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Dear Helen, 
 
As you know, the Panel has been thinking about the effects of Covid-19 on 
consumers of legal services and wondering how we might explore regulators’ 
responses to the many challenges posed by the pandemic. We were therefore really 
pleased to read your comprehensive letter to the approved regulators in which you 
set out the LSB’s pragmatic approach during these testing times.  Indeed, your letter 
made it redundant for us to directly raise the enquiries we had planned.  Instead, at 
our Panel meeting on 29 April, we discussed how we might be able to support the 
LSB in gathering relevant intelligence from our spheres of expertise.  
 
I  have so far had virtual bilateral meetings with four of the approved regulators, and 
with the Association of Consumer Support Organisations, during this pandemic and I 
have been impressed with how nimbly and swiftly some of the regulators have 
responded to the needs of their regulated communities.  No doubt your enquiries will 
dig out more detailed information and prompt further dialogue. 
 
In the meantime I set out below some of the Panel’s early thoughts and observations.  
 
Mode of delivering services: Intelligence from Citizens Advice suggests that some 
consumers may be deferring seeking help until advice centres reopen physically, 
even when they have been offered phone or online consultations. Indeed the latest 
statistics from Citizens Advice show a 40% reduction nationwide in legal queries.  
This is concerning as such delays may exacerbate some legal matters. It is therefore 
important that consumers are encouraged to use online and phone services (where 
they can and where possible) to discuss their legal issues.  At this time, the regulators 
should consider using the Legal Choices website and social media more prominently 
to disseminate information about seeking help.  
 

Collective action: The Panel discussed the longstanding challenges faced by groups 
of consumers who may wish to pool resources to challenge infringements of their 
rights or laws during this time. The Panel noted that consumers do not always have 
the knowledge or access to efficient platforms to make this happen. However, in 
January 2020 we heard a presentation from Glow (via the SRA’s Legal Access 
Challenge). Glow is building a law-tech infrastructure which aims to establish a public 
facing platform to empower individuals and SMEs to take legal action efficiently 
against organisations through Group Litigation Orders (collective action).  
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Platforms such as that developed by Glow would allow individuals with a common 
grievance to seek redress and enable collective bargaining power and cost sharing 
amongst claimants. At present, forming and managing these groups is very difficult 
and time consuming, because these claims often affect large numbers of 
unconnected individuals. Glow aims to simplify the process, not only for claimants but 
also for lawyers, litigation funders and insurers. This is the type of innovation and 
technology that we believe can address some access to justice issues in the future. 
And it can indirectly strengthen regulation through improved means of enforcement. 
We were pleased that the Solicitors Regulation Authority had the foresight to see the 
possibilities of this project at the time. Going forward we would like to see regulators 
support this type of innovation in any capacity.   

Court Hearing Delays and Litigants in Person: The Panel has read concerning 
reports about delays to court proceedings and how these may be impacting 
vulnerable consumers in particular. There are some successful examples of effective 
remote court and tribunal hearings (generally using Zoom), including by the Solicitors 
Disciplinary Tribunal.  But there are other more disturbing examples of hearings 
normally held in public which are now being held in private (for example the Police 
Misconduct Tribunal).  There is also some evidence that vulnerable litigants and 
witnesses (especially litigants in person) are poorly served by remote hearings. We 
are hoping to have a dialogue with HMCTS as soon as practicable to understand all 
these challenges. We will share any intelligence with LSB colleagues. 
 
We know that Covid-19 will leave lasting impressions on the legal services 
landscape. There will no doubt be opportunities as well as some problems to 
address. We want to help the LSB by contributing to the dialogue throughout this 
time, particularly in view of the point you expressed well in your letter that ‘regulators 
are regulating in the public and consumers interest’. It would therefore be useful if the 
Consumer Panel can be included in your early thinking, as well as being sighted or 
copied into any further correspondence with the regulators on these issues.   
 
Once more, the Panel would like to express its most sincere support for the 
leadership the LSB has demonstrated in this period, and we look forward to working 
with you through this difficult time. 
  

Yours sincerely, 

 

Sarah Chambers 

Chair 

Legal Services Consumer Panel 
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