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lllinois Market Shortcomings

for Clients

* Prevalence of self-represented litigants (SRL)
* 93 out of 102 counties
* >50% of civil cases had at least one SRL

* Over half of 24 judicial circuits
e 70% or more of civil litigants were SRL

* Dissolution, Municipal, Orders of Protection
* 50% or more SRL

* Small claims and family matters
 Defendants =2/3 SRL

* Lack of transparency of legal needs, cost/value of
legal services



Market Shortcomings for Clients

* Choice not to seek legal assistance
— Self-help (46%) most common “solution”

— Most common reason = did not see the need

* Lack of awareness that matter is legal
— 56% were “bad luck”
— 21% were “private” or “family/community”

* More likely to use/consider lawyer when
believe situation is legal



Intermediary Services Framework

Expand available means to market to and
connect with potential clients

Permit participation in registered and
regulated for-profit intermediary services

Permit payment of a fee for every connection
that results in potential client hiring lawyer

Require disclosure of basis or rate of the
lawyer’s fee
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Getting to know Consumers of
Legal Services

Kerri-anne Millard

Director, Policy and Outreach, Victorian Legal Services Board + Commissioner

International Conference of Legal Regulators, 5 September 2019
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Overview of today’s presentation

Embarking on a new direction: a more holistic understanding of the lawyer-
client relationship.
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What we know about lawyers

Complaints Lawyers

Isbc.vic.gov.au
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What we know about lawyers

High Complaints History — Common Traits

-

* Physical lliness
 Mental lliness
* Stressors

\.

* |solated

* Unorthodox
* Generalist
* Trust Authority

Pressures

Practice

Personality

~N
» Male
» Middle aged or
older
Person Y,
~N

* Low agreeableness
* Low

conscientiousness

J

Isbc.vic.gov.au
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What we know about complainants

COMPLAINTS BY AREA OF LAW

4% ® Family/Defacto

M Property

m Wills/probate & Estate
7% B Personal Injury
B Commercial
11% ™ Criminal

M Debt Collection

W Other

B Missing

13%
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What we don’t know about consumers
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What we’re doing
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What we’ll do with the information once
we have It
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Scottish Legal Complaints
Commission Consumer Panel

role of the panel

sumer Principles

analysis of



the consumer journey




Power imbalance?
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Make recommendations for improvements
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Make suggestions to the SLCC c;f

Express views on matters relevant to the
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consumer principles

access

InFormation  \

\ represen+aﬂon

|

é’_ ﬂ
w N
#‘ |

' ,Tredress

oirness £ M =

A

4
4
|
o
Al

Ve
=
M

-

choice

slcc
consumer



Learning
disability

English as a
second
language

Inexperience

Physical
disability

Location

Low income

Cultural
barriers

Health
problems

Low literacy

Mental health

issues

Being a carer

Lack of
internet
access

Lone parent

Leaving care

Bereavement

Loss of
income

Living alone

Relationship
breakdown

Release from
prison

/




A shift in mindset is required...
which requires service providers

to ask not What is wrong with
this person? but What is wrong
with my service if this person
cannot access it?




hitps://www.scottishlegalcomplaints.org.uk/about-
us/consumer-panel/consumer-principles/

www.scottishlegalcomplaints.org.uk/about-
NE Inerable-consumers
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