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1. Online discussion board script
Participants took part in the research via an online platform (FlexMR), completing a
mix of online discussions and survey-style tasks over the course of a week. The
structure of the online discussion board is shown below. The stimulus material
(videos and written information) are provided in Section 2.

Day 1: Introduction and context
Purpose: to warm participants up to the subject matter; to start to build up their

knowledge of the background so they can have an informed view on later discussions.
Task 1.1: Video intro

[Via video intro from Community Research]
•
•
•
•

In this project, we are thinking about lawyers and legal services, and how we can
make sure these work well for everyone in our society.
There are around 40 of you on this bulletin board, and over the next five days we
will be finding out about your views on this topic.
We will also be providing you with new information to think about, some quick
polls and some longer discussion questions. You will hear from others about their
views.
Throughout this process, please bear in mind the following points:
o Nobody is expected to be an expert! You may feel you know very
little, but this topic will be new to most people on the bulletin board!
We will provide information to help you make up your mind in the
discussions we’re having. There are no stupid questions and no single
right answer.
o Because a lot of this will be new to you, it’s absolutely fine to
change your mind about what we’re talking about. We expect people
to change their views as they find out more about certain topics, and
we’ll be exploring why you do change your mind (if you do!).
o We will touch on life issues that might be legal in nature. We do not
need to go into great detail about this, and please only share what
you feel comfortable to share. In particular, take care not to share
details that could identify you or others.
o We cannot advise you on any legal issues, but we can provide
details of organisations that can point you in the right direction. We
can also let you know about helplines and organisations that can
support you if our discussions raise any upsetting issues for you
(though we will not necessarily be discussing particularly sensitive
topics).
o We encourage you to interact with other participants in the
bulletin board – do read their views and feel free to comment on them.
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Please make sure you respect other people’s views and express
yourself respectfully.
The first thing you need to do is answer a few questions on consent. We want you
to know how we collect, use and store the data you share with us, and to ask for
your consent to do this.
Task 1.2: Consent survey
Task 1.3: Discussion board

[Participants can only see other participants’ responses when they themselves have
answered questions]
Q1.3.1 To start with, please introduce yourselves using your screenname,
and tell us what 3 words come to mind when you think about lawyers and
legal services?
Q1.3.2 What experiences, if any, have you had of legal issues or disputes?
Did you involve any legal professionals in this? Why/ why not?
STIMULUS: handout on list of legal issues [based on Individual Legal Needs
Survey]
Q1.3.3 This is what we mean by legal issues. Are there any surprises here?
Or anything missing?
STIMULUS: Video on lawyers and legal professionals, and legal services
providers
Q1.3.4 Are there any surprises here?
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Day 2: Regulation of legal services
Purpose: to inform participants about the Legal Services Board and regulation.
Task 2.1: Discussion board

[Participants can see other participants’ responses before they have answered
questions]
STIMULUS: Video animation on the LSB, role of regulation in general, and
the LSB’s remit (including what it does not do).
Q2.1.1 What sticks in your mind about the LSB and its role? What surprises
you?
Q2.1.2 Now you know a bit more about what the LSB does, what would you
like to see it focusing on – what issues should it be addressing?
Task 2.2: Survey exercise: Trade-offs
Like all organisations, the LSB must make difficult trade-offs or compromises in
deciding what areas to focus their time and resources. There is often no obvious
answer to these trade-offs. This means that they have to make choices that may
benefit one set of people over another.
Q2.2.1 Consider the following compromises. Each pair of statements shows
a different position that a regulator could take. Use the slider to show how
you think the LSB should focus its energies. For each – should it be closer
to one, or closer to the other?
RANDOMISE LIST
Focus more on legal services that
Focus more on legal services that

most of the population use
a small number of vulnerable
consumers use
Focus more on services that lots of
Focus more on services that small
people use but which generally work 
numbers of people use but which
well
generally work less well
Less protection for consumers, but
More protection for consumers,
legal services tend to cost less / have 
but legal services tend to cost
lower prices
more / have higher prices
Let consumers manage their own
Protect people from mistakes by
risks and keep the amount of 
having a large amount of
regulation to a minimum
regulation
Allow quick adoption of technical
Ensure cautious adoption of
 technological innovation to protect
innovation to improve legal services
consumers from unforeseen risks
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Spread work
organisations/
regulate

