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Introduction

Context and method
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Method
Approach
•

The research has been undertaken annually since 2011, making this the sixth wave of this tracking study. The project consists of
two samples:
•

A representative sample of 1,864 adults in England and Wales. The sample was drawn from the YouGov online research panel of
around 425,000 UK adults.

•

A representative sample (by legal service use) of 1,523 users of a legal service in the last 2 years from England and Wales.

•

The two samples were weighted to be representative of each wider population. Please see appendix A for a breakdown of the
unweighted and weighted profile of the samples.

•

The questionnaire was designed by the Legal Services Consumer Panel in conjunction with the YouGov project team. A pilot of the
survey was undertaken prior to the full launch. The main survey was conducted between 12/02/16 and 09/03/16.

Guidance on analysis
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•

This report provides a summary of the English and Welsh public’s view on legal services and the views of a separate sample of
people who have used a legal service in the past 2 years.

•

Within the analysis differences have been highlighted by key demographics such as age, gender and social grade. All differences
have been tested for statistical significance.

•

The data for this 6th wave of the research has also been contrasted with the five previous waves and, where relevant, comparisons
made with the time-series data.

Key findings

Key findings – general public
1.

A quarter state they have a fair amount or a great deal of knowledge about what lawyers do – unchanged from 2015. Those from a
higher social grade are more likely to have a fair amount or a great deal of knowledge than those from a lower social grade.

2.

Two fifths generally trust lawyers to tell the truth, and lawyers have the third highest level of trust behind doctors and teachers.
However, the public’s trust in lawyers telling the truth has fallen slightly since the 2015 study, where 47% of the public reported
that they trusted lawyers to tell the truth.

3.

Just under half of the public are confident that consumer rights are protected when dealing with lawyers, with those who
represented themselves in court being less confident in lawyers protecting the rights of consumers as those who had been
represented in court.

4.

Just over two fifths (43%) are confident in making a complaint about the service from their lawyer. The public’s confidence in
making a complaint to a lawyer has fallen slightly since the 2015 survey, where 48% reported they would be confident in making a
complaint to a lawyer.

5.

Two fifths of the public have made a will, unchanged from 2012. Those from a BME group (29%) are less likely to have a will than
those from a white background (42%), with Black African (12%) and Pakistani (13%) the least likely to have made a will.

6.

One in ten members of the public have represented themselves in court. Those from a BME group are more than twice as likely to
have done this when compared to those from a white background.
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Key findings – legal service users
1.

Reputation is the most important factor when choosing a legal services provider – but price, convenience and speed are also
important to the final choice.

2.

A fifth (20%) felt that they did not have much of a choice and one in ten (8%) no choice at all when deciding on a legal services
provider – with previous use of a provider by an individual or family member being the most commonly mentioned reason for
choosing a provider.

3.

A quarter (26%) of legal service users received their legal service over the email/internet – this has risen from a fifth (20%) of legal
service use in 2012.

4.

Three in 5 believe the legal service they received was good value for money – unchanged from previous waves of this research. As
may be expected there is a strong link between satisfaction with the outcome of the legal matter and perceptions of value for
money. Four out of ten of those dissatisfied with the outcome of their legal matter reported the service was poor value for money,
compared with seven per cent of those who were satisfied with the outcome of their matter.

5.

Overall, nine out of ten (85%) legal services users were satisfied with the outcome of their matter and eight out of ten (80%) with
the service they received.

6.

Half of legal service users would know how to complain about a legal service, with the firm itself being the first port of call for the
majority of those people.
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Comparison of England versus
Wales

Key differences between England and Wales
Legal service users
There is a difference between England and Wales on
what is seen as important. For example, ‘access to an
ombudsman in case of dissatisfaction’ is more
important for those in England (45%) than those in
Wales (36%). Additionally, personal recommendation
is also more important for those in England (54%) than
those in Wales (45%).

