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Foreword 
 

 

 
 
Sheila Kumar 
Chief Executive 
November 2016 

 

 
¢Ƙƛǎ ǊŜǇƻǊǘ ƭƻƻƪǎ ŀǘ ǘƘŜ ŦƛƴŘƛƴƎǎ ƻŦ ǘƘŜ /[/Ωǎ нлмс !ƴƴǳal Regulatory Return (ARR).  It is a 
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 engagement with the firms 
and individuals we regulated and enriches the evidence that drives our risk-based approach 
to regulation.  
 
2016 saw some notable successes for the CLC in the shape of very positive evaluations of 
our performance by the regulated community and our 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 
and I am very grateful to all ƻŦ ǘƘŜ /[/Ωǎ ǊŜƎǳƭŀǘŜŘ ŜƴǘƛǘƛŜǎ ŦƻǊ ǘŀƪƛƴƎ ǘƘŜ ǘƛƳŜ ŀƴŘ ŎŀǊŜ ǘƻ 
provide us, again, with such a complete set of data. It is of enormous help in providing 
consumer protection and fostering competition and innovation in property law services.  
 
Below, I draw out what appear to me to be the most significant ŦƛƴŘƛƴƎǎ ŦǊƻƳ ǘƘƛǎ ȅŜŀǊΩǎ !ww 
before going on to provide a brief update on the five areas of focus that emerged from last 
ȅŜŀǊΩǎ ǊŜǇƻǊǘ. An executive summary and full analysis begin at page 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, 
ŀƭǘƘƻǳƎƘ ǘƘƛǎ ƘƛŘŜǎ ŀ ƎǊŜŀǘ ŘŜŀƭ ƻŦ ǾŀǊƛŀǘƛƻƴ ōȅ ǇǊŀŎǘƛŎŜ ǎƛȊŜΦ ²Ŝ ŀƭǎƻ ǇǊƻōŜŘ ŦƛǊƳǎΩ 
approaches to identifying and supporting vulnerable clients and found that there was 
limited awareness of how to spot vulnerable clients and how to assist them.  
 
Action ς Although complaints about CLC lawyers run at remarkably low rates, we have 

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


5 
  

Breadth of business models 
While there is great consistency in the services provided by CLC-regulated firms and a very 
high degree of specialisation in either conveyancing or probate by the lawyers within them, 
this ARR underlines the diversity of business models for the delivery of those services; from 
ǎƛȊŜ ǘƻ ǇǊƛŎƛƴƎΣ ŦǊƻƳ ŎƭƛŜƴǘ ōŀǎŜ ǘƻ ǇǊƛŎƛƴƎ ŀǇǇǊƻŀŎƘŜǎΣ ǘƘŜǊŜ ƛǎ ƘǳƎŜ ǾŀǊƛŀǘƛƻƴ ƛƴ /[/ ŦƛǊƳǎΩ 
offering to clients and their ways of doing business.  
 
Action ς 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 support for innovation 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 just one simple qǳŜǎǘƛƻƴ ŀōƻǳǘ ǎǳŎŎŜǎǎƛƻƴ ǇƭŀƴƴƛƴƎΦ  LǘΩǎ ƛƳǇƻǊǘŀƴǘ ŦƻǊ 
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 than one-third of all 
firms reported that they have a written succession plan, ranging from 23% of the smallest 
firms to two-thirds of the largest firms.  
 
Action ς This will be picked up during inspections and through support for the regulated 

community.  We will review progress in two years. We will also 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 uses of investment 
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 ς These finding seem to offer some explanation as to why we have seen less external 

investment in law firms that was expected. Profits generate sufficient funds for the 
Ǿŀǎǘ ƳŀƧƻǊƛǘȅ ƻŦ ŦƛǊƳǎΩ ƛƴǾŜǎǘƳŜƴǘ ƴŜŜŘǎ ƛǘ ǿƻǳƭŘ ǎŜŜƳ ŀƴŘ ǘƘŜǊŜ ƛǎ ŀ ŦŀƛǊƭȅ 
widespread view that retaining control is very imǇƻǊǘŀƴǘΦ ¢ƘŜ /[/Ωǎ ƻƴƭȅ ǊƻƭŜ ƘŜǊŜ ƛǎ 
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 than in 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 clustering around the average pricing.   
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Action ς 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 information held 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.  
 
Action ς ²Ŝ ŀǊŜ ǘŀƪƛƴƎ ǇŀǊǘ ƛƴ ǘƘŜ [{.Ωǎ consultation on encouraging a diverse profession 

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 in future and to see better career progression 
outcomes for women and BME staff. Steps 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 compliant 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 the calendar year 2015.  
 
