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Foreword

This report looks at the findings of odetailed2015 survey of the profession that we regulate.
This iteration of the CLC Annual Regulat®egurn was very broad in scope and responding to it
isa regulatory requirementThis report is a comprehensive view of the profession that will
provide an excellent baseline against which to monitor the evolution of the specialist
conveyancing and probate sector regulated by the @lb@lysis of the informatn provided

not only gives a detailed picture of the individual firms but of the whole sector and how the
market in general is operating.

The Council for Licensed Conveyancers prides itself on its good knowledge of the community of
specialist property Mayers that we regulate. The Annual Regulatory Reviews that have been
carried out in the past have enhanced our insight and allowed us from time to time to probe
specific areas of interest or concern that have emerged over the years. So it is perhaps
heartening that the findings of the 2015 survey contain little that surprise us.

| would like to draw out five key points that emerge strongly from this report foanmgkthe
actions that the CLC and the regulated community will need to take to address them

Innovation

¢CKS / [/ Q& NB3Idzf I SR O2YYdzyAdte A& G GKS FT2NBT
practice that were established by the Legal Services Act @9@an be seen from the mix o

Authorised Brsons leading CLC firms reported héais is a reflection of the entitased

approach to regulatiorDiverse groups dégal professionalsave joined together with a focus

on client service in the mass property legal services markite new forms of entities

introduced by the the2007 Act

Actionc! & 6S NBOGASE (GKS / [/ Qa 1 IyRo221 Ay Hnamc |y
work, we must focus on how we can continue to improve our support to innovative firms
so that we foster more competition and growth in the conveyancing and peobat
markets.

Specialisation

This report underlines the extremely high degree of specialisation by area ofcweskdential
conveyancing and probateand type of client. The market segmentation set out here makes
our task and priorities very clear:giection of the private client when engaged in infrequent
use of specialist legal services while supporting further innovation in the delivery of specialist
legal services.



Actionc2 S Ydza G O2y dAydzS (2 RSt AOBSN G&Srenhths/ofQa & G NI
specialist regulation of specialist lawyers. This facilitates appropriate regulatory
approaches that are tailored to the specific risks in property law services.

Accessibility

The CL@€egulatedcommunityis dominated by womenNomen male up the majority of all

staff in the sector and the majority of managers. This sets Licensed Conveyancers apart from
other branches of the legal profession, where female entry levelslahigh but where
careerprogression is more difficult for womeAs we add to the routes to qualification as a
Licensed Conveyancer or Probate Practitioner, access to the profession will continue to widen
and diversity within it increase.

Action ¢ New qualifications for conveyancers and probate practitioners anchtheduction of
F LILINBYyGAOSaKALIA a ¢Sttt a 20KSNJ ySg NRdzi S
further. The CLC will work with firms to ensure that they have in place progression and
succession policies that support the career development of eactdunaliim that intake
regardless of their gender expression, ethnicity, belief, ssmoomic background,
sexuality or age

Supervision

There are high numbers of ndagally qualified staff working on the delivery of legal services.
This is not in itdéa problem, but does mean that we needdasurethat the high levels of
supervision reported in this survey are effective. The levels of complaints received would not
seem to indicate that there is a major cause for concern, but this is an area thabmtinue to

be examined closely through routine monitoring as well as inspection visits.

Action ¢ Monitoring activity will look more closely at supervision gearing. New intermediate
gualifications as Conveyancing and Probate Technicians, createghamsesto
employer demand, will become available in 2016 and we hope that many employers will
take advantage of those to provide a better understanding of the skills and expertise of
non-Authorised Persons in their teams.

Consumers

The reported rate o€onversion from consumer enquiry to purchase of services, of about two
out of three might be seen to indicate that consumers are not shopping around as much as
might be expected. Use of satisfaction surveys could also be extended across all firms to drive
better understanding of the consumer experience. The CLC is committed to working with the
other legal regulators to improve consumer understanding of legal services.



Action¢ The CLC is working with the other front line legal regulators to undertakegsgarch
into consumer experience and expectation. Also with other regulators, we are seeking to
increasethe use of the Legal Choices webgsithich provides useful advice to consumers
on the use of legal services. We provide data on the regulated caitynio comparison
website providers who enurage shopping around and we will encourage wider use of
customer satisfaction surveys.

Even though it was a mandatory requiremehém grateful to all those who took their time to
respond so fully to a vemxtensive questionnaire. | hope this report will prove useful to the
profession as well as to the CLC as its regulator and to other regulators and researchers across
the legal sector. We will be using it as a baseline against which to track the evolttien o

market and innovation in conveyancing and probate. As such, it will inform the continuous
development of our approach to specialist regulation of property law.

Sheila Kumar
Chief Executive



Introduction

Since it was established in 1985, theu@cil for Licensed Conveyancers (CLC) has had

responsibility for the regulation of a diverse and expanding group of conveyancing, and latterly
probate, practices. It keeps abreast of their work through routine communications, examination
ofbusinessplars o0l y1 NBO2YyOAf Al GA2yas | 002dzydlyidaQ NJ
programme of inspection visits. While these monitoring activities are invaluable for discovering
information about individual practices, it is also important to piece together anvoeerof the

licensed conveyancing sector as a whole.

The annual regulatory return is a mandatory survey of allf@g@ated practices. Its purpose is
to gather data on a range of issues that cannot be adequately evalaaigdsbased on the
data we arealready collecting for other purposes. In summer 2Qdractices that had been
trading for at least nine months in the previous calendar year, gerg a link to an online
guestionnaire, with an accompanying request that it be completed by a manaéheneport is
an analysis of their responses, and it will focus on three broad arblsket Segmentation,
Workforce, and Dealing with Clients:

1 TheMarket Segmentationsection is concerned with building up a picture of the market
F2NJ £ A OSy &S servidea, yjnAusliag-ay €x&riiation of turnover, location,
competitors, type of work, clientele, and relationships with mortgage lender panels.

1 TheWorkforcesection covers sole practitioners, managers, employees, the supervision
of nonauthorised persongjender equality, and succession planning.

1 TheDealing with Clientsection addresses communications, the rate at which practices
convert approaches to clients, and complaints.

When carrying out surveys of this sort, there is an understandable desitiedior to uncover
hidden truths, which surprise or even shock the intended audience. However, the findings we
uncovered tend to conform quite closely to our initial expectations. The lack of surprise results
suggests that we have a good understanding ofshape and structure of the sector. The

benefit of the survey is that it builds on our knowledge of the sector and provides a good
baseline from which to measure its evolution.

In addition to providing a fuller, more accurate understanding of Licensedegancing

practices and the world in which they operate, information gathered in the annual regulatory
return is now being used by the Ctdlnform riskratings directly improving the focus and
impartiality of its regulatory activities. A large collectiof standardised datg even if it is sel
reported ¢ can be used to make comparisons between practices, with outliers signalling the
need for closer investigation. It may well be that when outliers are investigated further, the CLC
will conclude that thee is no reason for concern; but it is also possible that this kind of data
driven targeting of investigatory resources will reveal real problems that are not immediately
apparent, and may otherwise have been overlooked. By taking some elements of piaQtice
responses to the annual regulatory return, and using these data alongside information from



other sources, the CLC will develop a more objective, consistent and reliable indicator of
regulatory risk.



Executive Summary
Scope and Purpose

1 The annual reglatory return is an annuaurvey of legal practices regulated by the
Council for Licensed Conveyancers (Ab@gast yearsit has focused in on areas of
particular concern. In 2015 we undertook an extensive survey of a broad range of
measures.

f Thisreport thereforeLINE A RS & |y 2@0SNBASg 2F (GKS OdzNNEB)
community, and a useful additionaburce of data for developingore quantitatively
driven, objective measures of risk.

Method

 Thel yydzl £ NB 3 dzriman2sblitceoiMiBtabolzidd/ wasian online survey of
practices that had been trading for nine 1@ months in the 2014 calendar yedfost
jdzSadA2ya LISNIFAYSR aLSipdnddctities dung tha2 G KS  LIN.
period.

1 Some214 practices responded to theurvey though not all completed all the elements
to the same high standard

1 It was decided that the@rimaryframe of reference for analysing this data would be by
turnover band. The same criteria aused to determine the fees that regulated
practices nust pay to the CLC

T .NBF{Ay3a R2sy (KS lylfeara oe (KS airil s 27
information for both regulators and practitioners. In many instandeslings are
represented in tableswvhich show the minimum and maximum valuesyér and upper
guartiles, and median and mean averages. Together these offer a good overview of
what might be expected from practices in different turnover bands, and could be used
as a guide when evaluating performance, whether as part of a risk assetssEméor
commercial reasons.

Location
1 Almost half of the offices of Cik€gulated practices (47.7 percent) are located in just
three regions: SoutkEast England (21.7 percent), Nok¥est England (13.7 percent),
and SouthWest England (12.3 percent).

1 Although they can operate throughout the whole of England and Wales, most CLC
regulated practices operate within relatively small geographical areas. To develop a



better understanding of the situation, the annual regulatory return divides England and
Walesinto 12 regions.

1 Almost half of practices (49.4 percent) claim to have a substantial portion of their
completions or grants of probatoriginating from one of just fouregions: SoutHEast
England (18 percent), SoutWest England (11.6 percent), Noftiies England (10.6
percent), or Outer London (9.2 percent).

1 85.5 percent of all practices had most of their completions or grants of probate
originate in justa singleregion.

Campetitors

f The most commonlyeported characteristics of businesses that @& dzf | 4 SR LINI O 7
NEIFINR Fa GKSANI aYFAYy O2YLISGAG2NRAEe adza3asSad
A mediumsized (70.5 percent),
A local (50.0 percent) and
A regulated by the Solicitors Regulation Authority (73.2 percent).

Type of Work

f We asked respondents to estimate the propore y 2 F (G KSANI LINF OGAO0SaQ
made up of each of four categories of activity: residential conveyancing; commercial
conveyancing; wills, probate or trusts; and, A@served legal activities regulated by
the CLC.

1 Residential conveyancing wasflay the greatest part of work for all practices, ranging
from almost 80 percent for those in the lowest turnover band to more than 97 percent
of those in the highest band.

Consumers

9 Of those using the services of @eQulated practices, 93.8 percenteaprivate
consumers, and 5 percent are small or medisized businesses or charities without
their own legal advisors.

1 The median average number of clients per practice was 400. The mean was(4,776,
figure raised substantially by a small proportion cdgices in the highest turnover
band, with very large numbers of transactiyns



Sole Practitioners

T

Sole practices make up almost etierd of all practices, but more than twthirds of
practices in the lowest turnover band.

Managers

T

87.2 percent opractices in the survey have at least one mamagleo is a licensed
conveyancer and licensed conveyancers make up the largest proportion of magagers
47.2 percent.

The next largest groups of managers were {aothorised persons (18.6 percent), and
solicitors (14.1 percent); although of these two groups solicitors were spread across a
greater number of practices.

The average number of managers per practigerallwas 3.3, but this rangdsetween
1.6 for practices withurnover between £0 and £100,0@0Hd 10.3 for those with
turnover in excess of £3,000,000.