Organisations had heard of
(general public)
No win no fee
companies

87%
77%
82%
73%

The Law Society

77%
67%

Legal Ombudsman

59%
51%

The Bar Council

Those in Wales (13%) are more likely to ‘search for a
provider on the internet’ than those in England (7%).
Which of the following have you done
(general public)
I have made a will
I have made a power
of attorney

13%
11%

I have a legal
expenses insurance
policy

13%
8%

None of the above

10

36%

56%

Legal Services
Consumer Panel

12%
6%

Wales
England

*Only showing significant difference between England and Wales

Legal service users
68% of those in Wales chose a solicitor to provide
their legal service compared with 60% in England.
Dissatisfaction with the outcome of the legal matter is
higher in Wales (9%) than in England (4%).

40%

Wales
England
58%

= showing where there is significant difference

51% of those from England would know how to
complain about the service they received compared
to 39% of those from Wales.

General public perceptions of the
legal services market

Knowledge and trust
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Nationally Representative

A quarter state they have a fair amount or a great deal of knowledge
about what lawyers do
31% state that they have knowledge about what lawyers do
compared to 21% women.
37% of those who have not used a legal service in the last
2 years have little or no knowledge about what lawyers do
compared to a quarter who have used a legal service in
the last 2 years (25%).

Double the proportion of social grade ABC1 (31%) to C2DE
(16%) also state they have a fair amount/ great deal of
knowledge about what lawyers do.
Amongst ethnic minority groups, 38% of Black Africans
compared to 21% Black Caribbean report they have knowledge
about what lawyers do.

The public’s levels of knowledge about what lawyers
do remains unchanged from the 2015 survey
Net: Little/no knowledge 33%

10%

23%

1 'I have no knowledge'

13

Net: Fair amount/great deal of knowledge 26%

41%

2

3

18%

4

5 'I have a great deal of knowledge'

Q60a. Please think about the role of Lawyers in general. Although there are different types of lawyers (e.g. Barristers, Solicitors
etc) we would like you to think of them collectively when answering the next question. How much knowledge do you have about
what lawyers do in general? (Base: all 1864)

8%

Nationally Representative

Two fifths generally trust lawyers to tell the truth. This is similar to trust
in accountants, and is third highest behind doctors and teachers
Trust that lawyers tell the truth is higher amongst
women (46%) than men (38%), despite a lower
proportion of women than men stating they have a
knowledge of lawyers .

The public’s levels of trust in lawyers telling the truth have fallen
since the 2015 study, where 47% of the public reported that they
trusted lawyers to tell the truth.

Levels of trust

Along with those from a higher social grade (ABC1s)
having a higher knowledge of lawyers than those
from a lower social grade (C2DE), higher proportions
of ABC1s (46%) trust lawyers to tell the truth while
only 36% of social grade C2DE do.

80%

Doctors

4%

69%

Teachers

5%

Amongst ethnic groups, those from a white
background (46%) trust lawyers more than BMEs
(37%), with Indian (29%) and Black African (30%)
having the lowest level of trust amongst the BME
group

42%

Lawyers

22%

42%

Accountants

16%

37%

Shop assistant

14%
0%

20%

Trust to tell the truth

40%

60%

80%

100%

Do not trust to tell the truth

*Top 5 trusted sources out of 10 are shown. Not shown are car mechanics, estate agents, bankers, builders, ordinary
person in the street
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Q30_a – Q30_j. For each of the following types of people, please state whether you generally trust them to tell the truth or not? (Base: all 1864)

Consumer protection and complaints
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Nationally Representative

46% of the public are confident that consumer rights are protected
when dealing with lawyers
The public’s confidence that the rights of consumers will be protected when dealing with Lawyers has fallen slightly since the 2015
survey, where 50% had confidence that rights would be protected.