Action ς 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 with AML requirements.  AML compliance is reviewed through the 
regular monitoring and inspection process and we will monitor improvement over 
time.  

 

Progress on Actions from the 2015 Annual Regulatory Review 
 
Innovation ς 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 proposals for 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.  

 
Specialisation ς The 2015 ARR underlined the degree of specialisation in our regulated 

community.  We have continued 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.  

 
Accessibility ς The make-up of the regulated community is diverse and our changes to 

routes to qualification will support an even more diverse intake.  
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Supervision ς High numbers of non-Authorised Persons in CLC firms means that we focus on 
the effectiveness of the supervision undertaken by Authorised Persons. New 
qualifications below the level that leads to licence are now becoming available to 
provide additional assurance.  

 
Consumers ς 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 Authority 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. 

 

  



8 
  

Introduction 
 
The Council for Licensed Conveyancers (CLC) is a specialist 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 management of the 
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 Regulatory Return 
(ARR), a mandatory survey which must be completed by all practices. The purpose of the 
ARR is to gather data on a range of issues and use that to present a yearly snapshot of the 
/[/Ωǎ ǊŜƎǳƭŀǘŜŘ ŎƻƳƳǳƴƛǘȅΦ ¢ƘŜ ǎǳǊǾŜȅ ǿŀǎ ŎŀǊǊƛŜŘ ƻǳǘ ǳǎƛƴƎ ŀƴ ƻƴƭƛƴŜ questionnaire, with 
an accompanying request that it be completed by a manager. 
 
We have not repeated all of the areas of investigation from the 2015 ARR because 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 surprise, which is reassuring as it 
suggests both that ς through their routine interactions with our Regulatory Supervision 
Managers and other CLC staff ς we maintain a good working knowledge of the practices that 
ǿŜ ǊŜƎǳƭŀǘŜΣ ŀƴŘ ǘƘŀǘ ǘƘŜ ŦƛƴŘƛƴƎǎ ƻŦ ƭŀǎǘ ȅŜŀǊΩǎ !ww ǿŜǊŜ ǊŜŀǎƻƴŀōƭȅ ŀŎŎǳǊŀǘŜΦ 
 
This report is a rich source of information on the sector. We encourage researchers and 
policy-makers 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 confidential and so 
must be anonymized.  
 

Format 
 
This is the second year of our new format ARR, and we have expanded the scope of our 
investigation. Last year we looked at market segmentation, workforce, and some basic 
details about regulatory compliance. This report presents an analysis of survey responses 
falling within seven broad areas: 
 

¶ Market segmentation which is concerned with building up a picture of the market 
ŦƻǊ ƭƛŎŜƴǎŜŘ ŎƻƴǾŜȅŀƴŎŜǊǎΩ ǎŜǊǾƛŎŜǎΣ ƛƴŎƭǳŘƛƴƎ ŀƴ ŜȄŀƳƛƴŀǘƛƻƴ ƻŦ ǘǳǊƴƻǾŜǊΣ ƭƻŎŀǘƛƻƴΣ 
competitors, types of work and clientele. 

¶ 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. 

¶ Investment and ownership which considers investment decisions, sources of funding 
and investment in Alternative Business Structures. 
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¶ Dealing with clients looks at how practices communicate with their clients, 
conversion rates, client satisfaction surveys, vulnerable clients, complaints 
procedures, complaints received, and complaints handling. 

¶ Pricing covers hourly rates, the prices charged for different services, and the factors 
that help in determining those prices. 

¶ Transactional information and regulatory compliance is a sort of catch-all covering 
whether or not practices have acted for both sides in a transaction, the sources of 
their instructions, and compliance, with a particular focus on anti-money laundering 
and counter-terrorism financing rules. 

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

 

Method 
 
¢ƘŜ !wwΩǎ ǇǊƛƳŀǊȅ ǎƻǳǊŎŜ ƻŦ Řŀǘŀ ǿŀǎ ŀƴ ƻƴƭƛƴŜ ǎǳǊǾŜȅ ƻŦ ǇǊŀŎǘƛŎŜǎ ǘƘŀǘ ƘŀŘ been operating 
for at least 9 months in the 2015 calendar year. Most of the questions pertained specifically 
ǘƻ ǘƘŜ ǇǊŀŎǘƛŎŜǎΩ ƳŀƪŜ-up and activities during that 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 survey respondents is available in 
Appendix 1: Survey Details. 
 
It was decided that 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 turnover-based 
criteria are used to determine the fees that regulated practices are required to pay to the 
CLC. 
 
