (2) 
 Obtained advice (3) 
 Tried but failed to get advice then did nothing (4) 
 Tried, failed (to get advice), and dealt with it myself without help (5) 
 Other (PLEASE SPECIFY) (6)____________ [Keep position  Other] 
 

 

cqhid4b - cqhid4b 

[Randomized answerlist  Field width=1  Not required  Force Number of Items: Min 1] 

hidden Question to show selected answer options in Q3c 

(hide Before Launch.) 

 Bought a house (conveyancing) (1) 
 Made a will (2) 
 Dealt with the estate of a deceased relative (probate/estate management) (3) 
 Discrimination (4) 
 Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.) (5) 
 Experienced problems with my employer (e.g. unfairly dismissed or made redundant) (6) 
 Dispute with my neighbours (7) 
 Problems with a tenant/squatters (8) 
 Had my home repossessed (9) 
 Dealt with a planning application (10) 
 Other problems with a property I own (11) 
 Problems with a landlord (12) 
 Homelessness (13) 
 Got into debt/money problems (14) 
 Had problems getting the right welfare benefits (15) 
 Divorce (16) 
 Problems following a relationship breakdown (17) 
 Domestic violence (18) 
 Children (e.g. care proceedings, adoption) (19) 
 Clinical negligence (20) 
 Mental health (21) 
 Immigration Problem (22) 
 Been arrested (23) 
 Been treated badly by the police (24) 
 Been injured at work or in a road traffic accident (25) 
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L
O
O
P

 

l3 –  

 Bought a house (conveyancing) (1) 
 Made a will (2) 
 Dealt with the estate of a deceased relative (probate/estate management) (3) 
 Discrimination (4) 
 Had a consumer problem (e.g. faulty goods from a store, hire purchase agreements etc.) (5) 
 Experienced problems with my employer (e.g. unfairly dismissed or made redundant) (6) 
 Dispute with my neighbours (7) 
 Problems with a tenant/squatters (8) 
 Had my home repossessed (9) 
 Dealt with a planning application (10) 
 Other problems with a property I own (11) 
 Problems with a landlord (12) 
 Homelessness (13) 
 Got into debt/money problems (14) 
 Had problems getting the right welfare benefits (15) 
 Divorce (16) 
 Problems following a relationship breakdown (17) 
 Domestic violence (18) 
 Children (e.g. care proceedings, adoption) (19) 
 Clinical negligence (20) 
 Mental health (21) 
 Immigration Problem (22) 
 Been arrested (23) 
 Been treated badly by the police (24) 
 Been injured at work or in a road traffic accident (25) 
 

cq4b - cq4b 

[Field width=1] 

What action (if any) did you take in regard to the experience ^f(’l3’)^? 

(Select one answer.) 

 Did nothing (1) 
 Dealt with it myself without help (2) 
 Obtained advice (3) 
 Tried but failed to get advice then did nothing (4) 
 Tried, failed (to get advice), and dealt with it myself without help (5) 
 Other (PLEASE SPECIFY) (6)____________ [Keep position  Other] 
 

 

TermInfo2 - Thank you 

We’re sorry. You do not qualify for this survey. Please press "&gt;&gt;" to submit your survey. 
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oq5a - oq5a 

In the first instance from whom did you seek advice/legal services for this legal need or issue? 

(Please enter your answer in the space provided.) 

 

 

cq5b - cq5b 

[Field width=1] 

Did you take further advice from anyone else? 

(Select one answer.) 

 Yes (1) 
 No (2) 
 

cq5c - cq5c 

[Field width=1  Force Number of Items: Min 1] 

From whom did you seek further advice from? (Anyone else?) 

(Select as many as apply.) 

 Local Council (h1) 
 General Enquiries at your local council (1) 
 Council Advice Service (2) 
 Trading Standards (3) 
 Another Council/Government Department (4) 
 
 Advice Agency (h2) 
 Citizens Advice Bureau (5) 
 Law Centre (6) 
 Another Advice Agency (7) 
 Trade Union/Professional body (8) 
 National or local charity (9) 
 
 Lawyer (h3) 
 Solicitor (10) 
 Barrister (11) 
 Licensed Conveyancer (12) 
 Notary (13) 
 Trade Mark Attorney (14) 
 Patent Attorney (15) 
 Law Cost Draftsman (16) 
 Specialist will-writer (17) 
 Other Lawyer (18) 
 
 Other person or organisation (h4) 
 The Police (19) 
 Your employer (20) 
 An insurance company (21) 
 A doctor or other health worker (22) 
 A Jobcentre (23) 
 A social worker (24) 
 An MP or local councillor (25) 
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 Any other body/organisation  (PLEASE SPECIFY) (26)____________ [Keep position  Other] 
 Don’t know (27) [Keep position  Exclusive] 
 

 

cq6 - cq6 

[Field width=1] 

Has the legal need or issue been resolved? 