Those who represented themselves in court (35%) are not as confident in lawyers protecting the rights of consumers as those who had
representation in court (48%).
Half of those from white background (49%) have confidence that their consumer rights are protected when dealing with lawyers
compared to just two fifths (41%) of BMEs.
Net: Confident 53%

Net: Not confident 19%
Supermarkets
6%
14%

Lawyers

20%

19%

Not at all confident

8%

36%

10%

10%

Net: Confident 41%

Net: Not confident 23%
Accountants
8%
16%

Banks

9%
Net: Confident 46%

Net: Not confident 25%
8%
16%

Net: Not confident 36%
15%

44%

22%

21%

Not very confident

32%

Net: Confident 39%
31%

17%

Neither

8%

Fairly confident

Very confident

14%

8%

Don’t know

*Top 4 out of 8 are shown. Not shown are car service business, estate agents, mobile phone companies, builders
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Q40_a – Q40_j. How confident are you that the rights of consumers are protected when dealing with the following types of businesses? (Base: all 1864)

7%

Nationally Representative

43% are confident in making a complaint about a service from a
lawyer
The public’s confidence in making a complaint to a lawyer has fallen slightly from the levels of confidence recorded in the 2015 survey,
where 48% reported they would be confident in making a complaint to a lawyer.
Amongst those from a BME background, Black Caribbean (53%) are the most confident in complaining about a service compared with
Chinese (33%) and Pakistani (33%) who have the least confidence.
Those who have used a legal service in the last 2 years (49%) are more confident in complaining about a service from a lawyer than
those who have not (40%).
Those from a higher social grade are more confident in making a complaint to a lawyer, with 47% from social grade ABC1 being
confident compared to 35% from social grade C2DE.
Net: Not confident 11%
Supermarkets 3% 8%
14%

42%

Banks

Net: Not confident 26%
9%
17%

Mobile phone companies

Net: Not confident 28%
9%
18%

17%

Accountants

Net: Not confident 26%
7%
19%

19%

Lawyers

Net: Not confident 31%
11%
20%

Not at all confident

Not very confident

15%

34%

31%

Neither

29%
Fairly confident

7%

Net: Confident 52%
18%

7%

Net: Confident 47%
16%

8%

Net: Confident 43%
14%

29%

17%

Net: Confident 67%
25%

Net: Confident 43%
14%

Very confident

12%

10%

Don’t know

*Top 5 out of 8 answers are shown. Not shown are car service business, estate agents, builders
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Q50_a – Q50_h. Please imagine that you were dissatisfied with the service provided by a business...How confident would you be making a complaint about
the service provided by the following types of businesses? (Base: all 1864)

Regulation of legal services
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Nationally Representative

36% of the public think that businesses have to be regulated to
provide ALL types of legal service
Businesses have to be regulated in order to provide…

ALL types of legal service to the public

36%

SOME types of legal service to the public

33%

ANY type of legal service to the public

6%

Don't know

26%

0%
19

5%

10%

15%

Q70a. Which of the following statements relating to business regulation are true? (Base: all 1864)

20%

25%

30%

35%

40%

Nationally Representative

No win no fee companies, the Law Society and the Legal Ombudsman
are the top three organisations in terms of public awareness
Organisations aware of
No win no fee companies

77%

The Law Society

73%

Legal Ombudsman

68%

The Bar Council

51%

Solicitors Regulation Authority

15%

The Council for Licensed Conveyancers

12%

The Chartered Institute of Legal Executives

12%

Legal Services Board

Double the proportion of those
aged 55+ years (84%) have heard of
the Legal Ombudsman compared
with those aged 18-24s (36%).

10%

Legal Services Consumer Panel

Those from a white background
(71%) are more likely to have heard
of the Legal Ombudsman than
those from ethnic group BMEs
(63%)

6%

Don’t know

3%

None of the above

6%
0%
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A higher proportion of those from
social grade ABC1 (73%) than C2DE
(59%) have heard of the Legal
Ombudsman.

21%

Bar Standards Board

68% have heard of the Legal
Ombudsman, this has significantly
increased since 2014 (59%).