80.9 percent of managers work exclusively in conveyancing, 5.6 percent work exclusively
in probate, with 13.5ercentdoing some combination of the two.

Employees

T

Almost 95 percent of employees @LG&egulated practices are members of@of the
four following groups:

A non-authorised persons, excluding stuas or trainees (69.3 percent),

A students or trainees (10 percent),

A licensed conveyancers.@8percent), or

A solicitors (7.7 percent).

Just ove20 percent are authorised persons.
The average number of employees per practice was 20.7.

92 percent of employees work exclusively in conveyancing, 2.4 percent work exclusively
in probate, with 5.6 percent doing some combination of the two.

SupervisingNon-Authorised Employees

T

Although 66.9 percent of practices have at least one-aothorised employee, just 24.4
percent of practices use those employees to carry out reserved legal activities.

10



Excluding sole practitioners, respondents said that thalidatio of norauthorised
employees to properly licensed supervisors is 3.1:1.

The actual number of neauthorised employees to properly licensed supervisors is just
1.9:1.

87.1 percent of respondents maintained constant supervision ofauathorised
employees, carrying out reserved legal activities, and 100 percent said that supervision
was conducted ofsite.

Just over half of nomuthorised employees carrying out reserved legal activities have
more than 10 years of relevant experience.

Gender Equaly

l

l

T

Almost fourfifths of the people working in Cl€gulated practices are women.
Men make u1.4percent of the total workforcebut 41.4 percent of managerial roles.

Women still make up the majority of managers8.6 percent.

Succession Planning

T

T

38.2 percent of CL.@&gulated practices have a formal succession plan.

Less than half have in place recruitment policies (47.3 percent), selection policies (44.3
percent), or progression policies (44.3 percent) to proeneguality of opportunity.

A majority of practices with turnovers in excess of £3,000,000 have succession policies
(62.5 percent), but so do those with turnovers dfiB,000 or less (57.1 percent).

Less than half cEL@egulated practices with turnover in the range £100,001 to
£3,000,000 hve succession policies in place.

Communications

1 Nearly all practices make it possible for consumers to communicate with them by

telephone, faceo-face, and by enail, and a vast majority still offer access by
traditional mail.

1 But 75 percent of pretices with turnover in excess of £3,000,000 use online interactive

systems (like specialist web portals, apps or video conferences), compared to 30.3

11



percent in the third band, 18.3 percent in the second, a just 13.6 percent of practices
with turnovers upto £100,000.

Telephone, email and faceo-face (in that order) remain the most popular means for
contacting CL@qgulated practices, making up around fefifths of all approaches.

Conversion Rates

T

l

T

A conversion rate is the number of approaches a pecaateceived, divided by the
number of individuals or organisations that went on to become clients. A conversion
rate of O would signify that no approaches were converted into clients, whereas a
conversion rate of 1 would signify that they all were.

Acros all practices the average conversion rate was high, 0.69.
There was not much difference in average conversion rates between practices in

different turnover bands either, with all bands falling in a relatively narrow range; 0.67
0.74.

Complaints

T

T

Therewas a small but definite increase in the level of complaints from one band to the
next: for every thousand clients at a practice with a turnover of £100,000 qrtlege

was an average of just 0.7 of a complaint; in the next band for every thousantkclien
there were 1.9 complaints; that increased to 4.1 complaints per thousand clients in the
third band; and 7.9 complaints for every thousand clients of practices with turnovers
over £3,000,000.

Based on a list of suggestions from the previous annual aégyl return, the top three
suggestiongor improving services include:

A Responding promptl{o concerns raised by clients;

A Making more frequent telehone contact with your client; and

A Training staff in client services and treating clients as people

An awerage of just 31.6 percent of practices carry out customer satisfaction surveys; but
this figure includes around a quarter of practices in the two lowest turnover bands,
almost half of those in the third band, and 87.5 percent of those in the highestyerno
band.

12



1. Market Segmentation

Marketscan belarge and difficult to understandne consequence of thigalisationhas been
0KS RS@St 2akpf Segnient&tidd T@rdkEessby which markets are broken down into
smaller parts that are easier to eprehend. Traditionallyproad target markethiave been
divided into subsetthat are thought to share commaieatures,interests, needs, or priorities,
such agyroups ofconsumers, businesses;, territories; and marketers then design and
implement stratgies to target specific segments. Market segmentation strategiesféea
used toidentify target customers, and provide pporting data for marketing plang8usinesses
may developspecificproducts, services or marketing strategieslepending on theneeds and
characteristics of particulaarget segmend.

Given the commercial imperatives set out in the Legal Services Act 2007, regulators attempted
to use various market segmentation techniques to gain a better understanding of how the
professions for whih they were responsible fitted into the wider market for legal services.
However, perceivetimitationsin professiorbased market segmentatiomade when

considering the impacts of regulatory changes led the LSB to commiksidevelopment of

their ownmarket segmentation frameworHt is rooted in the idedhat different parts of the
legalsectorcan compete with each othen a broad market folegal servicesTheframework
usesreadilyobservablecharacteristicg; type of consumer, type of problem, driype of legal
activity - in order toexplain whythe legal servicemarketmightfunction in different wag.

Licensed @Gnveyancers are authorised to carry @pecialist conveyancing and probate services
and so deal with a clearly defined set of consunssues Therefore, when examining licensed
conveyancing practiceabsent other legal professionthe framework for market segmentation
can be collapsed so that it addresgest the type of consumer, and narrow range of

consumer problemsAs you wilkee, some attemptanalsobe made to address supply side
segmentationand in this instancéurnoveris usedas a proxy measure for practiséze.

Turnover

The CLC regulates entitiesaofvide range of turnoverandadjustslicence fees accordingly. In

this part of the report we will examine the structure of the licensed conveyancing market
through the lens of the turnover bands that the CLC uses to distinguish between different types
of licensed practices.

Table 11: Number of practices, by turnoverdnd

Number of practices Percentage of all practices (¥
Turnover of £0 to £100,000 44 22.0
Turnover of £100,001 to £500,000 115 57.5
Turnover of £500,001 to £3,000,000 33 16.5
Turnover of more than £3,000,000 8 4.0
All practices 200 100.0

13



Table 11 arranges the respondents to our Annual Regulatory Review according to their
turnover in the 2014 calendar year. As you can see the largest @gid) comprising more

than half of all respondents, is Licensed Conveyancing practices with a turnové&Ogd@&1L to
£500,000this comparedo just eight practices with a turnover in excess of £3,000,000. In the
right-most column, you can see the proportion of practices within each of these turnover
bands, (in relatia to thenumber of CLC practices a wholg, andthesedataare set out in the
graph below (figure 1).

Figure 1.1: Number of practices, by turnover band

e 10% 20% 30% 40% 50% 50% 70% 20% 0% 100%
B Turnaver of £0 to £100,000 B Turnover of £100,001 ta £500,000

W Turnaver af £500,001 to £3,000,200 W Turnaver af mare than £3,000,000

Location

Tablel.2: Locations of practices' offices, by turnover band

Turnover of £0to  Turnover of £100,001 Turnover of £500,001  Turnover of more All practices
£100,000 to £500,000 to £3,000,000 than £3,000,000
Number  Percentage of Number  Percentage of Number  Percentage of Number  Percentage of Number  Percentage of
of practices (%) of practices (%) of practices (%) of practices (%) of practices (%)
practices practices practices practices practices
SouthEast 8 18.2 27 23.1 9 25.7 2 12.5 46 21.7
England
North-West 2 4.5 21 17.9 2 5.7 4 25.0 29 13.7
England
SouthWest 7 15.9 13 111 5 14.3 1 6.3 26 12.3
England
West 4 9.1 12 10.3 2 5.7 2 12.5 20 9.4
Midlands
East of 3 6.8 8 6.8 6 17.1 2 12.5 19 9.0
England
Yorkshire 4 9.1 10 8.5 1 2.9 1 6.3 16 7.5
and the
Humber
Outer 5 11.4 8 6.8 2 5.7 0 0.0 15 7.1
London
East 3 6.8 6 51 3 8.6 2 12.5 14 6.6
Midlands
South Wales 3 6.8 5 4.3 3 8.6 2 125 13 6.1
North-East 3 6.8 4 34 1 2.9 0 0.0 8 3.8
England
Inner London 0 0.0 2 1.7 1 2.9 0 0.0 3 1.4
North Wales 2 4.5 1 0.9 0 0.0 0 0.0 3 14

14



Tablel.2 shows the locations in which practices maintain offices, broken down bygléns

The SoutkEast of England is the region with the highest proportion of licensed conveyancing
offices.It is an area witta traditionallybuoyant property market. Butonveyancing activity has
probably been even moreigorous in Inner Londonvhichis one of the regions with fewest
licensed conveyancing office$he high overheads, anglas we will see the market niche,
within which mostCL&egulatedpracticesoperate, must heavily influence this distribution.
There are 44 offices in the £0 £100,000 turnover band one for each practice and16 in the
£3,000,000+ band, an average of two offices for each @kight firms in that category.

North-East England
3.8%

North-West England
13.7%

Yorkshire and the Humber
7.5%

East Midlands
6.6%

North Wales
1.4%

West Midlands
9.4%

East of England
9.0%

South Wales
6.1%

Inner London
1.4%

Outer London
7.1%

South-East England
South-West England 21.7%
12.3%

The data as it pertain®tall practices is also set out in figur2, with the darker regions home to a
greater proportion of offices than the lighter regions.

15



Tablel.3 shows the regions from which practices claim that a substantial proportion of their
completions or grantsfgorobate originated. Once again the Sothst of England tops the list,
and North Wales is at the bottorfhis is differenthanthe distribution of offices, and is

reflective of the changing realities of modern business, with improvements in ICT enabling
people to work beyondhe immediate localitylt also shows that the largest firmwith their
capacity to accept greater numbers of instructioappear to beexploiting these opportunities
more successfully than practicesth lower turnovers whichare still comparatively

constrained Table 1.3 suggests that those with turnovers in excess of £3,000,000 receive work
from all regions in relatively equal proportion.

