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The Scottish Legal Aid Board (the Board) is a non-departmental public body with
responsibility for providing access to justice for those eligible and in need of it in a cost
effective manner.  As part of the Board’s responsibilities, the organisation undertakes a
range of research activity, including research into legal aid applicants’ satisfaction with the
services of their solicitor and the Board.

Research was undertaken by Progressive, on behalf of the Board, to seek the views of legal
aid applicants as to how the legal aid system is working and to identify areas where the
system can be improved. Specifically the research aimed to:

Measure knowledge of, and levels of satisfaction with, the Board, the profession,
and the legal aid system as a whole

Explore how applicants try to resolve their justiciable problems

Identify any problems in accessing justice

Identify how and where the legal aid system can be improved

Identify any differences in opinion between groups of applicants

Provide comparisons with previous application surveys

The research was undertaken through a large scale telephone survey of 765 applicants of
legal aid between 26™ March and 3" May 20009.

The findings from this survey show that across all areas of questioning, satisfaction levels
with the Board were high and have generally increased since the last applicant survey in
2007.

Key headline figures in relation to applicants’ levels of satisfaction include:

91% of applicants were satisfied with the ease of starting to use legal aid system
and get legal advice and assistance

85% of applicants were satisfied with the work of the Board

84% of applicants indicated that they were satisfied with the overall experience
of the full legal system

88% of applicants would recommend legal aid to a friend

83% of respondents were satisfied with the speed with which the Board decided
if legal aid was to be granted or refused

83% of treasury applicants were satisfied that the Board explained clearly what
they would have to pay

87% were satisfied with the service provided by their solicitor

5% of applicants had difficulty finding a legal aid solicitor

Levels of satisfaction with the forms used to apply for full civil legal aid were also high, but at
slightly lower levels than those described above, with 70% agreeing that the forms were
easy to fill in.

The results also identified some areas of where improving the dissemination of information in
relation to the legal process to applicants from the Board (and from solicitors or other
representatives of the legal profession) could be achieved. For the Board this included:
raising awareness of the Board's website with lists of legal aid solicitors, and the Board’s
legal aid helpline; improving the dissemination of the Board’'s guide ‘Civil Legal Aid —
Information for Applicants’. For other representatives of the legal profession (e.g. solicitors,
the Law Society and the Scottish Court Service) this included improving awareness of the
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standards of service of solicitors and levels of guidance on what could happen to applicants
in court.

These findings suggest that consideration of ways to improve the presentation and content
of financial forms and into improving how applicants understand and access information on
the legal process could be undertaken.
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The Scottish Legal Aid Board

11

1.2

13

1.4

The Scottish Legal Aid Board (the Board) is a non-departmental public body with
responsibility for providing access to justice for those eligible and in need of it in a
cost effective manner.

The Board has three strategic aims:

to deliver efficient, effective and value for money legal assistance services

to broaden access by exploring new ways of providing and supporting quality
assured legal advice services

to contribute to the improvement and effective operation of the justice system.

In addition to these three strategic aims, the Board’s has a number of corporate aims
that directly relate to the requirement for research with their applicants. These
include:

improve the effectiveness of the delivery of its service while achieving a
reasonable balance between cost and quality

communicate effectively with applicants, opponents, their advisors and other
stakeholders in a clear, concise, timely, informative and pro-active manner

carry out research into the operation of legal assistance in Scotland and to
consider and pilot new ways of delivering legal assistance

work collaboratively with other stakeholders in the justice system to improve its
operation

provide sound advice to Scottish Ministers and the Scottish Parliament on the
current operation and development of the provision of legal aid and its interaction
with the wider justice system.

In line with these aims, the Board has undertaken a range of different research
activities (both internally and using external partners) to inform policy development,
implementation and evaluations, through a rolling three-year programme covering
three broad themes of: stakeholder engagement, understanding the level and nature
of legal aid provision, and improving operations. The applicant survey is an
important project within this programme.

Legal Aid

15

1.6

Up to a million more people may now be eligible for civil legal aid as eligibility is
extended, from 7 April 2009, to those with disposable incomes of up to £25,000. This
means that around three quarters of Scottish adults are likely to qualify financially for
legal aid. The change has been made possible following a Scottish Government
announcement in November 2008, as part of a move to increase access to justice, in
the context of a tougher economic climate.

The Board offers legal aid to people who would not normally be able to afford it, to
assist with their legal problems. This can cover paying for advice from solicitors -
known as ‘Advice and Assistance’ (A&A). This covers a wide range of matters and in
some circumstances, it may also cover their solicitor representing them in court — this
is called ABWOR - “assistance by way of representation”. Representation in court is

5
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1.7

1.8

paid for under ‘legal aid’, this provides funding for a solicitor to prepare and appear in
court.

These types of legal aid can apply to three types of case: Civil cases, such as
divorce and other family related matters or actions relating to compensation after an
accident or medical negligence; Criminal cases, relating to people charged or
needing advice about a criminal matter, and; Children’s cases, relating to the
protection and supervision of children under Children (Scotland) Act 1995 and
appeals against decisions of children’s hearings. This research focuses exclusively
on civil cases only.

Applicants are not guaranteed legal aid; it is provided subject to eligibility criteria set
down in law by Parliament. Advice and assistance applications are assessed by the
applicant’s solicitors, and legal aid applications by the Board. Due to these differing
application processes, applicants may have to access and complete a range of
information sheets and forms, or make contact with the Board directly by telephone
or in writing to assess the progress of their application. This results in a number of
different ‘contact points’ with the legal aid process — increasing as applicants
progress through the legal aid system — and as a result, the number of factors that
could impact on applicant satisfaction. These factors and different stages of the
process include applicants that:

Received advice and assistance only

Applied for legal aid and they were receiving income support / jobseekers
support or applying on behalf of a child (Form 1)

Applied on the basis of a lower income (Form 2)

Were refused or rejected legal aid

Were involved in Special Urgency cases

Had to make some contributions to the legal aid

Were in arrears for their contributions

Had their support terminated

Had not paid their first instalment

0
0
0
0 Were gaining ‘clawback’ to pay for their contributions

Research Aims

1.9

The main aim of the research presented in this report is to seek the views of legal aid
applicants as to how the legal aid system is working and to identify areas where the
system can be improved. Specifically the research aims to:

Measure knowledge of, and levels of satisfaction with, the Board, the profession,
and the legal aid system as a whole

Explore how applicants try to resolve their justiciable problems (advice seeking
behaviour)

Identify any problems in accessing justice (i.e. problems in accessing a solicitor,
types of cases, distance, representation)

Identify how and where the legal aid system can be improved

Identify any differences in opinion between groups of applicants

Provide comparisons with previous application surveys to measure any changes
over time

6
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2.1

2.2

This research with applicants of legal aid was undertaken through a quantitative
telephone survey using CATI (Computer Aided Telephone Interviewing Technology).
The questions were provided by the Board and were based on those used in the last
round of the survey (undertaken in 2007).

The survey was undertaken in two waves. The first wave targeted A&A only
applicants and was undertaken between 26™ March to 3™ April, with 201 interviews
achieved. The second wave targeted full legal aid applicants and was undertaken
between 14™ April and 3™ May 2009, with 564 interviews achieved. The results of
these two waves are presented collectively. It is important to note that although the
data has been combined, the proportions of A&A only and full legal aid respondents
to the survey do not accurately represent the exact proportions of these applicants.

Sample

2.3

24

2.5

2.6

Sample for the two waves of the survey was provided by the Board. The A&A
sample covered applicants for the period between Jan 2008 - Dec 2008. The Board
was not able to provide telephone numbers for these applicants. As a result,
telephone numbers were matched to the sample through a sampling agency.

For the full aid survey, all valid leads (with telephone number) were provided to
Progressive by the Board. The large majority of these leads were from the period Jan
2008 - Dec 2008. However, the clawback group (which was one of the 5 treasury
samples) was a small sample from February and March 2009. There were also a
small number of 2007 leads included in the 'smaller' treasury samples to boost
numbers.

For both samples, any applicant aged under 17 was taken out of the sample. In
addition, with the advice from Project Board members, certain types of cases that
could be considered to be more sensitive in nature were also taken out of the final
sample as it was deemed by the Board that a telephone survey was not the most
suitable methodology to research all groups of applicants. Other methodologies such
as qualitative methods will be used in future to seek opinions from these groups.
These cases included ABWOR cases, such as mental health and immigration cases.

Quotas were set on the telephone interviewing for the full aid survey. These were set
by the Board with quotas for Refused, Granted (no contribution) and Granted
(contribution) loosely based on the percentage of application outcomes in 2007/08.
Quotas were then amended to take into account the other applicant groups included
in the survey i.e. abandoned and the 5 separate treasury groups. However given the
small sample numbers for certain categories, these had to be applied loosely.

7
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2.7

The final sample achieved is displayed in table 2.1 below.

Table 2.1 Sample Achieved

Type of Applicant Interviews achieved

A&A Only 201

Abandoned 23

Refused 94

Granted (Form 1) 159

Granted (Form 2) 97

TREASURY: Terminated (not paid 1st instalment) 5

TREASURY: Clawback 7

TREASURY: Arrears 82

TREASURY: No Arrears 77

TREASURY: Terminated — Not proceeding 20

TOTAL

765

2.8

29

The overall sample size of 765 provides a dataset with a margin of error of between
+3.54% and %0.71%, calculated at the 95% confidence level (market research
industry standard).

All research was undertaken in compliance with the MRS Code of Conduct and in
line with 1ISO 20252.

Reporting

2.10

2.11

2.12

Topline data from the 2007 survey was provided by the Board. Throughout this report
the figures from the 2007 survey are presented alongside the current data where
guestions are comparable. The 2009 survey interviewed significantly more
respondents that the 2007 survey, however it is important to note that the proportions
of different types of applicants in 2009 sample did not replicate the 2007 sample.
This is predominantly due to a redesign of the survey that has now meant that certain
guestions are asked of more respondents. In addition to these differences, 12% of
the 2009 respondents were refused legal aid, whereas in 2007, 26% of respondents
were refused aid. This may have had an impact on the overall levels of satisfaction
recorded.

As a result of these differences between the two surveys, direct statistical
comparisons cannot be made. Subsequently, when data have been compared
between 2009 and 2007, no significance tests have been undertaken.

Differences between the following subgroups in the 2009 survey were explored in the
analysis

Sherrifdom of applicant

Type of applicant (A&A only sample, Abandoned, Refused, Granted (no
contribution), Granted (contribution - treasury sample))

Application form completed (Form 1, Form 2)

Special urgency / standard applicants

Age

Gender

Disability

Ethnicity

Previous use of the legal aid system

8
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2.13 Significant differences (at the 95% confidence level) are reported throughout this
document where relevant.

Sample Profile

2.14 Tables 2.2 to 2.4 present the sample achieved by main legal problem, type of
applicant and sherrifdom of applicant.

Table 2.2: Main legal problem

Main Legal Problem 2009 2009 FULL| 2009 2007
A&A AID TOTAL TOTAL
Benefits and tax credits 1% 0% 1% 2%
Children’s hearing cases and appeals 0% 0% 0% 0%
.Compe.nsafuon and dqmggeg - p(_arsonal injury, 16% 6% 9% 12%
industrial diseases, criminal injuries etc
Colm.plalnts anq claims against profgssmns - 4% 2% 204 204
solicitors, architects, surveyors, police etc
Consumer problems 3% 1% 1% 0%
Death related matters - wills/inheritance etc 6% 0% 2% 1%
Debt problems 3% 1% 2% .
3%
Money and tax 3% 2% 2%
Discrimination and human rights 0% 0% 0% 1%
Education - - - 0%
EtTployment - terms and conditions, unfair dismissal 3% 1% 1% 1%
Fam|ly - Q|vorqe, separation, custody and access 24% 73% 66%
issues with children etc 67%*
Family - Protective Orders - Interdicts & Exclusion 1% 2% 3%
Orders
Housing and homelessness problems (excluding o o o o
Mortgage Rights Act Proceedings (code 15) 4% 4% 4% 5%
Mortgage Rights Act Proceedings - where a person
is seeking to prevent/postpone repossession of a 1% 1% 1% 0%
mortgaged property
Immigration and nationality 0% - 0% 0%
Asylum 0% - 0% 0%
Medical negligence 1% 1% 1% 0%
Mental health and welfare and adults with incapacity - 0% 0% 0%
Other (please specify) 1% 1% 1% 0%
Refused 2% 2% 2% 0%
BASE 201 564 765 406
*Combined categories in 2007
Source Q1
Table 2.3: Stage of Process
Stage in the process % No.
Granted (no contribution) 34% | 257
IA&A only sample 26% | 201
Granted (contribution - treasury sample) 25% | 190
Refused 12% 94
Abandoned 3% 23
BASE 100% | 765

9
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Table 2.4: Sherrifdom of applicant*

Sheriffdom 2009 | No.
South Strathclyde, Dumfries & Galloway 25% | 179
Tayside, Central & Fife 22% | 161
Lothian & Borders 19% | 137
Grampian, Highlands & Islands 13% 94
North Strathclyde 12% 87
Glasgow City 10% 71
BASE 100% | 729

*Base sizes for this table are lower due to incomplete postcode records in the sample

2.15 Chart 2.1 presents the age group of respondents to the survey, with the largest group
being 35-44 year old applicants, making up just over one third (34%) of the
respondents. There were significantly more Full Aid respondents in the 25-34 and
35-44 year old age ranges (compared to A&A respondents), and significantly fewer
Full Aid respondents in the 55-64 and 65+ year old age ranges (compared to A&A
respondents).