20%

40%

60%

80%

100%

Q80. Before now, which, if any, of the following organisations had you heard of? (Please tick all that apply) (Base: all 1864)

Experiences of the legal services market
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Nationally Representative

Two fifths of the public have made a will, unchanged from 2012
As may be expected, the likelihood of making a will increases with age, 18-24s (3%) 25-44s (22%), 45-54s (35%) 55+ (70%).
Those from a BME group (29%) are less likely to have a will than those from a white background (42%), with Black African (12%) and
Pakistani (13%) the least likely to have made a will.
Those from social grade ABC1 are more likely to have made a will (43%) and made a power of attorney (13%) than those from a
lower social grade (C2DE) (26% and 6% respectively).

Which, of the following have you done?
70%
57%

60%
50%
40%

37%

30%
20%

11%

8%

I have made a power of
attorney

I have a legal expenses
insurance policy

10%
0%
I have made a will
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Q90. Which, if any, of the following have you done? (Please tick all that apply) (Base: all 1864)

None of the above

Nationally Representative

10% of members of the public have represented themselves in
court
Of those that have represented themselves in court, 21% are from a BME background, compared to just 8% of those from a white
background.

Have you represented yourself in court?

When was the most recent occasion you represented yourself
in court?

Prefer not to say
2%
Yes
8%

0 - 2 years ago

14%

3 - 5 years ago

20%

Over 5 years ago

No
89%

64%

Can't remember

2%
0%

20%

Q95. Have you ever represented yourself in court (i.e. not represented by a lawyer or other type of legal assistant)? (Base: all

23 1864)

Q96. When was the most recent occasion you represented yourself in court? (Base: All who had represented themselves 161)

40%

60%

80%

Nationally Representative

Just 1% of the public have used a price comparison website to help
them choose between different legal service providers
Residents of London are most likely to have used a price comparison site for legal services, with four per cent reporting this compared
with one per cent in the South, North and Midlands and Wales.

Choosing between different providers
Car Insurance

14%

Gas or electricity

14%

Household insurance

12%

Current banking account

5%

Legal services (e.g. lawyers, solicitors,
barristers)

1%
2%

School and health care provider

1%
2%

4% of the public have used a quality mark
to help them choose between different
legal services providers. Although this lags
behind the proportions using quality
markers when comparing electrical goods
(19%), holidays (16%) and restaurants
(15%).

20%

11%
Price comparison site
Customer feedback website

34%

None of these

0%
24

36%
35%

10%

Broadband provider

49%

20%

40%

72%

60%

80%

Q10. For any of the following services, have you used a price comparison website to help you choose between different
providers?
Q11. For which of the following services, if any, have you used a website containing previous customer feedback to help
you choose between different providers?(Base: all 1864)

Legal service users perceptions of
the legal services market

Choosing a legal service provider
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Legal Users

Reputation is the most important factor when choosing a legal
services provider – but price, convenience and speed are also
important to the final choice
How important when choosing a provider?
Reputation

77%

Price

69%

Local offices/convenience of location

68%

Specialist in my area

68%

Speed of delivery

67%

Recommended by someone

53%

Trusted brand name

50%

Quality mark

49%

Access to an ombudsman in case of…

44%

I used them in the past
Offers an online service that can be…

41%

27%

27 Q80_a – Q80_k. How important were the following factors when choosing your provider?(Base: all 1523)

The importance of
reputation has been
on a steady increase
since 2014 (69%),
2015 (75%)
The importance of
price has remained
unchanged since
2015 (69%) but is
more important
than it was in 2013
and 2014 (64%)

Legal Users

25% of legal service users looked around for providers and the majority
of those found comparing providers easy
The proportion of legal service users who shop around has remained unchanged since data was collected in 2012.
Amongst those that shopped around for a provider, it was more common for those accessing conveyancing (34%),
compared with just 9% of those accessing probate services.

