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Foreword

Sheila Kumar
ChiefExecutive
November 2016
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detailed survey of the regulated community that was completed by each of the entities that

are licensed by the CLC. The survey has a broad scope, intended to deepen further our

insight into the market place. It bolsters our close continuous engagemignthe firms

and individuals we regulated and enriches the evidence that drives odbpbaséd approach

to regulation.

2016 saw some notable successes for the CLC in the shape of very positive evaluations of
our performance by the regulated communitgdaour oversight regulator, the Legal
Services Board. The findings of this Annual Regulatory Return will help keep us on that path.

Completing the Annual Regulatory Return is mandatory, but it is also a significant exercise
andlamvery gratefultoa ¥ G KS / [/ Qa NB3Idz I 6SR SyGAdGASa
provide us, again, with such a complete set of data. It is of enormous hptpviding

consumer protection anfbstering competition and inn@ation in property law services

Below, | drawout what appear to me to be the most significahth Y RAy 34 FTNBY (KA &

before going on terovide abrief update on the five areas of focus that emerged friast
& S| NI a4 Anlefeduivéldummary and full analysis begipae eight

Key Findings of the 2016 Annual Regulatory Review

Client care
We found that, overall, less than half of all practices conduct client satisfaction surveys,
If 6K2dzZ3K GKA&a KARSa F+ 3ANBFdG RSIFHE 2F QFNRIFGA?Z

approaches to identifying and supporting vulnerable clients and found treaetivas
limited awareness of how to spot vulnerable clients and how to assist them.

Action ¢ Although complaints about CLC lawyers run at remarkably low ratelsaves
begun work to look at how we can increase the use of client feedback surveys and
action taken in response. We are working with the Legal Services Consumer Panel to
increase understanding of issues around vulnerable clients. This will inform our work
reviewing the Handbook as well as the direct provision of advice to the profession.


http://clc-uk.org/CLCSite/media/Corporate-Docs/CLC-ARR-Analysis-2015.pdf
http://clc-uk.org/CLCSite/media/Corporate-Docs/CLC-ARR-Analysis-2015.pdf

Breadth of business models

While there is great consistency in the services provided byr&jufated firms and a very

high degree of specialisation in either conveyiagwr probate by the lawyers within them,

this ARR underlines the diversity of business models for the delivery of those services; from
aATS G2 LINAOAYy3II FTNRY OfASyild o61a&aS G2 LINRAOAY I
offering to clients andheir ways of doing business.

Action¢ Our continuing review of the Handbook needs to take into account this diversity
even as we work to explore and exploit the strengths of specialist regulation of
property law services. The CLC prides itself its sufggannovation in the regulated
community and that community has expressed the value it places on that support.
This is a core part of our ethos and approach that we will continue to foster.

Succession planning

This year we included justone simpléz$ & G A 2y ' 62dzi &dz00Saaizy LI I
all firms to know how their business can be carried on as owners and managers leave or

retire and to be prepared for sudden change of some kind. Overall, less thathiod@f all

firms reported thatthey have a written succession plan, ranging from 23% of the smallest

firms to two-thirds of the largest firms.

Action ¢ This will be picked up during inspections and through support for the regulated
community. We will review progress in two years.Wilealso include an expanded
suite of questions about business continuity planning and related issues in the next
ARR, to ensure that we understand the breadth and depth of any problems.

Investment

In another first, we asked firms about their approach to investment in the business, both

the purpose and sources of investment. There are marked differences of attitude towards
external investment even if there is considerable consistency about the disegestment

and that it is available when needed. Among all firms, the major uses of investment were to
grow staffing, improved management of the firm through IT and purchase of customer
facing IT systems.

Action ¢ These finding seem to offer some exyation as to why we have seen less external
investment in law firms that was expected. Profits generate sufficient funds for the
gFad YrFe22NAGe 2F FTANXYaAaQ AygSadaySyid ySSRa
widespread view that retaining controlisverylid8 NIi F y i ® ¢ KS / [/ Qa 2Y
to ensure that there are no unwarranted obstacles to external investment.

Pricing of services

90% of practices offer services on a fixed price basis. There is a little more use of hourly
rates in smaller firms tham the largest firms, but overall the picture is fairly consistent.
Pricing, whether on hourly rates or on a fixed basis shows considerable variation, reflecting
the diversity of business models and consumer offering noted above. However, there is
clear dustering around the average pricing.



Action¢ We are beginning consultations to explore how pricing can be made more
transparent in ways that benefit consumers and do not have any undesirable
consequences. We are also examining how further informéigbah by the CLC can
be added to price information to give consumers a rounded picture of each firm.

Diversity and inclusion

Some 70% of practices do not monitor diversity in their workforce. This is of particular
concern given the challenges in career progression for women (as noted last year) and BME
staff in the regulated community.