Findings are typically represented in tables, many of which show the minimum and 
maximum 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 performance, either as part of a risk 
assessment, or for commercial reasons. There is an explanation of how to interpret these 
tables under the Types of Work heading in section 1, Market Segmentation, below. 
 

Use 
 
Building on our existing knowledge of the sector and data collected in previous ARRs we 
ƘƻǇŜ ǘƘŀǘ ŦƻƭƭƻǿƛƴƎ ƴŜȄǘ ȅŜŀǊΩǎ ǎǳǊǾŜȅ ǿŜ ǿƛƭƭ have accumulated sufficient data to produce 
a baseline for measuring future improvements in our services and the businesses we 
regulate.  
 
Aside from providing a richer, more detailed understanding of CLC-regulated practices and 
the world in which they operate, and alerting us to issues that may require closer regulatory 
attention, the information gathered in the ARR is used to inform risk ratings, directly 
improving the focus and impartiality of our regulatory activities.  
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¢ƘŜ ƪŜȅ ŦƛƴŘƛƴƎǎΣ ŀǎ ǎŜǘ ƻǳǘ ƛƴ ǘƘŜ ŎƘƛŜŦ ŜȄŜŎǳǘƛǾŜΩǎ ŦƻǊŜǿƻǊŘΣ ƛƴŦƻǊƳ ŀ ǎŜǊƛŜǎ ƻŦ ŀŎǘƛƻƴǎ 
which the CLC will attempt to implement throughout the coming year. 
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Executive Summary 
 

Scope and Purpose 
 

¶ The annual regulatory return (ARR) is a yearly survey of legal practices regulated by 
the Council for Licensed Conveyancers (CLC). In past years, it has focused in on areas 
of particular concern.  In 2016 we undertook an extensive survey of a broad range of 
measures, but there were special sections focusing on issues of particular interest, 
such as:  
Á Investment and ownership; 
Á Vulnerable clients; 
Á Client satisfaction surveys; 
Á First tier complaints; 
Á Anti-money laundering and counter-terrorism financing; and 
Á Pricing. 

 

¶ This report provides a guide to ǘƘŜ ŎǳǊǊŜƴǘ ǎǘŀǘŜ ƻŦ ǘƘŜ /[/Ωǎ ƭƛŎŜƴǎŜŘ ŎƻƳƳǳƴƛǘȅΣ 
and a useful additional source of data for developing more quantitatively driven, 
objective measures of risk. 

 

Method 
 

¶ ¢ƘŜ ŀƴƴǳŀƭ ǊŜƎǳƭŀǘƻǊȅ ǊŜǘǳǊƴΩǎ ǇǊƛƳŀǊȅ ǎƻǳǊŎŜ ƻŦ Řŀǘŀ ǎƻǳǊŎŜ ǿŀǎ ŀƴ ƻƴƭƛƴŜ ǎǳǊǾŜȅ ƻŦ 
practices that had been trading for nine to 12 months in the 2015 calendar year.  
 

¶ Some 218 practices responded to the survey, though not all completed all the 
elements to the same high standard. 

 

Location (page 19) 
 

¶ Almost half of the offices of CLC-regulated practices (46.4%) are located in just three 
regions: South-East England (23.2%), North-West England (13.1%), and South-West 
England (10.1%). 
 

¶ 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 ARR divides England and Wales into 12 
regions. 
 

¶ 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%), South-West England (10.6%), and 
North-West England (9.7%). 
 

¶ 80.9% of all practices had most of their completions or grants of probate originate in 
just a single region.  
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Competitors (page 22) 
 

¶ The most commonly reported characteristics of businesses that CLC-regulated 
ǇǊŀŎǘƛŎŜǎΩ ǊŜƎŀǊŘ ŀǎ ǘƘŜƛǊ άƳŀƛƴ ŎƻƳǇŜǘƛǘƻǊǎέ suggest that they are: 
Á medium-sized (39.1%); 
Á local (49.5%); and 
Á regulated by the Solicitors Regulation Authority (67.6%). 

 

Types of Work (page 24) 
 

¶ ²Ŝ ŀǎƪŜŘ ǊŜǎǇƻƴŘŜƴǘǎ ǘƻ ŜǎǘƛƳŀǘŜ ǘƘŜ ǇǊƻǇƻǊǘƛƻƴ ƻŦ ǘƘŜƛǊ ǇǊŀŎǘƛŎŜǎΩ ǿƻǊƪƭƻŀŘ ǘƘŀǘ 
was made up of each of four categories of activity: residential conveyancing; 
commercial conveyancing; wills, probate or trusts; and, non-reserved legal activities 
regulated by the CLC. 