Did you shop around for the provider you chose?
20%

Yes I did

Easy 57%

25%

Very easy

Easy
37%

No I didn’t

68%

Neither easy
nor difficult
Difficult

Don’t know/ can’t
remember

3%

4%

28 Q70. Did you shop around for the provider you chose? (Base: all 1523)

26%

Difficult 15%

No, I wanted to shop
around, but didn’t know
how to

Very difficult
Don’t know

11%
4%
1%

Q90. Thinking about the service as a whole, how easy or difficult was it to make comparisons between different providers? (Base: all who shopped around
388)

Legal Users

20% felt that they did not have much of a choice and 8% no choice at all when deciding on
a legal services provider. Family recommendations stand out as the main factor in
choosing a provider.
19% of those who used a legal service for probate and 18% for conveyancing stated that there was ‘not very much choice’ when
looking for a provider, higher than those who used a service for will writing (11%).
Those who were satisfied with the outcome of their legal matter (32%) and the service received (34%) were more likely to state that
there was a ‘great deal of choice’ compared to those who were dissatisfied with the outcome and service (10% and 15%, respectively).

Amount of choice in providers

How providers were chosen
I/my family member had used the
provider before
Referral by another organisation (e.g.
estate agent, insurance company etc)

29%
A great deal

23%
14%

Recommendation from family/friends

12%

Searched for provider on the internet

8%

Saw local offices

8%

A fair amount
39%

20%
8%
4%

Not very
much

Recommended by the people I first
approached when I realised I had a…

4%

None at all

Saw an advertisement

Don’t know

Union representation/
recommendation

3%

Contacted by the provider

3%

3%

Other
Don’t know/ can’t remember

29 Q50. When you were deciding which provider to use, how much choice did you feel you had? (Base: all 1523)
Q60. And which ONE of the following BEST describes how you chose your provider? (Base: all 1523)

10%
4%

Above 2% answers are shown

Characteristics of legal services
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Legal Users

Solicitors in a small local firm are the main ways people use a legal
service
The top two reasons people have used a solicitor is for conveyancing (81%) and will writing (77%).
69% from a white background used a solicitor for a legal service compared to just 41% from a BME group, this is particularly low for
Pakistanis (28%).
Those from a BME group are 4 times more likely to use a Citizen Advice Bureau than those from a white background (12% vs 3%).

Organisation that provided the legal service
Solicitor
Citizen Advice bureau

61%

4%

No win no fee

3%

Insurance company

3%

National or local charity

2%

Trade Union/Professional body

2%

Barristers

2%

A bank/building society

2%

Other

A small local firm

62%

6%

Licensed conveyancer

An internet-based business (i.e A…

Type of solicitor used

A large corporate firm
A national brand with a
local office

11%
9%

An online only
organisation

4%

Self-employed (i.e. a one
man band)

3%

Other

4%

2%

Don’t know / not sure

7%

5%

Above 1% answers are shown

31 Q20. What type of organisation was it that provided you with the legal service? (Base: all 1523)

q20b. You said that you used a solicitor. Which one of the following best describes the type of solicitors firm you used? (Base: all who used a solicitor 1328)

Legal Users

65% of those accessing a legal service agreed that the legal service provider
would do all the work, with 17% undertaking aspects of the service themselves
Young legal service users are more likely than older people to agree that they would carry out some aspects of the work. A fifth of
those aged 25-34 (22%) agreeing this compared with 13% of those aged 45-54 and 15% of those aged 55+.
By type of legal service, those using probate services (33%), problems with consumer services (33%), family matters (32%) and
housing, landlord or tenant problems (25%) were most likely to report they agreed to carry out some aspects of the service
themselves.