Actiong2 S | NB (I | Ay Jconslitatibin o gficolrdgifg a[diyers@ grofession
and look forward to recommendations that we hope will be a useful compendium of
best practice for regulators and regulated entities. We will expect a far greater
proportion of firms to monitor diversity fimture and to see better career progression
outcomes for women and BME sta®teps towards this will be built into revision of
the Handbook in 2017.

Anti-money laundering{AML)

Some firms reported they were not certain that they were fully céiemg with AML
requirements. Some also reported they had not reviewed their AML arrangements during
the year and some that not all relevant staff had received training in those arrangements.
However, we should bear in mind that we have examined only tltendar year 2015.

Action¢ We will do more to promote best practice as well as the guidance and training that
is available for firms. We will be contacting directly the firms that have reported poor
compliance withAML requirements. AML compliance igiegved through the
regular monitoring and inspection process and we will monitor improvement over
time.

Progress on Actions from the 2015 Annual Regulatory Review

Innovation ¢ Findings underlined the importance of freedom to innovate for CLC firms. Our
review of the Handbook began in 2016 with changes to the professional indemnity
insurance regime that enhanced consumer protection and lowered costs for
practices. We have also reduced regulatory fee rates for entities by 20%.
Consultation on proposal®if changes to the CPD regime and the Accounts Code are
continuing the review and the entire Handbook will have been reviewed by the end
of 2017.

Specialisatiorg The 2015 ARR underlined the degreepécialisation in our regulated
community. We have ctdinued to explore how tailored specialist regulation can
help consumers and lawyers. The Legal Services Board has also recognised the
strength of our approach as a model for other parts of the legal sector.

Accessibilityg The makeup of the regulated ammunity is diverse and our changes to
routes to qualification will support an even more diverse intake.



Supervisiong High numbers of nouthorised Persons in CLC firms means that we focus on
the effectiveness of the supervision undertaken by AuthatiBersons. New
gualifications below the level that leads to licence are now becoming available to
provide additional assurance.

Consumerg; To support better consumer information, we have completed a joint project
with the other front line regulators to review the use of client care letters and
provide guidance to lawyers. We have also engaged closely with the Competition
and Markets Authaty to inform their study of the legal sector and are consulting on
initiatives the CLC could implement to make better use of data that we hold on the
regulated community to improve consumer choice.



Introduction

TheCouncil for Licensed Conveyancers (@&L&}ppecialist property law regulator. It has

authority over the profession of licensed conveyancers, but it is primarily an entity

regulator. This means that it has a particular interest in the good managemehe of t

practices for which it has regulatory responsibility. The CLC monitors various aspects of

these practices, and employs Regulatory Supervision Managers to maintain direct

relationships with them. These activities are supplemented by the Annual ReguRsttugn

(ARR), a mandatory survey which must be completed by all practicepufpeseof the

ARRSs to gather data on a range of issw@®l use that to present a yearly snapshot of the

/' [/ Qa NBIdzZ SR O2YYdzyA (& d ¢ K §uesiialmhalzeSgh o1 & O
an accompanying request that it be completed by a manager.

We have not repeated all of the areas of investigation from28&5 ARRecause we

believe that there will not be sufficient change in twelve months to merit gathering all of
that information. Some of the omitted questions will be repeated in future ARRs though and
contribute to our view of the evolution of the market.

As was the case last year, few of the findings came as a sunghix is reassuring as it

suggess both that ¢ through theirroutine interactions with our Regulatory Supervision

Managers and othe€LGtaff ¢ we maintain a good working knowledge of the practitiest

$S NB3IdzZA ST yR GKFG GKS FAYRAy3Ia 2F fFaid @

This reportis a rich source of information on the sector. We encourage researchers and
policymakers to make use of it. We can make available most of the raw data too where that
would be useful, but must respect that some of it may be commercially confidentialcand s
must be anonymized.

Format

This is the second year of our new format ARR, and we have exp#rasdope of our
investigation. Last year we looked at market segmentation, workforce, and some basic
details about regulatory complianc&his reportpresents an analysis of survey responses
falling withinsevenbroad areas:

1 Market segmentationwhich is concerned with building up a picture of the market
F2NJ t AOSyaSR 02y @SeélyOSNEQ aSNBAOSasz Ay Of
competitors, types bwork and clientele.

1 Workforce which addresses issues of staffing, including sole practitioners, the
authorisation of managers and employees, the supervision of staff who are not
authorised persons, equality and diversity monitoring, gender equality and
succession planning.

1 Investment and ownershipvhich considers investment decisions, sources of funding
and investment in Alternative Business Structures.