 

¶ Residential conveyancing was by far the greatest part of work for all practices, 
ranging from 73.9% for those in the lowest turnover band to more than 97.9% of 
those in the highest band. 

 

Clientele (page 25) 
 

¶ Of those using the services of CLC-regulated practices, 91.7% are private consumers, 
and 6.4% are small or medium-sized businesses or charities without their own legal 
advisors. 

 

¶ 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 transactions). 

 

Staffing (page 29) 
 

¶ The median practice as 3 managers and 3 employees. 
 

¶ The mean practice has 3.7 managers and 16 employees. 
 

Sole Practitioners (page 32) 
 

¶ 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) 
 

¶ 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%).  
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¶ The next largest groups of managers were solicitors and non-authorised persons 
(each comprising 9.6%). 

 

¶ 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. 

 

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

 

Employees (page 36) 
 

¶ More than 80% of employees in CLC-regulated practices are members of one of the 
four following groups: 
Á non-authorised persons, excluding students or trainees (50.7%); 
Á licensed conveyancers (16.3%); 
Á students or trainees (9.4%); and 
Á solicitors (7.4%). 

 

¶ 31.3% are authorised persons. 
 

¶ The average number of employees per practice was 16. 
 

¶ 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) 
 

¶ Although 68.1% of practices have at least one non-authorised employee, just 24.2% 
of practices use those employees to carry out reserved legal activities. 

 

¶ The number of non-authorised employees to properly licensed supervisors is just 
2.1:1. 

 

Equality and Diversity (page 43) 
 

¶ Just 13% of practices take any formal steps to monitor the equality and diversity of 
their staff. 

 

¶ 73.7% of the people working in CLC-regulated practices are women. 
 

¶ Men make up 26.3% of the total workforce, but have 57.6% of managerial roles. 
 

Succession Planning (page 45) 
 

¶ Just over a quarter of practices (27.1%) have a written succession plan. 
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Investment Decisions (page 46) 
 

¶ 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 Alternative Business Structures made an investment, more than double the 
proportion of recognised bodies (23.2%). 

 

¶ The three most popular targets for investment were: 
Á hiring staff; 
Á management IT; and 
Á consumer-facing IT. 

 

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

 

Communications with Clients (page 54) 
 

¶ 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, face-to-face, and traditional post.  

 

¶ Almost two-thirds of practices with turnovers in excess of £3,000,000 use online 
interactive systems (like specialist web portals or 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, e-mail and face-to-face (in that order) remain the most popular means 
for clients making initial contact with a CLC-regulated practice, comprising 94.4% of 
all approaches. 

 

Conversion Rates (page 56) 
 

¶ 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. A conversion 
rate of 0 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 practices in the top turnover band was considerably 
lower, just 0.43. 
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Client Satisfaction Surveys (page 57) 
 

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

 

¶ By far the most popular way for practices to monitor client satisfaction was with 
questionnaires sent by post, which were used by 68.7% of those practices that 
surveyed clients. 

 

¶ The top three topics for client satisfaction surveys were: 
Á the quality of the services; 
Á whether or not clients would recommend the business to others; and 
Á ǘƘŜ ŎƭƛŜƴǘǎΩ ƻǾŜǊŀƭƭ ƭŜǾŜƭ ƻŦ ǎŀǘƛǎŦŀŎǘƛƻƴΦ 

 

Vulnerable Clients (page 59) 
 

¶ Evaluating the abilities of their clients, respondents believed that: 
Á 79.9% understood the information relevant to any decisions they might have 

to make; 
Á 52.4% retained that information; 
Á 63% were able to use that information when making decisions; and 
Á 69.3% could communicate their decisions clearly. 

 

¶ Practices were asked if they were aware of having provided services to clients with 
any of a list of characteristics which might have contributed to a vulnerability. The 
most widely recognised of which were: 
Á advanced age; 
Á ill-health; and 
Á English as a second language or limited ability in English. 

 

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

 

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

 

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

 

¶ Practices estimated that 5.3% of clients would meet a broad definition of 
άǾǳƭƴŜǊŀōƭŜέ. 
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Complaints (page 62) 
 

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

 

¶ And more than four-fifths of practices describe their complaints procedures as: 
Á easy to understand; 
Á providing complainants with clear instructions; and 
Á providing contact details for the Legal Ombudsman. 

 

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

¶ The average number of complaints received by all practices was 24.2, with 22 
resolved in-house, and 2.3 referred on to the Legal Ombudsman. 