Did you agree how the work would be carried out?
Yes – we agreed the legal service provider would do all
the work

65%

Yes – we agreed the legal service provider would carry
out some specific tasks on my case and I would do the
other parts

17%

No – we did not agree how the work would be carried
out

6%

Don’t know/ can’t remember

6%

Yes – but we agreed another working arrangement

4%

Other

3%
0%

32

10%

20%

30%

40%

50%

60%

70%

q20c. Before commissioning the work, did you agree with your legal service provider how the work would be carried out?
(Base: all 1523)

Legal Users

26% of legal service users received their legal service over
email/internet – this has risen from 20% of legal service use in 2012
Service mainly delivered
45%

48% of those who used conveyancing had their
service delivered by email/internet compared with
family matters (23%), probate (18%) and will writing
(9%)

16% of those who used a licensed
conveyancer had their service delivered by
post compared with 8% of solicitors

26%

16%
9%

Face to face/in
person

33

Email/internet

Via telephone

Q100. How was the service MAINLY delivered? (Base: all 1523)

Post

1%

1%

Online

Don’t know

Price and value for money
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Legal Users

66% paid for the legal service themselves with the service being on a
fixed fee
Those who use a fix fee service are more likely to be:
Men (52%) vs women (45%)
ABC1 (51%) vs C2DE (41%)
White (52%) vs BMEs (38%)

9% from BME group used legal aid to pay for their legal service
compared to just 2% of those from a white background.
Similarly, those from a BME group were more likely to use a
free service (15%) compared with those from a white
background (7%).

How the cost was calculated

How the legal service was funded

Fixed fee

48%

I paid for all of it myself or with the
help of family or friends
It was a free service but NOT a no
win, no fee arrangement

Hourly rate

5%

A combination of the above

11%

It was free of charge/I did not pay
any legal costs

Other

9%

7%
Some other way

A percentage-based fee

66%

17%

7%

Through insurance

5%

Through legal aid

4%

Through a no win, no fee
arrangement

3%

Through a trade union

2%

Through my employer

1%

Don’t know/ can’t remember

2%

2%

Q35. When you received the final bill, how was the cost calculated? (Base: all 1523)

35 Q25. Which ONE of the following BEST describes how the use of the legal service was funded? (Base: all 1523)
Q30_rc. Please write in below what was the total cost (in pounds) of your legal service, inclusive of everything VAT and any add-ons (Base: 1422)

Legal Users

61% believe the legal service they received was good value for money
– unchanged from previous waves of this research
As may be expected there is a strong link between satisfaction with the outcome of the legal matter and perceptions of value for
money. With 19% of those dissatisfied with the outcome of their legal matter reporting the service was poor value for money
compared with 6% of those who were satisfied with the outcome of their matter
Those whose legal service was for family matters
(20%), conveyancing (14%) and probate (14%)
were more likely to feel the service was poor
value for money than those using will writing
services (6%).

Those from a Black Caribbean group are most likely to state that they had
good value for money (74%), significantly so compared with those from
Indian (50%), Pakistani (52%) and Chinese (51%) groups.

Overall service and advice provided
Good value for money 61%

28%

0%

10%

Poor value for money 10%

33%

20%

30%

40%

26%

50%

60%

70%

8%

80%

90%

3% 3%

100%

Very good value for money

Good value for money

Neither good nor poor value for money

Poor value for money

Very poor value for money

Don’t know

36 Q40. Do you think the overall service and advice provided was...? (Base: all 1523)

Satisfaction with service

37

Legal Users

Levels of net satisfaction are high, with speed, communication through delivery
and being treated as an individual the areas of lowest net satisfaction
The data shows that those from a BME group are significantly less likely than those from a white background to be satisfied with each
of the aspects of service delivery listed below, although for each aspect a majority of those from a BME group are satisfied.
Compared to the previous wave of this research there have been no significant changes in levels of satisfaction with aspects of service
delivery.