Turnover of £0to  Turnover of £100,001 Turnover of £500,001  Turnover of more All practices
£100,000 to £500,000 to £3,000,000 than £3,000,000
Number  Percentage of Number  Percentage of Number  Percentage of Number  Percentage of Number  Percentage of
of practices (%) of practices (%) of practices (%) of practices (%) of practices (%)
practices practices practices practices practices
SouthEast 7 15.6 28 224 9 214 7 9.7 51 18.0
England
SouthWest 7 156 14 11.2 6 14.3 6 8.3 33 11.6
Englanl
North-West 2 4.4 19 15.2 3 7.1 6 8.3 30 10.6
England
Outer 7 15.6 11 8.8 2 4.8 6 8.3 26 9.2
London
East of 3 6.7 8 6.4 7 16.7 7 9.7 25 8.8
England
West 3 6.7 12 9.6 4 9.5 6 8.3 25 8.8
Midlands
Yorkshire 4 8.9 9 7.2 2 4.8 6 83 21 7.4
and the
Humber
East 4 8.9 6 4.8 2 4.8 7 9.7 19 6.7
Midlands
Inner London 1 2.2 5 4.0 4 9.5 5 6.9 15 5.3
South Wales 3 6.7 5 4.0 2 4.8 5 6.9 15 5.3
North-East 2 4.4 4 3.2 1 24 6 8.3 13 4.6
England
North Wales 2 4.4 4 3.2 0 0.0 5 6.9 11 3.9
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Figure 1.3: Proportion of practices claiming that a substantial portion of their work comes from

eachparticular region

Morth-East England
4.6%

MNorth-West England
10.6%

Yorkshire and the Humber
7.4%

East Midlands
6.7%

North Wales
3.9%

West Midlands

8.8%
East of England
8.8%
South Wales Inner London
5.3% 5.3%
Outer London
9.2%
South-East England
South-West England 18.0%

11.6%

Figure 1.3 shows that Soutfast England is by far the richest source ofkwfor CL&icensed
practices, with almasa fifth of practices claiming that they have a substantial proportion of
their work coming from the region.uB across England and Wales as a whtiley do not enjoy
the same level of prominenc¢avith fewer than one firm in 25 claiming they had any sabsal
work originating from North Wales

Table 1.4Relationship between practices' turnover and geographic spread (in terms of the

guantities of work they receive from each of the 12 regions)

Turnover of Turnover of Turnover of Turnover of All
£0 to £100,001 to £500,001 to more than  practices
£100,000 £500,0® £3,000,000 £3,000,000
Number of practices 44 115 33 8 200
Cumulative number of regions from which 45 125 42 72 284
practices receive substantial quantities of work
Mean proportion of practice within band 85 91 10.6 75.0 11.8
receiving work from any one region (%)
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geographic distribution of their work. It reaffirms what was suggested in thBleThe

likelihood that any particular firm with a turnover of £100,000 or less would receive a

substantial proportion of their work from a particular region is less thanioren, but if you

were to select one of the firms with a turnover of more than £8,000, the likelihood would

rise to threein-four.
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Turnover of £0 to Turnover of Turnowver of Turnover of mare All practices
£100,000 £100,001 to £500,001 to than £3,000,000
£500,000 £3,000,000

Practice size, by turnover

Meanwhile, figurel .4 shows the average number of regions from whpchctices receive

substantial quantities of work. The small@stactices(by turnover) are quite restricted
geographically, witlany one firm receiving almost all of its work from a single region (almost
always that in which it is physically locate@n average, pactices with turnovers between
£100,001 and £500,000 and those with turnovers between £500,001 and £3,000,000 draw their
business from 1.1 and 1r8gions respectively\By comparisotthe largest practiceglraw in

work from9 of the twelve regions
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Table 1.5Number of regions from which most practices' completions or grants of probate

originated, by turnover band

Turnover of £0 to Turnover of £100,001  Turnover of £500,001 Turnover of more than All practices
£100,000 to £500,000 to £3,000,000 £3,000,000
Number Percent Number Percentage  Number Percentage  Number Percentage  Number Percentage
of age of of of practices of of practices of of practices of of all
practices  practices practices (%) practices (%) practices (%) practices practices
(%) (%9
1 region 34 87.2 90 89.1 23 85.2 1 16.7 148 85.5
2103 5 12.8 7 6.9 4 14.8 1 16.7 17 9.8
regions
4109 0 0.0 4 4.0 0 0.0 0 0.0 4 2.3
regions
1010 12 0 0.0 0 0.0 0 0.0 4 66.7 4 2.3
regions

Tablel 5 reiterates the matter, showing that while twitirds of £3,000,000+ practices receive
work from 10 or more regions, between 85 and 90 percent of practices in the other three
categories receive the bulk of their work from a just a single redibis may be explained by
the smallerpracticedacking theresources to operatever a wider areaconsumers wanting
faceto-face meetings or the wish to instruct a lawyeith local knowledge

Figure 1.5: Number of regions from which most practices' completions or grants of probate
originated

0% 10% 20% 30% 40% 50% 60% 7% BO% 90% 1008

H]region BWZ21io3regions B41fo9regions 10t0 12 regions

Figure 1.5emphasiseshe relatively local source of instructions for most practijaesre than
85% of which had completions or grants of probate from just a single region
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Competitors

Turnover of £0 Turnover of Turnover of  Turnover of more All practices
to £100,000 £100,001 to £500,001 to than £3,000,000
£500,000 £3,000,000
Percentage of Percentage of Percentage of Percentage of Percentage of
practices (%) practices (%) practices (%) practices (%) all practices (%)
Main competitor(s) size
Sole practitioner(s) 4.7 2.7 0.0 0.0 2.6
Small firm(s) 32.6 29.5 16.7 0.0 26.9
Medium firm(s) 62.8 67.9 83.3 100.0 70.5
Large firm(s) 0.0 0.0 0.0 0.0 0.0
Main competitor(s) geographic scale
Local 54.8 554 36.7 0.0 50.0
Regional 28.6 15.2 33.3 125 20.8
National 16.7 29.5 30.0 87.5 29.2
Main competitor(s) regulator
Council for 11.9 26.4 20.0 62.5 23.7
Licensed
Conveyancers
Solicitors 85.7 71.8 70.0 37.5 73.2
Regulation
Authority
Other 0.0 0.9 3.3 0.0 1.1
Don't know 2.4 0.9 6.7 0.0 2.1

Tablel.6 shows the characteristics of the businesses thla&egulatedpracticesidentify as

their main competitors, ands consistentvith what we might expct, given the previous
findings. Competitors are mostly smdth mediumsizedfirms, with concern about medium
sizedfirms rising from just under twehirds among those practices with a turnover of £100,000
or less, to 100 percent among those in the tapnover band. 80 percent of the smallest
practicesare concerneabout local and regional competitors, while almost 90 percent of the
largest firmsdentified national firmsas their main competitorsA clear majority othe

practices we surveyegegardedSolicitors as the biggest threat, but this was not true of the
practices earning in excess of £3,000,000, more than tfifées of which regarded other CLC
licensed practices as the greater dangene most commonly reported characteristics of CLC
regulaed practices' main competitors suggest that they are medaired (70.5 percent), in
terms of their geographical reach they are local (50.0 percent) and they are regulated by the
Solicitors Regulation Authority (73.2 percent).
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Type of Work

Mini- Lower  Median Upper Maxi- Mean Modi-
mum (%)  quartile (%) quartile mum (%) (%) fied
(%) (%) mean
(%)
Turnover of £0 to £100,000
Percentage of practice's workload comprised o 2 77.5 95 99.5 100 82.8 79.5
resicential conveyancing
Percentage of practice's workload comprised o 0 0 25 6 42 6.7 6.4
commercial conveyancing
Percentage of practice's workload comprised o 0 0 0 8 98 13.2 12.7
wills, probate, or trusts
Percentage of praice's workload comprised of 0 0 0 0 31 1.4 1.3
non-reserved legal activities regulated by the C
Turnover of £100,001 to £500,000
Percentage of practice's workload comprised o 0 90 97 100 100 91.3 89.9
residential conveyancing
Percentage of praate's workload comprised of 0 1 2 5 50 4.6 4.5
commercial conveyancing
Percentage of practice's workload comprised o 0 0 0 3 100 5.5 5.4
wills, probate, or trusts
Percentage of practice's workload comprised o 0 0 0 0 8 0.2 0.2
non-reserved legal activities regulated the CLC
Turnover of £500,001 to £3,000,000
Percentage of practice's workload comprised o 70 95 98 100 100 95.6 91.3
residential conveyancing
Percentage of practice's workload comprised o 0 0 2 5 30 3.7 35
commercial conveyancing
Percentage of practice's workload comprised o 0 0 0 2 100 5.4 5.2
wills, probate, or trusts
Percentage of practice's workload comprised o 0 0 0 0 0 0 0.0
non-reserved legal activities regulated by the C
Turnover of more than £3,000,000
Percenage of practice's workload comprised of 85 995 100 100 100 908 97.3
residential conveyancing
Percentage of practice's workload comprised o 0 0 0 0 1 0.2 0.2
commercial conveyancing
Percentage of practice's workload comprised o 0 0 0 0 15 25 25
wills, probate, or trusts
Percentage of practice's workload comprised o 0 0 0 0 0 0 0.0
non-reserved legal activities regulated by the C
All practices
Percentage of practice's workload comprised o 0 90 97 100 100 90.3 88.0
residential conveyancing
Percentage of practice's workload comprised o 0 0 2 5 50 4.8 4.7
commercial conveyancing
Percentage of practice's workload comprised o 0 0 0 35 100 7.1 6.9
wills, probate, or trusts
Percentage of practice's workload comprised o 0 0 0 0 31 04 04
non-reserved legal aatities regulated by the CL(

2SS [ a1SR NBalLRyRSyida (2 SadGAYIFI{dS GKS LINRLI2NIA
up of each of four categories of activity: residential conveyancing; commercial conveyancing;
wills, probate or trigts; and, norreserved legal activities regulated by the CLC. ThiBlsets
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out their responses, with the righhost column converting their estimates &xtualpercentage
values, which ought to be fairly representative of the practices in each turnared.trhe
smaller firmscarry out a wider range of legal activitjegith more than 20 percent of their work
coming from sources other than residential conveyancing, but this remains the main type of
work for almost all practices. Indeed, less thapeBcert of the work carried out by the largest
practices is from sources other than residential conveyancingn@itrew focus on residential
property transactiongnay also provide a partial explanation for the relative scarcity of
practices in Inner London; agion where commercial property makes up a larger part of the
market.

=]

W Residential conveyancing

M Commercial conveyanding

W Wills, probate, or trusts

Mon-reserved legal activities
regulated by the CLC

Figure 1.6hows thenature of legal activities carried out iy KS | @SNJ 3S LINI OG A O8
suggestghat this variety and distribution of work is unlikely to be reflected in any particular

practice, but it is indicative of the importance of each of these sources of work for the sector as

a whole.

Clientele

Tablel.8: Total number of consumers receivinservices from each practice, by turnover band

Number of Mini- Lower  Median Upper Maxi- Mean
practices mum quartile quartile mum

Turnover of £0 to £100,000 44 27 61 145 241 6,000 298
Turnover of £100,001 to 115 46 250 400 600 1,200 460
£500,000
Turnove of £500,001 to 33 500 713 1,000 2,500 8,422 2,063
£3,000,000
Turnover of more than 8 4,000 6,903 18,132 41,571 78,754 26,995
£3,000,000
All practices 200 27 214 400 700 78,754 1,776

Tablel.8 shows the numbers of consumers using the services of ipescbf various sizes,
during the 2014 calendar yeddne small practice servicgdst 27 consumersyhile one of the
£3,000,000+ firms servetB,754 almost 2,917 timeas many There was some ambiguity in
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the questiong for instance, it is possible thatpractice may have acted multiple times for a
single consumeg but the volume of responses is such that we can still be reasonably confident
of the shape of the results, takeas a totality.

Looking at the mean column, on the right of the table, we sagthe increasean the average
number of consumers, from one turnover band to the next. At the lower end of the market, it is
a relatively small step up fromn average 0298 consumers in the first turnover bantb 460in

the second but from there there is a substantial leap to 2,8 the third, and the average
number of consumerfor which thelargestfirms actedis more than ten times tha6,995.