91 Dealing with clientdooks at how practices communicate with their clients,
conversion rates, clientsisfaction surveys, vulnerable clients, complaints
procedures, complaints received, and complaints handling.

1 Pricingcovers hourly rates, the prices charged for different services, and the factors
that help in determining those prices.

1 Transactional infomation and regulatory compliancés a sort of catclall covering
whether or not practices have acted for both sides in a transaction, the sources of
their instructions, and complian¢avith a particular focus on anthoney laundering
and counterterrorismfinancing rules

1 Commentswvhich covers responses to questions about improving the work of the
CLC, and the greatest risks and opportunities facing our regulated community.

Method

¢CKS ! wwQa LINAYFNE a2dz2NOS 27F RI { beeopeiatingy 2y f A
for at least 9 months in the 2015 calendar year. Most of the questions pertained specifically
G2 0(KS LINJupahd thiteQdunhty thad period.

Some 218 practices responded to the survey, though not all of them completed all the
elements to the same high standard. A summary of the surgggondentds available in
Appendix 1: Survey Details

It was decidedhat once again the primary frame of reference for analyzing these data
would be by turnover band. Turnover band is a good proxy measure for other indicators of
size; practices with higher turnovers tend to have a larger compliment of managers and
employees, more offices, and greater geographical spread. The same turhased

criteria are used to determine the fees that regulated practices are required to pay to the
CLC.

Fndings areypicallyrepresented in tablesnany ofwhich show the minimum and

maxmum values, lower and upper quartiles, 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 performaiticer as part of aisk
assessment, or for commercial reasombere is an explanation of how to interpret these
tablesunder theTypes of Worleading in section 1, Market Segmentation, below.

Use

Building on our existing knowledge of teector and data collected in previous ARRs we

K2LJS GKFdG F2ff 26Ay Ihayeddeumulat&lisiifibent dataippbise: 6S 6 A
a baseline for measuring future improvements in our services and the businesses we

regulate.

Aside from providing a richer, more detailed understandin@b€&egulatedpractices and
the world in which they operateandalerting us to issuethat may require closer regulatory
attention, the information gathered in théRHRs used to inform risk tangs, directly
improving the focus and impartiality olur regulatory activities.



¢tKS 1Se FAYRAy3IazZ a asSid 2dzi Ay
which the CLC will attempt to implement throughout the coming year.
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ExecutiveSummary

Scope and Purpose

1 The annual regulatory retur@ARR)s ayearlysurvey of legal practices regulated by
the Council for Licensed Conveyancers (CLC). In past years, it has focused in on areas
of particular concern. In 2@we undertook an extensive sury®f a broad range of
measures, but there were special sections focusing on issues of particular interest,
such as:

A Investment and ownership;

Vulnerable clients;

Client satisfaction surveys;

First tier complaints;

Anti-money laundering and counteerrorism financing; and

Pricing.

> > > > >

| This reporprovides aguide tol KS OdzZNNBy G adrdS 2F GKS [/ [/
and a useful additional source of data for developing more quantitatively driven,
objective measures afsk.

Method

T ¢KS Fyydzrf NBIdzf | 6§2NB NBGOdzZNYy Q& LINAYIFNER az
practices that had been trading for nine to 12 months in the 2015 calendar year.

1 Some 28 practices responded to the survey, though not all completethall
elements to the same high standard.

Location(page 19)

1 Almost half of the offices of Cit€gulated practices (46.4%) are located in just three
regions: SoutkEast England (23.2%), Noftflest England (13.1%), and Sodfttest
England (10.1%).

1 Althoughthey 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 ARR divides England and Wales into 12
regions.

1 More than half of practices (52.3%) claim to have a substantial portion of their
completions or grants of probate originating from one of just four regions: South
East England (20.8%), Outer London (11.2%), S&ett England (10.6%), and
North-West England (9.7%).

1 80.9% of all practices had most of their completions or grants of probate originate in
just a single region.

11



Competitors(page 22)

1 The most commonly reported characteristics of businesses thaté&julated
LINF OGAOS&aQ NB3IAF NR [|saggdsikhatiheyateYt Ay O2 YLISG A G
A mediumsized (39.1%);
A local (49.5%); and
A regulated by the Solicitors Regulation Authority (67.6%).

Types of Workpage 24)

T 2SS Aa1SR NBalLRyRSyGa G2 SadAYFGS GKS LINRL
was made up of each of foeategories of activity: residential conveyancing;
commercial conveyancing; wills, probate or trusts; and,-reserved legal activities
regulated by the CLC.

1 Residential conveyancing was by far the greatest part of work for all practices,
ranging from73.9%for those in the lowest turnover band to more th&.%oof
those in the highest band.