(Select one answer.) 

 Yes (1) 
 No (2) 
 

oq7 - oq7 

[Columns=50] 

Why not? 

(Please be as detailed and specific as possible when entering your answer in the space provided.) 

 

QualInfo - Thank you 

Thank you for your participation. Please press the ">>" button to send your survey.^showSurveyDeployScript()^ 

 
What do you want to do next? 

 Continue survey (1) 
 Terminate (2) 
 Quotafull (3) 
 

 

iQuotafull - Thank you 

We’re sorry. We’ve reached our limits for this survey. Please press "&gt;&gt;" to submit your survey. 

 

 

 

 

 

 

 



189 

 

QUALITATIVE - 3rd Sector 

Legal Services Board 

TeleDepth Topic Guide VF – G1 

 

1. Recruitment 
GROUP 1 – Using 3rd Sector Provider for a legal need 

3rd Sector 
N=3
0                       

  
TOT
AL 

Consumer 
Goods 

Made a 
will 

de
bt 

neighbo
urs 

Welfa
re 

employ
er 

landlo
rd 

Discrimat
ion 

Homelessn
ess 

conveyanc
ing 

Inju
ry 

CAB 18 1 1 6 2 5 1 2         

Law Centre 3           1       1 1 

Trade 
Union 5           4   1       

Charity 2     1   1             

Local 
Authority 2       1         1     

             Introduction (5 mins) 

BDRC Continental have been commissioned by the Legal Services Board to conduct research to better 
understand the legal needs of consumers and their experiences when  a legal need arises whether they 
take advice or not. The Legal Services Board is the independent body responsible for overseeing the 
regulation of lawyers in England and Wales. 
 
This discussion will focus upon your experiences of your legal need and if applicable how   legal services 
providers are chosen. We would like to understand each stage of the process you go through, from initially 
identifying the need through to its conclusion. The Legal Services Board is interested in any feedback you 
have.  Even seemingly small points may be invaluable to them. Information you are able to provide us will 
help them to improve their planning and strategy for the legal services industry. Your responses will be 
grouped together with other responses we get to give a full picture of the legal needs market. Results will 
not be disclosed on an individual basis. 
 
The interview will take about 20 minutes depending on the answers you give, would you be willing to take 
part?  IF NO, ASK IF WILLING TO TAKE PART IF APPOINTMENT ARRANGED. 
 

Before we begin, I just need to ask you a few questions to ensure you are eligible for the survey… 

RECRUITMENT SCREENER 

Note: The aim of this research is to establish the full range of issues surround specific legal needs. To 
ensure we deliver rich feedback on these issues, we need to talk to those who in your household have been 
engaged the most with the legal need. 
  

GROUP 1 – 3rd SECTOR 

Q1G1. I understand that you have used one of the following legal service providers in the past 3 years in 

connection with a legal need you had in the last 3 years 

 Citizens Advice Bureau 
 Law centre 

Trade Union/professional body 
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Local authority e.g housing service 
 Charity (write in name)………………………… 
 Other 3rd Sector (write in)…………………….. 

 Not one of these - CLOSE 

 Q2G1.  Do you feel able to provide an opinion on using (TEXT FROM QG1)? 

 Yes 

No 

IF NO: ASK IF THERE IS SOMEONE ELSE IN THE HOUSEHOLD THAT COULD? – SET UP APPOINTMENT). 

 

2. Background about legal need [10 mins] 
Could you tell me about the legal need you experienced? 

 What was the legal need you experienced ? 

 Where there more than one or linked? 

How did it start and develop initially? 
When did you think about getting advice? 
Who did you consider these providers for advice & why? (Take them in turn) 
 

3. Background about 3rd Sector Provider 
Firstly, what kind of organisation did you seek advice for your legal need?  
 
How did you first find out about them – had you heard of them before, or used them before were  
You referred to them by a third party?   
 
What checks did you make on them to see if they were suitable for your case (qualified, had experience? (If 
not, why not?) if looked for qualifications what sort of qualifications were you looking for? 
 
What is more important: whether the person has a legal qualification or whether they give you good 
advice? 
 