In this case the median probably provideBetter, more representativaveragethan the
mean whichis wildly overinflated by a minority of practices wikceptionally high numbers of
clients referring back to table 1,8he median number of clients per practicet30.

Table 1.9 Estimated composition of practices' clientele, by turnover band

Mini- Lower Me- Upper Maxi- Mean Modified
mum  quartile dian quar- mum (%) mean (%)
(%) (%) (%) _tile (%) (%)

Turnover of £0 to £100,000
Private consumers 52.0 95.0 100.0 100.0 100.0 94.9 93.5
Small or mediunsized businesses or 0.0 0.0 1.5 6.0 48.0 6.0 5.9
charities, without their owregal
advisors
Small or mediunsized businesses or 0.0 0.0 0.0 0.0 10.0 0.6 0.6
charities, with their own legal advisors
Large businesses or Government 0.0 0.0 0.0 0.0 1.0 0.0 0.0
Turnover of £100,001 to £500,000
Privete consumers 50.0 95.0 99.0 100.0 100.0 95.7 94.8
Small or mediunsized businesses or 0.0 0.0 2.0 5.0 50.0 4.8 4.8
charities, without their own legal
advisors
Small or mediunsized businesses or 0.0 0.0 0.0 0.0 90 04 04
charities, with their own legal advisors
Large businesses or Government 0.0 0.0 0.0 0.0 3.0 0.1 0.1
Turnover of £500,001 to £3,000,000
Private consumers 50.0 95.0 98,5 100.0 100.0 94.4 93.6
Small or mediunsized businesses or charities, 0.0 0.5 2.0 5.0 50.0 6.2 6.1
without their own legal advisors
Small or mediunsized businesses or charities, 0.0 0.0 0.0 0.0 5.0 0.3 0.3
with their own legal advisors
Large businesses or Government 0.0 0.0 0.0 0.0 1.0 0.0 0.0
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Table 1.9 Estimated composition of practices' clientele, by turnewband(cont.)

Turnover of more than £3,000,000

Private consumers 9.0 97.0 100.0 100.0 100.0 87.9 84.6
Small or mediunsized businesses or charities, 0.0 0.0 0.0 1.0 50 1.0 1.0
without their own legal advisors

Small or mediunsized businessegs aharities, 0.0 0.0 0.0 0.0 0.0 0.0 0.0
with their own legal advisors

Large businesses or Government 0.0 0.0 0.0 0.0 90.0 15.0 14.4
All practices

Private consumers 9.0 95.0 99.0 100.0 100.0 95.0 93.8
Small or mediunsized businesses or 0.0 0.0 2.0 50 50.0 51 50
charities without their own legal advisors

Small or mediunsized businesses or 0.0 0.0 0.0 0.0 10.0 0.4 0.4
charities, with their own legal advisors

Large businesses or Government 0.0 0.0 0.0 0.0 90.0 0.8 0.8

Tablel.9 shows the tpes of consumers making use of licensed conveyancing services. They are
overwhelmingly private consumers, whichindine with expectationgjiven that residential
conveyancin@ccounts for 9percentof the turnover of CL-@gulatedpractices. The only

response that lookat allanomalous herés that 14.4 percent of the work of practices with
turnover in excess of £3,000,000c&rried out on behalf of large businesses or government.

This minor discrepancy excepted, the consumer profile is remarkabihasiior practices at all
levels(see figure I7).

Figuel17Y / 2YLRaAdGAz2y 2F GKS | @SNI 3S LINI OGAOSQ

B Private consumers

B 5mall or medium-sized businesses
ar charities, without their own
legal advisars

msmall or medium-sized businesses
ar charities, with their awn lezal
advizors

Large businesses ar Government
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2. Workforce

It is important for stafin a legal practicéo have an appropriate level of knowledge and skill in
order properlyto perform their function.CL(Qpractices, fronthe sole practitionergo the large
corporate entities rely on staff withan appropriateblend of aptitudes and experience in order
to deliver services, timeously, and to a high standard.

Sole Pactitioners

Turnover of £0 Turnover of Turnover of Turnover of more  All practices
to £100,000 £100,001 to £500,001 to than £3,000,000
£500,000 £3,000,000
Number Propor  Number of  Proportion of Number of Proportion of Number Proportion of Number Proportion
of tion of practices practices (%) practices practices (%) of practices (%) of of practices
practices  practices practices practices (%)
(%)
RUI” by a 29 67.4 33 29.2 1 3.1 0 0.0 63 32.3
sole
practitioner
NOIt run by a 14 32.6 80 70.8 31 96.9 7 100.0 132 67.7
sole
practitioner

A substantialminority of CL@egulated practices are sopractitioners Table 2.1 shows the
proportion of practces run by a sole practitiondgyith the percentages set owfraphicallyin
figure 2.1).

This matter produces marked differences between practices, depending on their turnover. So,
while more than twethirds of practices with a turnover of £100,000 or less are sole

practitioners just uncer a third of practices in the £100,001 to £500,000 barelsole

practitioners one practice (just ove8 percent of practicesn the £500,001 to £3,000,000

band, and none of the practices with turnovers above £3,000,000. This is exactly what we might
expect, as most smaller practices would not have vibkime ofwork to occupy multiple

employees, nor théurnoverto paytheir salaries and ortosts while larger firms have a heavier
workload (see table 1.8), artle turnover to pay for additional stafflhey have probably also

made significant investment in Idm¢ludingfile management packages
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Figure2.1: Proportion of practices run by a sole practitioner, by turnover band
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respect of a given legal activity (such as conveyancing or probate) by a relevant approved
regulator (such as the CLC), or licensed bodies authorised in respect of those adfithtdser

they are Recognised Bodies or Alternative Business Structures, practices regulated by the CLC
must have appropriately qualified manageltil 2011this would hae meant one or more
licensed conveyancsy at least one of whom held a CLC Man&jkicere. Managers

authorised by other legal regulatogsand those who are not authorised persons atcgdire
becomingan important part of an increasingly diver€&@egulatedcommunity.

Table 22 shows the proportion of practices that have at least one managtr avparticular

kind of legabuthorisation. Given that we are focusing exclusively on entities regulated by the
CLC, itis to be expected that the great majority of practices would have at least one manager
who is authorised to carry owtonveyancing seises There is a steady increase in the

proportion of CL(practices with at least one manager who iscensed conveyancefrom just
under 85percentof those in the lowesturnoverband to all of thepracticesin the highest
turnover band There is @imilar but even morevidentincrease in the proportion of practices
that have at least one manager who is authorised by the Solicitors Regulation Autaoding
from fewer than one in seven practices with a turnover of £100,000 or less, to thred @uiro
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of those with a turnover in excess of £3,000,000. Sirpiddternsare present among the

proportions ofnon-authorised persons and those authorised by the Chartered Institute of Legal
Executives. But this is not simply a case of turnover beingla@ro Y S & dzNB T2 NJ LINI O
and practices with larger workforces being more likely to hgneater numbers omanagers,

authorised by different legal regulatqrbecause the distribution dfarristers runs counter to

this pattern. Although relativelydw in number throughout CL@gulated practicedarristers

are concentrated in the smaller practiceghey are present in 14 percent of practices with

turnover under £100,000, just over 6 percent of practices earning between £100,001 and

£3,000,000, andone of the firms with turnover of more than £3,000,000.

Table 2.2Proportion of practices that have at least one manager with a particular kind of

authorisation, by turnover band

Turnover of £0 Turnover of Turnover of £90,001 Turnover of more All practices
to £100,000 £100,001 to to £3,000,000 than £3,000,000
£500,000

Licensed 83.7 85.8 96.9 100.0 87.8
Conveyancer
(%)
Solicitor(%) 14.0 28.3 34.4 75.0 28.1
Norrauthorised 4.7 26.5 37.5 62.5 25.0
person(%)
FCILE0) 9.3 18.6 43.8 37.5 21.4
Other 4.7 15.0 21.9 0.0 13.3
authorised
person(%)
Barrister(%) 14.0 6.2 6.3 0.0 7.7

Figure 2.2 shows the proportion of practices that have at least one manager with a particular kind of
authorisation.

Figure 2.2: Proportiorof all practices that have at lest one manager with a particular kind of

authorization
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While table 2.2 showed the proportion of practices with at least one manager with a particular
authorisation, table 2.3 shows the proportion of managers in practices ublyaisation and

turnover band. That is to say, it shows how many of each kind of manager are likely to be found
in a firm of a particular sizés explained in the discussion of table 2.2, the professional
gualifications of managers in individual practices maglestantially different, buit is

possible to conclude thahe larger the turnover, the smaller the proportion lafensed

conveyances orbarristers, and the greater the proportion of nauthorised persons or

solicitors. Managers in the smallest praggs by turnover are twice as likely to lbeensed
conveyances as managers in the largest practices.

Table 2.3: Proportion of managers in practices, by authorisation and turnover band

Turnover of Turnover of Turnover of  Turnover of more All practices
£0 to £100,001 to £500,001 to than £3,000,000 (%)
£100,000(%) £500,000(%) £3,000,000%) (%)
Licensed 67.6 49.1 41.0 36.6 47.2
Conveyancers
Non-authorised 2.8 15.7 24.5 30.5 18.6
persons
Solicitors 9.9 14.2 11.2 24.4 14.1
FCILEX 5.6 9.3 10.6 8.5 9.2
Other authorised 2.8 8.0 10.6 0.0 7.2
persons
Barristers 11.3 3.7 2.1 0.0 3.6

Figure 2.3 shows the proportion of managers irCaliregulatedpractices, by authorisatian

Less tharhalf of all managers CLC practiceme licensedconveyancersTheproportion of

licensed conveyancers among managerial stafét beevidence of the increasing importance

ofentity-0 F a SR NB3IdzZ  GA2y T S6KSNB (GKS F20dza A& Y2NB
the individuals carrying it out. On the other hanidshould be noted thaB7.2 percent of all
CL@egulatedpractices haveat least one manager who idiaensedconveyancer (see table

2.2).