evenly across all
activities
they



Focus only on the highest risk
organisations/ activities

2.2.2 How difficult was it for you to make these choices?
2.2.3 Do you have any comments about these compromises?

Day 3: Introducing hot topics relating to consumer power and
confidence
Purpose: To gauge participants’ spontaneous prioritisation of these hot topics; to
present them with further information on each of the hot topics.
Task 3.1: Survey exercise: prioritising hot topics
Q3.1.1 These are some of the issues that the LSB could focus on in the next
3 years. How do you think it should prioritise these topics? Please place
them in order of priority from 1 to 5 by dragging and dropping them into
position. 1 is the highest priority and 5 is the lowest priority.
We’ll be talking about how you prioritised these factors in the next activity, so please
keep a record of how what you choose as your top priority and what you choose as
your lowest priority (for example, you could take a screenshot or make a note of these
before you click ‘next’).
[ROTATE ORDER BETWEEN PARTICIPANTS]
Educating the public about their legal rights and responsibilities
Making it easier for consumers to compare law firms on quality and price
Improving access to justice for people on low and middle incomes
Improving experience of using legal services for the most vulnerable in society
Making it easier for consumers to complain about lawyers who offer a poor
service
Q3.1.2 This list relates to things a regulator can do to increase consumers’ power and
confidence. Tomorrow we will look at what regulators can do to maintain high
standards in professions.
Is there anything missing from this list on what the LSB could do to increase
consumers’ power and confidence in using legal services?
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Task 3.2: Discussion Board

[Participants can see other participants’ responses before they have answered
questions]
Q3. 2.1 What was your top priority and why?
3.2.2. What was your bottom priority? Why?
3.2.3 How easy or difficult did you find the prioritisation?
You have just told us how you would prioritise some of the issues that the LSB is
considering for the next 5 years. You might not have thought much about some of
these issues before, so here is some more information about each of them, including
why they might be important.
STIMULUS: Animated slideshow with voiceover of hot topic factsheets
(consumer power and confidence, see section 2.2)
STIMULUS: PDF version of hot topics slides (see section 2.2)
Q3.2.4 Thinking about what you have just seen, are there any surprises in
here? Anything you hadn’t previously considered?
Q3.2.5 How – if at all – does this information change your mind about how
you prioritised the factors initially? Would you prioritise differently now?
Why?
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Day 4: Introducing hot topics relating to maintaining high
standards in the legal profession
Purpose: To gauge participants’ spontaneous prioritisation of these hot topics; to
present them with further information on each of the hot topics.
Task 4.1: Survey exercise: prioritising hot topics
Yesterday we focused on issues that the LSB could focus on to help improve consumer
power and confidence in legal services. Today we are looking at what the LSB can do
to maintain high standards in the legal services. This should improve the quality of
services for consumers and prevent issues that regulators have to deal with later.
Q4.1.1 These are some further issues that the LSB could focus on in the next 5 years.
How do you think it should prioritise these topics? Please place them in order of priority
from 1 to 5 by dragging and dropping them into position. 1 is the highest priority and
5 is the lowest priority.
We’ll be talking about how you prioritised these factors in the next activity, so please
keep a record of how what you choose as your top priority and what you choose as
your lowest priority (for example, you could take a screenshot or make a note of these
before you click ‘next’).
[ROTATE ORDER BETWEEN PARTICIPANTS]
Changing which legal activities should or should not be regulated
Making the legal profession more diverse so that it better reflects the general
population
Changing the way that people become qualified to be lawyers
Making sure that lawyers remain competent (up to the job) throughout their
careers
Putting the right protections in place around artificial intelligence and other
technologies
Q4.1.2. Is there anything missing from this list on what the LSB could do to maintain
high standards in legal services?
Task 4.2: Discussion Board
Q4.2.1 What was your top priority and why?

[Participants can see other participants’ responses before they have answered
questions]
4.2.2 What was your bottom priority? Why?
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4.2.3 How easy or difficult did you find the prioritisation?
You have just told us how you would prioritise some of the issues that the LSB is
considering for the next 5 years. You might not have thought much about some of
these issues before, so here is some more information about each of them, including
why they might be important.
STIMULUS: Animated slideshow with voiceover of hot topic factsheets
(maintaining high standards in legal services)
STIMULUS: PDF version of hot topics slides (see section 2.2)
Q4.2.4 Thinking about each of the factsheets, are there any surprises in here?
Anything you hadn’t previously considered?
Q4.2.5 How – if at all – does this information change your mind about how you
prioritised the factors initially?
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Day 5: Final prioritisation and allocation exercises & Close
Purpose: To gauge participants’ informed prioritisation of the two blocks of hot
topics; to understand how they would allocate resources between all 10 topics; to
consolidate their feedback to the LSB.
Task 5.1: Survey exercise: prioritising hot topics