 

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

 

¶ The top five categories of complaint were: 
Á delay; 
Á dissatisfaction with the outcome or the advice given; 
Á failure to advise; 
Á failure to communicate accurately; and 
Á failure to progress. 

 

¶ The top three outcomes for clients' complaints were: 
Á the practice providing a full explanation for its decision; 
Á the practice apologising to the complainant; and 
Á ǘƘŜ ŎƻƳǇƭŀƛƴǘ ōŜƛƴƎ ǊŜǎƻƭǾŜŘ ǘƻ ǘƘŜ ŎƻƳǇƭŀƛƴŀƴǘǎΩ ǎŀǘƛǎŦŀŎǘƛƻƴΦ 

 

¶ 92.3% of practices related to residential conveyancing. 
 

Pricing (page 72) 
 

¶ 90% of services are offered on a fixed price basis. 
 

¶ The average hourly rates for staff working in CLC-regulated practices are as follows: 
Á senior fee earner: £173 
Á junior fee earner: £139 
Á support staff:    £54 

 

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

¶ In order of importance, the top three determinants of price are: 
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Á complexity - the mental effort and expertise the work will require; 
Á value - the size of the property or estate in question; and 
Á time - how long the matter will take. 

 

Compliance (page 78) 
 

¶ 60.2% of practices acted for both sides in a transaction. 
 

¶ The three main sources of instruction were: 
Á former clients returning to use your services again; 
Á new clients approaching your business directly; and 
Á referral arrangements. 

 

¶ 92.8% of practices were confident that their anti-money laundering policies 
complied with the CLC Code of Conduct. 

 

¶ 93.9% had an independent money laundering reporting officer. 
 

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

 

¶ 1.4% of practices carried out work for clients who were politically exposed persons. 
 

Risks and Opportunities (page 83) 
 

¶ .ŀǎŜŘ ƻƴ ǊŜǎǇƻƴŘŜƴǘǎΩ ǇŜǊŎŜǇǘƛƻƴǎΣ ŀǎ ǊŜǇƻǊǘŜŘ ƛƴ ǊŜǎǇƻƴǎŜǎ ǘƻ ƻǇŜƴ ŜƴŘŜŘ 
questions, the three greatest risks confronting CLC-regulated practices are: 
Á fraud (18.2%); 
Á access to mortgage lender panels (17.7%); and 
Á cybersecurity (14.0%). 

 

¶ The greatest opportunities include practices expanding their businesses, offering 
personalised services, and generating good word of mouth, as well as increased 
demand for housing. 
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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 vary depending on the size of practices as 
measured by their annual turnover. Turnover is assessed, and each practice is assigned to 
one of four turnover bands. Table 1.1 shows the number and proportion of practices falling 
within each turnover band, as well as the cut-points for the bands themselves.  
 

Table 1.1: Number and proportion of CLC-regulated 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 5.1 

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 CLC-regulated practices have an annual turnover between £100,001 and £500,000. 
 

Figure 1.1: Number of CLC-regulated practices, by turnover band 
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Location 
 
The survey asked respondents to indicate in which of 12 regions their organisation 
maintained offices. Table 1.2 shows that almost a quarter of all practices are based in the 
South-East 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 North-West 
of England, where more than a fifth of their offices are located. 
 