Figure2.3: Proportion of managers in all practices, bythorisation
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Table 2.4urther eluciddes these findings, setting out the range of managers in individual
practices, by athorisation and turnover band. Smanagers ira practice with a turnover of
£100,000 or lessomprisean average of 1.licensedconveyancers, 0.Rarristers, 0.2olicitors,
and 0.1 FCILEwotaling 1.6 managers per practicManagersof a practice with a turnover
greater than £3,000,006omprise3.8licensedconveyancers, 3.1 neauthorised persons, 2.5
solicitors, and 0.9 of a FCILEotaling 10.3 managerper practice

Table 2.4: Number of managers in individual practices, by authorisation and turnover band

Minimum Lower quartile Median Upper quartile Maximum Mean
Turnover of £0 to £100,000
Licensed Conveyancers 0.0 1.0 1.0 1.0 3.0 1.1
Barristers 0.0 0.0 0.0 0.0 3.0 0.2
Solicitors 0.0 0.0 0.0 0.0 2.0 0.2
FCILEX 0.0 0.0 0.0 0.0 1.0 0.1
Other authorised persons 0.0 0.0 0.0 0.0 1.0 0.0
Nonrauthorised persons 0.0 0.0 0.0 0.0 1.0 0.0
Turnover of £100,001 to £500,000
Licensed Conveyancers 0.0 1.0 1.0 2.0 5.0 14
Nonrauthorised persons 0.0 0.0 0.0 1.0 6.0 0.5
Solicitors 0.0 0.0 0.0 1.0 6.0 0.4
FCILEX 0.0 0.0 0.0 0.0 5.0 0.3
Other authorised persons 0.0 0.0 0.0 0.0 3.0 0.2
Barristers 0.0 0.0 0.0 0.0 3.0 0.1
Turnover of £500,001 to £3,000,000
LicensedConveyancers 0.0 2.0 2.0 3.0 5.0 2.4
Non-authorised persons 0.0 0.0 0.0 2.0 15.0 1.4
Solicitors 0.0 0.0 0.0 1.0 5.0 0.7
FCILEX 0.0 0.0 0.0 1.0 3.0 0.6
Other authorised persons 0.0 0.0 0.0 0.0 8.0 0.6
Barristers 0.0 0.0 0.0 0.0 3.0 0.1
Turnover of moe than £3,000,000
Licensed Conveyancers 1.0 2.0 3.0 4.5 10.0 3.8
Non-authorised persons 0.0 0.0 2.5 5.0 10.0 3.1
Solicitors 0.0 0.5 1.0 2.0 13.0 2.5
FCILEX 0.0 0.0 0.0 1.0 5.0 0.9
Barristers 0.0 0.0 0.0 0.0 0.0 0.0
Other authorised persons 0.0 0.0 0.0 0.0 0.0 0.0
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Table 2.4: Number of managers in individual practices, by authorisation and turnover l{aadt.)

All practices

Licensed Conveyancers 0.0 1.0 1.0 2.0 10.0 1.6
Nonrauthorised persons 0.0 0.0 0.0 0.5 15.0 0.6
Solicitors 0.0 0.0 0.0 1.0 13.0 0.5
FCILEX 0.0 0.0 0.0 0.0 5.0 0.3
Other authorised persons 0.0 0.0 0.0 0.0 8.0 0.2
Barristers 0.0 0.0 0.0 0.0 3.0 0.1

Figure 2.4 shows the type and number of managers in an average practice, by turnover band.

FHgure 2.5shows the total nmber of managers in an average practice, by turnover band, but

this time without regard to whether or how they are authorised. These two grapsala
steady increase in the number of managers from turnover band to turnover bahidh is
especially cleain figure 25), butfigure 2.4 alsshows the shifting makeap of managerial

teams from onebandto the next, (as expected from table 2.4).

Figure 2.4 Average number of managers in individual practices, by authorisation and turnover

band

Turnover of £0 to £100,000

Tumover of £100,001 to £500,000 Tumover of £500,001to £3,000,000 Turnover of more than £3,000,000
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Figure 25: Average number of managers in individual practices, by turnover band

110 +

Turnover of £0 to £100,000 Turnover of £100,001 to £500,000 Turnover of £500,001 to £3,000,000 Turnover of more than £3,000,000

All practices

Table 2.belowgoes into greater detail, looking at the kinds of woekried out by managers,
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turnover. Given the focus of most Clt€gulated practices, it is unsurprising that more than
four-fifths of managers work on conveyancing matters ofillge of the clearetrends emerging
from the table is that as tunover increases, managers become increasingly spesdaliust
over a quarter of those working in the smallest practipesvide more than one legal activjty
compared to none of the managers in the largest practiBeactices with a lower turnger

typically have fewer staff.dbsequently people working in those organisations may need to be

more flexible in terms of the content of their workloads.

Table 2.6 Proportion of managers engaging in particulkinds of work, by authorisatiorand

turnover band

Turnover of £0 to
£100,000

Turnover of
£100,001 to
£500,000

Turnover of Turnover of more
£500,001 to  than £3,000,000

£3,000,000

All practices

Proportion of
managers within

Proportion of

managers within

Proportion of

managers within

Proportion of

managers within

Proportion of
managers within

conveyancing and
probate matters

band (%) band (%) band (%) band (%) band (%)
Licensed Conveyancers
Conveyancing 66.7 78.6 87.0 96.7 80.6
matters only
Probate matters 6.3 57 3.9 3.3 51
only
A mix of 27.1 15.7 9.1 0.0 14.3
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Table 2.6Proportion of managers engaging in particular kinds of work, by authorisation and

turnover band(cont.)

Barristers

Conveyancing 75.0
matters only

83.3

100.0

0.0

83.3

Probate matters 0.0
only

8.3

0.0

0.0

4.2

A mix of 25.0
corveyancing and
probate matters

8.3

0.0

0.0

125

Solicitors

Conveyancing 71.4
matters only

71.7

76.2

95.0

7.7

Probate matters 14.3
only

8.7

19.0

5.0

10.6

A mix of 14.3
conveyancing and
probate matters

19.6

4.8

0.0

11.7

FCILEX

Conveyaneig 50.0
matters only

80.0

85.0

100.0

82.0

Probate matters 25.0
only

3.3

10.0

0.0

6.6

A mix of 25.0
conveyancing and
probate matters

16.7

5.0

0.0

115

Other authorised persons

Conveyancing 50.0
matters only

88.5

100.0

0.0

91.7

Probate matters 0.0
only

3.8

0.0

0.0

2.1

A mix of 50.0
conveyancing and
probate matters

7.7

0.0

0.0

6.3

Nonrauthorised persons

Conveyancing 100.0
matters only

88.2

56.5

100.0

79.0

Probate matters 0.0
only

2.0

8.7

0.0

4.0

A mix of 0.0
conveyancing and
probate matters

9.8

34.8

0.0

16.9

All managers

Conveyancing 67.6
matters only

80.2

79.8

97.6

80.9

Probate matters 7.0
only

5.2

6.9

24

5.6

A mix of 254
conveyancing and
probate matters

145

13.3

0.0

13.5
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The survey sought similar informaih about the authorisation of employees working within
CL@egulated practices. Excluding those practices where the respondent identified as a sole
practitioner, we asked a series of questions about whether or how employees were qualified,
and the types bwork with which they were engaged.

Table 2.5hows that norauthorised persons (excluding students or trainees) are present in
two-thirds of all practices, but this average obscures an uneven distribution, because although
all of the practices in the turnover band have at least one nawthorised employee, they

are only working in a little over twbfths of the smallest practices. Another interesting trend
emerging from this table, albeit not a surprising one, is that the proportion of practicésatvit
least one student or trainee increases substantially from smaller to larger turnover bands, from
a little over a quarter of the smallest practices to thrgearters of the largest.

Turnover of £0 to Turnover of Turnover of Turnover of All
£100,000 £100,001 to £500,001 to more than practices
£500,000 £3,000,000 £3,000,000

Norrauthorised persons, 42.9 67.5 67.7 100.0 66.9
excluding students or traineg86)

Licensed Conveyancer (%) 42.9 50.0 64.5 100.0 55.6

Solicitor (%) 21.4 37.5 48.4 100.0 42.1

Student or trainee (%) 28.6 32.5 45.2 75.0 37.6

FCILEx (%) 14.3 23.8 48.4 87.5 32.3

Other authorised person (%) 14.3 10.0 29.0 250 15.8

Barrister (%) 0.0 2.5 3.2 0.0 2.3

Figure 2.6ises the righimost column of table 2.7, to illustrathe proportion of all practices that have
at least one employeef a particular kind.
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Figure 26: Proportion of all practices that have at lea®ne employeewith a particular kind of

authorization
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Non-authorised Licensed Solicitor Student or trainee FCILEx Other authorised Barrister
persons, excluding Conveyancer person
students or trainees

Proportion of all practices (%)

Table 2.8hows the proportion of different kinds of employees within practices, and the most
obvious finding emerging here is that the higher the turnover, the greater the ptigpoof
non-authorised persons a practice is likely to emplblgey make up just under half of the
employees in practices with turnovers of less than £100,000, compared to just unddiffiosir

of employees in the largest practicdsmakes sense that msauthorised staff would become

more common as businesses scale up, as the larger practices have the resources to implement
formalised systems of contrétg case management systesh\Whatever the reason, almost a

fifth of employees at practices in thevest turnover band aréicensed conveyancerbut this
decreaseso less than a twentieth of employees at practices in the highest turnover band.

In contrast withthe findings from table 2, Avhich appear to show that larger practices
shouldered the greadr part of the responsibility for trainingable 2.8showsthat students

make upa greater proportion of employees in practices with turnovers under £500,80d

that the highest turnover band is the only one in which less than 10 percent of employees ar
students or trainees.

Table 2.8 Proportion of employees in practices, by authorisation and turnover band

Turnover of Turnover of Turnover of Turnover of All
£0to £100,001 to £500,001 to more than  practices
£100,000 £500,000 £3,000,000 £3,000,000

Non-authorised persons, excluding 47.8 57.0 65.5 78.6 69.3
students or trainees (%)

Students or trainees (%) 10.9 11.8 10.6 8.7 10.0

Licensed Conveyancers (%) 19.6 13.8 8.2 4.3 7.8

Solicitors (%) 8.7 8.7 9.6 5.8 7.7

FCILEX (%) 4.3 4.7 4.0 1.7 3.1

Otherauthorised persons (%) 8.7 34 1.9 0.9 1.9

Barristers (%) 0.0 0.7 0.2 0.0 0.2
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Figure 2.7 provides aoverview of the proportions of different kinds of employees across all CLC
licensed practicedt reveals that barely a fifth of employees are authorisedarry out restricted legal
work without supervision. It also shows that just one in 500 employees is a barrister.

Figure2.7: Proportion ofemployeesin all practices, byauthorisation

b T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% 0% B80% 90% 100%

B Non-authorised persons, excluding students or trainees M Students or trainees B Licensed Conveyancers W Solicitors B FCILEx Other authorised persons Barristers

From table 2.9ve can calculate that the avage practice has 20.7 employees of various kinds.
14.5 of them (nearly threguarters) are norauthorised, and 1.6 of them are licensed
conveyancers. There is a large disparity in the number of employees in each turnover band,
from an average dhree employees in practices with turnovers of £100,000 or less, to 5.1 in
the next band, to 18.8 in the third, and an average of 226.1 employees for practices in the
highest turnover band.

Table 29: Number of employees in individual practices, by authorisatiand turnover band

Minimum Lower Median Upper Maximum Mean
quartile quartile

Turnover of £0 to £100,000
Non-authorised persons, excluding 0 0 0 3 4 1.2
students or trainees
Licensed Conveyancers 0 0 0 1 3 0.7
Students or trainees 0 0 0 1 2 0.4
Sdicitors 0 0 0 0 2 0.3
Other authorised persons 0 0 0 0 2 0.3
FCILEX 0 0 0 0 1 0.1
Barristers 0 0 0 0 0 0
Turnover of £100,001 to £500,000
Nonrauthorised persons, excluding 0 0 1 4 14 2.4
students or trainees
Licensed Conveyancers 0 0 0.5 1 5 0.9
Students or trainees 0 0 0 1 11 0.7
Solicitors 0 0 0 1 5 0.5
FCILEX 0 0 0 0 3 0.3
Other authorised persons 0 0 0 0 3 0.2
Barristers 0 0 0 0 2 0.1
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Table 2.9: Number of employees in individual practices, by authorisation and turnover band (cont.)