Clientele(page 25)

1 Of those using the services of @eQGulated practices, 91.7% are private consumers,
and 6.4% are small or mediusized businesses charities without their own legal
advisors.

1 The median average number of clients per practice was 397. The mean was 1,469, (a
figure raised substantially by a small proportion of practices in the highest turnover
band, with very large numbers of transamis).

Staffing(page 29)
1 The median practice as 3 managers and 3 employees.
1 The mean practice has 3.7 managers and 16 employees.

Sole Practitionergpage 32)

91 Sole practices make up just over a quarter of all practices (26%), but almost half of
practices in the lowest turnover band (48.6%).

Managers(page 32)

1 95.3% of practices in the survey have at least one manager who is a licensed
conveyancer and licensed conveyancers make up the largest proportion of managers
(69.4%).

12



1 The next largesgroups of managers were solicitors and raurthorised persons
(each comprising 9.6%).

1 The average number of managers per practice overall was 3.5, but this ranges
between 2.1 for practices with turnover between £0 and £100,000 and 7.2 for those
with turnover in excess of £3,000,000.

1 57% of managers work exclusively in conveyancing, 1.8 percent work exclusively in
probate, with 7.3% do administrative work.

Employeeqpage 36)

1 More than80% of employees in Cit€ulated practices are members of one of the
four following groups:

A non-authorised persons, excluding students or trainees (50.7%);

licensed conveyancers (16.3%);

students or trainees (9.4%); and

solicitors (7.4%).

> > > >

1 31.3% are authorised persons.
1 The average number of employees per practice was 16.

1 53.8% of employees work exclusively in conveyancing, 2.1 percent work exclusively
in probate, and 21.8% do administrative work only.

Gearing(page 41)

1 Although 68.%o0f practices have at least one nauthorised employee, just 242
of practices use those employees to carry out reserved legal activities.

1 The number of norauthorised employees to properly licensed supervisors is just
2.1:1.

Equality and Diversitypage 43)

1 Just 13% of practices take any formal steps to monitoretipeality and diversity of
their staff.

1 73.7% of the people working in Gt&gulated practices are women.

1 Men make up 26.3% of the total workforce, but have 57.6% of managerial roles.
Succession Planningage 45)

9 Just over a quarter of practic€®7.1%) have a written succession plan.

13



Investment Decisiongpage 46)

T

T

T

28.6% of practices made substantial investments in their legal business.
7.6% seriously considered making an investment, but did not go through with it.

52.2% of Alternativ8usiness Structures made an investment, more than double the
proportion of recognised bodies (23.2%).

The three most ppular targets for investment were:
A hiring staff;
A management IT; and
A consumerfacing IT.

Among those making an investment in their lelgasiness, by far the most popular
source of funds was profits or cash reserves (76.7%)

Communications with Client§page 54)

T

l

T

All practices make it possible for consumers to communicate with them by
telephone.

More than 90% of practices also offer clients the possibility of communicating by e
mail, faceto-face, and traditional post.

Almost twothirds of practices with turnovers in excess of £3,000,000 use online
interactive systems (like specialist web postal video conferences), compared to
38.5% in the third band, 24.8% in the second, a just 11.6% of practices with
turnovers up to £100,000.

Telephone, email and faceo-face (in that order) remain the most popular means
for clients making initial contaetith a CL&egulated practice, comprising 94.4% of
all approaches.

Conversion Rate§age 56)

T

T

T

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

Across all practices the average conversion rate was high, 0.68.

The average conversion rate of practieeshe top turnover bandvas considerably
lower, just 0.43

14



Client Satisfaction Surveypage 57)

1 39.9% of practices conducted some form of client satisfaction survey (rising to 100%
of the largest practices).

1 By far the most popular way for practices to monitor client satisfactionwits
guestionnairesent by postwhich wereusedby 68.7% of those practices that
surveyed clients

1 The top three topics for client satisfaction surveys were:
A the quality of theservices;
A whether or not clients would recommend the business to others; and
A GKS OfASyGaqQ 20SNIftt tS@St 2F aldAraaFl C

Vulnerable Clientgpage 59)

1 Evaluating the abilities of their clients,s@ndents believed that:
A 79.9% understood the informatiorelevant to any decisions they might have
to make;
A 52.4% retained that information;
A 63% were able to use that information when making decisions; and
A 69.3% could communicate their decisions clearly.

1 Practices were asked if they were aware of hayirgyided services to clients with
any of a list of characteristics which might have contributed to a vulnerability. The
most widely recognised of which were:

A advanced age;
A ill-health; and
A English as a second language or limited ability in English.

1 9.3% ofpractices were unaware of having carried out any work for clients that might
have had characteristics that could have contributed to vulnerability.

1 48.1% of practice claim to have policies in place to meet the needs of vulnerable
clients.