Chart 2.1: Age group
100% -
90% 1 @Al
80% - O A&A only
70% - O Full Aid only
60% A
50% -
40% - 34% 38%
24%
05 0,
0% 18%  20% 4 22% _ 21% .
20% - 119 14% 17%
100 4 8% 8% 8% H_ﬂ 10%—09% ,ﬁ_‘_lg‘
0% 1 Ll Ll Ll |_ _l Ll Ll 'i/o‘ 'l_OA)‘ 1
18-24 25-34 35-44 45-54 55-64 65+ Refused
Source QAG
Base: 765

2.16

35% of the respondents were male, with 65% female (there were no significant
differences between the proportions of males and females applying for the different
types of aid). Just under one third of respondents (30%) indicated that they had a
long standing illness, health problem or disability. 67% of applicants indicated that
they had access to the internet at home. 69% of respondents had never used the
legal aid system before, with 31% indicating that they had previously used the
system.

10
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2.17 Table 2.5 presents the ethnic group of the respondents. This shows that the vast
majority of respondents were white Scottish or British (94%).

Table 2.5: Ethnic group of respondents

Ethnic group % No.
WHITE — Scottish 83% | 635
WHITE — British 11% 81
WHITE — English 3% 25
IASIAN, ASIAN SCOTTISH OR ASIAN BRITISH — Pakistani, Pakistani Scottish or

. Rl 1% 4
Pakistani British
WHITE — Any other 0% 3
SSIAEI ASIAN SCOTTISH OR ASIAN BRITISH — Indian, Indian Scottish, or Indian 0% 3

ritis
AFRICAN, CARIBBEAN OR BLACK - African, African Scottish or African British 0% 3
WHITE — Welsh 0% 2
OTHER 0% 2
WHITE — Northern Irish 0% 1
WHITE — Polish 0% 1
IASIAN, ASIAN SCOTTISH OR ASIAN BRITISH — Other 0% 1
IAFRICAN, CARIBBEAN OR BLACK - Black, Black Scottish or Black British 0% 1
BASE 100% | 765
Source QD

2.18 Chart 2.2 presents the stage of the case of each respondent. This shows that over
half of the respondents (56%) still had their case ongoing, with 5% having given up
the case. All other respondents’ cases had reached a conclusion. It is important to
note that, as over half of the respondents still had their problem or case ongoing,
satisfaction levels with the Board and other services for these respondents may
change as a result of circumstances occurring before the conclusion of their case.

Chart 2.2: Which of the following best describes th e stage of your case?

You won / largely suceeded | 15%

You lost / largely lost :| 3%

Neither win nor lost - an agreement was reached | 14%

Neither win nor lose - a decision was made by a :I 6%
. 0
judge

Problem / case still ongoing 56%

Have given up trying to resolve the problem :l 5%

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

0,
Source Q84
Base: 765 (2009)
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3.1 This chapter outlines findings from question relating to applicant's overall
experiences of legal aid and the whole legal system.

3.2 Charts 3.1 to 3.3 present applicants’ levels of satisfaction with elements of the legal
process, and compares these to data from 2007. Chart 3.1 shows that 91% of
respondents were very or fairly satisfied with the ease of starting to use the legal aid
system, compared to 85% in 2007.

Chart 3.1: Satisfaction with ease of startingtous e the legal aid system and get legal
advice and assistance

O Non-applicable ODon't know @ Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied
2009 Contributions  [TICT1 43% I 47% |
2009 No Contributions  [{I[ | 31% | 02% |
2009 Refused [[_N6%5% 48% | 35% |
2009 A&A (I 40% | 55% |
2009 TOTAL [[HTI 38% | 53% |
2007 TOTAL [ 47% | 38% |
0% 20% 40% 60% 80% 100%

Source Q8la
Base: 765 (2009); 406 (2007)

3.3 Those who were refused legal aid were significantly less likely to indicate that they
were very satisfied with the ease of starting to use the system (35%) compared to
A&A (55%), Granted (no contribution) (62%), and Granted (contribution) (62%).
Special Urgency Cases were significantly more likely to be very satisfied (59%) when
compared to cases that were not special urgency (47%), as were Form One
applicants (61%) when compared to Form Two applicants (48%).

12
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3.4 Chart 3.2 shows that 83% of the 2009 applicants indicated that they were very or
fairly satisfied with the ease of understanding the legal aid system, compared to 65%
in 2007. Scores were again significantly lower for those refused legal aid (33% very
satisfied) compared to other applicants and significantly higher for Form One
applicants (55% very satisfied) compared to Form Two applicants (41%).

Chart 3.2: Satisfaction with ease of understanding the whole legal aid system

O Non-applicable ODon't know @ Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied

2009 Contributions -]:l 9% [8% | 41% | 38% |
2009 No Contributions -] [7%] 31% I 56% I
2009 Refused --5% 7%] 47% [ 33% |
2009 A&A -] 5% 38% | 48% |
2009 TOTAL -Ils% 7% 37% [ 46% |
2007 TOTAL - 12% [8% | 46% [ 19% |

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

Source Q81b
Base: 765 (2009); 406 (2007)

3.5 Chart 3.3 shows that 84% of the 2009 applicants indicated that they were very or
fairly satisfied with the overall experience of the full legal system, compared to 61%
in 2007.

Chart 3.3: Satisfaction with overall experience of the full legal system

ONether nar'©  OIPany <agefied  DIVery shushed . oy dissatisfied

2009 Contributions -I- 9% B 40% [ 38% |
2009 No Contributions -] bA 37% I 54% |
2009 Refused -:- 9% 1 15% | 43% [ 26% |

2009 A&A -] [ ] 42% [ 4(% |

2009 TOTAL -1.5%6%I 40% | 44% |

2007 TOTAL - 11% [ 9% | 41% [ 20% |

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

Source Q81c
Base: 765 (2009); 406 (2007)
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3.6

3.7

Those who were refused legal aid were significantly less likely to indicate that they
were very satisfied with the overall legal system (26%). Form One applicants (50%)
were significantly more likely than Form Two applicants (40%) to be very satisfied
with the overall experience of the full legal system.

Respondents who received full legal aid were asked to indicate their levels of
satisfaction with the work of the Board (A&A respondents were not asked this
guestion as they have no direct contact with the Board). Chart 3.4 shows that 85% of
these respondents were very or fairly satisfied with the work of the Board, compared
to 78% in 2007. Those who were granted legal aid with no contribution were
significantly more likely to indicate that they were very satisfied (70%), as were
special urgency cases (60%) and Form One applicants (66%). Those resident in
Grampian, Highland and Islands were significantly less likely to indicate that they
were very satisfied (40%) than other areas except North Strathclyde (47%) and
Glasgow City (51%).

Chart 3.4: Satisfaction with the work of the Board

ODon't know B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied
2009 Contributions | JBREPYA 7%] 34% 46% |
2009 No
0 0,
Contributions ” | 22% | 0% |
2009 Refused (869 9% | 43% 36% |
200 TOTAL | [ FY4 30% | 55% |
2007 TOTAL | |G | 33% | 45% |

0% 20% 40% 60% 80% 100%

Source Q45
Base: 564 (2009); 406 (2007)
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3.8 Chart 3.5 presents applicants’ perceptions of whether their situation would be better
or worse without legal aid. Overall 69% indicated that their situation would be worse.

Chart 3.5: Without legal aid my situation would be?

Better :| 3%

Worse 69%

About the same 12%

Too early to §ay - 10%
case on-going
Don't know 6%

0% 10% 20% 30% 40% S50% 60% 70% 80% 90% 100%

Source Q82
Base: 765 (2009)

3.9 Knowing what they now know about the legal aid process, 87% indicated that they
would go through it again, 11% would not, and 3% did not know (Q83, Base: 765).
Those that were refused legal aid were significantly less likely (78%) to indicate that
they would go through the process again.

15
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3.10 Chart 3.6 presents the responses to the question of whether respondents would
recommend to a friend that they seek legal aid if they needed it. This shows that
88% would definitely do so, compared to 74% in 2007. Those that had used the
Legal Aid system before, were significantly more likely to definitely recommend Legal
aid to a friend (92%) compared to those that had not (86%).

Chart 3.6: Would you recommend to a friend that the  y seek legal aid if they needed it?

100% -

0,
90% 4 88%
8000 O 2009
i 0
’ 4% W 2007
70% -
60% -
50% -
40% -
30%
20% - 14%
8% 0
10% - 6%
’ ’—. 19 gy 1% 1% 196 3% 1% 2%
0% T r ; ' 1 m—
Definitely Very likely  Fairly likely Not very Would not Don't know
likely to recommend

Source Q89
Base: 765 (2009); 406 (2007)

3.11 Only 3% would have liked to have received information from SLAB in another
language or format, while 97% are content with the current method / format of
delivery (Q85, Base: 765). Of those requesting another format (21 respondents), 11
respondents indicated that they would prefer plain or clear English, and two
requested larger type. Other requests included Urdu / Punjabi / Hindi translations (4
respondents)”.

3.12 Almost all (98%) felt that they had been treated fairly and equally on the grounds of
race, gender, disability, age, sexual orientation, religion or belief, while 2% did not
(Q87, Base: 765).

Key Findings

3.13 The findings presented in this chapter show that applicants are typically satisfied with
their overall experience of legal aid and of the legal system, and that all scores have
increased since the 2007 survey. Key findings are as follows:

91% of respondents were very or fairly satisfied with the ease of starting to use
the legal aid system

85% of legal aid applicants were very or fairly satisfied with the work of the Board
84% of applicants indicated that they were very or fairly satisfied with the overall
experience of the full legal system

! The Board does offer a translation service for its applicants.

16
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88% of applicants would recommend legal aid to a friend
For many, but not all questions, those that were refused aid tended to be less
satisfied, with Form One applicants tending to be more satisfied

17
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4.1

4.2

$ % & () *

This chapter presents findings in relation to applicants’ perceptions of their contact
with the Board. These questions were not asked of Advice and Assistance
applicants as they have no direct contact with the Board.

Chart 4.1 shows that 83% of respondents were either very or fairly satisfied with the
speed with which the Board decided if legal aid was to be granted or refused, with
42% very satisfied. This compares to compared to 74% either very or fairly satisfied,
and 28% very satisfied in 2007.

Chart 4.1: Satisfaction with speed for legal aid to be granted or refused?

O Don't know W Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied

2009

2007

]5% 5% 41% 42%

5%. 10% |5% 46% 28%

0% 20% 40% 60% 80% 100%

4.3

4.4

4.5

Source Q38
Base: 564 (2009); 381 (2007)

Those that were granted legal aid with no financial contributions were significantly
more likely to be very satisfied than other applicants (52%). Special Urgency cases
were also significantly more likely to indicate that they were very satisfied (47%), as
were Form One applicants (49% very satisfied) compared to Form Two applicants
(38% very satisfied).

80% were aware that the Board can only start to process applications if their solicitor
sends it to SLAB correctly filled in, but one fifth were not aware (20%). (Q39, Base
564). There were no significant differences by sub-groups.

Knowledge of the requirement for the Board to give opponents two weeks to air their
views on applications for legal aid was not as high, with 59% being aware. 41% had
no knowledge of this requirement (Q40, Base 564). There were no significant
differences by sub-groups.

18
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4.6 Chart 4.2 presents responses on satisfaction with the 32 day timescale for approval
of court-related standard civil legal aid. This shows that 87% were fairly or very
satisfied that this is a reasonable time to wait, compared to 79% in 2007. There were
no significant differences by sub-groups.

Chart 4.2: Satisfaction with the 32 day timescale f  or court-related civil legal aid

approval
ODon't know B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied
2009 ]5% 46% 41%
2007 5%. 9% 59% 20%
0% 20% 40% 60% 80% 100%

Source Q41
Base: 564 (2009); 381 (2007)

4.7 Chart 4.3 presents responses on satisfaction with the 3 day timescale for approval of
urgent applications for civil legal aid. This shows that 96% were fairly or very
satisfied (with 67% very satisfied) that this is a reasonable time to wait, compared to

90% in 2007 (with 45% very satisfied). There were no significant differences by sub-
groups.

Chart 4.3: Satisfaction with 3 day timescale forap  proval for urgent work

ODon't know B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied
2009 ] 29% 67%
2007 5%' 45% 45%
0% 20% 40% 60% 80% 100%
Source Q42

Base: 564 (2009); 381 (2007)
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4.8 Chart 4.4 presents the ways in which respondents had contacted the Board. The
vast majority (70%) had received letters from the Board (by post or email), with 30%
telephoning the Board. Contributions and treasury applicants were significantly more
likely than other applicants to have had telephone contact, with 22% having been
phoned by the Board and 53% calling the Board.