Turnover of £500,001 to £3,000,000

Non-authorised persons, excluding 0 0 3 13 50 9.9
students or trainees

Students or trainees 0 0 0 2 30 2.3
Licensed Conveyancers 0 0 1 3 10 1.8
Solicitors 0 0 0 2 8 14
Other authorised persons 0 0 0 1 5 0.7
FCILEX 0 0 0 1 2 0.6
Barristers 0 0 0 0 2 0.1
Turnover of more than £3,000,000

Nonauthorised persons, excluding 40 54 139 306.5 380 177.4
students or trainees

Students or trainees 0 1 10 24 79 18.6
Solicitors 1 25 8.5 26 39 14.3
Licensed Conveyancers 2 4.5 9 11.5 24 9.5
FCILEX 0 15 3 7 16 4.9
Other authorised persons 0 0 0 0.5 10 1.4
Barristers 0 0 0 0 0 0
All practices

Nornrauthorised persons, excluding 0 0 2 5 380 145
students or trainees

Students or trainees 0 0 0 1 79 2.1
Licensed Cony@ancers 0 0 1 2 24 1.6
Solicitors 0 0 0 1 39 15
FCILEX 0 0 0 1 16 0.6
Other authorised persons 0 0 0 0 10 0.4
Barristers 0 0 0 0 2 0

Table 2.%lso suggests that even in the practices of the lowest turnover band there are an
average of 1.2 noauthorised employees, and smaller proportions of employees of other kinds.
However, the reality is that less than half of the practices in the lowest turnover band have any
employees at all, and at least a quarter of the practices in each of the next two grrbands

have no employees either. Bearing in mind that the table excludesdezifified sole

practitioners, this result is a little surprising. It is possible, especially in the case of the lowest
turnover bands, that practices include a number of parships with more than one manager,

but no employees.

Figure 2.8eveals the huge differences between practicesithe £3,000,000+ turnover band,

and the rest of the regulated communijtin terms of the numbers and kinds of peogat they
employee.
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Figure 2.8 Average number of managers in individual practices, by authorisation and turnover

band
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W Non-authorised persons, excluding students ortrainees M Students or trainees M Licensed Conveyancers B Solicitors B FCILEx Other authorised persons Barristers

Figure 2.9 shows the average number of employees per practice. It underscores the disparity
established in table 2.9 and figure 2.8.

Figure 29: Average number of employedn individual practices, by turnover band

250.0
200.0
150.0
100.0
50.0
0.0 T
Tumover of £0 to Tumover of £100,001tc Tumover of £500,001to  Tumover of more than All practices
£100,000 £500,000 £3,000,000 £3,000,000

Table 2.1Melowshows that 92 percent of employees in @eGulated practices work
exclusively in conveyancing services. 5.6 percent of employeesotdraymix of conveyancing
and probate work, and 2.4 percent work exclusively in probate. Other authorised persons, a
category which potentially includes patent attorneys, trade mark attorneys, cost lawyers,
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notaries public and some accountants, are theugr most likely to work on matters other than
conveyancing. This result requires further investigation since patent attorneys, trademark
attorneys and cost lawyers are not individually authorised to carry out probate activities.
Employed barristers work ebusively in conveyancing, but they are the smallest group in this
sample, so it may be misleading to read too much into this particular finding.

Table 2.10Proportion of employees engaging in particulainds of work, by authorisatiorand

turnover band

Turnover of £0 to Turnover of Turnover of  Turnover of more  All practices
£100,000 £100,001 to £500,001to  than £3,000,000
£500,000 £3,000,000
Proportion of Proportion of Proportion of Proportion of  Proportion of
employees within  employees within  employees within  employees within all employees
band (%) band (%) band (%) band (%) (%)
Licensed Conveyancers
Conveyancing matters 88.9 82.9 88.1 100.0 89.1
only
Probate matters only 11.1 7.3 1.5 0.0 3.8
A mix of conveyancing 0.0 9.8 10.4 0.0 7.1
and probate matters
Barristers
Conveyancing matters 100.0 100.0 100.0
only
Probate matters only 0.0 0.0 0.0
A mix of conveyancing 0.0 0.0 0.0
and probate matters
Solicitors
Conveyancing matters 50.0 75.0 92.4 100.0 89.9
only
Probate matters oyl 0.0 7.7 3.8 0.0 3.4
A mix of conveyancing 50.0 17.3 3.8 0.0 6.8
and probate matters
FCILEX
Conveyancing matters 100.0 89.3 93.9 100.0 94.0
only
Probate matters only 0.0 0.0 3.0 0.0 1.2
A mix of conveyancing 0.0 10.7 3.0 0.0 4.8
and probate matters
Other authorised persons
Conveyancing matters 0.0 75.0 100.0 100.0 824
only
Probate matters only 0.0 15.0 0.0 0.0 59
A mix of conveyancing 100.0 10.0 0.0 0.0 11.8
and probate matters
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Table 2.10 Proportion of employees engaging in particulkinds of work, by authorisatiorand

turnover band(Cont.)
Non-authorised persons

Conveyancing matters 545 90.0 94.1 99.1 95.5
only

Probate matters only 4.5 3.2 0.0 0.9 1.1
A mix of conveyancing 40.9 6.8 5.9 0.0 3.4

and probate matters
Students ad trainees

Conveyancing matters 60.0 77.1 98.9 100.0 92.9
only

Probate matters only 0.0 4.3 1.1 0.0 1.5
A mix of conveyancing 40.0 18.6 0.0 0.0 5.6

and probate matters
All employees

Conveyancing matters 58.9 84.2 95.3 99.8 92.0
only

Probate natters only 2.6 54 1.4 0.2 24
A mix of conveyancing 38.5 104 3.3 0.0 5.6

and probate matters

Supervision oNon-Authorised Persons

We have already seq(in table 2.9 that the largest category of employees workingCLC

practices are the group weth@S f In@n@uithSrikedgersong @ ! f § K2dzZaAK (KSasS |
who cannot carry out reserved legal activities without supervisioshould not beassumel

that they lack irrelevantexpertise. In thipart of the reportwe will consideresponses to a

range of questions about the employment of nanthorised persons.

Table 211: Proportion of practices using heauthorised employees to carry out reserved legal

activities, by turnover band

Turnover of Turnover of  Turnover of Turnover of  All practices
£0to £100,001to £500,001 to more than
£100,000 £500,000 £3,000,000 £3,000,000
Proportion of all pactices with 42 .9 67.5 67.7 100.0 66.9

at least one norauthorised

employee (%)

Proportion of all pactices using 28.6 17.5 29.6 83.3 24.4
non-authorised employees to

carry out reseved legal

activities(%)

Proportion ofonly those

practices with at least one nen

authorised employeghat are

using them to carry out
reserved legal activities (%) 66.7 25.9 43.7 83.3 36.5
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Breaking down athis data by tunover band, able 2.1l sets out the proportion of all practices
with at least one norauthorised employegthe proportion of all practices using neuthorised
employees to conduct reserved legal activitiasd finally, it combines the data to reveal the
proportion of only those practices with at least one rauathorised employee, that are using
them to conduct reserved legal activitiekhis matters becauseon-authorised staff carrying
out such work gives rise torange ofsupervisoryresponsibilities vthin a practice, and
potentially introdu@sadditional regulatory riskd.ooking at the second and third row together
revealsthat althoughproportionally fewer practices in the lowest turnover band employ any
non-authorised staffjust 28.6 percent, copared to 83.3 percent in the top bandhose that

do are more heavily reliant on those staff to carry out reserved legal activitiessihatarly
staffedpractices in the second or third barfaihich is to say, 66.7 percent of practices that
have nonrauthorised employees the lowest turnover bandse them to carry out reserved
legal activities, compared to less than half of such practices with turnover between £100,001
and £3,000,000)

Table 2.2: Gearingof staff within practices, by authorisation andurnover band

Minimum Lower Median Upper Maximu Mean
quartile quartile m

Turnover of £0 to £100,000
Number of norauthorised persons employed 1 1 1.5 25 3 1.8
by practice to carry out reserved legal activitie
Number of authorised persons in préz to 1 1 1.5 2 2 1.5
oversee their work
Actual ratio of norauthorised employees to 1 1 1 1.3 1.5 1.1
properly licensed supervisors
Ideal ratio of norauthorised employees to 2 2 3 4.5 5 3.3
properly licensed supervisors
Turnover of £100,001 to £50000
Number of norauthorised persons employed 1 1 1 2 20 2.8
by practice to carry out reserved legal activitie
Number of authorised persons in practice to 1 1 1 2 7 1.9
oversee their work
Actual ratio of norauthorised employees to 0.3 1 1 1 29 1.1
properly licensedupervisors
Ideal ratio of norauthorised employees to 1 1 2 4 5 2.5
properly licensed supervisors
Turnover of £500,001 to £3,000,000
Number of norauthorised persons employed 1 1.5 25 6 26 5.9
by practice to carry out reserved legal activitie
Number of authorised persons in practice to 2 2 25 4 4 29
oversee their work
Actual ratio of norauthorised employees to 0.5 05 1 1.8 8.7 2
properly licensed supervisors
Ideal ratio of norauthorised employees to 1 1 2 4 5 2.4
properly licensed supeisors
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Turnover of more than £3,000,000

Number of norauthorised persons employed 20 375 65 193 311 1153
by practice to carry out reserved legal activitie

Number of authorised persons in practice to 5 8.5 19 495 73 29
oversee their work

Actual ratio of norauthorised employees to 0.8 25 5.3 8.6 11 5.6
properly licensed supervisors

Ideal ratio of norauthorised employees to 1 3 7 9.5 10 6.3
properly licensd supervisors

All practices

Number of norauthorised persons employed 1 1
by practice to carry out reserved legal activitie

Number of authorised persons in practice to 1 1
oversee their work

Actual ratio ¢ non-authorised employees to 0.3 1
properly licensed supervisors

Ideal ratio of norauthorised employees to 1 1 2 5 10 3.1
properly licensed supervisors

4 311 185

NN

4 73 5.7

=
=
o

11 1.9

Table 2.2 includes only responses from practices that use-aathorised persons toarry out

reserved legal activitie§ 8 KA OK A& g Ke { K8nbdraf gofauthorised A Y A Y dzY ¢
employeess 1, rather than 0). khows the range of gearing between thesaployeesand

their supervisorsbutin addition to showing the actual figures, ita2 NB O2 NRa (G KS NB &
ideal staffing levels, in terms of how many raathorised employeethey believean

authorised person ought to supervis&here are practices in each of the top two turnover

bands with staffing levels that are, by the respoyidé 4 Q 2 ¢y | RY bpgiiraum2ZTife=  Sa &
highestoptimum number of norauthorised persons per supervisiar practices with turnover

of £500,001 to £3,000,000 is 5, but the highest actual number was 8.7. For practices with

turnover of more than £3,000,@the highest ideal number was 10, while the highest actual

number was 11. These instances may be regarded as anomalies, however, as in aggregate the
actual numbers were lower than the ideal numbers in each turnover band, and oveisll.

interesting toobserve that the ideal number of nesuthorised persons per supervisor declines

from 3.3 to 25 to 2.4over the first three turnover bands, befomecreasingo 6.3 in the fourth.