Net satisfaction with aspects of service delivery
The way in which things were explained so that they were easily
understood

75%

The clarity of information on the service to be provided

74%

The extent to which the lawyer acted in a professional manner

73%

The quality of advice

72%

70%

The clarity of information on the costs to be charged
The extent to which you were treated as an individual, not just
another file
Communication while the matter was progressing
The timely way in which your matter was dealt with

64%
62%
61%

38 Q130_a – Q130_h. We would like to get your views on 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 (Base: all 1523) Net satisfaction shown (total satisfied minus total dissatisfied)

Legal Users

Overall, nine out of ten (85%) legal service users were satisfied with
the outcome of their matter, and eight out of ten (80%) with the
service they received
While levels of satisfaction were high, those from a higher social grade(ABC1 – 87%) and from a white background (89%) were more
satisfied with the outcome than those from a lower social grade (C2DE – 82%) and from a BME group (77%). The same is true for
satisfaction with the service received, with 82% of those from an ABC1 social grade and 83% from white background satisfied
compared with 74% of those from a C2DE social grade and 72% from a BME background.
Of those dissatisfied only fifteen per cent made a formal complaint. Unchanged from previous waves of this research.

Overall satisfaction

Response to being dissatisfied
Very satisfied

48%

42%

45%

Satisfied
I didn’t do anything about it
Neither satisfied
nor dissatisfied
Dissatisfied

37%
37%

8%
2%
2%

Raised my concerns with the
service provider but did not…

Very dissatisfied

11%
5%
3%

Outcome of your legal Service you received
matter
from your provider

Don’t know

35%

I made a formal complaint to
the service provider

15%

Got advice from a third party
about what I should do about it

7%

I intend to complain but have
not yet

7%

I complained to the Legal
Ombudsman

39 Q140_a – Q140_b. Overall, how satisfied or dissatisfied were you with the...? (Base: all 1523)

5%

Q150. You said you were dissatisfied with the service received from your provider. What was your response to being dissatisfied? (Please tick all that apply)
(Base: all who were dissatisfied 120)

Legal Users

Half of legal service users would know how to complain about a
legal service, with the firm itself the first port of call for the majority
of those people
Men (54%) and those from a higher social grade (ABC1 – 54%) are more likely to say they know how to make a complaint than women
(47%) and those from a lower social grade (C2DE – 39%)
Of those that were actually dissatisfied with the legal service that they received in the past 2 years, four out of ten (37%) said they
would know how to complain and six out of ten (64%) reported they were not sure how to go about making a complaint.

First place people would complain to

Would you know how to make a complaint if dissatisfied
with a legal service?

The firm itself

Don’t
know
27%

The Legal Ombudsman

17%

A representative body such as the
Law Society or Bar Council

Yes
50%
No
23%

60%

Citizens Advice Bureau

12%
4%

Another solicitor/barrister or firm

2%

Consumer body such as Which?

2%

Your local MP or councillor

1%

Those aged 35-44 years
(30%) are less likely to
know how to complain
than 45-54s (21%) and 55+
(20%)

Other

1%

Don’t know

1%

40 Q110. Please now imagine that you were dissatisfied with the legal service that you used. Would you know how to go about making a complaint about the
service you received? (Base: all 1523)
Q120. Which ONE of the following would you complain to FIRST about a problem with a legal service? (Base: all who are aware 774)

Appendix A: Sample profiles

41

General public
Unweighted

Weighted

Male

902

913

Female

962

951

Unweighted

Weighted

London

385

261

Rest of South

542

661

Midlands and
Wales

527

439

North

410

504

Unweighted

Weighted

18-34

496

521

35-44

345

322

45-54

377

351

55+

646

671

42

Unweighted

Weighted

White British

1131

1179

Mixed

129

122

Indian

121

107

Pakistani

102

106

Chinese

104

101

Black African

111

99

Black Caribbean

103

91

Legal service users
Unweighted

Weighted

Male

742

742

Female

781

781

Unweighted

Weighted

London

207

240

Rest of South

560

534

Midlands and
Wales

418

412

North

338

337

Unweighted

Weighted

18-34

214

251

35-44

204

222

45-54

247

245

55+

858

805

43

Unweighted

Weighted

White British

1149

1081

Mixed

57

65

Indian

53

63

Pakistani

56

71

Chinese

51

61

Black African

59

77

Black Caribbean

49

53