Table 1.2: Locations of practices' offices, by turnover band  

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  

Number 
of 

practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

South-East 
England 

11 25.0 30 22.6 13 31.7 1 5.3 55 23.2 

North-West 
England 

1 2.3 22 16.5 4 9.8 4 21.1 31 13.1 

The West 
Midlands 

4 9.1 14 10.5 3 7.3 3 15.8 24 10.1 

South-West 
England 

6 13.6 10 7.5 6 14.6 0 0.0 22 9.3 

The East 
Midlands 

5 11.4 7 5.3 5 12.2 3 15.8 20 8.4 

Outer 
London 

6 13.6 10 7.5 2 4.9 1 5.3 19 8.0 

East of 
England 

1 2.3 11 8.3 3 7.3 2 10.5 17 7.2 

Yorkshire 
and the 
Humber 

3 6.8 10 7.5 1 2.4 2 10.5 16 6.8 

South Wales 3 6.8 5 3.8 2 4.9 3 15.8 13 5.5 

North-East 
England 

1 2.3 8 6.0 0 0.0 0 0.0 9 3.8 

Inner 
London 

1 2.3 4 3.0 2 4.9 0 0.0 7 3.0 

North Wales 2 4.5 2 1.5 0 0.0 0 0.0 4 1.7 
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CƛƎǳǊŜ мΦн ƛǎ ŀ ƳŀǇ ǎƘƻǿƛƴƎ ǘƘŜ ƭƻŎŀǘƛƻƴǎ ƻŦ ǇǊŀŎǘƛŎŜǎΩ ƻŦŦƛŎŜǎΣ ōŀǎŜŘ ƻƴ Řŀǘŀ ŦǊƻƳ ǘƘŜ ά!ƭƭ 
ǇǊŀŎǘƛŎŜǎέ ŎƻƭǳƳƴ ƛƴ ǘŀōƭŜ мΦнΦ ¢ƘŜ ŘŀǊƪŜǊ ǘƘŜ ǎƘŀŘƛƴƎΣ ǘƘŜ ƘƛƎƘŜǊ ǘƘŜ ŎƻƴŎŜƴǘǊŀǘƛƻƴ ƻŦ 
practices. 
 

Figure 1.2: Locations of practices' offices 
 

 
 

 
Table 1.3 shows that the South-East 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 second-most productive region, providing substantial work for 11.2% of practices. North 
Wales, the region with fewest offices, is also the region from which the least work originates 
(see table 1.2). 
 

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

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 

 
Number 

of 
practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

Number 
of 

practices 

Proportion 
of practices 

(%) 

South-East 
England 

11 24.4 33 22.1 17 31.5 8 9.6 69 20.8 

Outer 
London 

5 11.1 17 11.4 7 13.0 8 9.6 37 11.2 

South-West 
England 

6 13.3 15 10.1 7 13.0 7 8.4 35 10.6 
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North-West 
England 

2 4.4 21 14.1 3 5.6 6 7.2 32 9.7 

The West 
Midlands 

3 6.7 13 8.7 3 5.6 8 9.6 27 8.2 

The East 
Midlands 

2 4.4 10 6.7 6 11.1 8 9.6 26 7.9 

East of 
England 

2 4.4 10 6.7 4 7.4 8 9.6 24 7.3 

North-East 
England 

4 8.9 8 5.4 1 1.9 7 8.4 20 6.0 

Yorkshire 
and the 
Humber 

3 6.7 8 5.4 1 1.9 7 8.4 19 5.7 

Inner 
London 

1 2.2 7 4.7 4 7.4 6 7.2 18 5.4 

South Wales 4 8.9 4 2.7 1 1.9 5 6.0 14 4.2 

North Wales 2 4.4 3 2.0 0 0.0 5 6.0 10 3.0 

 
Figure 1.3 provides a graphical representation of the regions from which work originates 
όōŀǎŜŘ ƻƴ ǘƘŜ ά!ƭƭ ǇǊŀŎǘƛŎŜǎέ Řŀǘŀ ŦǊƻƳ ǘŀōƭŜ мΦоύΦ 
 

Figure 1.3: Regions from which practices claim a substantial proportion of their 
completions or grants of probate originated 
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Table 1.4 shows that on average, 12.9% of practices received a substantial quantity of work 
from any particular region. The greater geographic reach of 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 of 
the quantities of work they receive from each of the 12 regions), by turnover band  

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 

Number of practices 44 120 39 11 214 

Cumulative number of regions 
from which practices receive 
substantial quantities of work 

45 149 54 83 331 

Mean proportion of practices 
within band receiving work 
from any one region (%) 

8.5 10.3 11.5 62.9 12.9 

 
Table 1.5 underlines these findings; half of the largest practices take work originating from 
10 or more regions, compared to just 3.2% of all practices. More than four-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 

Turnover of 
£100,001 to 

£500,000 

Turnover of 
£500,001 to 
£3,000,000 

Turnover of more 
than £3,000,000 

All practices 

 
Number 

of 
practices 

Proportion of 
practices (%) 

Number 
of 

practices 

Proportion of 
practices (%) 

Number of 
practices 

Proportion of 
practices (%) 

Number 
of 

practices 

Proportion of 
practices (%) 

Number 
of 

practices 

Proportion of 
practices (%) 

1 
region 

30 88.2 91 85.8 30 78.9 1 10.0 152 80.9 

2 to 3 
regions 

3 8.8 8 7.5 7 18.4 1 10.0 19 10.1 

4 to 9 
regions 

1 2.9 6 5.7 1 2.6 3 30.0 11 5.9 

10 to 12 
regions 

0 0.0 1 0.9 0 0.0 5 50.0 6 3.2 

 

Competitors 
 
Table 1.6 suggests that in general, practices are most concerned about competitors of a 
similar size to themselves. Almost half are most concerned about competitors operating at a 
local level, and more than two-thirds regard SRA-regulated 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 two-thirds see other CLC-regulated 
entities as their greatest rivals. 
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Table 1.6: Characteristics of businesses perceived as practices' main competitors, by 
turnover band  