Less than 30 percent of the practices in the bottirmover bandemploy atleast onenon-

authorised personA minority of small firms are comparatively reliant tre work of non

authorised employeegas was previously indicated in tabl®R.Inthose practices, the ratio of
supervisors to supervisees is nearly This can baseen in figure 2.1,0which simplifies some of

the findings in table 2.12.
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Number of appropriately Number of norauthorised employees
authorised supervisors (rounded to nearest whole numér)

Turnover of £0 to £100,000

Actual ratio of norauthorised employees to
properly licensed supervisors

Ideal ratio of norauthorised employees to
properly licensed supervisors

Turnover of £100,001 to £500,000

Actual ratio of norauthorised employees to
properly licensed supervisors

Ideal ratio of norauthorised employees to
properly licensed supervisors

Turnover of £500,001 to £3,000,000

Actual ratio of norauthorised employees to
properly licensed supervisors

Ideal mtio of nonauthorised employees to
properly licensed supervisors

Turnover of more than £3,000,000

Actual ratio of norauthorised employees to
properly licensed supervisors

Ideal ratio of norauthorised employees to
properly licensed supgisors

All practices

Actual ratio of norauthorised employees to
properly licensed supervisors

Ideal ratio of norauthorised employees to
properly licensed supervisors

=1 member of staff

Table 213 sets out the range of responseslating to supervision of neauthorised persons.

Initially the picture is quite uniform, with broad agreement on the regularity and location of
supervision. 87.1 percent of all respondents maintained constant supervision, although around
aquarteragreR G KF G ARSFffe& (GKS@& ¢g2dzZ R Y2yA(d2NJ 6 KSAN
respondents stated that their supervision was carried ousde and that this was, to their

minds, the best way of doing it. Thain an age of automation, artificial intelligea and greatly

improved telecommunicationg on-site supervision should still be regarded universally as the

ideal way in which to ensure that neauthorised staff are producing work of good quality,

speaks directly to the value that practitioners placé@amdson experience, and in fade-face
communications with members of staff.
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Table 213: Actual and ideal supervision arrangements for naathorised employees carrying out

reserved legal activities, by turnover band

Turnover of £0 Tumover of Turnover of Turnover of All practices
to £100,000 £100,001 to £500,001 to more than
£500,000 £3,000,000 £3,000,000
Proportion Proportion Proportion Proportion Proportion
within within within within within
turnover band turnover band turnover band turnover band turnover band
(%) (%) (%) (% (%)
Regularity of supervision
Constantly 100.0 84.6 87.5 83.3 87.1
At least once a day 0.0 7.7 0.0 16.7 6.5
Two to four times a week 0.0 0.0 0.0 0.0 0.0
Once a week 0.0 7.7 12.5 0.0 6.5
Less than once a week 0.0 0.0 0.0 0.0 0.0
Ideal regularity for supervision
Constantly 75.0 53.8 87.5 100.0 74.2
At least once a day 25.0 30.8 0.0 0.0 16.1
Two to four times a week 0.0 15.4 0.0 0.0 6.5
Once a week 0.0 0.0 12.5 0.0 3.2
Less than once a week 0.0 0.0 0.0 0.0 0.0
Location of supervisors
On site 100.0 100.0 100.0 100.0 100.0
Off-site, typically visiting in 0.0 0.0 0.0 0.0 0.0
person
Off-site, typically using 0.0 0.0 0.0 0.0 0.0
information technology
Off-site, typically using 0.0 0.0 0.0 0.0 0.0
traditional malil
Ideal location for supervisors
On site 100.0 100.0 100.0 100.0 100.0
Off-site, typically visiting in 0.0 0.0 0.0 0.0 0.0
person
Off-site, typically using 0.0 0.0 0.0 0.0 0.0
information technology
Off-site, typically using 0.0 0.0 0.0 0.0 0.0
traditional mail
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Table 213: Actual and ideal supervision arrangements for naathorised employees carrying out

reserved legal activities, by turnover ban@ont.)

Intensity of supervision

Every file was examined in deta 0.0 30.8 25.0 0.0 19.4
Every file was checked 25.0 7.7 12.5 33.3 16.1
Files were routinely checked on 50.0 38.5 25.0 33.3 35.5
a basis of risk

Files were routinely checked on 0.0 7.7 37.5 16.7 16.1
a random basis

Files were checked sometimes 0.0 0.0 0.0 0.0 0.0
on a basis of risk

Files were checked sometimes 0.0 0.0 0.0 0.0 0.0
on a random basis

Intensity varied according to 25.0 154 0.0 16.7 12.9
complexity of task and/or

experience of staff

Ideal intensity of supervision

Every file shoultbe examined in 0.0 38.5 25.0 0.0 22.6
detail

Every file should behecked 25.0 15.4 12.5 33.3 19.4
Files should beoutinely 50.0 38.5 12.5 33.3 32.3
checked on a basis of risk

Files should beoutinely 25.0 7.7 375 16.7 19.4
checked on a random basis

Files shoulde checked 0.0 0.0 12.5 0.0 3.2
sometimes on a basis of risk

Files shoulde checked 0.0 0.0 0.0 0.0 0.0
sometimes on a random basis

Intensityshould varyaccording 0.0 0.0 0.0 16.7 3.2
to complexity of task and/or

experience of staff

Agreement breaks dowhowever on the question of intensity of supervisidmound athird of
responderts said that their files were checked routinely on the basis of risk, and that this was
the ideal level of oversight. Almost ofirefive respondents said that they examinedeey file in
detail, and just over onén-six said that every file was checked, with the same proportion
statingthat they routinely checkefileson a random basis.

Table 214: Amount of prior relevant legal experience of neauthorised persons employedy

pradices to carry out reserved legal activities, by turnover band

Turnover of £0 to Turnover of  Turnover of £500,001 Turnover of more All practices
£100,000 £100,001 to to £3,000,000 than £3,000,000
£500,000

Less than 3 37.5 21.2 10.0 48.8 24.1
years (%)
3to 10 years 12.5 22.1 37.5 41.3 27.5
(%)
More than 10 50.0 62.7 52.5 10.0 50.9
years (%)
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Table 214 shows the years of relevant legal experience possessed bauibiorisedpersons
working in CLC practices, broken dolynturnover band. It reveals that at least half of the non
authorised persons working in practices in the first three turnover bands wavked in
conveyancing, probate, or similar, related rolesruore than 10years. ltwould be a mistake to
think of non-authorised persons as neskilled, or lacking the knowledge necesstarperform

to a high standardThe makeup of the first three turnover bandsontrasts sharply wittthe
fourth however, agust 10 percent of norauthorised persons working in thegmtices with
turnovers in excess of £3,000,068d more than 10 yea€experience

Gender Equality

One of the regulatory objectives under the Legal Services Act 2007 is promoting diversity in the
legal professions. One of the notable achievementscehlsed conveyancing is the way it has
welcomed women into aector thatwas, within living memory, entirely dominated by men.

Number of Minimum Lower Median Upper Maximu Mean

practices quartile quartile m
Turnover of £0 to £100,000
Proportion of practices' staff (including 44 50.0 60.0 75.0 100.0 100.0 75.8
managers) who are women (%)
Proportion of practices' managerial 44 0.0 50.0 55.0 100.0 100.0 66.3

staff who are women (%)

Turnover of £100,001 to £500,000

Proportion of practices' staff (including 115 35.0 67.5 82.5 95.0 100.0 795
managers) who are women (%)
Proportion of practices' managerial 115 0.0 50.0 50.0 100.0 100.0 58.6

staff who are women (%)

Turnover of £500,001 to £3,000,000

Proportion of practices' staff (including 33 50.0 75.0 80.0 95.0 100.0 80.9
managers) who are women (%)
Proportion of practices' managerial 33 0.0 35.0 50.0 90.0 100.0 574

staff who are women (%)

Turnove of more than £3,000,000

Proportion of practices' staff (including 8 40.0 65.0 70.0 70.0 75.0 65.0
managers) who are women (%)

Proportion of practices' managerial 8 5.0 45.0 55.0 60.0 75.0 50.0
staff who are women (%)

All practices

Proportion of practices' staff (including 200 35.0 65.0 80.0 95.0 100.0 78.6
managers) who are women (%)

Proportion of practices' managerial 200 0.0 45.0 50.0 100.0 100.0 58.6

staff who are women (%)

Table 215shows that almost foufifths of the pe@le working in CL-@&gulated practices are
women, some 78.6 percent of allanagers and employeegorking in the sector. Although
men are oveirepresented in management in comparison to their proportion in the workforce
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as a whole (41.4 percent of managectempared to just 21.4 percent of the total workforce),
women still make up the majority of managers, 58.6 percent. This does slip to parity among the
practices with the highest turnovergbut these practices have a higher proportion of male staff

in gereral, 35 percent

All staff

Managerial staff

i =c. 10 percentage points of women
=c. 10 percentage points of me

Figure 2.11 is a simplified pagfraphic comparison of thaverage gender makep of all staff in

a CL@egulated practice, and the average gender composition of managerial staff. It shows that
although men comprise only around a fifth of all staff, they make up double that proportion of
managers.

Succession Planning

Succession planning is a process for identifying and developing talent within an organisation,
and developing people with the potential to fill key leadership roles. Succession planning
increases the availability of expenieed, capable employees, ensuring that staff are available to
take on new responsibilities as positions become vaclm. regulatory return asked
respondentsvhetherthey had a formal succession plan. It also inquired about the
arrangements they had in @te for the recruitmentapplications process$election(hiring),

and progressiorjpromotion)of staff, and whether or not these promoted equality of
opportunity.

Table 2.5: Proportion of practices with policies in place to promote equality of opporiityy by

turnover band

Turnover of £0 Turnover of Turnover of Turnover of All practices
to £100,000 £100,001 to £500,001 to more than
£500,000 £3,000,000 £3,000,000
Formal succession plan to 571 275 51.7 62.5 38.2
develop internal candidates
(%)
Recuitment policy 64.3 42.5 41.4 87.5 47.3

that encourages a diverse rang

of applications (%)

Selection policy that hires a 71.4 38.8 34.5 875 44.3
diverse range of applicants

(%)

Progression policy that 57.1 400 37.9 87.5 443
promotes a diverse range of

candidates (%)
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Table 2.6 shows that éss than half of practices have in place recruitment, selection or
progression policies that promote equality of opportunity, and less thanfiftles have a
formal succession plan. A majority ©L @egulatedpradices with turnovers in excess of
£3,000,000 havsuccessiomolicies,asdo those with turnovers of £100,000 or le€4.€
regulatedpractices with turnovein the range £100,0Dto £3,000,00Gare less likely to have
succession policies in place.
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3. Deding with Clients

We have already looked at the number and types of cliémas used the services o€LE
regulatedpractices. Tl section looks at how clients weedealt with and itincludes questions
about the means by which practices communichtgth prospective or actual clients, their
success in attracting new clients, the number and type of complaints they relcamne
responses to them, and whether or not they carry out client satisfaction surveys.