[Participants can only see other participants’ responses when they themselves have
answered questions]
You have now looked at the themes the LSB might work on in greater depth. Now we
want to give you a chance to prioritise each of the blocks of hot topics we looked at
again. This time, we really want you to think about what is needed for society as a
whole, as well as what might benefit you and people you know.
Q5.1.1 How do you think the LSB should prioritise these topics about helping improve
consumer power and confidence in legal services? Please place them in order of
priority from 1 to 5 by dragging and dropping them into position. 1 is the highest
priority and 5 is the lowest priority.
We’ll be talking about how you prioritised these factors in the next activity, so please
keep a record of how you prioritise them (for example, you could take a screenshot
or make a note of them before you click ‘next’).
[ROTATE ORDER BETWEEN PARTICIPANTS]
Educating the public about their legal rights and responsibilities
Making it easier for consumers to compare law firms on quality and price
Improving access to justice for people on low and middle incomes
Improving experience of using legal services for the most vulnerable in society
Making it easier for consumers to complain about lawyers who offer a poor
service
Q5.1.2 Have you made any changes compared to your original prioritisation?
Q5.1.3 We’re now moving on to how you think the LSB should prioritise maintaining
high standards in the legal profession. Please place these topics in order of priority
from 1 to 5 by dragging and dropping them into position. 1 is the highest priority and
5 is the lowest priority. Remember to think about what is needed for society as a
whole, as well as what might benefit you and people you know.
We’ll be talking about how you prioritised these factors in the next activity, so please
keep a record of how you prioritise them (for example, you could take a screenshot
or make a note of them before you click ‘next’).
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[ROTATE ORDER BETWEEN PARTICIPANTS]
Changing which legal activities should or should not be regulated
Making the legal profession more diverse so that it better reflects the general
population
Changing the way that people become qualified to be lawyers
Making sure that lawyers remain competent throughout their careers
Putting the right protections in place around artificial intelligence and other
technologies
Q5.1.4 Have you made any changes compared to your original prioritisation?
Q5.1.5 Now we’re going to join the two lists of topics together. We want you to think
about how the LSB should split its time, resources and focus between these topics
over the next 5 years. Imagine you have 100 units (for example, you can imagine
these as counters, stickers or even Monopoly money!). The units represent the LSB’s
resources. As you will have learned there are lots of important things the LSB could
work on, but they can’t do everything and have to decide which areas of work they
should put the most focus on. How would you divide these 100 units between the
topics?
There are different ways you could do it, for example:
• You might decide that all 10 topics are equally important, so you would give 10
units to each topic;
• You might decide that only one topic is important, and give 100 units to that
topic and 0 units to all the others;
• You could give some more (e.g. 25 units), some less (e.g. 5 units), and some
nothing.
Remember they have to add up to 100, but the tool will tell you if you are over or
under your allocation.
Again, please keep a record of how you prioritise them (for example, you could take
a screenshot or make a note of them before you click ‘next’).
RANDOMISE ORDER
Topic
Allocation
Educating the public about their legal rights and responsibilities
Making it easier for consumers to compare law firms on quality and
price
Improving access to justice for people on low and middle incomes
Improving experience of using legal services for the most
vulnerable in society
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Making it easier for consumers to complain about lawyers who offer
a poor service
Changing which legal activities should or should not be regulated
Making the legal profession more diverse so that it better reflects
the general population
Changing the way that people become qualified to be lawyers
Making sure that lawyers remain competent throughout their
careers
Putting the right protections in place around artificial intelligence
and other technologies
Task 5.2: Discussion Board

[Participants can see other participants’ responses before they have answered
questions]
Q5.2.1 Why did you prioritise the issues and allocate as you did?
Q5.2.3 Thinking about everything we have talked and learnt about over the past
week, what one message would you give to the LSB about what they should be
focusing on over the next 5 years and why? This could be something on the list of
issues we’ve discussed, or something that is not on that list.
Task 5.3 Video selfies

[Participants cannot see other participants’ responses]
We would like participants to record a video message for the LSB. Please note, this
may be used in materials that the LSB shares with its Board, its staff and on its website
and wider social media materials.
If you do not wish to record a video, please let the team at Community Research know
by [sending a message to the moderator].
There are two questions we have for you to answer in your video message:
Q5.3.1 What sticks in your mind most from this research into the regulation of legal
services?
Q5.3.2 What one message would you give to the LSB about what they should be
focusing on over the next 5 years and why?
Finally – a huge thanks for taking part. Your input will be used to help the LSB decide
what its strategy should be over the next 5 years. Once the strategy document is
drafted, we would like to contact you to get your views on it.
Task 5.4: Consent to recontact, incentive survey, and CLOSE
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2. Stimulus materials
2.1 Videos
Participants saw four videos over the course of the online discussion board. These
were created by Community Research to provide participants with more in-depth
information in the following areas:
•
•
•
•

Lawyers, legal professionals and legal services providers (Day 1);
The Legal Services Board and regulation of legal services (Day 1);
The five ‘hot topics’ relating to consumer power and confidence (Day 3);
The five ‘hot topics’ relating to maintaining high standards in the legal profession
(Day 4).

These summarised the information in the slides below.

2.2 Handouts
Participants were also provided with handouts to help them in their deliberation of
the topics. The handouts used are below.

Legal issues handout

13

Strategy Development: technical annex to public panel research report | July 2020

Trade-offs in regulation handout

‘Hot Topics’ relating to consumer power and confidence handouts
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‘Hot topics’ relating to maintaining high standards in the legal profession
handouts
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