1 But just 10% bpractices were taking effective measures to identify vulnerable
clients and ensure that they receive services that meet their particular needs.

1 Practices estimated that 5.3% of clientswe meet a broad definition of
G @dzt ySNI 60f S¢
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Complaints(page 62)

1 Atinstruction, more than 90% of practices informed clients about:
A the likely overall cost of the matter;
A the name and position of the person dealing with the matter; and
A their in-house complaints procedure.

1 And more than foufifths of practices describe their complaints procedures as:
A easy to understand;
A providing complainants with clear instructions; and
A providing contact details for the Legal Ombudsman.

1 30.8% of practices received a formal complaint from a client.

1 The average numbeaf complaints received by all practices was 24.2, with 22
resolved irhouse, and 2.3 referred on to the Legal Ombudsman.

9 The proportion of first tier complaints that practices referred to the Legal
Ombudsman was 9.5.

1 The top five categories of complawere:
A delay;
A dissatisfaction with the outcome or the advice given;
A failure to advise;
A failure to communicate accurately; and
A failure to progress.

1 The top three outcomes for clients' complaints were:
A the practice providing a full explanation for decision;
A the practice apologising to the complainant; and
A GKS O2YLX FAyd o0SAy3 NBaz2f gSR G2 (K

(0p))

1 92.3% of practices related to residential conveyancing.
Pricing(page 72)
1 90% of services are offered on a fixed price basis.
1 Theaverage hourly rates for staff working in @eQulated practices are as follows:
A senior fee earner:  £173
A junior fee earner:  £139
A support staff: £54

1 Practices offer broadly similar prices for services, regardless of turnover band.

1 In order ofimportance the top three determinant®f priceare:
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A complexity- the mental effort and expertise the work will require;
A value-the size of the property or estate in question; and
A time-how long the matter will take.

Compliancgpage 78)
1 60.2% ofpractices acted for both sides in a transaction.
i The three main sources of instruction were:
A former clients returning to use your services again;
A new clients approaching your business directly; and

A referral arrangements.

1 92.8% of practices were confidetfitat their anttmoney laundering policies
complied with the CLC Code of Conduct.

1 93.9% had an independent money laundering reporting officer.

1 48.1% of practices carried out work for clients who were not physically present for
identification purposes.

1 1.4% of practices carried out work for clients who were politically exposed persons.
Risks and Opportunitiegpage 83)

T .FraSR 2y NBALRYRSYyGaQ LISNOSLIAz2yas | a
guestions, he three greatest risks confronting Gtggulatedpractices are:
A fraud(18.2%;
A access to mrtgage lender panel§l7.7%); and
A cybersecurity (4.0%).

1 The greatest opportunitiesclude practices expanding their businesses, offering

personalised services, and generating good word of moashwell asncreased
demandfor housing

17



1. Market Segmentation

Turnover

Most of the analysis in this report looks at survey results through a lens of turnover. The CLC
is an entity regulator, and the fees it charges varyetefing on the size of practices

measured by their annual turnover. Turnover is assessed, and each practice is assigned to
one of four turnover bandslTable 1.1 showthe number and proportion of practices falling
within each turnover bandas well as the cypoints for the bands theselves

Table 1.1: Numbeand proportion of CL&egulated practices, by turnover band

Number of practices Proportion of all practices (%,

Turnover of £0 to £100,000 44 20.6
Turnover of £100,001 to £500,000 120 56.1
Turnover of £500,001 to £3,000,000 39 18.2
Turnover of more than £3,000,000 11 51
All practices 214 100.0

Figure 1.1 graphs some of the findings laid out in table 1.1, and reveals that more than half
of CL&@egulated practices have an annual turnover between £100,001 and £500,000.

Figure 1.1Numberof CL&egulatedpractices, by turnover band

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

M 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
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Location

The survey asked respondents to indicate in which of 12 regions their organisation
maintained officesTable 1.2 shows that almost a quarter of all practices aredasthe
SouthEast of England, however the largest practices by turnover were substantially less
likely to be based in this region, with their area of greatest concentration in the Nuest

of England, where more than a fifth of their offices are located.