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 (%) 

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 32.9 

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 for Licensed 
Conveyancers 

22.0 24.3 29.7 63.6 27.0 

Solicitors Regulation 
Authority 

78.0 67.8 67.6 27.3 67.6 

Chartered Institute of 
Legal Executives 

0.0 0.9 0.0 0.0 0.5 

Other 0.0 0.9 0.0 0.0 0.5 

Not regulated 0.0 1.7 2.7 0.0 1.5 

Don't know 0.0 4.3 0.0 9.1 2.9 

 
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. 
 

Figure 1.4: Characteristics of businesses most widely perceived as practices' main 
competitors, by turnover band 
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Types of Work 
 
²Ŝ ŀǎƪŜŘ ǊŜǎǇƻƴŘŜƴǘǎ ǘƻ ŜǎǘƛƳŀǘŜ ǘƘŜ ǇŜǊŎŜƴǘŀƎŜ ƻŦ ǘƘŜƛǊ ǇǊŀŎǘƛŎŜǎΩ ǿƻǊƪƭƻŀŘ ǘƘŀǘ ǿŀǎ 
made up of each of four categories of activity: 
 

¶ Residential conveyancing; 

¶ Commercial conveyancing; 

¶ Wills, probate or trusts; and, 

¶ Non-reserved legal activities regulated by the CLC. 
 
Table 1.7 shows the range of responses within each turnover band to the question of how 
their workload was composed: 
 

¶ Minimum: Is the lowest response within the set; 

¶ Lower quartile: Is the 25th percentile ς a quarter of responses within the set were 
lower than this; 

¶ Median: Is the mid-point, if all the responses were ordered from smallest to largest; 

¶ Upper quartile: Is the 75th percentile ς three-quarters of responses within the set 
were lower than this; 

¶ 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 
the set (often referred ǘƻ ŀǎ ǘƘŜ άŀǾŜǊŀƎŜέύΤ ŀƴŘ 

¶ Modified mean: Respondents estimates did not always sum to 100%, so we 
ŎŀƭŎǳƭŀǘŜŘ ŀ άaƻŘƛŦƛŜŘ ƳŜŀƴέ ǘƻ ƳŀƪŜ ōŜǘǘŜǊ ǎŜƴǎŜ ƻŦ ǘƘŜƛǊ ǊŜǎǇƻƴǎŜǎΦ 

 
It reveals that more than 85% of the legal work that practices carry out is in the area of 
residential conveyancing. Smaller practices are more 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 1.7: Estimated composition of practices' workloads, by turnover band  
Minimum 

(%) 
Lower 

quartile 
(%) 

Median 
(%) 

Upper 
quartile 

(%) 

Maximum 
(%) 

Mean 
(%) 

Modified 
mean (%) 

