
   

 

   

 

 
 
 

 
 
 
 
 
 
Sarah Cardell & Dan Turnbull 
Competition and Markets Authority 
25 Cabot Square 
London E14 4QZ 
 
 
 
Sent by email only to Sarah.Cardell@cma.gov.uk and Daniel.Turnbull@cma.gov.uk 
 
 
 
Dear Sarah and Dan, 
 
Re: Legal Services Market Study – Quality Indicators 
 
The Legal Services Consumer Panel (Panel) is writing to draw your attention to the 
state of play in implementing one of the key recommendations of the Competition 
and Markets Authority’s (CMA’s) 2016 review of the legal services market. A 
number of the recommendations from that study have yet to be implemented, 
including some which required action from HMG. But there is one specific 
recommendation which is directed largely at the legal services regulators (and the 
providers) which we consider could and should have been implemented some time 
ago but which still remains largely undone. This is the recommendation to make 
quality indicators available to consumers.  
 
The need for quality indicators in the legal services market was identified by the 
CMA in the 2016 study and in the follow-up report in 2020. A package of 
information remedies was proposed by the CMA to address information 
asymmetry. These remedies were intended to improve consumers’ ability to shop 
around, make informed decisions before purchasing services and become active 
participants contributing to a well-functioning and competitive market. 
 
While some tangible progress has been made on price transparency and service 
information, very little has been done to ensure that consumers have access to 
quality indicators. Our Panel has consistently asserted that price transparency and 
quality indicators are co-dependent. Information on price is rarely efficient or 
optimal without quality indicators. Without information on quality, price 
transparency could perpetuate consumers’ misconception that price equates or 
correlates with quality, with some consumers assuming that higher priced services 
are better. 
  
In 2020, we agreed with the CMA and the Legal Services Board (LSB) that 
Approved Regulators were in the best position to decide the scope, focus and 
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extent of their determination of what quality indicators would work best within their 
respective communities. However, we also noted that the long history of inaction 
and cultural resistance to change justified a pro-active and probably prescriptive 
intervention. In 2016 we said   
 
“Any remedies proposed by the CMA must therefore take into account the 
historical pace of change and the strength of the challenge in the sector. 
Recommendations must be targeted and directed at identifiable bodies, with 
timescales and reviews for publication built in as appropriate”. 
 
As we feared, progress on this has been painfully slow. Despite some recent 
progress on the research and development of indicators, most consumers are still 
in the same position with respect to quality indicators across the legal sector as the 
CMA found them in 2016. We are disappointed that none of the legal services 
regulators can identify a single quality indicator that has been published for 
consumers’ benefit since 2016.  
 
Following considerable urging from us, the Solicitors Regulation Authority, Council 
for Licensed Conveyancers and CILEx Regulation commissioned a joint pilot on 
digital comparison tools (DCT) in 2021. The pilot was completed in February 2022, 
but the findings were not published until June 2023. It is unclear if the pilots will 
materialise into indicators that help consumers to identify and choose the right 
service provider for their needs. To our knowledge, there has been no timeline or 
action plan to implement the learnings from the pilot, though we note that some 
providers are now beginning to engage with review sites. 
 
Beyond digital comparison tools and the consumer reviews that may be found 
within them, we are unaware of any other quality indicator being actively explored 
by the Approved Regulators. The Panel has made the following suggestions:  
 

• the publication of first tier complaints data; 

• the publication of full ombudsman decisions by the Legal Ombudsman 
(LeO); 

• the commissioning of mystery shopping research by the bigger regulators in 
one or two high risk areas;  

• the need for smaller regulators to be proactive e.g. the Council for Licensed 
Conveyancers could publish quality information on licenced conveyancing 
work focussing on speed, accuracy and registration timeliness.  

 
The Panel’s intervention since 2016 
 
The Panel has consistently encouraged regulators to do more and to be proactive 
and collaborative in this area.   
 
In February 2016, the Panel published a report highlighting deficiencies in the 
provision of information on price and quality (amongst other things). Between 2016 
and 2018 there was no movement on our findings or on the CMA’s 
recommendations, so the Panel decided to focus on complaints data; a partial and 
imperfect quality indicator, but one that might pave the way for other quality 
indicators. 
  