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

Turnover of Turnover of
Turnover of £0 to £100,001 to £500,001 to Turnover of more
£100,000 £500,000 £3,000,000 than £3,000,000 All practices
Number Proportion Number Proportion Number Proportion Number Proportion Number Proportion
of of practices of of practices of of practices of of practices of of practices
practices (%) practices (%) practices (%) practices (%) practices (%)
SouthEast 11 25.0 30 22.6 13 31.7 1 5.3 55 23.2
England
North-West 1 2.3 22 16.5 4 9.8 4 21.1 31 13.1
England
The West 4 9.1 14 10.5 3 7.3 3 15.8 24 10.1
Midlands
SouthWest 6 13.6 10 7.5 6 14.6 0 0.0 22 9.3
England
The East 5 11.4 7 53 5 12.2 3 15.8 20 8.4
Midlands
Outer 6 13.6 10 7.5 2 4.9 1 53 19 8.0
London
Eastof 1 2.3 11 8.3 3 7.3 2 10.5 17 7.2
England
Yorkshire 3 6.8 10 7.5 1 2.4 2 10.5 16 6.8
and the
Humber
South Wales 3 6.8 5 3.8 2 4.9 3 15.8 13 5.5
North-East 1 2.3 8 6.0 0 0.0 0 0.0 9 3.8
England
Inner 1 2.3 4 3.0 2 4.9 0 0.0 7 3.0
London
North Wales 2 4.5 2 15 0 0.0 0 0.0 4 1.7
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practices.

Figure 12: Locations opractices' offices

North-West England
13.1%

North Wales
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West Midlands
10.1%

South Wales
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South-West England

North-East England
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Yorkshire and the Humber
6.8%

East Midlands

8.4%

East of England
7.2%

Inner London
3.0%

Outer London
8.0%

South-East England
23.2%

Table 1.3 shows that the SouBast of England is also the region from which most work
originates (just over a fifth), but while just 8% of practices have offices in Outer London, it is
the secondmost productive region, providingubstantial work for 11.2% of practicésorth
Wales, the region with fewest offices, is also the region from which the least work originates

(seetable 1.9.

Table 1.3: Regions from which practices claim a substantial prtparof their
completions or grants of probate originated, by turnover band

SouthEast
England
Outer
London
South-West
England

Turnover of £0 to

£100,000

Number Proportion
of of practices
practices (%)
11 24.4

5 111

6 13.3

Turnover of

£100,001 to
£500,000

Number Proportion
of of practices
practices (%)
33 221

17 114

15 10.1

Turnover of  Turnover of more All practices

£500,001to  than £3,000,000
£3,000,000

Proportion Number Proportion Number Proportion

of practices of of practices of of practices

(%) practices (%) practices (%)

315 8 9.6 69 20.8

13.0 8 9.6 37 11.2

13.0 7 8.4 35 10.6
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Figure 1.3: Regions from which practices claim a substamaportion of their

completions or grants of probate originated
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provides a graphical representation of the regions from which work originates

LIN} OGAOSac¢ TNRY

East of England
7.3%

Inner Lendon
5.4%

Outer London
11.2%

South-East England

20.8%

21

al

of



Table 1.4 shows that on average, 12.9% of practices received a substantial quantity of work
from any particular region. The greater geograpieachof the largest practices is evident,
as on average you would expect 62.9% of them to service any given region.

Table 1.4: Relationship between practices' turnover and geographic spread (in terms
the quantities of work they receive from each of the ¥2gions), by turnover band

Number of practices

Cumulative number of regions

from which practices receive
substantial quantities of work
Mean proportion of practices
within band receiving work
from any one region (%)

Turnover of £0
to £100,000

44
45

8.5

Turnover of Turnover of Turnover of All

£100,001 to £500,001 to more than practices
£500,000 £3,000,000 £3,000,000

120 39 11 214

149 54 83 331

10.3 115 62.9 12.9

Table 1.5 underlines these findings; half of the largest practices takeatigikating from
10 or more regions, compared to just 3.2% of all practices. More tha#fifths of practices
received most of their work from a single region.

Table 1.5: Number of regions from which most practices' completions or grants of
probate originated, by turnover band

Turnover of £0 to

£100,000
Number  Proportion of
of practices (%)
practices
1 30 88.2
region
2t03 3 8.8
regions
4t09 1 2.9
regions
10to 12 0 0.0
regions
Competitors

Turnover of
£100,001 to
£500,000

Number  Proportion of
of practices (%)
practices

91 85.8
8 7.5
6 5.7

1 0.9

Number of
practices

Turnover of  Turnover of more All practices

£500,001 to than £3,000,000
£3,000,000
Proportion of Number  Proportion of Number  Proportion of
practices (%) of practices (%) of practices (%)
practices practices

30 78.9 1 10.0 152 80.9
7 18.4 1 10.0 19 10.1
1 2.6 3 30.0 11 5.9
0 0.0 5 50.0 6 3.2

Table 1.6 suggests that in general, practices are most concerned about competitors of a
similar size to themselveslmost half are most concerned about competitors operating at a
local level, and more than twthirds regard SRAegulated practices as posing the biggest
challenge This is broadly in line with what we might expect, as a consequence of market
share However, among the largest practices, almost-tWwinds seeother CL&egulated

entities as theilgreatest rivals
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Table 1.6: Characteristics of businesses perceived as practices' main competitors, b

turnover band
Turnover of Tumover 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 (%)