Where are they in relation to where you work or live? (Doctors surgery, high street etc.) 
 
What were the main reasons you decide to seek advice from this provider? Probe for free (if CAB) or 
because of specific problem 
 
What were the main reasons you decide to seek advice from this provider? 
 
What were the main reasons you chose them? Were you aware of them/had you used them before? 
 
Clarity of approach/information 
Cost 
Quality of advice 
Professionalism 
Customer Care (how you were looked after) 
Communication  
Speed of service 
 
Did you feel you had a choice over which organisation to go to? Was it important that you did/didn’t have a 
choice?- Why you choose them? Do you only go to third sector providers for specific problems?  
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Did you consider alternative (commercial) providers?  
 
 
4. Initial Contact 
 
How did you contact them? 
 
What services were you seeking from them? 
 
What was the initial contact like? 
 

Did you ever meet the provider face to face?  

IF YES  do you think it made a difference to the service you received  - could you have done without it? 

IF NO 

Do you think meeting face to face (would) have improved the service you received? IF YES – in what way? 
 
 

5. The Service 
What happened next? 
 
How were the legal services delivered? (Probe for numerous modes of delivery)  
 
What was your preference and why? (i.e. face to face, online) 
 
How easy was it to access advice? 
 
Could you tell me what the key elements of the service were? 
 
Where there any particular problems or issues encountered  
 
How were they resolved? 
 
Who was giving you the advice? (i.e. paid employee, volunteer, legally qualified or not?) 
 
Was the service (or any part of) outsourced to another party?  Who? Were you made aware of this before 
you decided to go with them? 
 
Were you made aware of this before you decided to go with this provider?  
 
Did they offer any other services? 
 
Do you use any of their other services?  
 

What did the provider do well? 

What did the provider not do so well? 
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Did the provider explain the process well? 

6. Costs 

How did you pay for it? 

Was the cost explained clearly or were there any unexpected costs? 

Did you pay – was it more/less than expected did it represent good value for money? 

Were you able to negotiate on the price? Did you try? (if yes, how did you know you could? Probe for 

previous experience, friends said they could etc). If you did not try, why not? 

 

7. SATISFACTION & CUSTOMER EFFORT 
Thinking about your experience of using the service overall, how satisfied or dissatisfied were you with the 
service? 

Please select one 

Very satisfied  
Fairly satisfied  
Neither satisfied nor dissatisfied  
Fairly dissatisfied  
Very dissatisfied 
Don’t know/ can’t remember  
Not applicable  
 

 

Overall, how much effort did you have to put into dealing with this legal need? Please answer on a scale of 
1 to 5, where 1 means that it was very low effort for you and 5 was very high effort 

Please select one 

1 - Very low effort (1) 
2 (2) 
3 (3) 
4 (4) 
5 - Very high effort (5) 
 

And thinking about the service you have received, do you feel this has exceeded, met or fell short of your 
expectations? 

Please select one 

Exceeded expectations (1) 
Met expectations (2) 
Fell short of expectations (3) 
Don’t know (4) 

Finally what where the key issues in the process that caused you pain, took up a lot if your time, or could 

have been done better 



193 

 

8. GENERAL 
Are there specific problems you go to this sort of provider for? Again? Why? (probe for things like not 
trusting commercial companies, more empathetic, non-judgemental etc) 
 
Was there anything that would put you off seeking advice from a provider in the future? 
 
Do you know if they were regulated? Did this influence your choice? 
 
Do you know what you could do if something went wrong? Did they tell you up-front about the process you 
could follow if anything did go wrong? 
 
Would you ever complain about the service provided by a non-profit making organisation?  
 
Who would you complain to?  

 

9. Summarise and close [2 mins] 
 

And if there was one thing you could say to LSB about your experience with your Legal service providers 
/advice they provide?  
 
On behalf of LSB, thank you very much for your assistance today.  
 

Thank you for your time and help with this project; this is the end of the interview. I would like to confirm 

that my name is [your name] and that I have been calling you from Perspective Research Services in 

London. All the answers you have given will be treated in the strictest confidence, however if you wish to 

verify this information I can provide you with the name and number of the executive in charge of this 

project, alternatively you can call free-phone Market Research Society on  

0500 39 69 99 and they will be able to confirm our status as a legitimate market research agency. 

 

QA   If we need further feedback on any points you raise today, would you be willing for us to re-contact 
you, again by telephone?  
 