Chart 4.4: Ways in which respondents had contacted the Scottish Legal Aid Board

They have sent you
letters

| 70%

You have telephoned
them

You have sent them
letters

No contact with the
0,
Board : 16 /0
They have telephoned 0
you | 14%

Face-to-face meeting | 0%

Don't know / can't
0,
remember :l 4%

0% 10% 20% 30% 40% S50% 60% 70% 80% 90% 100%

Source Q43
Base: 564 (2009)
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4.9 Chart 4.5 below presents the levels of satisfaction (of those respondents that had
contact with the Board) with three different elements of their contact with Board. The
chart shows that: 70% were fairly or very satisfied that the Board's response
answered the applicants questions (compared to 68% in 2007); 74% were fairly or
very satisfied that things were explained clearly in a way the applicant could
understand (compared to 68% in 2007); and that 71% were fairly or very satisfied
that that it did not take long to get an answer (compared to 66% in 2007). Across all
these three elements, those that were granted legal aid without contribution were
significantly more likely to indicate that they were very satisfied. Special urgency
cases were significantly more likely to indicate that they were very satisfied that it did
not take long to get an answer (49%).

Chart 4.5: Satisfaction with contact with the Board

6967 SLAB Legal Aid Applicants FINAL report REVISED 081009.doc

ODon't know / Not applicable B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied
2009 21% W11 27% | 3% ]
The response 4
answered your 2007 21% T 38% | 30% ]
questions 4
Things were explained 550 19% I 7% I 7% ]
clearly in a way you ]
could understand 2007 519% - I 357 I 30% |
It did not take long to 1
get an answer 2009 21% - N 23% [ 48% |
2007 24% T 38% I 28% |
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Source Q44
Base: 448 (2009); 381 (2007)
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4.10

411

4.12

17% had suggestions for how the Board could improve its service (with 81% having
none and 2% indicating ‘don’t know’) (Q46, Base 564). In 2007, 26% had
suggestions for service improvement (Base 99). The 2009 suggestions were
significantly more likely to come from Form Two applicants (22%) and significantly
less likely to come from those that were granted aid with no contribution (9%). The
suggestions for improvements are detailed as follows:

Review financial process/ decision making (38 respondents)
Speed up process (19 respondents)

Improve Forms / paperwork (12 respondents)

More help / assistance / information (10 respondents)

Improved communications (5 respondents)

Better informed solicitors (4 respondents)

Better communication between board and client (3 respondents)
More solicitors in rural areas (2 respondents)

Freephone number / helpline (2 respondents)

Be more honest (1 respondent)

Advertise more (1 respondent)

Allow more areas of law to be covered by legal aid (1 respondent)
Ensure payments for to honest people (1 respondent)

More information / clarity on contributions (1 respondent)

The majority of respondents (87%) were not refused legal aid, but 13% of the 2009
sample refused (Q47, Base 564). In 2007, 70% were not refused legal aid (Base:
53). In 2009, women were significantly more likely than men to be granted aid (90%
compared to 84% of men).

Chart 4.6 shows that of those that were refused legal aid (71 respondents), 45%
were very or fairly satisfied with the Board’s explanation for the reasons for their
refusal, with 41% very or fairly dissatisfied.

Chart 4.6: Satisfaction with explanation from SLAB on refusal of legal aid

O Don't know B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied

2009 |6% 20% 8% 27% 18%
0% 20% 40% 60% 80% 100%
Source Q48
Base: 71
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4.13

4.14

77% (55 respondents) of those that were refused aid, were informed by their solicitor
that they could ask the Board to review its decision to refuse aid, or that they might
be able to apply again later if circumstances changed. 17% said they were not told,
and 6% could not remember / did not know (Q49, Base 71). In 2007, 62% were
informed by their solicitor about the review decision process, 23% were not, and 15%
could not remember (Base: 141).

Chart 4.7 shows that for those that were refused legal aid, almost half (48%, 34
respondents) asked for a review of the decision, with approximately one quarter
(27%. 19 respondents) doing nothing else about the problem. 15% of applicants who
were refused (11 respondents) paid for a solicitor privately. The chart shows that
these figures are very similar to the 2007 study.

Chart 4.7: Action of applicants after being refused legal aid

Paid a solicitor 15%
privately 15% W 2009

J m 2007

Did nothing else 27%
about the problem 26%

Asked for a review 48%
of the decision 43%

15%

Don't know / can't 3%
remember 2%

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

4.15

4.16

Source Q50
Base: 71 (2009); 53 (2007).

Of those that asked for a review of their decision (34 respondents), once the decision
was reviewed, 25 were then granted legal aid for their case, while 10 were not (Q51,
Base: 34).

Of all those who were granted legal aid (518 respondents), only 6% (29 respondents)
decided not to go ahead, while 94% continued (Q52, Base: 518).
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4.17 Chart 4.8 shows the reasons for not going ahead with legal aid, with the highest
number coming from those who felt that the process was going to cost them too
much money (12 respondents) and 11 respondents indicating that the situation had
changed and they did not need to take legal action.

Chart 4.8: Reasons for not going ahead with granted legal aid

Felt it was going to
cost me too much / 12

could not afford the - 3

instalments

Simply decided not to 2
bother 3
Situation had changed 11
and did not need to
take legal action - 3

02009 4
Other
W 2007

0 5 10 15 20 25

Source Q53
Base: 29 (2009); 9 (2007)

Key Findings

4.18 The findings presented in this chapter show that applicants are typically satisfied with
their contact with the Board. Key findings are as follows:

83% of respondents were either very or fairly satisfied with the speed with which
the Board decided if legal aid was to be granted or refused

70% were fairly or very satisfied that the Board’s response answered the
applicants questions

74% were fairly or very satisfied that things were explained clearly in a way the
applicant could understand

71% were fairly or very satisfied that that it did not take long to get an answer
Across many of the questions, special urgency cases and those granted legal aid
without contribution were significantly more likely to be very satisfied with their
contact with the Board.
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5.1 This chapter presents findings on the questions relating to the advice seeking
behaviour of applicants. Questions covered in this chapter were answered by all
respondents.

5.2 Chart 5.1 shows that a large majority of respondents went straight to their solicitor to
first get advice on their legal problem (88%). This is very similar to the proportion
from the 2007 survey (91%).

Chart 5.1: Who did you go to first to get informati on on your legal problem?

100% A
091%
90% A 889%
02009
80% A
’ W 2007
70% A
60% A
50% A
40% -
30% A
20% A
10% - 6%
] 3% O 10k1%  gol% 1% 1%
0% L) L) I_I L) - L) '__ L) _ L) = L) /—
A solicitor CAB Another CAB or Friends and A local council Other DK
advice service another family

advice service

Source Q2
Base: 765 (2009); 286 (2007)

5.3 Before going to a solicitor, 39% tried to resolve the problem themselves (Q3, Base:
765). Significantly more men (44%) than women (36%) indicated that this was the
case. In 2007, 51% tried to resolve the problem themselves versus 49% who did not
(Base: 286).
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5.4 Chart 5.2 shows that of those that did try to resolve the problem themselves, the
majority (84%) tried to do this directly with the other party.

Chart 5.2: In what ways did you try to resolve the problem yourself?

Tried to resolve problem with other party | 84%

CAB [] 6%
Another advice service [[] 4%

Family and friends [] 6%

A local council :| 4%

Internet - for legal advice and info | 1%

Sought advice from library / other public place | 0%

Other [] 4%

0% 20% 40% 60% 80% 100%

Source Q4
Base: 295
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5.5 Chart 5.3 shows that for almost half of the respondents (47%), a solicitor was
contacted within one month of having their legal problem. A&A applicants were
significantly more likely to go to their solicitor within one month (61%) than other
applicants.

Chart 5.3: Approximate length of time between havi  ng legal problem and contacting a

solicitor
100% ~
90% -
02009
0f
80% W 2007
70% A
60% A
50% 4 47%
9%
40% -
30% - 0 0
2104 24% 2194 24%
20% -
0 0
10% - 7% 6% 405 1%
0% ] ) ,_- ) )
Less than a One to six Seven months More than a DK/ Can't
month months to 1 year year remember
Source Q5

Base: 765 (2009); 286 (2007)

5.6 All respondents were asked to state if they contacted a solicitor straight away. 76%
indicated that they did contact a solicitor straight away, with a further 23% indicating
that they did not, and 1% indicating that they could not remember (Q6 Base 765). In
2007, 83% contacted a solicitor straight away, with 17% not doing so (Base: 286).
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5.7 Table 5.1 presents the reasons for waiting to contact a solicitor, with 68% indicating
that they tried to resolve the problem themselves. In 2009 a larger proportion of those
applicants who waited before contacting a solicitor tried to resolve the problem
themselves, or through other agencies, than in 2007 (68% compared to 50%).

Table 5.1: Why did you wait to contact a solicitor?

Reasons for waiting to contact a solicitor 2009 | 2007

Tried to resolve the problem vyourself/through another organisation/sources of | 68% | 50%

information

Problem got more serious over time 14% | 14%

Hoped the problem would resolve itself 6% 2%

Other 6% 12%

Don't know 5% 4%

Did not think anything could be done 3% 2%

The other side was already taking action 3% 0%

Did not know that | might be eligible for legal aid 2% 6%

Did not know it was a legal matter 2% 4%

Frightened to contact a solicitor/too apprehensive/intimidated about the legal process 1% 2%

The problem was too upsetting to talk to anyone about 1% 2%

Thought the process would be too expensive 1% 0%

Did not know where to find a solicitor who specialised in that area of law 0% 2%

BASE 176 50

Source Q7

5.8 Table 5.2 presents the routes through which applicants first became aware of legal

aid. This shows that the majority (64%) were made aware by their solicitor. Those in
Grampian, Highland and Islands were significantly more likely to have heard about
legal aid in a newspaper (23%) and less likely to have heard about aid through their
solicitor (52%).

Table 5.2: How did you first become aware of legal aid?

Source 2009
A solicitor 64%
Heard about it in a newspaper/on television/other media 13%
Family and friends 9%
Other 6%
Don’'t know / can't remember 5%
Citizens Advice Bureau (CAB) 4%
/An information leaflet at a library or other public place 3%
Through another advice service 1%
Local council 0%
BASE 765
Source Q8
5.9 Forty-two percent of respondents were sure that they would be eligible for legal aid

before they spoke to anyone about their legal problem, however another 22% were
not sure and 36% indicated that they thought they would not be eligible (Q9, Base
765). A&A applicants were significantly more likely to indicate that they did not think
that they were eligible for aid (48%), and significantly more Form One applicants
(52%) when compared to Form Two applicants (41%) felt that they would be eligible
for legal aid. Respondents who had used the Legal Aid system before (56%) were
also significantly more likely to think that they would be eligible, compared to 36% of
those that had not used the Legal Aid system. In 2007, overall 51% thought they
would be eligible, 34% did not, and 15% were unsure (Base: 286).
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5.10 69% of respondents had never used the legal aid system before, with 31% indicating
that they had previously used the system (Q10, Base 765). Form One applicants
(44%) were significantly more likely to have used the legal aid system previously than
Form 2 applicants (25%).

Key Findings
5.11 Key findings from this chapter are as follows:

Approximately nine in ten applicants go to their solicitor to first get information on

their legal problem,

76% of applicants said they contacted a solicitor ‘straight away’ after identifying a

legal problem. 47% of applicants made this contact with a solicitor within one

month.

Only 42% of respondents were sure that they could get legal aid before they

spoke to anyone about the problem (compared to 51% in 2007), with 36%

indicating that they thought they were not eligible

o0 A&A applicants were significantly less likely to think they would be eligible for
legal aid

o Form One Applicants were significantly more likely to think they would be
eligible for legal aid
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6.1 The chapter presents findings in relation to applicants’ routes to accessing justice.
All participants to the survey were asked these questions.

6.2 Only 5% of applicants had difficulty finding a legal aid solicitor (Q11, Base: 765).
Significantly more respondents in Grampian, Highlands and Islands indicated that
they had problems (13%, 12 respondents). Table 6.1 presents the problems
identified by applicants, and shows that finding a legal aid solicitor who specialised in
the right area was the problem faced by the greatest number of applicants.

Table 6.1: Problems faced in trying to find a legal aid solicitor

Problems trying to find a solicitor 2009 | 2007

Finding a legal aid solicitor who specialised in the area of law | needed/specialistf 36% | 30%

experience (14) | (7)

Difficult to find someone to take the case on 28% | 22%

a1 ®

Finding a legal aid solicitor in my area 28% | 22%

a1 o

Finding a legal aid solicitor for representation (in court or at a tribunal), not just advicel 10% )

and assistance 4

I didn’t know how to go about finding a legal aid solicitor 5% )

2
Other reason 10% | 48%*
4 [ (A1
BASE 39 23
*nine different responses
Source Q12
6.3 Chart 6.1 shows that 82% of applicants used the first solicitor that they contacted for

their case. Those that were granted full legal aid (both with and without
contributions) were significantly less likely to use the first solicitor they contacted,
with 77% of both of these groups indicating that they used the first solicitor contacted.

Chart 6.1: Number of solicitors contacted before be  ing successful
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6.4 Table 6.2 shows the methods used by applicants to find legal aid solicitors. Personal
recommendations were the most popular route, with 29% of respondents using this
method (compared to 36%) in 2007. 25% indicated that they found the solicitor by
noticing the office when passing by, compared to 8% in 2007. This was significantly
more likely to be the case for A&A applicants, with 32% using this method.