Main competitor(s) size

Sole practitioner(s) 2.4 2.6 2.6 0.0 2.4
Small firm(s) 43.9 34.2 26.3 0.0 329
Medium firm(s) 41.5 38.5 44.7 18.2 39.1
Large firm(s) 12.2 24.8 26.3 81.8 25.6
Main competitor(s) geographic scale

Local 51.2 55.2 44.7 0.0 49.5
Regional 26.8 20.7 28.9 18.2 23.3
National 22.0 24.1 26.3 81.8 27.2
Main competitor(s) regulator

Council forLicensed 22.0 24.3 29.7 63.6 27.0
Conveyancers

Solicitors Regulation 78.0 67.8 67.6 27.3 67.6
Authority

Chartered Institute of 0.0 0.9 0.0 0.0 0.5
Legal Executives

Other 0.0 0.9 0.0 0.0 0.5
Not regulated 0.0 1.7 2.7 0.0 15
Don't know 0.0 4.3 0.0 9.1 29

Figure 1.4 takes the most common responses from table 1.6, and presents an infographic
showing the relative size, geographic scale and regulator of the businesses most likely to be
perceived as the main competitor within each turnover band.

Figurel.4: Characteristics of businesses most widely perceived as practices' main
competitors, by turnover band
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Types of Work

2SS Fa1SR NBalLRyRSyila

made up of each of four categoriesanftivity:

Residential conveyancing;
Gommercial conveyancing;
Wills, probate or trusts; and,

= =4 -4

G2 Sa

Non-reserved legal activities regulated by the CLC.

- 0SS GKS LISN

Table 1.7 showthe range of responses within each turnover band to the question of how

their workload wasomposed:

1 Minimum: Is the lowest response within the set;
f Lower quartile: Is the 2Z5percentilec a quarter of responses within the set were

lower than this;

= =

were lower than this;

= =4

the set (often referredi 2 | &

Ol £ Odzt i SR |

i KS

Maximum: Is the highest response within the set;
Mean; Is the sum of all responses in the set divided by the number of all responses in

Gl SN 3S€0T
1 Modified mean: Respondents estimates did not always sum to 100%, so we

Ga2RAFTASR YSIye¢ G2

Median: Is the miepoint, if all the responses were ordered from smallest to largest;
Upper quatile: Is the 7% percentileq three-quarters of responses within the set

F YR

YIS

It revealsthat more than 85% of the legal work that practices carry out is in the afrea
residential conveyancingmaller practices ammore omnivorous, with less than three
quarters of their work in residential conveyancing, by contrast little more than 2% of the
work carried out by the largest practices is in any other field.

Table 1.7Estimated composition of practices' workloads, by turnover band

Minimum Lower
(%) quartile
(%)

Turnover of £0 to £100,000

Residential 5.0 70.0
conveyancing

Commercial 0.0 0.0
conveyancing

Wills, probate, or trusts 0.0 0.0
Non-reserved legal 0.0 0.0
activitiesregulated by

the CLC

Turnover of £100,001 to £500,000
Residential 0.0 90.0
conveyancing

Commercial 0.0 1.0
conveyancing

Wills, probate, or trusts 0.0 0.0

Median
(%)

90.0
2.0

1.0
0.0

95.0
3.0

0.0

Upper
quartile
(%)

100.0
15.0

10.0
1.0

100.0
6.0

5.0

Maximum
(%)

100.0
95.0

95.0
37.0

100.0
71.0

100.0

Mean
(%)

79.7
12.7

11.9
3.6

90.0
5.6

6.6

Modified
mean (%)

73.9
11.8

11.0
3.3

87.6
5.5

6.4
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Non-reserved legal 0.0 0.0 0.0 0.0 20.0 0.5 0.5
activitiesregulated by

the CLC
Turnover of£500,001 to £3,000,000
Residential 20.0 85.0 96.0 100.0 100.0 90.0 86.7
conveyancing
Commercial 0.0 0.0 2.0 5.0 30.0 45 4.3
conveyancing
Wills, probate, or trusts 0.0 0.0 0.0 7.0 100.0 9.0 8.7
Non-reserved legal 0.0 0.0 0.0 0.0 10.0 0.3 0.3
activitiesregulated by
the CLC
Turnover of more than £3,000,000
Residential 89.0 99.0 100.0 100.0 100.0 98.8 97.9
conveyancing
Commercial 0.0 0.0 0.0 1.0 1.0 0.3 0.3
conveyancing
Wills, probate, or trusts 0.0 0.0 0.0 0.0 11.0 1.8 1.8
Non-reserved legal 0.0 0.0 0.0 0.0 0.0 0.0 0.0
activitiesregulated by
the CLC
All practices
Residential 0.0 87.0 96.5 100.0 100.0 88.4 85.1
conveyancing
Commercial 0.0 0.0 2.0 6.0 95.0 6.6 6.4
conveyancing
Wills, probate, or trusts 0.0 0.0 0.0 5.0 100.0 7.9 7.6
Norreserved legal 0.0 0.0 0.0 0.0 37.0 1.0 1.0
activitiesregulated by
the CLC