 

Yes 1  

No 2  

 

 

Please ask this question to ensure that we are adhering to the data protection act in the event of needing to 

re-contact the respondent again for market research. 
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Declaration: 

 

I declare that the respondent, whose name and address appear above, was unknown to me until the 

interview.  I confirm that I have checked that this questionnaire meeting and was carried out in accordance 

with the MRS code of conducted and instructions supplied to me for this study.  I understand that the 

information given to me during the course of this screening interview must e kept confidential. 
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QUALITATIVE - Conveyancing  

 

                                                                                                                                                                                 Legal 

Services Board 

TeleDepth Topic Guide VFINAL – G2 

10. Recruitment: GROUP 2 – Conveyancing legal need in the last 3 years 
A: HANDLED ALONE 

B: TRIED TO GET ADVICE 

C: GOT ADVICE 

             
Conveyancing N=30         

       
  TOTAL   solicitor licenced  other  

       
handled alone 7         

       
Tried to get advice 4   2 2   

       
got advice 19   10 7 2 

        
 
Introduction (5 mins) 

BDRC Continental have been commissioned by the Legal Services Board to conduct research to better 
understand the legal needs of consumers and their experiences when  a legal need arises whether they 
take advice or not. The Legal Services Board is the independent body responsible for overseeing the 
regulation of lawyers in England and Wales.  This discussion will focus upon your experiences of your legal 
need and if applicable how   legal services providers are chosen. We would like to understand each stage of 
the process you go through, from initially identifying the need through to its conclusion. The Legal Services 
Board is interested in any feedback you have.  Even seemingly small points may be invaluable to them. 
Information you are able to provide us will help them to improve their planning and strategy for the legal 
services industry. Your responses will be grouped together with other responses we get to give a full 
picture of the legal needs market. Results will not be disclosed on an individual basis. 
 
The interview will take about 20 minutes depending on the answers you give, would you be willing to take 
part?  IF NO, ASK IF WILLING TO TAKE PART IF APPOINTMENT ARRANGED. 
 
Before we begin, I just need to ask you a few questions to ensure you are eligible for the survey… 
 

RECRUITMENT SCREENER 

Note: The aim of this research is to establish the full range of issues surround specific legal needs. To 
ensure we deliver rich feedback on these issues, we need to talk to those who in your household have been 
engaged the most with the legal need. 
  

GROUP 2 - CONVEYANCING IN PAST 3 YEARS 

Q1G2. I understand that you have bought, sold house or re-mortgaged a house in the past 3 years? 

 Bought/Sold a house  

 Re- Mortgaged a house 

 No -Close 
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 Q2G2.  Do you feel able to provide an opinion on the conveyancing aspects of the transaction (where 

conveyancing means the legal processes involved in buying, selling or remortgaging property)? 

 Yes 

No 

IF NO: ASK IF THERE IS SOMEONE ELSE IN THE HOUSEHOLD THAT COULD – (SET UP 

APPOINTMENT). 

11. Background about legal need [10 mins] 
You said you had a conveyancing legal need in the last 3 years (IF MORE THAN ONE SAY THAT I ONLY 

WANT TO COVER THE MOST RECENT OCCURRENCE) 

What advice did you take? & from whom? 

CODE GROUP (SINGLE) 

 Conveyancing - Those who handled alone 

 Conveyancing - Those who tried to seek advice then handled alone 

 Conveyancing - Those who sought advice 
 
Could you tell me about the legal need you experienced? 

When did you think about getting advice (if not why not)? 

IF NO ADVICE SORT SKIP 

Who did you consider out of these providers for advice & why? (Take them in turn) 

High Street Solicitor – local single office 

Solicitor local – multiple offices 

Regional Solicitors 

National Solicitors 

Online Solicitor 

Licenced Conveyancer - local single office 

Licenced Conveyancer - local multiple office 

Licenced Conveyancer - Regional   

Licenced Conveyancer - National 

Other 
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12. All HANDLING ALONE 
What were the main reasons you decide to handle alone? (Focus on the positive aspects of handling it 

alone)  

Thinking about conveyancing as a legal issue do you think it is a simple thing that anyone could do?  
 
Is there anything specific about conveyancing that makes it something that people can handle themselves? 

 

Which of these reasons for handling it allow were a factor? 

Cost (PROBE: what level did cost become an issue) 

Control (probe if this was due to previous poor experience of using a provider?) 

Speed   

 

When did you decide to handle alone? (Probe for at what stage?)  

 

How easy was it? 

 

Did you seek informal advice from anywhere? (Probe for friends, online anywhere else?) 

 

Throughout the process were you confident of handling alone?   