Turnover of £0 to £100,000 
     

Residential 
conveyancing 

5.0 70.0 90.0 100.0 100.0 79.7 73.9 

Commercial 
conveyancing 

0.0 0.0 2.0 15.0 95.0 12.7 11.8 

Wills, probate, or trusts 0.0 0.0 1.0 10.0 95.0 11.9 11.0 

Non-reserved legal 
activities regulated by 
the CLC 

0.0 0.0 0.0 1.0 37.0 3.6 3.3 

Turnover of £100,001 to £500,000 
    

Residential 
conveyancing 

0.0 90.0 95.0 100.0 100.0 90.0 87.6 

Commercial 
conveyancing 

0.0 1.0 3.0 6.0 71.0 5.6 5.5 

Wills, probate, or trusts 0.0 0.0 0.0 5.0 100.0 6.6 6.4 



25 
  

Non-reserved legal 
activities regulated by 
the CLC 

0.0 0.0 0.0 0.0 20.0 0.5 0.5 

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

Residential 
conveyancing 

20.0 85.0 96.0 100.0 100.0 90.0 86.7 

Commercial 
conveyancing 

0.0 0.0 2.0 5.0 30.0 4.5 4.3 

Wills, probate, or trusts 0.0 0.0 0.0 7.0 100.0 9.0 8.7 

Non-reserved legal 
activities regulated by 
the CLC 

0.0 0.0 0.0 0.0 10.0 0.3 0.3 

Turnover of more than £3,000,000 
    

Residential 
conveyancing 

89.0 99.0 100.0 100.0 100.0 98.8 97.9 

Commercial 
conveyancing 

0.0 0.0 0.0 1.0 1.0 0.3 0.3 

Wills, probate, or trusts 0.0 0.0 0.0 0.0 11.0 1.8 1.8 

Non-reserved legal 
activities regulated by 
the CLC 

0.0 0.0 0.0 0.0 0.0 0.0 0.0 

All practices 
      

Residential 
conveyancing 

0.0 87.0 96.5 100.0 100.0 88.4 85.1 

Commercial 
conveyancing 

0.0 0.0 2.0 6.0 95.0 6.6 6.4 

Wills, probate, or trusts 0.0 0.0 0.0 5.0 100.0 7.9 7.6 

Non-reserved legal 
activities regulated by 
the CLC 

0.0 0.0 0.0 0.0 37.0 1.0 1.0 

 

Clientele 
 
Table 1.8 sets out the numbers of consumers at each practice, and the numbers of 
ǘǊŀƴǎŀŎǘƛƻƴǎ ŎŀǊǊƛŜŘ ƻǳǘ ƻƴ ǘƘŜƛǊ ōŜƘŀƭŦΦ [ƻƻƪƛƴƎ ŀǘ ǘƘŜ ά!ƭƭ ǇǊŀŎǘƛŎŜǎέ ŦƛƎǳǊŜǎΣ ǘƘŜ άaŜŀƴέ 
results are actually quite misleading, in terms of how well they reflect the reality of most 
ǇǊŀŎǘƛŎŜǎ όŘǊŀƎƎŜŘ ǳǇ ōȅ ŀ ƘŀƴŘŦǳƭ ƻŦ ŜȄŎŜǇǘƛƻƴŀƭƭȅ ƭŀǊƎŜ ǇǊŀŎǘƛŎŜǎύΦ ¢ƘŜ άaŜŘƛŀƴέ ǊŜǎǳƭǘǎ 
are more representative, suggesting that most practices had around 397 consumers, and 
carried out 350 completions or grants of probate. 
 

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

Minimum Lower 
quartile 

Median Upper 
quartile 

Maximum Mean 

Turnover of £0 to £100,000 
    

Number of consumers 10 59 100 228 1,200 179.5 

Number of completions or grants 
of probate 

1 56 80 150 650 117.3 

Number of completions or grants 
of probate per consumer 

0.0 0.7 0.9 1.2 6.0 1.1 

Turnover of £100,001 to £500,000 
   

Number of consumers 8 225 355 500 2,076 435.6 

Number of completions or grants 
of probate 

2 200 355 530 1,450 396.1 
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Number of completions or grants 
of probate per consumer 

0.0 0.9 1.0 1.3 4.4 1.0 

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 
of probate 

5 600 1,200 1,870 4,000 1,285.2 

Number of completions or grants 
of probate per consumer 

0.0 0.8 1.0 1.2 3.0 1.0 

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 
of probate 

5,331 5,958 8,300 26,000 85,621 24,245.8 

Number of completions or grants 
of probate per consumer 

0.5 0.8 1.0 1.3 1.6 1.0 

All practices 
     

Number of consumers 8 200 397 750 79,089 1,468.7 

Number of completions or grants 
of probate 

1 150 350 700 85,621 1,743.8 

Number of completions or grants 
of probate per consumer 

0.0 0.8 1.0 1.3 6.0 1.0 

 
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 practice-size. 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 this time with the 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 turnover 
band 
 

 
 

 
Table 1.9 shows that the great majority of clients at CLC-regulated 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). 
 

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

quartile 
Median Upper 

quartile 
Maximum Mean Modified 

mean 

Turnover of £0 to £100,000 
     

Private consumers (%) 0.0 98.0 100.0 100.0 100.0 92.1 87.1 

SMEs or charities, without  legal 
advisors (%) 

0.0 0.0 1.0 10.0 100.0 13.4 12.7 

SMEs or charities, with legal 
advisors (%) 

0.0 0.0 0.0 0.0 5.0 0.3 0.3 

Large businesses or 
Government (%) 

0.0 0.0 0.0 0.0 0.0 0.0 0.0 

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 
legal advisors (%) 

0.0 1.0 2.0 5.0 100.0 5.1 5.0 

SMEs or charities, with legal 
advisors (%) 

0.0 0.0 0.0 0.0 5.0 0.4 0.4 

Large businesses or 
Government (%) 

0.0 0.0 0.0 0.0 6.0 0.1 0.1 

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 
legal advisors (%) 

0.0 0.5 4.5 8.0 45.0 6.2 6.2 

SMEs or charities, with legal 
advisors (%) 

0.0 0.0 0.0 0.0 10.0 0.5 0.5 




























































































































































































