   

 

   

 

In 2018, the Panel hosted a round table event and invited leaders from other 
sectors to share their experiences of contextualising complaints data. At the end of 
the round table event, the Panel said it would explore the facilitation of a broader 
event focused on quality indicators more generally. 
 
In 2019, the Panel published another paper and hosted another round table, in line 
with the commitment it made in 2018.  
 
In 2020, the Panel submitted an internal paper to the LSB outlining a potential 
process for developing quality indicators in the sector.  
 
After the submission of this internal paper, the LSB informed the Panel that it had 
decided to approach quality indicators slightly differently. It would publish a Policy 
Statement outlining its expectations and the obligations of Approved Regulators to 
meet these expectations. The Panel raised concerns about this approach, 
specifically about the length of time it would take between publication of such a 
policy statement and any measurable improvement for consumers. 
 
The LSB’s intervention 
 
The LSB is responsible for overseeing the Approved Regulators in their 
implementation of the CMA recommendations. In April 2022, the LSB published its 
Consumer Empowerment Policy Statement1 setting out the expectation on all legal 
services regulators to act in this area2. Following the Policy Statement, frontline 
regulators raised concerns about how to contextualise quality indicators. This was 
frustrating for the Panel because we had been discussing contextualisation since 
2018, and learnings are available from other sectors. Nonetheless, the LSB asked 
the Panel for formal advice on this specific matter, i.e. how regulators could 
contextualise quality indicators so that they are meaningful and do not lead to 
unintended consequences.  
 
In November 2022, the Panel submitted its advice to the LSB and published it3. 
The LSB subsequently stipulated that it expects to see progress by the Autumn of 
2024, eight years after the CMA’s interim report and four years after its review of 
the market study remedies. Setting aside the length of time it has taken to get here, 
we remain concerned that the preparatory work needed to make satisfactory 
quality indicators available this year has barely begun. It seems to us highly 
unlikely that by September 2024 we will see the development of a consistent, 

 
1 https://legalservicesboard.org.uk/wp-content/uploads/2022/04/Statement-of-policy-on-empowering-
consumers.pdf  
2 Regulators are expected to put in place regulatory arrangements and undertake other appropriate 
activities to ensure the provision of useful information that best enables effective consumer choice on the 
quality of legal services providers to consumers. Such information should include as a minimum: a. Providers’ 
disciplinary and enforcement records, including any sanctions; and b. Published decisions made by the Legal 
Ombudsman on complaints about providers.  
In considering what further information about quality is useful, the LSB expects regulators to have regard to: 
a. Information about: i. The quality of legal services provided; ii. The quality of customer service; and iii. 
Outcomes of work done. b. The following types of information, as appropriate for the particular market: i. 
Quantitative data on a provider’s performance (for example complaints data, success rates, error rates); and 
ii. Customer feedback, ratings and reviews, particularly those that comment on the aspects of quality set out 
in paragraph 19a.  
3 https://www.legalservicesconsumerpanel.org.uk/wp-content/uploads/2022/11/22.11.24-LSCP-
Contextualisation-Advice.pdf  
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comprehensive and comparable set of quality indicators that consumers need to be 
able to make informed choices in this market. 
 
The CMA’s current investigation 
 
We are aware of and have spoken to the CMA about its new investigation into 
providers of will-writing, online divorce and pre-paid probate services. The CMA 
has highlighted complaints about lack of price transparency, mis-selling, 
inadequate quality of service, inadequate communication with customers amongst 
other concerns. It is our strong view that the complaints emanating in these areas 
of law are symptomatic of the problems identified in 2016 and 2020 which persist in 
this sector.  
 
Until robust regulation addresses these fundamental failures in transparency, these 
issues will continue to arise across the entire legal sector and the most vulnerable 
consumers will continue to suffer the consequences. We would therefore suggest 
that the CMA consider revisiting the review, to look at the recommendations made 
in 2020 that have yet to be implemented, including (but not limited to) the issue of 
quality indicators. 
 
 
Yours sincerely,   

   
Sarah Chambers   
Chair 
Legal Services Consumer Panel 
 
Cc: remediesmonitoringteam@cma.gov.uk 
unregulatedlegalservicesteam@cma.gov.uk 
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