Table 6.2: Method of finding solicitor who applied for legal aid on behalf of applicant

Method 2009 | 2007*
They were recommended by a friend or relative 29% | 36%
Saw the solicitor’'s office when | was passing by and noticed they did legal

: . : 25% | 8%
aid/recognised the legal aid logo
It was my own solicitor/already had a solicitor 18% | 8%
Phone books such as Yellow Pages, Business Pages etc 11% | 12%
| was referred to them by another solicitor 5% [ 9%
| was referred to them by a Citizens Advice Bureau 5% | 4%
| was referred to them by another advisor/agency 3% | 3%
Internet (general web search) 2% | 3%
| was referred to them by another an advice service 2% -
Other reason (please specify) 2% -
| telephoned the Scottish Legal Aid Board 1% -
Saw an advert in press/media 1% 6%
| used the Scottish Legal Aid Board’s website to locate a list of solicitors 0% -
| contacted the Law Society of Scotland for a list/used their website 0% 1%
BASE 765 | 286

*2007 responses not directly comparable due to changes in pre-coded answers
Source Q14

6.5 Chart 6.2 presents the applicants reasons for choosing their solicitors’ firm. This
shows that convenience / location was the most popular reason (30%), followed by

recommendations (17%) and reputation (15%). Convenience / location was
significantly more likely for A&A applicants, with 40% stating this reason.
Chart 6.4: Reasons for choosing solicitor’s firm
They were in a convenient place / closest to you
Recommendation from friends and family
Had a good reputation
They had done work for you in the past
No particular reason
Iwas referred by another advisor / agency
The firm were specialists in the area of law I need ed m 16%
1 O
No one else would represent me 1% 2009
1. W 2007*
Other reason é’%
T T T T T 1
0% 20% 40% 60% 80% 100%

*2007 responses not directly comparable due to changes in pre-coded answers
Source Q15

Base: 765 (2009); 286 (2007)
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6.6 A majority of applicants (84%) were unaware that the Board provides a list of
solicitors firms on their website, with 16% aware (Ql6a, Base 765). The same
proportion (84%) were also unaware that the Board had a legal aid helpline (Q16b,
Base 765) to help locate a legal aid solicitor. Awareness was lower for the A&A
sample (11%) for both of these questions.

Key Findings

6.7 The findings from this chapter indicate that for the vast majority there were few
problems accessing justice. Key findings from this chapter are as follows:

Only 5% of applicants had difficulty finding a legal aid solicitor

o Significantly more respondents in Grampian, Highlands and Islands indicated
that they had problems (13%, 12 respondents)

82% of applicants used the first solicitor that they contacted for their case

0 Those that were granted full legal aid were significantly less likely to use the
first solicitor they contacted (77%)

Personal recommendation was the most frequently cited route to finding a

solicitor (29%), with convenience / location significantly more important for A&A

respondents.

Awareness of the Board’'s support services was low, with 16% aware of the

website with a list of solicitor’s firms, and 16% aware of the helpline. This was

significantly lower for A&A applicants. However it is important to note that only

5% of respondents had any problems findings a solicitor, suggesting a limited

demand for the helpline.
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7.1 This chapter presents results relating to the applicants’ levels of satisfaction in
relation to the service they received from their solicitors. All respondents completed
this section of the survey.

7.2 Chart 7.1 shows the overall levels of satisfaction with the service provided by the
applicants’ solicitor. This shows that 87% of respondents were either very or fairly
satisfied with their solicitor.

Chart 7.1: Overall satisfaction with the service pr  ovided by your solicitor

O Don't know B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied
2009 5% 23% 64%
O"%) 1(;% 20'% 3(;% 40'% 50'% 6(;% 70'% BC;% 90'% lO:J%
Source Q18

Base: 765 (2009)
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7.3

Chart 7.2 presents applicants’ levels of satisfaction with various elements of the
service provided by their solicitors. This shows that applicants were most satisfied
that their solicitors treated them with respect and courtesy (93% very or fairly
satisfied), and least satisfied that their solicitors clearly explained that any money
won could be put towards their fees (72% very or fairly satisfied). Scores across all
categories are higher than those from the 2007 survey; however, the relative levels of
satisfaction for the different elements of service are in a similar order when ranked by
satisfaction level.

Chart 7.2: Satisfaction with each of the different elements of service provided by

solicitors
O Non applicable ODon't know B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied
2007
V. Satisfied
Treated you with respect and courtesy || 18% | 75% ]
. . . 5
Explained things clearly in a way that you could 1 ] =3 |
understand
0,
Listened to you [T 22% | 69% ]
Helped you understand the legal situation | 1 22% | 67% |
The time it took to get appointments | 1 25% | 63% ] n/a
Clearly explained what was going to happen next | 1 23% | 63% ] 143%
Clearly explained about any payments for legal aid
. 22% 62% 43%
you might have to make L ¢ | I
Kept you informed of progress of your case | | 21% | 62% | 429
Dealt with things without delay | | 24% | 60% | (a2
Clearly explained that if you won or held onto mone y |
10% 21% 51%
or property that this might be used to cover your [T I | 36%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100

7.4

7.5

SOanrce Q17
Base: 765 (2009); 406 (2007)

Applicants who had been granted legal aid without contributions were significantly
more likely to indicate that they were very satisfied than those granted legal aid
without contributions across all categories. In addition, those that had been refused
legal aid had lower satisfaction scores than those who had received aid across all
categories. Women were significantly more likely than men to be very satisfied that
their solicitor: listened to them (72% compared to 63% for men); explained things
clearly to them in a way they could understand (72% compared to 63% for men),
and; dealt with things without delay (63% compared to 55% for men).

At the first meeting or telephone call with the solicitor, 67% of respondents indicated
that it was the solicitor who raised the question of entitlement to legal advice and
assistance, with 23% of respondents indicating it was they who initiated the enquiry
and 10% indicated that they did not know or can’t remember (Q19; Base size: 765).
The 2007 results were very similar, 66% reporting that the solicitor raised the
guestion versus 26% of respondents and 8% unsure (Base: 381).
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7.6

7.7

7.8

7.9

7.10

In most cases (88%), the solicitor asked for proof of finances, with 8% of respondents
indicating that the solicitor did not request proof of finances, and 4% indicating that
they were not sure (Q 20, Base 765). A&A applicants were significantly less likely to
have been asked for proof of finances (77%). In 2007, in 72% of the cases the
solicitor asked for proof, with 24% indicated that the solicitor did not ask for proof and
4% indicating that they could not remember (Base: 381).

20% of respondents indicated that solicitors asked if they would consider different
ways of funding their case, with 72% indicating that they did not and 8% indicating
they could not remember (Q21, Base 765). Again, A&A applicants were significantly
less likely to have been asked if they would consider other ways of funding their case
(12%). In 2007, 8% of respondents were asked, 90% not asked, and 2% indicated
they could not remember (Base: 33).

Over half of the respondents (55%) indicated that they were aware of standards of
service to be expected from their solicitor, with 45% indicating that they were not
aware (Q22, Base 765). A&A applicants were significantly less likely to be aware of
the standards of service (44%).

83% of respondents would use the same solicitor again, while 14% would choose not
to, and 3% indicated they didn't know (Q23, Base: 765). In 2007, three quarters
indicated that they would use the same solicitor, with 22% choosing not to, and 1%
were not sure (Base: 286).

16% of respondents had comments and suggestions that they would like to make
about their solicitor and how their service could be improved, with 84% having no
comments (Q24, Base 765). The suggestions made are outlined as follows:

Better communication / interest in case (79 respondents)
Speed up process (19 respondents)

Satisfied / happy with service (15 respondents)

Solicitors too busy (8 respondents)

More courteous / pleasant (6 respondents)

Easier / clearer financial process (6 respondents)

Better skilled solicitor (6 respondents)

More solicitors in rural areas (4 respondents)

Key Findings

7.11

The findings from this chapter indicate that for the majority of applicants satisfaction
levels with the professional are high. Key findings from this chapter are as follows:

Overall 87% were satisfied with the service provided by their solicitor

Applicants were most satisfied with the following:

0 That solicitors treated them with respect and courtesy (93% satisfied)

0 That solicitors explained things clearly in a way that could be understood
(91% satisfied)

Applicants were least satisfied with:

0 That solicitors clearly explained about ‘clawback’ (72% satisfied)

0 That solicitors dealt with things without delay (84% satisfied)

0 That solicitors kept them informed of progress (83% satisfied)

20% indicated that their solicitor asked them to consider different ways of funding

their case
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55% were aware of the standards of service to be expected from their solicitor.
A&A applicants were significantly less likely to be aware of these.
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8.1 This chapter presents findings in relation to applicants’ knowledge of court services.
Questions in this chapter were not asked of A&A applicants as they do not attend
court.

8.2 Half of the respondents (50%) received guidance on what might happen in court,
while 42% did not, and 8% did not know or could not remember if they had received
guidance (Q54, Base: 489). Significantly more men (56%) than women (47%)
indicated that they had received this guidance.

8.3 Of those that did receive advice, 99% received their advice from their solicitor, with
1% from the Scottish Court Service, 1% from an advice agency and one respondent
used the in-court adviser’ (Q55, Base: 245). 94% of those that received advice
indicated that they received this advice at the right time, with 2% indicating it was too
early and 1% too late. 3% of respondents could not remember (Q56, Base: 245).

8.4 Chart 8.1 presents applicants’ levels of satisfaction that the information given to them
prepared them for what would happen in court. This shows that 86% of respondents
were either very or fairly satisfied that the information prepared them.

Chart 8.1: Satisfaction with information given prep ared you for what would happen in

court

O Not applicable / case ongoing  ODon't know B Very dissatisfied

O Fairly dissatisfied O Neither / nor O Fairly satisfied

O Very satisfied

2009 | 8% 24% 62%
0% 20% 40% 60% 80% 100%
Source Q57
Base: 245

8.5 Only 4% of respondents (19) had ever obtained booklets on Small Claims or
Summary Cause® procedure from a Sheriff Court or downloaded from the Scottish
Court Service website — 92% had not and 4% indicated that they did not know (Q58,

% In-court advisers are only available at sheriff courts, are not present in all sheriff courts and will not
typically cover family cases. As a result this may explain the low reported use of the service.
¥ Summary Cause booklets apply to family-related cases
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Base: 489). All of the 19 respondents, bar one who did not know, were fairly (6) or
very satisfied (12) with the content of these leaflets (Q59, Base: 19).

8.6 81% of respondents indicated that they were unaware of the in-court advice service
with 19% aware (Q60, Base: 489). For non-family cases (to which this service
applies), 14% were aware and 86% not aware of the service. Only 3% of all
respondents indicated that they had used the in-court service, with 97% indicating
that they had not used the service (Q61, Base: 489).

8.7 Of those that had used the in court advice service, 6 respondents were very satisfied,
8 fairly satisfied and 1 neither satisfied nor dissatisfied (Q62, Base: 15)

Key Findings
8.8 Key findings from this chapter are as follows:

50% of applicants received guidance on what could happen to them in court

86% of those that did receive guidance were satisfied that it prepared them for
what would happen in court.

81% were unaware of the in-court advice service.
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9.1 This chapter presents findings in relation to the financial forms used to apply for legal
aid. A&A applicants are not required to fill in these forms and as a result these
guestions were not asked of the A&A respondents.

9.2 Chart 9.1 shows that 70% of respondents agreed to some extent that the form was
clear and easy to fill in. Form One applicants were significantly more likely to
strongly agree that this was the case (45%) than Form Two applicants (29%)*, as
were those who had used the Legal Aid system before (41%) compared to those that
had not (31%). Those granted aid without contributions were also significantly more
likely to strongly agree (43%) compared to those that had been refused (30%) and
those that had to pay contributions (26%).

Chart 9.1: Agreement that the financial form was ¢l  ear and easy to fill in

ODon't know / can't remember B Strongly disagree OTend to disagree
O Neither / nor OTend to agree O Strongly agree
Form 2 [79%JSRGN 10% [ 7% 38% 29%
Form1 | 119% [ %4 32% 45%
Total | 8% NGB 8% 7% 36% 34%
0% 20% 40% 60% 80% 100%
Source Q25

Base: 564

9.3 Just under two-fifths of respondents (39%) indicated that they filled in these forms
themselves, with 58% requiring assistance and 3% indicating that they could not
remember (Q26, Base: 564). Those filling in Form One were significantly more likely
to have required assistance (70%), compared to those who filled in Form Two (53%).
This is an interesting finding given that higher proportions of Form One respondents
indicated that the form was clear and easy to fill in.

* It is important to note that Form 1 is 6 pages long, whereas Form 2 is much more detailed, requires
much more information and is over 30 pages long.
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9.4

For those that did require assistance, Chart 9.2 presents the data on persons that
were used to assist in filling in the forms. 90% of these respondents used their
solicitor for assistance to fill in the forms, with significantly more Form One applicants
using this route (97%) compared to Form Two applicants (85%). Form Two
applicants relied significantly more on family and friends (13%) than Form One
applicants (2%).

Chart 9.2: Persons contacted for help in completing the form

The Scottish Legal Aid

Citizens Advice Bureau :I 2%

Another advice service ] 1%

Your solicitor | 90%

Board :I 2%

Family and friends 9%

Other |0%

Don't know / can't

0,
remember ] 1%

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

9.5

9.6

Source Q27
Base: 329

77% of respondents were not aware that the Board has a team who can help
complete the financial form over the phone — only 23% were aware of this (Q28,
Base 564).