 

If yes, why did you feel confident? 

 

If no, what presented a barrier?  

 

What are the key things to get right when handling the conveyancing alone?  

 

Did you have any doubts throughout the process that you had made the right decision? (IF YES: at what 

stage (s) did these doubts occur? (PROBE FULLY) 

Were you happy with the outcome? What happened? 

 

 Would you handle it alone again Yes/No why? 

 

What (if anything) would make you seek formal advice? (Both yes/no)  
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13. ALL WHO TRIED TO GET ADVICE, BUT HANDLED ALONE 
You said that you TRIED TO GET ADVICE, BUT HANDLED your conveyancing ALONE 
 
You said earlier that you considered (see list) who did you try and get advice from 

High Street Solicitor – local single office 

Solicitor local – multiple offices 

Regional Solicitors 

National Solicitors 

Online Solicitor 

Licenced Conveyancer - local single office 

Licenced Conveyancer - local multiple office 

Licenced Conveyancer - Regional   

Licenced Conveyancer - National 

Other   

How did you first find out about them – had you heard of them before, or used them before were you 
referred to them by a third party?   
 
What checks did you make on them to see if they were suitable for your case (qualified, had experience? (If 
not, why not?) If looked for qualifications what sort of qualifications were you looking for? 

Where are they in relation to where you work or live?  
Why did you choose them? 
 
Did you feel you had a choice over which organisation to go to? - Why you choose them? 
  
Did you consider alternative (commercial) providers?  
 
 

a. Initial Contact 
 

How far did you get? 
 
How did you contact them? 
 
What services were you seeking from them? PROBE FOR SPECIFIC ELEMENTS 
 
What was the initial contact like? 

b. The Service 
What happened next? Why did it end and you reverted to handling it alone? 
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c. Handling it alone after failing to get advice 

 

What were the main reasons you decide to handle alone? (Focus on the positive aspects of 

handling it alone)  

 

 Which of these reasons for handling it allow were a factor? 

Cost (PROBE: what level did cost become an issue) 

Control/trust 

Speed   

   

When did you decide to handle alone? (Probe: for whether it was after they had contacted a provider, 

or because they could not decide on provider or could not find one) 

How easy was it to handle it alone? 
 
Did you seek informal advice from anywhere? 
 
Throughout the process were you confident of handling alone?  
 
If yes, why did you feel confident? 
 
If no, what was difficult about handling it alone? 
 
What are the key things to get right when handling the conveyancing alone? 
 
Did you have any doubts through the process that you had made the right decision? 
 
Were you happy with the outcome? What happened? 
 
Would you handle it alone again Yes/No why? 
 
What (if anything) would make you seek formal advice? (Both yes/no) 
 
 

Thinking about conveyancing as a legal issue do you think it is a simple thing that anyone could do?  
 
Is there anything specific about conveyancing that makes it something that people can handle themselves? 
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14. Background about Legal Service Provider ALL SEEKING ADVICE 
 
All though you used a legal service provider to help with the conveyancing, did you consider handling it 
alone? 

Firstly, describe the kind of organisation you got advice for your legal need? Did you feel you had a choice 
over which organisation to go to? -  

 Did you consider alternative providers? What factors did you consider when choosing between them? Was 
it easy to distinguish/choose between them? 

To what extent was the reputation (how well know they were) of the solicitor or licensed conveyancer 
important in your decision making? 
 

(REFERENCE WHO THEY USED) Were you aware of the difference between a solicitor and licenced 

conveyancer? 

How did you first find out about them – had you heard of them before, or used them before were you 
referred to them by a third party? (SPLIT CHOSEN PROVIDER & ALTERNATIVES)   
 
What checks did you make on them to see if they were suitable for your case (qualified, had experience? (If 
not, why not?) If looked for qualifications what sort of qualifications were you looking for? 

Where are they in relation to where you work or live?  

Did you ever meet the provider face to face?  

IF YES do you think it made a difference to the service you received - could you have done without it? 

If NO 

Do you think meeting face to face (would) have improved the service you received? IF YES – in what way? 
 
What were the main reasons you decide to seek advice from this provider? 
 
What were the main reasons you chose them? 
 

Clarity of approach/information 
Cost 
Quality of advice 
Professionalism 
Customer Care (how you were looked after) 
Communication  
Speed of service 
Same one I / my family always use 
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a. Initial Contact 
 

How did you contact them? 
 
What services were you seeking from them? 
 
What was the initial contact like? 

b. The Service 
What happened next? 
 