Clientele

Table 1.8 sets out the numbers of consumers at each practice, and the numbers of
OGN yalr OdA2ya OFNNASR 2dzi 2y GKSANI 60SKI
results are actually quite misleading, in terms of how well they reflect thetyeaflmost
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are more representative, suggesting that most practices had around 397 consumers, and

carried out 350 completions or grants of probate.

Table 1.8: Totahumber of consumers and completions or grants of probate per
practice, by turnover band

Minimum Lower Median Upper Maximum Mean
quartile quartile
Turnover of £0 to £100,000
Number of consumers 10 59 100 228 1,200 179.5
Number of completions ogrants 1 56 80 150 650 117.3
of probate
Number of completions or grants 0.0 0.7 0.9 1.2 6.0 11

of probate per consumer

Turnover of £100,001 to £500,000

Number of consumers 8 225 355 500 2,076 435.6
Number of completions or grants 2 200 355 530 1,450 396.1
of probate
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Number of completions or grants 0.0 0.9 1.0 1.3 4.4 1.0
of probate per consumer

Turnover of £500,001 to £3,000,000

Number of consumers 350 700 1,025 1,600 5,000 1,379.1
Number of completions or grants 5 600 1,200 1,870 4,000 1,285.2
of probate

Number of completions or grants 0.0 0.8 1.0 1.2 3.0 1.0

of probate per consumer

Turnover of more than £3,000,000

Number of consumers 4,250 5,001 6,280 23,776 79,089 19,207.5
Number of completions or grants 5,331 5,958 8,300 26,000 85,621 24,2458
of probate

Number of completions or grants 0.5 0.8 1.0 1.3 1.6 1.0
of probate per consumer

All practices

Number of consumers 8 200 397 750 79,089 1,468.7
Number of completions or grants 1 150 350 700 85,621 1,743.8
of probate

Numberof completions or grants 0.0 0.8 1.0 1.3 6.0 1.0

of probate per consumer

Figure 1.5 graphs some of the data from table 1.8, specifically it graphs the variations in
median and mean numbers of consumers, depending on prastie It also makes quite
clear the extent to which the all practice mean is pulled up by the vast workloads of the
largest practices.

Figure 1.5: Median and mean numbers of consumers, by turnover band
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Figure 1.6 essentially replicates the previous graph, only thiswitiethe focus not on
numbers of consumers, but on the numbers of completions or grants of probate, the results
are very similar:

Figure 1.6: Median and mean numbers of completions or grants of probate, by turno
band

Table 1.9 shows that thgreat majority of clients at Ck@gulated practices are private
individuals.They make up more than 90% of all consumers. The largest practices also have a
large minority of consumers that are large businesses or government (just over a quarter).

Tablel.9: Estimated composition of practices' clientele, by turnover band

Minimum Lower  Median Upper Maximum Mean Modified
quartile quartile mean

Turnover of £0 to £100,000
Private consumerg%o) 0.0 98.0 100.0 100.0 100.0 92.1 87.1
SMEs or charitiesyithout legal 0.0 0.0 1.0 10.0 100.0 13.4 12.7
advisors (%)
SMEs or charities, with legal 0.0 0.0 0.0 0.0 5.0 0.3 0.3
advisors (%)
Large businesses or 0.0 0.0 0.0 0.0 0.0 0.0 0.0
Government(%)
Turnover of £100,001 to £500,000
Private consumers (%) 60.0 95.0 99.0 100.0 100.0 96.4 94.5
SMEs or charities, without 0.0 1.0 2.0 5.0 100.0 5.1 5.0
legal advisors (%)
SMEs or charities, with legal 0.0 0.0 0.0 0.0 5.0 0.4 0.4
advisors (%)
Large businesses or 0.0 0.0 0.0 0.0 6.0 0.1 0.1

Government (%)

Turnover of £500,001 to £3,000,000

Private consumers (%) 55.0 90.0 97.0 100.0 100.0 93.8 93.3
SMEs or charities, without 0.0 0.5 45 8.0 45.0 6.2 6.2
legal advisors (%)

SMEs or charities, with legal 0.0 0.0 0.0 0.0 10.0 0.5 0.5

advisors (%)
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