81% sent in financial documents with their application to the Board, 11% were not
sure or could not remember if they had done this and 8% were sure they had not
sent forms in (Q29, Base 564). Those who were granted aid with no contributions
were significantly less likely to have sent in any documents (72%). In 2007, 73% sent
in financial documents, 17% did not, and 10% did not remember / did not apply
(Base: 321).
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9.7 Those that did not send in documents were asked why this was the case and the
responses to this question are presented in Chart 9.3. This shows that just under
one quarter did not know that they had to send in documents (24%, 11 respondents),
and 22% (10 respondents) indicated that their solicitor did not tell them to.

Chart 9.3: Why did you not send the Scottish Legal Aid Board these items?

1
I did not know that | had to 24%
i 24% 02009

My solicitor did not tell me 2204 ® 2007
to 20%

I found it difficult to get | 16%

hold of the documents 0%

| was unemployed / not 11%
working / on benefits 20%
Not applicable / not 2%
relevant for my case 27%

Don't know / can't | 29%
remember 0%

0%

Other _ 9%

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

*Question asked of all non-A&A respondents in 2007 survey so data not directly comparable
Source Q30
Base: 45 (2009); 55 (2007)

9.8 92% did not experience any difficulty obtaining the documents, with 8% indicating
that they did have problems (Q31, Base 459). In 2007 89% indicated that it was
easy to obtain the documents, and 11% indicated that it was difficult (Base: 235).
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9.9 Chart 9.4 shows the documents that respondents indicated it was hard to get hold of,
with bank statements indicated as being difficult for 49% (18 respondents), followed

by statements of earnings (16%, 6 respondents).

Chart 9.4: Documents hard to get hold of

40 ~
02009
351 W 2007
30 -
25 -
204 18
14
15 A
11
104 6 6 6 .
5 -
0 . . | — ] . . _h_|
Bank statements Statements of Copies of Other Don'’t know /
earnings from benefit books can't remember
an employer

Top three answers only provided in 2007 data

respondents) being the most frequently cited reason.

Source Q32

Base: 37 (2009); 25 (2007)

9.10 Table 9.1 presents the reasons why these documents were hard to get hold of, with
having to request them (35%, 13 respondents) and having to pay for them (24%, 9

Table 9.1: Reasons that it was hard to get hold of  documents
Reasons for difficulty 2009 | 2007
Had to request them (from the bank) 13 2
Had to pay to get them 9 7
Other 9 6
Misplaced the documents 5 2
Had to contact old employer 3 2
Documents were out of date 2 2
Had to get in touch with ex-partner / spouse to access partner’s account 2 2
Don’'t know / can’t remember 2 2
Had to go via company Head Office 1 2
BASE 37 25
Source Q33

9.11 38% of respondents indicated that they were contacted by the Board to request
further information before granting legal aid, while a further 11% could not remember
or were not sure whether they were contacted. 51% indicated that they had not been
contacted (Q34, Base 564). Those that were granted legal aid with no contributions
were significantly less likely to have been contacted (30%) than those that were
granted with contributions (46%) and those that were refused (45%). In 2007, 43%
were contacted for further information, 48% were not, and 10% could not remember

(Base: 381).
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9.12 Applicants were asked to suggest any changes to the financial forms, and their
responses to this question are presented in Chart 9.5. This shows that over two-
thirds (69%) indicated that the forms were currently fine or could not recommend any
changes, with 12% indicating that they needed to be made simpler or easier to
understand and 6% indicating that they should be made more concise. Form One
applicants were significantly more likely to indicate that they needed no changes /
were fine (76%) compared to Form Two applicants (65%). This finding may be
explained by the longer length of Form Two.

Chart 9.5: Suggested changes to the financial forms

100% -
90% 002009
6 -
M 2007
80% -
’ 69%
70% -
60% -
45%
50% -
40% - 32%
30% -
0 12%
20% - 12% 10% ’
7% 6% 6%
10% A 2%
o e e W
Nothing / they're ~ Make them easier Make it more Other Don't know
fine to understand/  concise / shorter /
simpler too many
questions
Source Q35

Base: 564 (2009); 381 (2007)

9.13 When they applied for legal aid, 60% of respondents indicated that they were given
SLAB’s ‘Civil Legal Aid — Information for Applicants’ leaflet by their solicitor. 16%
were not sure, while 23% definitely did not recall receiving the document (Q36, Base
564).
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9.14 Chart 9.6 shows that 80% of respondents agreed to some extent that the guide was
easy to understand. Form One applicants were significantly more likely to agree
strongly that the guide was easy to understand (64%) compared to Form Two
applicants (52%). In addition those granted legal aid with no contributions were also
significantly more likely to agree strongly (65%) than those granted with contributions

(44%).
Chart 9.6: Level of agreement that ‘A Guide to Civi | Legal Aid’ was easy to understand
ODon't know / can't remember B Strongly disagree OTend to disagree
O Neither / nor OTend to agree O Strongly agree
12% BB8% 24% 56%
0% 20% 40% 60% 80% 100%
Source Q37
Base: 340
Key Findings

9.15 The findings from this chapter indicate that for the most of the applicants’ satisfaction
levels with the forms used are high. Key findings from this chapter are as follows:

70% agreed that the forms were easy to fill in, with Form One applicants

significantly more likely to strongly agree this was the case than Form Two

applicants

39% filed in the forms themselves, with 58% requiring assistance. Assistance

came from their solicitor in nine out of ten cases.

o Form One applicants were significantly more likely to have sought assistance
from their solicitor to fill in the forms

77% were not aware that SLAB staff could assist with filling in forms

60% of respondents were given the SLAB guide Civil Legal Aid — Information for

Applicants’ leaflet by their solicitor. Of these 80% agreed that this was easy to

understand.
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10.1 This chapter presents applicants responses to questions in relation to contributions
made to support their legal aid case. As a result, only those who were granted legal
aid with contributions were asked these questions.

10.2 80% of applicants indicated that they were paying or were due to pay something
towards the costs of their legal help from the start of the case, with 20% indicating
that this was not the case (Q63, Base: 190). In 2007, 64% were paying from the start,
and 36% indicated that they were not (Base: 120).

10.3 51% of applicants indicated that their solicitor had explained that they might get back
some of the money paid in contributions if the cost of the case was less than
originally expected, while 43% indicated that they were not told and 7% were unsure.
(Q64, Base: 152). Similarly, in 2007, this was explained to 47%, not explained to
48%, and 5% did not know (Base: 77).

10.4 Chart 10.1 shows that 86% of respondents were satisfied to any extent that the
Board had explained clearly what the applicants would have to pay. In 2007, 76%
were satisfied.

Chart 10.1: Satisfaction with the Board explaining clearly what you would have to pay

ODon't know B Very dissatisfied O Fairly dissatisfied
O Neither / nor O Fairly satisfied O Very satisfied

2009 ] 6% B % 37% 46%
2007 -5% 5% 47% 29%

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

Chart Q65
Base: 152 (2009); 77 (2007)

10.5 80% indicated that they were aware of the consequences of not paying / keeping up
payments e.g. that legal aid could be suspended or stopped, but 17% indicated that
they did not know, and 3% were unsure (Q66, Base: 152). In 2007, only 46% (6
respondents) were aware of the consequences, 46% (6 respondents) were unaware,
and 8% (1 respondent) did not know (Base: 13 — this question was only asked of
those who had their legal aid stopped in the 2007 survey).

10.6 14% of applicants indicated that they had their legal aid suspended or stopped
because they did not pay contributions, with 84% indicating that they did not have
their aid stopped, and 2% were not sure / couldn’t remember (Q67, Base: 152). In
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2007 this figure was 17% stopped, 82% had not had aid stopped, and 1% were not
sure (Base: 77).

10.7  Of the 22 people who had their Legal Aid stopped, 15 respondents contacted SLAB
to start aid again, but 7 decided against contact (Q68, Base: 22). In 2007, of the 13
people, 11 contacted Legal Aid to restart payment, and 2 did not (Base: 13).

10.8 All those who had their legal aid stopped were asked if the Board could have done
something else to help them. Of these 18% (4 respondents) suggested that there
was, and 11 did not know (Q69, Base: 22). In 2007, 38% (5 respondents) suggested
that something else could have been done. (Base: 13)

10.9 Nearly three-quarters of respondents (72%) indicated that they had not contacted the
Board in relation to difficulty paying contributions, with 26% indicating that they had,
and 3% were unsure (Q70, Base: 152). In 2007 this figure was 39% contacting the
Board when in difficulty and 61% indicating that they had not (Base: 77).

10.10 Over two thirds (68%) indicated that they were told that they could pay their
contributions over a longer period of time, but 26% were not, and 7% were unsure
that they had been told. (Q71, Base: 152). In 2007, 40% (12 respondents) were told
they could pay over a longer period, 57% (17 respondents) were not, and 3% did not
remember (Base: 30).

10.11 Tables 10.1 and 10.2 present the methods of payment used and preferred method of
payment for contributions. This shows that the most used (by 34% of applicants),
and preferred method of payment (by 44% of applicants) is through direct debit.

Table 10.1: Method of payment used to make contribu  tions

Method of payment 2009 | 2007

Direct Debit 34% | 25%

Bank Giro Credit 20% | 43%

Credit card 16% | 3%

BACS (bank account transfer) 9% | 10%

Don’'t know 9% 1%

Cash 7% 6%

Cheque 6% 9%

Through my solicitor 1% 1%

By text 0% n/a

None / N.A (Case dropped) n/a 3%

BASE 152 77

Source Q72a
Table 10.2: Preferred method of payment

Preferred method of payment 2009

Direct Debit 44%

Bank Giro Credit 18%

Credit card 12%

Don’'t know 10%

BACS (bank account transfer) 7%

Cash 6%

Cheque 4%

By text 0%

Through my solicitor 0%

BASE 152

Source Q72b
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10.12 All respondents were asked to indicate how difficult it was to use their method of
payment and Chart 10.4 presents the responses to this question. This shows that
87% found it either very or fairly easy to use their method of payment, compared to
92% in 2007.

Chart 10.4: Level of difficulty of using method of payment

ODon't know / can't remember @ Very Difficult
O Farily Difficult O Neither / nor
O Fairly Easy OVery Easy
2009 | 7% I 24% 63%
2007 ﬁ 31% 61%
0% 20% 40% 60% 80% 100%

Source Q73
Base: 152 (2009); 77 (2007)

10.13 14% of respondents indicated that they were trying to get or keep money or property
from someone else, while 86% were not (Q 74, Base: 190). In 2007, a higher
proportion (28%) of respondents indicated that they were trying to get money or
property, 72% were not, and 1% refused to say. (Base: 120)

10.14 For those claiming money or property, 74% (20 respondents) were aware of
‘clawback’ to pay some or all of their solicitor’s costs, and 26% (7 respondents) were
unaware (Q75, Base: 27). In 2007, only 48% (16 respondents) were aware of
‘clawback’ (Base: 33).

10.15 Where the opponent agrees to pay or is ordered to pay the costs of cases, 65% were
unaware that they could be entitled to a refund on any contribution or ‘clawback’
payments made to SLAB, with only 35% aware that this was the case (Q76, Base:
190). In 2007, 28% were aware they would be entitled to a refund, but 72% were
unaware (Base: 120).
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10.16 Chart 10.5 shows that 6% of opponents were ordered to pay the costs of the
applicants’ case, with 45% not being ordered to pay. 14% could not remember and

53% indicated that it was too early to know.

Chart 10.5: Did your opponent agree to / or were th

ey ordered to pay the costs of your

case?
100% -
90% - 02009
80% -
70% -
0f —
60% 45%
50% -
° 35%
40% -
30% -
14%
10% -
0% | I ]
Yes No Don't know / Not applicable /
can't remember or too early to
know
Source Q77

Base: 190 (2009)

10.17 Of those whose opponents were ordered to pay costs (11 respondents) only 1
indicated that they had had any problems (Q78, Base: 11). In this one case where a
respondent had trouble getting costs back, their solicitor has tried to obtain payment,
rather than SLAB or individually. (Q79, Base: 1).

10.18 12% had suggestions on how the Scottish Legal Aid Board can improve the
contributions / clawback / payment system. 35% indicated that they did not know and
54% could suggest no improvements (Q80, Base: 190). In 2007, 23% had
suggestions on how to improve the payment system. (Base: 286). The suggestions
made by 2009 respondents are outlined as follows:

Clear / Less complicated system (6 respondents)

No contributions (benefits/tax credits) (3 respondents)
Allow for living expenses (3 respondents)

Re-assess according to circumstances (3 respondents)

More payment choices (2 respondents)
Offenders should pay (2 respondents)
Victims should not pay (1 respondent)
Remove 12 month rule (1 respondent)
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Key Findings

10.19 The findings from this chapter indicate that for the most of the applicants satisfaction
levels with the treasury-related elements of the Board's service are high. Key
findings from this chapter are as follows:

83% of applicants were satisfied that the Board explained clearly what they
would have to pay
87% found it easy to pay by the method they chose

20 of the 27 respondents who were claiming money or property were aware of
Clawback
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#

Discussion of Key Findings and Trends

111

11.2

11.3

114

11.5

The findings from this survey of applicants of legal aid show that across all areas of
guestioning, satisfaction levels with the Board and with the services provided by
solicitors are high.