Could you tell me what the key elements of the service were? 
 
 
How were the legal services delivered? (Probe for numerous modes of delivery) What was your 
preference and why? (I.e. face to face, online) 

 
How easy was it to access advice? 
 
Where there any particular problems or issues encountered?  
 
How were they resolved? 
 
Who was giving you the advice? (I.e. paid employee, volunteer, legally qualified or not?) 
 
Was the service (or any part of) outsourced to another party?  Who? 
 
Were you made aware of this before you decided to go with this provider?  
 
Did they offer any other services? 
 
What was the timeline of the key parts of the process (GAUGE SATISFACTION WITH SPEED OF 
PROVE ) 
 
IF NOT PART OF SERVICE ASK WHY (CHECK IF UNDERSTAND THE ELEMENTS) 
 
Pre Contract 
Exchange of Contract 
Post exchange/Pre Completion 
Completion 
 
 
Did they offer  you use any of their other services? - did you take them up (EG TAX PLANNING, 
PENSIONS, WILLS) why? 
 
What did the provider do well? 

 

What did the provider not do so well? 

 

Did the provider explain the process well? 

 

c. Costs 
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How did you pay for it? 

Was the cost explained clearly or were there any unexpected costs? 

Did you pay – was it more/less than expected did it represent good value for money? 

Were you able to negotiate on the price? Did you try? (If yes, how did you know you could? Probe 

for previous experience, friends said they could etc.). If you did not try, why not? 

15. GENERAL 

Are there specific problems you go to this sort of provider for? Again? 

 
Do you know if they were regulated? How did you find out? 
 
Do you know what you could do if something went wrong? Did the provider tell you about this up 
front? 
 
Would you ever complain about the service provided by providers of conveayancing?  
 
Who would you complain to?  
 
 

You took advice – but would you consider in the future handling it alone (Check if ever handled alone in 
past) 
 
Thinking about conveyancing as a legal issue do you think it is a simple thing that anyone could do?  
 
Is there anything specific about conveyancing that makes it something that people can handle themselves? 
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16. SATISFACTION & CUSTOMER EFFORT 

 Thinking about your experience of using the service overall, how satisfied or dissatisfied were you with 
the service? 

1. Please select one 

Very satisfied  
Fairly satisfied  
Neither satisfied nor dissatisfied  
Fairly dissatisfied  
Very dissatisfied 
Don’t know/ can’t remember  
Not applicable  
 

Overall, how much effort did you have to put into dealing with this legal need? Please answer on a scale of 
1 to 5, where 1 means that it was very low effort for you and 5 was very high effort 

Please select one 

1 - Very low effort (1) 
2 (2) 
3 (3) 
4 (4) 
5 - Very high effort (5) 
 

And thinking about the service you have received, do you feel this has exceeded, met or fell short of your 
expectations? 

Please select one 

Exceeded expectations (1) 
Met expectations (2) 
Fell short of expectations (3) 
Don’t know (4) 

Finally what where the key issues in the process that caused you pain, took up a lot if your time, or could 

have been done better 

Was there anything that would put you off seeking advice in the future? 
 
17. Summarise and close [2 mins] 
 

a. ALL WHO TOOK LOOKED FOR ADVICE 
And if there was one thing you could say to LSB about your experience with your Legal service providers’ 

advice they provide? 

a. ALL WHO DID IT ALONE 
And if there was one thing you could say to LSB about your experience with carrying out the conveyancing 

alone? 

 

On behalf of LSB, thank you very much for your assistance today; this is the end of the interview. I would 

like to confirm that my name is [your name] and that I have been calling you from Perspective Research 

Services in London. All the answers you have given will be treated in the strictest confidence, however if 
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you wish to verify this information I can provide you with the name and number of the executive in charge 

of this project, alternatively you can call free-phone Market Research Society on 0500 39 69 99 and they 

will be able to confirm our status as a legitimate market research agency. 

 

QA   If we need further feedback on any points you raise today, would you be willing for us to re-contact 

you, again by telephone?  

 

 

Yes 1  

No 2  

 

Please ask this question to ensure that we are adhering to the data protection act in the event of needing 

to re-contact the respondent again for market research. 

 

Declaration: 

 

I declare that the respondent, whose name and address appear above, was unknown to me until the 

interview.  I confirm that I have checked that this questionnaire meeting and was carried out in accordance 

with the MRS code of conducted and instructions supplied to me for this study.  I understand that the 

information given to me during the course of this screening interview must be kept confidential. 
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