Communications

Turnover of  Turnover of Turnover of Turnover of  All practices

£0 to £100,001 to £500,001 to more than

£100,000 £500,000 £3,000,000 £3,000,000
Telephone (%) 97.7 99.1 90.9 100.0 97.5
Faceto-face (%) 95.5 99.1 90.9 100.0 97.0
Email (%) 97.7 98.3 90.9 100.0 97.0
Mail (%) 90.9 92.2 90.9 100.0 92.0
Online interactive 13.6 18.3 30.3 75.0 215

system (%)

Other (%) 15.9 9.6 6.1 37.5 115

Table 3.1 suggests that there is not much défece between turnover bands, with regards to

how practices are contacted by consumers (the consistently lower than expected responses in
the £500,001 to £3,000,000 band are almost certainly an artefact of the samipean
uncharacteristically small numer of responses to this question from practices within that

band). Nearlyall practices make it possible for consumers to communicate with them by
telephone, facdo-face, andby e-mail, and a vast majority still offer accesstbgditional mail.

What isinteresting is the disparity in usage of online interactive systems, such as specialist web
portals, apps, or video conferences. Some combination of these are used bygiaeters of

all practices with turnovers of £3,000,000 or more, but this dropsi@ percent in the third

band, 18.3 percent in the second, a just 13.6 percent of practices with turnovers up to
£100,000. This probably reflects tharrent costand expertise involved ideveloping and
operating systems of this kind, but technologicaVadces will remove such impediments and
shifting consumer expectations wikelydictated dzOK { S Owidérisagenkh® aear

term.!

1 https://www.citrix.com/content/dam/citrix/en _us/documents/productsolutions/workplacetransformation
unleash.pdf
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Table 3.2Proportion of consumers using particular methods to make initial contact with practices,

turnover band

Minimum Lower Median Upper Maximum Mean Modified
quartile quartile mean

Turnover of £0 to £100,000
Telephone (%) 0.0 30.0 60.0 85.0 100.0 57.0 40.5
Email (%) 0.0 5.0 15.0 50.0 100.0 27.8 19.8
Faceto-face (%) 0.0 5.0 15.0 40.0 100.0 26.5 18.9
Mail (%) 0.0 0.0 5.0 10.0 100.0 13.1 9.3
Online interactive system (%, 0.0 0.0 0.0 7.5 100.0 8.1 5.8
Other means (%) 0.0 0.0 0.0 5.0 100.0 8.2 5.8
Turnover of £100,001 to £500,000
Telephone (%) 5.0 40.0 55.0 75.0 100.0 56.6 43.1
Email (%) 0.0 10.0 20.0 40.0 100.0 28.5 21.7
Faceto-face (%) 0.0 50 15.0 35.0 100.0 26.4 20.1
Mail (%) 0.0 0.0 5.0 10.0 100.0 10.7 8.2
Online interactive system (%); 0.0 0.0 0.0 5.0 55.0 5.8 4.4
Other means (%) 0.0 0.0 0.0 0.0 50.0 3.2 2.4
Turnover of £500,0010 £3,000,000
Telephone (%) 0.0 30.0 60.0 85.0 100.0 56.7 37.1
Email (%) 0.0 15.0 375 60.0 95.0 40.2 26.3
Faceto-face (%) 0.0 5.0 10.0 25.0 100.0 24.1 15.8
Mail (%) 0.0 0.0 5.0 25.0 100.0 18.9 12.4
Online interactive system (%; 0.0 0.0 5.0 10.0 50.0 13.0 8.5
Other means (%) 0.0 0.0 0.0 0.0 0.0 0.0 0.0
Turnover of more than £3,000,000
Other means (%) 0.0 0.0 425 95.0 100.0 46.7 28.0
Telephone (%) 5.0 5.0 20.0 95.0 100.0 44.3 26.6
Online interactive system (%); 0.0 0.0 30.0 60.0 90.0 35.0 21.0
Email (%) 0.0 50 5.0 20.0 100.0 20.7 12.4
Mail (%) 0.0 0.0 25 5.0 100.0 18.3 11.0
Faceto-face (%) 0.0 0.0 0.0 5.0 5.0 1.7 1.0
All practices
Telephone (%) 0.0 35.0 60.0 80.0 100.0 56.2 40.2
Email (%) 0.0 10.0 20.0 45.0 100.0 30.0 21.4
Faceto-face (%) 0.0 50 15.0 30.0 100.0 25.2 18.0
Mail (%) 0.0 0.0 5.0 10.0 100.0 12.9 9.2
Online interactive system (%; 0.0 0.0 0.0 10.0 100.0 8.9 6.3
Other means (%) 0.0 0.0 0.0 0.0 100.0 6.7 4.8

49



Table 3.2 showthe ways inwhich clients first mde contact with practices. In the regulatory
return, we asked respondents to give us their best estimates of the percentage of consumers
using each mikod of communication to make an initial approach. Because they were
approximations, the results did notveays sum to 100 percent, see convertedthe estimated
means(averagesinto modifiedmears, which da Becausef all of this the findingshere, must

be treated with caution, but they shoulstill be consideredas a fair reflection of the situation

on the ground.Telephone, email and faceo-face (in that order) remain the most popular
means for contacting Ck€gulated practices, making up around fefiiths of all approaches.

The only exception to this is in the highest turnover band, where 28 peafanttial

approaches are made by other means, narrowly edging out the telephone, which was used by
26.6 percent of new customers. It should be noted that these firms also received almost twice
as many approaches through online interactive systems asditeghrough conventional-e

mails

I T T T T T T T T T
0% 10% 20% 30% 40% 50% 60% T70% 80% 90% 100%

B Telephone MWE-mail M Face-to-face B Mail Online interactive system Other means

Figure 3.1 encapsulates the all practices data from Table 3.2, and it shows that the telephoimesrema
the favourite means of initial inquiry for more than tvfifths of consumers.

Conversion Rates

Conversion marketing originated in electronic commerce, and at its core it is the idea that
people who have made contact with a service, can and shoutmbeerted to paying
customers. In the regulatory return we asked respondents about the number of approaches
their practices received from individuals or organisations, laomt many othem went on to
become clients.
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Minimum Lower Median Upper Maximum Mean
quartile quartile

Turnover of £0 to £100,000
Number of individuals or organisatiotisat 10.0 50.0 100.0 260.0 800.0 176.0
approached practice seeking advice
Number of indiviluals or organisationthat 3.0 25.0 85.0 200.0 427.5 122.5
went on to become clients
Conversion rate 0.15 0.60 0.75 0.93 1.00 0.74
Turnover of £100,001 to £500,000
Number of individuals or organisatiotisat 50 100.0 400.0 600.0 3,000.0 468.0
approached practice seeking advice
Number of individuals or organisatiotisat 0.0 50.0 280.0 498.0 1,400.0 332.6
went on to become clients
Conversion rate 0.00 0.60 0.75 0.86 1.00 0.68
Turnover of £500,001 to £3,000,000
Number of individuals or organians that 0.0 8.0 1,150.0 4,000.0 10,000.0 2,331.0
approached practice seeking advice
Number of individuals or organisatiotisat 0.0 1.0 825.0 2,500.0 7,000.0 1,646.8
went on to become clients
Conversion rate 0.07 0.63 0.73 0.90 0.97 0.67
Turnover ofmore than £3,000,000
Number of individuals or organisatiotisat 120.0 6,000.0 12,261.0 30,000.0 76,671.0 22,885.0
approached practice seeking advice
Number of individuals or organisatiotisat 90.0 4,000.0 8,233.7 29,700.0 51,369.6 16,937.8
went on to become clients
Conversion rate 0.59 0.67 0.71 0.75 0.99 0.74
All practices
Number of individuals or organisatiotisat 0.0 80.0 350.0 750.0 76,671.0 1,433.0
approached practice seeking advice
Number of individuals or organisatiotisat 0.0 46.3 2435 546.3 51,369.6 1,109.5
went on b become clients
Conversion rate 0.00 0.60 0.75 0.89 1.00 0.69

Table 3.3 shows the range of the number of approacteegractices,and the number of
successful conversions, broken down by turnover baldreveals sbstantial differences
between each band, which must reflect the close relationship between turnover and customer
base. The average number of approaches and conversions in the lowest turnover band are 176
and 122.5 respectively. In the second band they468 and 332.6, in the third they are 2,331

and 1,646.8, and in the fourth and highest turnover band, they are 22,885 and 16,937.8. In other
words the average number of conversions in practices with turrmeemore than £3,000,000
isaround 138 times thaverage of those with turnovers of £100,000 or less.

However, able 3.3 also shows the range of conversion rates. A conversion rate is the noimber
approaches a practice receivatlyided by the numbeof individuals or organisatiorteat went

on to bemme clientsA conversion rate aferowould signify that no approaches were converted
into clients, whereas a conversion rateasfewould signify that they all werécross all practices
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the average conversion rate was hj@69. There was not much défience inaverageconversion
rates between practices in different turnover bands either, with all bands fallingrétatively
narrow range, 0.60.74.

Complaints

Dealing quickly and efficiently with customer complaints is essential to the successvafual
practices, but it is also important for the reputation of the sector as a whole. The credibility of
all CLGoractices rests on providing competent, timely services to clients. When problems arise,
it is crucial that practices respond appropriately

Table 3.4Number of complaints practices received from clierdad how they respondedby

turnover band

Minimum Lower Median Upper Maximum Mean
percentile percentil
e
Turnover of £0 to £100,000
Number of complaints per 1,000 client 0.0 0.0 0.0 0.0 17.1 0.7
Number of formal complaints practice 0.0 0.0 0.0 0.0 2.0 0.1
received directly from clients
Number of formal complaints resolved
in-house 0.0 0.0 0.0 0.0 1.0 0.0
Number offormal complaints referred
to the Legal Ombudsman 0.0 0.0 0.0 0.0 1.0 0.0
Turnover of £100,001 to £500,000
Number of complaints per 1,000 client 0.0 0.0 0.0 25 18.2 1.9
Number of formal complaints practice 0.0 0.0 0.0 1.0 10.0 0.9

received directly from clients

Number of formal complaints practice

received from éénts that were

resolved ishouse 0.0 0.0 0.0 1.0 8.0 0.7
Number of complaints about the

practice referred to the Legal

Ombudsman 0.0 0.0 0.0 0.0 3.0 0.3
Turnover of £500,001 to £3,000,000

Number of complaints per 1,000 client 0.0 0.0 1.4 2.6 571 4.1
Number of formal complaints practice 0.0 1.0 2.0 5.0 48.0 8.1

received directly from clients

Number of formal complaints practice

received from clients that were

resolved irhouse 0.0 1.0 2.0 5.0 46.0 7.1
Number of complaints about the

practice refered to the Legal
Ombudsman 0.0 0.0 0.0 1.0 12.0 1.6
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