These findings show that satisfaction levels are now typically higher than in the 2007
survey, although because of the differences in the samples used, the 2007 and 2009
figures cannot be compared with confidence. It should also be noted that the number
of respondents being refused legal aid is significantly lower in this round of the
survey and this may have had a positive influence on general levels of satisfaction.

Key headline figures in relation to applicants’ levels of satisfaction include:

91% of applicants were satisfied with the ease of starting to use legal aid system
and get legal advice and assistance

85% of applicants were satisfied with the work of the Board

83% of applicants were satisfied with ease of understanding legal aid system,
84% of applicants indicated that they were satisfied with the overall experience
of the full legal system

88% of applicants would recommend legal aid to a friend

83% of respondents were satisfied with the speed with which the Board decided
if legal aid was to be granted or refused

83% of treasury applicants were satisfied that the Board explained clearly what
they would have to pay

87% were satisfied with the service provided by their solicitor

5% of applicants had difficulty finding a legal aid solicitor

Levels of satisfaction with the Forms used were high, but at slightly lower levels than
those described above, with 70% agreeing that the forms were easy to fill in.
Interestingly, Form One applicants were significantly more likely to strongly agree
that the forms were easy to fill in when compared to Form Two applicants, although
this may reflect the differing lengths of the forms. Form One applicants also offered
higher levels of satisfaction in relation to certain questions, although they were
significantly more likely to have received help in filling in their form.

The results also highlight some further areas of interest in relation to the improving
the dissemination of information from the Board, and from solicitors, to applicants.
Key instances of this requirement for improvement are highlighted by the following
figures:

50% (of full civil legal aid respondents) indicated that they received guidance on
what could happen to them in court

16% of all respondents were aware of the Board’s website with a list of solicitor’s
firms offering Legal Aid

77% (of full civil legal aid respondents) were not aware of the SLAB helpline to
assist with filling in forms

60% (of full civil legal aid respondents) were given the SLAB guide Civil Legal
Aid — Information for Applicants’ leaflet by their solicitor.

55% were aware of the standards of service to be expected from their solicitor.
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36% of all applicants indicated that they thought they were not eligible for aid at
the start of the process

11.6 These findings suggest that the Board (and other stakeholders in the legal process)
have an opportunity to improve access to justice through increasing applicants’
knowledge and access to information and resources into the full legal process.

Suggestions for Further Research

11.7 The findings from the research suggest that further qualitative research could be
insightful in the following key areas:

Research into the presentation and content of financial forms
Research into how applicants understand and access information on the legal
process

Research into the Content of Forms

11.8 Research to explore the content of the forms could be undertaken with both
applicants and those who have not previously applied for legal aid. A focus group
methodology could be used to explore the content of current (and potentially revised)
forms with different target groups comprising:

Form One applicants
Form Two applicants
Form One eligible non-applicants
Form Two eligible non-applicants

11.9 We would recommend that this be undertaken through a focus group methodology.

Research into Accessing Information on the Legal Process

11.10 Research into how applicants understand and access information on their legal
process could also be undertaken through focus group research. This would explore
applicants’ understanding of how they access information on the legal system, their
perceptions of different stakeholders in the system (solicitors, the Board, Scottish
Court Service, In-court Adviser etc) and what they would expect from current and / or
proposed information leaflets.
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CIVIL APPLICANTS SURVEY 2009
REVISED FINAL QUESTIONNAIRE

‘ ADVICE SEEKING BEHAVIOUR

ASK ALL

Q1. When you applied for legal aid, what was your @in legal problen? SINGLE CODE
ONLY. READ OUT IF REQUIRED

Benefits and tax credits 1
Children’s hearing cases and appeals 2
Compensation and damages — personal injury, indusliseases, criminal injurigs 3

etc...

N

Complaints and claims against professions — sofiitarchitects, surveyors, police
etc...

Consumer problems 5
Death related matters — wills/inheritance etc... 6
Debt problems 7
Money and tax 8
Discrimination and human rights 9
Education 10
Employment — terms and conditions, unfair dismissel.. 11
Family — divorce, separation, custody and accesgswith children etc... 12
Family - Protective Orders — Interdicts & ExclusiOnders 13

Housing and homelessness problems (excluding MgetdRights Act Proceedings 14
(code 15)

Mortgage Rights Act Proceedings — where a pers@eé&ing to prevent/postpone 15
repossession of a mortgaged property

Immigration and nationality 16

Asylum 17

Medical negligence 18

Mental health and welfare and adults with incapacit 19

Other (please specify) 20
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ASK ALL.

Q2. Who did you go to first to get information on your le@l problem? SINGLE CODE.
DO NOT PROMPT

A solicitor

Citizens Advice Bureau (CAB)

Another advice service (other than a CAB)

Friends and family

A local council

OO BWINF

Other (please specify)

Don’t know 7

ASK ALL

Q3. Before going to a solicitor, did you try to reslve the problem yourself?SINGLE
CODE ONLY

Yes 1 GO
TO Q4

No 2 GO

Don’t know 3 TO Q5

ASK THOSE WHO TRIED TO RESOLVE THE PROBLEM THEMSEB®% (CODE 1 AT
Q3)

Q4. In what ways did you try to resolve the problenyourself? MULTICODE. DO NOT
PROMPT.

Tried to resolve the problem with the other perparty

Citizens Advice Bureau (CAB)

Another advice service (other than a CAB)

Family and friends

A local council

o|UlA|W|N|

Internet — for legal advice and information

Sought advice from library/other public place ie form of leaflets/pamphlets 7

Other (please specify) 8

ASK ALL

Q5. Approximately, how long did you have your legaproblem before you contacted 3
solicitor? SINGLE CODE ONLY. READ OUT.

Less than a month

One to 6 months

7 months to 1 year

More than a year

QA WIN|F

Don’t know/can’t remember
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ASK ALL

Q6. Did you contact a solicitor straight away?SINGLE CODE ONLY

Yes 1 GO
TO Q8

No 2 GO
TO Q7

Don’t know/can’t remember 3 GO
TO Q8

ASK THOSE WHO DELAYED (CODE 2 AT Q6)

Q7. Why did you wait to contact a solicitor’MULTICODE. DO NOT PROMPT

Tried to resolve the problem yourself/through aeotlorganisation/sources pf 1
information

Problem got more serious over time

Did not know that | might be eligible for legal aid

Did not know it was a legal matter

Did not think anything could be done

Frightened to contact a solicitor/too apprehensitiedidated about the legal process

The problem was too upsetting to talk to anyonaiabo

O IN|O|O B WIN

Hoped the problem would resolve itself

Did not know where to find a solicitor who specalil in that area of law 9

Thought the process would be too expensive 10

The other side was already taking action 11

Other (please specify) 12

Don’t know 13

ASK ALL

Q8. How did you first become aware of legal aidMULTICODE. DO NOT PROMPT

Family and friends

Citizens Advice Bureau (CAB)

Through another advice service

A solicitor

Heard about it in a newspaper/on television/othedim

An information leaflet at a library or other pubptace

Local council

®|~N| gy || D@ [N

Other (please specify)

Don’t know/can’t remember 9

ASK ALL

Q9. Did you think that you would be eligible for legal aid before you spoke to anyon
about your legal problem? SINGLE CODE. DO NOT PROMPT

Yes 1
No 2
Wasn'’t sure 3
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ASK ALL

Q10. Have you evewused the_legal aid systerbefore, for another problem/case (separat
to this)? (Whether this was for advice and assistae or for full legal aid (i.e.
representation in court). SINGLE CODE. DO NOT PROMPT

Yes 1
No 2

D

| ACCESSING JUSTICE

ASK ALL

Q11. Did you have any difficulties in finding a legl aid solicitor? SINGLE CODE

Yes 1 GO
TO
Q12

No 2 GO
TO
Q13

ASK ALL THOSE WHO EXPERIENCED PROBLEMS (CODE 1 ATIQ)
Q12. What problems did you face in trying to find alegal aid solicitor? MULTICODE.
DO NOT PROMPT

Finding a legal aid solicitor in my area 1
Finding a legal aid solicitor who specialised i threa of law | needed/specialist 2
experience
Finding a legal aid solicitor for representation @ourt or at a tribunal), not just 3
advice and assistance

Difficult to find someone to take the case on 4
| didn’t know how to go about finding a legal aidlisitor 5
Other reason (please specify below) 6

Don’t know/can’t remember 7

ASK ALL
Q13. Approximately, how many solicitors did you cotact before being successful (i.e.
finding a solicitor who would provide advice and asistance or representation under
legal aid)?SINGLE CODE. READ OUT IF NECESSARY.
One (the first one | contacted)

Two

Three

Four

Five or more

Don’t know/can’t remember

OO IWINF
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ASK ALL

Q14. How did you find the solicitor who applied forlegal aid for you?MULTICODE. DO

NOT PROMPT

They were recommended by a friend or relative

It was my own solicitor/already had a solicitor

Phone books such as Yellow Pages, Business Pages et

Internet (general web search)

Saw the solicitor's office when | was passing byd amoticed they did lega
aid/recognised the legal aid logo

1

G WN -

| was referred to them by another solicitor

(o]

| was referred to them by a Citizens Advice Bureau

\]

| was referred to them by another an advice service

| used the Scottish Legal Aid Board’s website twake a list of solicitors

| telephoned the Scottish Legal Aid Board

10

| contacted the Law Society of Scotland for aliséd their website

11

| was referred to them by another advisor/agency

12

Saw an advert in press/media

13

Other reason (please specify below)

14

ASK ALL

Q15. Why did you choose that particular solicitor’s firm? MULTICODE. DO

PROMPT

NOT

No particular reason

They had done work for you in the past

Had a good reputation

They were in a convenient place/closest to you

The firm were specialists in the area of law | rexbd

oW INE

Recommendation from friends and family/done wornkffeends and family

| was referred by another advisor/agency

No one else would represent me

|~

Other reason (please specify below)

ASK ALL

Q16. Were you aware that to help you locate a legald solicitor the Scottish Legal Aid

Board has a...?SINGLE CODE FOR EACH STATEMENT

Yes

No

a) a) list on their website, where you can search
for legal aid solicitors local to you and for the 1
area of law you need?

2

b) b) freephone legal aid helpline number that
you can call, where a member of staff can
assist you in locating legal aid solicitors in your
area.
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SATISFACTION WITH THE PROFESSION

I’'m now going to ask you some questions about thewice you have received from your

solicitor (to date). That is, the solicitor who aplied for legal aid for you.

ASK ALL

Q17. How satisfied or dissatisfied are you with e&cof the following elements of the
service given by your solicitor (to date)?SINGLE CODE FOR EACH STATEMENT].

READ OUT CATEGORIES 1-5

Very
satisfied

Fairly
satisfied

Neither
/nor

Fairly
dissatisfied

Very
dissatisfied

Don'’t
know

Not
applicable

A. The time it took
to get appointments

1

2

3

4

5

6

7

B. Listened to you

1

2

3

4

5

6

7

C. Helped vyou
understand the legal
situation you were in

4

D. Explained things
clearly in a way that
you could
understand

E. Kept you
informed of progress
of your case

F. Clearly explained
what was going to
happen next

G. Dealt with things
without delay

H. Treated you with
respect and courtesy

I. Clearly explained

about any payments

for legal aid
(contributions)  you
might have to make

=

J. Clearly explaine(
that if you won or
held onto money of
property that this
might be used ¢
cover your
solicitor’s fees
(sometimes  called
‘clawback’)

=4
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ASK ALL

Q18. Overall, how satisfied or dissatisfied are yowvith the service provided by your
solicitor (to date)? SINGLE CODE ONLY. READ OUT

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

OO WINF

Don’t know

ASK ALL

Q19. At your first ever meeting (or telephone call)with the solicitor, who raised the
question of your entitlement to legal advice and asstance?SINGLE CODE. READ OUT

You 1
The Solicitor 2
Don’t know/ can’'t remember 3
ASK ALL

Q20. Did your solicitor ask you for proof of your finances? (i.e. bank statements
statements of earnings, benefits award letters, dats of savings etc... SINGLE CODE

Yes 1
No 2
Don’t know/can’t remember 3
ASK ALL

Q21. Did your solicitor ever ask you to consider dierent ways of funding your case e.g.
‘no win, no fee’, paying privately, or paying a fixed fee?SINGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3
ASK ALL

Q22. Are you aware of the standards of service yaran expect from your solicitor? (You
can access the standards for Scottish Solicitors othe Law Society of Scotland’s

website).
Yes 1
No 2
ASK ALL

Q23. Would you use the same solicitor againf®INGLE CODE ONLY

Yes 1
No 2
Don’t know 3
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ASK ALL

Q24. Are there any comments or suggestions that youould like to make about your
solicitor and how their service could be improved®PEN ENDED

No suggestions

FINANCIAL FORMS

THIS SECTION DOES NOT APPLY TO A&A ONLY. JUST THOS E APPLYING
FOR LEGAL AID

| would like to ask you a few questions about compting the financial form, which you
will have had to complete to find out if you were kgible for legal aid.

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID (taken fsm our sample)

Q25. Would you agree or disagree that the financidiorm was clearand easy to fill in?
SINGLE CODE ONLY

Strongly agree

Tend to agree

Neither agree nor disagree

Tend to disagree

Strongly disagree

AR IWIN|F

Don’t know/can’t remember

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q26. Did you complete all of the financial form youself or did you require assistance
with completing the form? SINGLE CODE. READ OUT. RANDOMISE ORDER.

You completed all of the form yourself 1 GO
TO
Q28

You required assistance to complete the form D G
TO
Q27

Don’t know/can’t remember 3 GO
TO

10)

Q28
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ASK THOSE WHO REQUIRED HELP WITH COMPLETING THE FOR(CODE 2 AT
Q26)

Q27. Who did you contact for help in completing thdorm? MULTICODE. READ OUT

Your solicitor

The Scottish Legal Aid Board

Citizens Advice Bureau (CAB)

Another advice service

Family and friends

OO BWINF

Other (please specify)

Don’t know/can’t remember 7

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q28. Are you aware that the Scottish Legal Aid Boal has a team who can help you with
any questions you have about completion of the fimaial form over the phone?SINGLE
CODE ONLY

Yes 1

No 2

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q29. Did you send any financial documents in with qur application to the Scottish
Legal Aid Board? (e.g. bank statements, copies ofehefit books, statement of earning
from an employer etc...)SINGLE CODE ONLY

Yes 1 GO TO
Q31

No 2 GO TO
Q30

Don’t know/can’t remember 3 GOTO
Q34

ASK THOSE WHO DID NOT SEND FINANCIAL DOCUMENTS IN WITH THEIR
ORIGINAL APPLICATION (CODE 2 AT Q29)

Q30. Why did you notsend the Scottish Legal Aid Board these itemsMULTICODE.
DO NOT PROMPT.

| did not know that | had to

| found it difficult to get hold of the documents

My solicitor did not tell me to

| was unemployed/not working/on benefits

Not applicable/not relevant for my case

Don’t know/can’t remember

N0 B WINF

Other (please specify)

ALL THOSE WHO SENT IN DOCUMENTS (CODE 1 AT Q29)

Q31. Did you experience any difficulty getting holdof the documents?SINGLE CODE
ONLY

Yes 1 GO TO
Q32
No 2 GO TO
Don’'t know/can’t remember 3 Q34
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ASK THOSE WHO FOUND IT DIFFICULT TO GET DOCUMENTS0ODE 1 AT Q31)

Q32. Which documents was it hard to get hold of MULTI CODE ONLY. DO NOT
PROMPT

Bank statements 1
Statements of earnings from an employer 2
Copies of benefit books 3
Other (please specify) 4
Don’t know/can’t remember 5

ASK THOSE WHO FOUND IT DIFFICULT TO GET DOCUMENTS0ODE 1 AT Q31)

Q33. Why was it hard to get hold of these documedMULTI CODE ONLY. DO NOT
PROMPT

Had to pay to get them

Had to request them (from the bank)

Had to contact old employer

Had to go via company Head Office

Misplaced the documents

AR IWIN|F

Documents were out of date

Had to get in touch with ex-partner/spouse to acpastner’'s account 7

Other (please specify) 8

Don’t know/can’t remember 9

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q34. Did the Scottish Legal Aid Board have to conta you to request further
information, before they could grant legal aid?SINGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q35. If you could change anything about the finanal forms you had to fill in, what
would you change?SINGLE CODE ONLY. DO NOT PROMPT

Nothing/they're fine 1

Make them easier to understand/simpler 2

Make it more concise/shorter/too many questions

Other (please specify) 4

Don’t know 5
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ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q36. Did your solicitor give you the Board’s leafle entitled ‘Civil Legal Aid —
Information for Applicants’ when you applied for legal aid? (This leaflet explains how tg
apply for legal aid). SINGLE CODE ONLY

Yes 1 GO
TO
Q37

No 2 GO

Don’'t know/can’t remember 3 TO
Q38

ASK THOSE WHO RECEIVED THE LEAFLET (CODE 1 AT Q36)
Q37. Would you agree or disagree that this leafléA Guide to Civil Legal Aid’ was easy
to understand? SINGLE CODE ONLY
Strongly agree

Tend to agree

Neither agree nor disagree

Tend to disagree

Strongly disagree

Don’t know/can’t remember

OO|BIWNF

‘ CONTACT WITH THE SCOTTISH LEGAL AID BOARD

THIS SECTION ONLY APPLIES TO THOSE WHO APPLIED FOR LEGAL AID
(NOT A&A ONLY)

I’'m now going to ask you a few questions about théme it takes to process legal aid
applications.

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID
Q38. Please think about the time it took for the Bard to process your solicitor's
application for legal aid. How satisfied or dissasfied were you with the speed with
which the Board decided if legal aid was to be graad to you or refused?
Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

Don’t know

OO IWNF

ASK THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q39. Are you aware the Scottish Legal Aid Board caronly start to process your
application if your solicitor sends it to the Scotish Legal Aid Board correctly filled in? If
not, they have to send it back to you solicitofSINGLE CODE ONLY

Yes 1
No 2
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ASK THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q40. Are you aware that the Scottish Legal Aid Boat also has to give your opponent |
weeks to give them their views on your applicatiofor legal aid? SINGLE CODE ONLY

Y

Yes 1

No 2

ASK THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q41. If your solicitor is going to help you in cout in a standard civil matter, the Scottish
Legal Aid Board will make a decision on your appliation for civil legal aid within 32

days (provided the application has been filled outorrectly and the Board do not have to
ask for more information). How satisfied or dissaisfied are you that this is a reasonablé¢
time to wait? SINGLE CODE ONLY

1%

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

OO|BIWNF

Don’t know

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q42. If your civil matter is urgent (e.g. a court cte is imminent or you need protection
from domestic abuse), and you do not have a granf tegal aid at that stage, a solicitof
can do urgent work for you. For some types of workthe solicitor has to make an
application to the Board. They will make a decisioron your solicitor’s application to do
urgent work within 3 days. Are you satisfied or disatisfied that this is a reasonable timé
to wait?

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

AR IWIN|F

Don’t know

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q43. In which of the following ways have you had edact with the Scottish Legal Aid
Board? MULTICODE. READ OUT

—_

They have sent you letters (by post or email) GO TO Q44

You have sent them letters (by post or email) 2

They have telephoned you

AW

You have telephoned them

You have had a face-to-face meeting with them )

| have had no contact with the Scottish Legal Achi 6 GO TO Q45

Don’t know/can’t remember 7

174
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ASK ALL THOSE WHO HAVE HAD ANY CONTACT WITH THE SCOTISH LEGAL

AID BOARD (CODES 1-5 AT Q43)

Q44. If you have had contact with the Scottish LedaAid Board, how satisfied or
dissatisfied were you that...SINGLE CODE FOR EACH STATEMENT

Very Fairly Neither/ | Fairly Very Don't
satisfied | satisfied | nor dis- dis- know
satisfied | satisfied
A. it did not take long to get 1 5 3 4 5 6
an answer
B. things were explained
clearly in a way you could 1 2 3 4 5 6
understand
C. the response answered 1 5 3 4 5 6
your questions

ASK THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q45. How satisfied or dissatisfied are you with thevork of the Scottish Legal Aid

Board? SINGLE CODE. READ OUT

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

Don’t know

AR IWIN|F

ASK THOSE WHO APPLIED FOR CIVIL LEGAL AID.

Q46. Do you have any suggestions as to how the Boaran improve its service?ZOPEN

ENDED

No suggestions

Don’t know

ALL THOSE WHO APPLIED FOR CIVIL LEGAL AID

Q47. Were you refused legal aidSINGLE CODE ONLY

Yes, | was refused legal aid

GO
TO
Q48

No, | was granted legal aid

GO
TO
Q52
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ASK ONLY THOSE WHO WERE REFUSED LEGAL AID (CODE 1T1AQ47)

Q48. How satisfied or dissatisfied were you that # Scottish Legal Aid Board clearly
explained the reasons why you were refused legald& This is not about your
satisfaction with the outcome, but with how clearlythe information was provided to you.

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

AR IWIN|F

Don’t know

ASK ONLY THOSE WHO WERE REFUSED LEGAL AID CODE 1 AQ47)

Q49. Did your solicitor tell you that they could a& the Board to review its decision to
refuse aid, or that you might be able to apply agai later if circumstances changed?
SINGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3

ASK ONLY THOSE WHO WERE REFUSED LEGAL AID (CODE 1TAQ47)

Q50. When you were refused legal aid, what did yodo next?MULTICODE

Paid a solicitor privately 1 GO
Did nothing else about the problem 2 TO
Q81
Asked for a review of the decision 3 GO
TO
Q51
Other (please specify) 4 GO
-------------------------------------------------- TO
Don’'t know/can’t remember 5 Q81

ASK ONLY THOSE WHO WERE REFUSED LEGAL AID AND ASKEIF-OR REVIEW

(CODE 3 AT Q47)
Q51. Once your decision was reviewed, were you theranted legal aid for this case?
SINGLE CODE ONLY

Yes 1 GO
TO
Q52

No 2 GO
TO
Q81

ASK ONLY THOSE GRANTED LEGAL AID (CODE 2 AT Q47 ANCCODE 1 AT Q51)

Q52. Were you granted legal aid, but decided ndb go ahead”’SINGLE CODE ONLY

Granted, but did najo ahead 1 GO
TO
Q53

Granted and went ahead 2 GO
TO
Q54
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ASK ONLY THOSE GRANTED LEGAL AID BUT DID_NOTGO AHEAD (CODE 1 AT

Q51)

Q53. Why did you notgo ahead (despite being given legal aidMULTICODE

Felt it was going to cost me too much/could nob@ffthe instalments 1 | NOW
Simply decided not to bother 2 GO
Situation had changed and did not need to také sgi@an 3 TO
Other (please specify) 4 Q81

KNOWLEDGE OF THE COURT PROCESS AND IN-COURT ADVICE SERVICES

I'd now like to ask you some questions about young@eriences of the court process.

ALL THOSE WHO WERE GRANTED LEGAL AID AND DECIDED TOGO AHEAD

(CODE 2 AT Q52)

Q54. Did you receive any guidance on what might hgen to you in court? SINGLE

CODE ONLY

Yes 1 GO
TO
Q55

No 2 GO

Don’t know/can’'t remember 3 TO
Q58

ASK THOSE WHO RECEIVED GUIDANCE (CODE 1 AT Q54)

Q55. Who, if anyone, provided you with informationguidance/advice about what tq
expect from the court process (i.e. what would hamn in court)? MULTICODE. READ

ouT

My solicitor

The Scottish Court Service

Family/friends

In-court adviser

AWIN|F

Advice agency (such as Citizens Advice Bureau)

Other (please specify)

»

ASK THOSE WHO RECEIVED GUIDANCE (CODE 1 AT Q54)

Q56. Did you receive this information too early, to late or at the right time? SINGLE

CODE ONLY

Too early

Too late

At the right time

Don’t know/can’t remember

AWIN|F
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ASK THOSE WHO RECEIVED GUIDANCE (CODE 1 AT Q54)

Q57. How satisfied or dissatisfied are you that # information given to you, prepared
you for what would happen in court?SINGLE CODE ONLY

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

Don’t know/can’t remember

~NOOBWN -

Not applicable/case on-going

ALL THOSE WHO WERE GRANTED LEGAL AID AND DECIDED TOGO AHEAD
(CODE 2 AT Q52)

Q58. Have you ever obtained from a Sheriff Courtpr downloaded from the Scottish
Court Service website, booklets on Small Claims oSummary Cause procedure?
SINGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3

ALL THOSE WHO WERE GRANTED LEGAL AID AND DECIDED TOGO AHEAD
(CODE 1 AT Q58)

Q59. How satisfied or dissatisfied were you withhe accuracy of the information
contained in these bookletsBINGLE CODE ONLY

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

OO IWINF

Don’t know

ALL THOSE WHO WERE GRANTED LEGAL AID AND DECIDED TOGO AHEAD
(CODE 2 AT Q52)

Q60. Are you aware of the in-court advice servicewhich is a service that provides
information and advice to people going through thecourt process)?SINGLE CODE
ONLY

Yes

No

ALL THOSE WHO WERE GRANTED LEGAL AID AND DECIDED TOGO AHEAD
(CODE 2 AT Q52)

Q61. Have you used an in-court advice servicéINGLE CODE ONLY

Yes 1 GO TO Q62

No 2 GO TO Q63 IF PART OF THE
TREASURY MODULE
SAMPLE. IF NOT GO TO Q8]
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ASK THOSE WHO HAVE USED AN IN-COURT ADVICE SERVICECODE 1 AT Q61)

Q62. How satisfied or dissatisfied are you with th services you received from the in
court advice service?SINGLE CODE ONLY

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

Don’t know/can’t remember

~NOOBWN -

Not applicable/case on-going

TREASURY MODULE

ASK THIS MODULE OF THE TREASURY SAMPLES ONLY

ASK ONLY THOSE INVOLVED WITH OUR TREASURY DEPARTMEN (see sample)

Q63. Are you, will you be or were you paying somethg towards the costs of your lega
help from the start of the case- (These payments are sometimes called ‘contribots’)?
This is not to do with anything you have to pay athe end.SINGLE CODE ONLY

Yes 1 GO
TO
Q64

No 2 GO
TO

Q74

ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q64. Did your solicitor explain that you might getback some of the money that you paic
in contributions, if the cost of the case was leskan originally expected?SINGLE CODE
ONLY

Yes 1
No 2
Don’t know/can’t remember 3

=

ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q65. How satisfied or dissatisfied are you that thé&oard explained clearly what you
would have to pay?SINGLE CODE ONLY

Very satisfied

Fairly satisfied

Neither satisfied nor dissatisfied

Fairly dissatisfied

Very dissatisfied

OO IWNF

Don’t know
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ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q66. Were you aware of the consequences of not pagikeeping up payments e.g. thalt

your legal aid could be suspended or stopped@NGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3

ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q67. Was your legal aid suspended or stopped becaus/ou did not pay your

contributions? SINGLE CODE ONLY

Yes 1 GO
TO
Q68

No 2 GO

Don’'t know/can’t remember 3 TO
Q70

ASK ALL THOSE WHO HAD AID SUSPENDED/STOPPED (CODEAT Q67)

Q68. Did you contact the Scottish Legal Aid Boardd start your Legal Aid again?
SINGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3

ASK ALL THOSE WHO HAD AID SUSPENDED/STOPPED (CODEAT Q67)

Q69. Is there anything else we could have done t@lp you? (in relation to not keeping
up payments).OPEN ENDED

Don’t know/can’t remember

Nothing

ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q70. Have you ever had difficulty paying your contibution and contacted the Board
about this? SINGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3

ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q71. Were you told that you could pay your contribtion over a longer period of time?
SINGLE CODE ONLY

Yes 1
No 2
Don’t know/can’t remember 3
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ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q72a. What method of payment do/did you use to makgour contributions? SINGLE
CODE ONLY (Note: CODE THE METHOD USED MOST IF MOREHAN ONE)
Q72b. What would be your_preferredmethod of payment?SINGLE CODE ONLY
Q72a | Q72b
Cheque 1 1
Bank Giro Credit 2 2
Direct Debit 3 3
By text 4 4
Cash 5 5
BACS (bank account transfer) 6 6
Credit card 7 7
Through my solicitor 8 8
Don’t know 9 9

ASK THOSE WHO MAKE PAYMENTS (CODE 1 AT Q63)

Q73. How easy or difficult did you find this methodof payment?SINGLE CODE ONLY

Very easy

Fairly easy

Neither easy nor difficult

Fairly difficult

Very difficult

OO IWNF

Don’t know/can’t remember

ASK ONLY THOSE INVOLVED WITH OUR TREASURY DEPARTMEN

Q74. Were you/are you trying to get or keep moneyroproperty from someone else

(property can mean money, your house, car, insuramc policies, pension funds|

compensation for injuries in an accident etc...?5INGLE CODE ONLY

Yes 1 GO
TO
Q75

No 2 GO
TO
Q76

ASK ONLY THOSE TRYING TO KEEP OR GET PROPERTY (CODEAT Q74)

Q75. If you get or keep money or property, you maype asked to pay some or all of you
solicitor’s costs from that money or property. Ths is sometimes called ‘clawback’. Did
you know this could happen to your case3INGLE CODE ONLY

-

Yes 1

No 2
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ASK ONLY THOSE WHO DEAL WITH OUR TREASURY DEPARTMEN

Q76. If your opponent agrees to pay, or is orderetly the court to pay the costs of youl
case (and actually pays those costs) you may beidat to a refund on any contribution
or ‘clawback’ payments you have made to the ScottisLegal Aid Board. Did you know
this was the caseBINGLE CODE ONLY

Yes 1

No 2

ASK ONLY THOSE WHO DEAL WITH OUR TREASURY DEPARTMEN

Q77. Did your opponent agree to/or were they orderketo pay the costs of your casepP
SINGLE CODE ONLY

Yes 1 GO
TO
Q78
No 2 GO
Don’t know/can’t remember 3 TO
Not applicable/or too early to know (case on-going) 4 Q80

ASK ONLY THOSE WHOSE OPPONENT AGREED TO PAY COST§& OASE (CODE 1
AT Q77)

Q78. Have you had any problems in getting costs bladrom your opponent? SINGLE

CODE ONLY

Yes 1 GO
TO
Q79

No 2 GO

Don’t know 3 TO

Not applicable or too early to know (case on-going) 4 Q80

ASK ONLY THOSE WHO HAVE HAD PROBLEMS IN GETTING COBS BACK (CODE
1 AT Q78)

Q79. Who has tried to obtain paymentMULTICODE. READ OUT.

The Scottish Legal Aid Board 1
Solicitor 2
You 3

ASK ONLY THOSE WHO DEAL WITH OUR TREASURY DEPARTMEN

Q80. Do you have any suggestions on how the Scditisegal Aid Board can improve the
contributions/clawback/payment systenOPEN ENDED

Don’t know/can’t remember

Nothing
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OVERALL EXPERIENCE OF LEGAL AID AND THE WHOLE LEGAL  SYSTEM

Finally, I'd like to ask some questions about youexperiences of the legal aid system and
the wider legal system.

THIS SECTION SHOULD BE ASKED OF ALL (INCLUDING A&A ONLY)

ASK ALL

Q81. Thinking about your most recent experience othe overall legal process, how
satisfied were you with the following?SINGLE CODE ONLY FOR EACH STATEMENT
ATOD

Very Fairly Neither Fairly Very Don't Not
satisfied| satisfied /nor dissatisfied| dissatisfied| know | applicable

A. How easy it wag
to start using the
legal aid system/ge
legal advice and
assistance

174

=
-
N
w
SN
o
o
~

B. The ease of
understanding of th

[1°)

whole legal ad 1 2 3 4 5 6 7
system  (solicitors
Board etc...)

C. Your overall
experience of the full
legal system
regardless of
whether there has 1 2 3 4 5 6 7
been an outcome yet
or whether that
outcome was googd
or bad

ASK ALL

Q82. Without legal aid, do you think your situationwould be...?SINGLE CODE ONLY.
READ OUT.

Better

Worse

About the same

Too early to say — case on-going

A WIN|F

Don’t know

ASK ALL

Q83. Knowing what you now do about the legal aid mrcess, would you go through it
again? SINGLE CODE ONLY.

Yes 1
No 2
Don’t know 3
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ASK ALL

Q84. Thinking about your problem/case, which of thdollowing would bestdescribe the

stage you are at nowSINGLE CODE ONLY. READ OUT

You won/or largely succeeded 1

You lost/or largely lost 2

Neither win nor lose — an agreement was reached

Neither win nor lose — a decision was made by ggud 4

Problem/case still ongoing 5

Have given up trying to resolve the problem 6

ASK ALL

Q85. Would you have liked to have received inform&n from the Scottish Legal Aid

Board in another language or format?SINGLE CODE ONLY

Yes 1 GO
TO
Q86

No 2 GO
TO
Q87

ASK THOSE WHO WOULD'VE LIKED TO HAVE RECEIVED INFORIATION IN
ANOTHER LANGUAGE (CODE 1 AT Q85)
Q86. IF YES, please tell us which language or fornitda OPEN ENDED

ASK ALL

Q87. Thinking about the legal aid system as a whqlélo you feel you have been treated

fairly and equally on the grounds of race, genderdisability, age, sexual orientation,

religion or belief? SINGLE CODE ONLY

Yes 1 GO
TO
Q88

No 2 GO
TO
Q89

ASK THOSE WHO SAID THEY WERE NOT TREATED FAIRLY OEQUALLY (CODE
2 AT Q87)
Q88. In what way(s) were you not treated fairly andequally? OPEN ENDED

ASK ALL
| Q89. Would you recommend to a friend that they seekegal aid if they needed it?

75
6967 SLAB Legal Aid Applicants FINAL report REVISED 081009.doc



SINGLE CODE ONLY. READ OUT.

Definitely

Very likely

Fairly likely

Not very likely to

Would not recommend

Don’t know

OO |WINF

DEMOGRAPHICS

And finally, we would like to ask a few questions laout you.

QA. How old are you?

Please insert age below 1
QB. Gender.JUST CODE. DO NOT READ OUT

Male 1
Female 2

QC. Do you have a long-standing illness, health pbbem or disability that limits

your daily activity or the kind of work that you do? SINGLE CODE ONLY

Yes

=

No

N

Refused

QD. What is your ethnic group?YOU MAY NEED TO PROMPT

A. WHITE

Scottish

English

Welsh

Northern Irish

British

Irish

Gypsy/Traveller

Polish

Any other white ethnic group (please specify below)

OIO|N|O|OTBR(WIN|F

B. MIXED OR MULTIPLE ETHNIC GROUPS

Any mixed or multiple ethnic groups (please spebi&jow)

10

C. ASIAN, ASIAN SCOTTISH OR ASIAN BRITISH

Pakistani, Pakistani Scottish or Pakistani British

11

Indian, Indian Scottish or Indian British

12

Bangladeshi, Bangladeshi Scottish or BangladeshisBr

13

Chinese, Chinese Scottish or Chinese British
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Other (please specify below) 15
D. AFRICAN, CARIBBEAN OR BLACK

African, African Scottish or African British 16
Caribbean, Caribbean Scottish, or Caribbean British 17
Black, Black Scottish or Black British 18
Other (please specify below) 19
E. OTHER ETHNIC GROUP

Arab 20
Other (please specify below) 21
Refused 22
QE. Do you have access to the internet at hom&MNGLE CODE ONLY

Yes 1
No 2

QF. And finally, the Scottish Legal Aid Board interd to conduct more research
with legal aid applicants to ensure that the systens working as well as it can be
Would you be willing to be re-contactedto take part in this research?SINGLE

CODE ONLY
Yes 1
No 2
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Moo% Il #

This Appendix contains the listings of all responses to open ended ‘other’ questions. These
are reported collectively as ‘other’ in the main body of the report.

Q1. Main legal problem (other)

Driving offence

Fatal accident enquiry

Defence in a motor traffic case

A dispute with neighbours

A judicial factor - the court took over my estate, | was contesting this

Adoption

Q2. Who did you first go to get information on your main legal problem? (Other)

Hamish Lindsay

HLP

The police

The internet

Procurator fiscal

| studied law so | knew a bit about it

The SLAB website

Money matters

| looked on the internet for lawyers and spoke to them

Q4. In what ways did you try to resolve the problem yourself? (Other)

Speak to my husband

Went to the bank

CSA

Appealed the decision twice

Through my late father's union

| used a debt solution company

Tried to pay debt payments but was ignored

| went to the hospital and took photographs where I'd fallen

A church

Going to the police, woman’s aid

A family mediation centre

| had different meetings with different people but they all told me the same thing

Q7. Why did you wait to contact a solicitor? (Other )

Was hospitalized (in coma) and | needed to get better before | pursued anything

| was on holiday

Hospitalized

Family problems at that time

Thought he would come back

It was hard getting in touch as it was over the Christmas period

There were too many other things in my family; illness, death and pregnancy, it was too much

Personal reasons
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Q12. What problems did you face in trying to find a legal aid solicitor? (Other)

| was trying to represent myself

All the lawyers were busy, | needed one who was free in a hurry

The quality of the solicitors where poor

Someone who you could trust

Q14. How did you find the solicitor who applied for legal aid for you? (Other)

Local / in local area (8 responses)

Knew of them (5 responses)

Ombudsman

They were doing publicity on TV about the issue

Dialled 118118

My own leg work

Q15. Why did you choose that particular solicitor's firm? (Other)

No win no fee

Changed solicitor - felt the first ones weren’t doing enough

They're the largest solicitors in Galashiels, probably

Looking for a female solicitor

Big

They provided free advice for your initial visit

Was a woman

They took legal aid

They were a large firm - not one who would go bust in a week

Until i got to him, the last lawyer, the others were not giving me the right answers.

She was female

Said they did legal aid

They are the very best

Q32. Which documents was it hard to get hold of? (O  ther)

Proof of mortgage

Child tax credits statement, benefit statement

l.s.a.s

Endowments

Insurance documents

Credit card statements

Statements and letters from the DSS took up to three weeks

Getting him back to the house to get them

Pension credits, council tax

Tax credit, partners details

Loan agreements

Bills and things

Housing organization documents

Everything was hard to find
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Q33. Why was it hard to get hold of these documents  ? (Other)

Time constraints

| didn't know where to contact to request them

Hadn't changed address

I'm down as self-employed, as I'm a sub-contractor

Person i needed to speak to was off work and had to wait till they returned

Slab shredded the documents that were sent away so new copies had to be found

Cause am self employed

Had two wage slips missing, had to request them from employer

Wasn't clear from the agencies what information was required

Q35. If you could change anything about the financi  al forms you had to fill in, what
would you change? (Other)

Payments

Change bit about spouses finances

No six month reviews

Make it reasonable for people to have gaps in their records - | could see someone panicking
if there were a gap

The way they look at peoples finances

Deadline for form to fill in

The money | had disqualified me but it was for my house. A ‘Catch 22’ situation.

Asks for partners details when he wasn't involved in the case

Clearly says on the bank statement who you are and what your paying why need more
information clearly shows wage slips etc

They should already have everyone’s details on the system, as we waste time in getting
documents, this should all be on the system, if someone is a student etc. They should already
have this on record

Q50. When you were refused legal aid, what did you  do next? (Other)

| had to get a written report by an expert

| definitely did not appeal the decision , but reapplied for legal aid separately

Went to see my mp

| need to wait for two years

My solicitor that was working with me done it for me

My solicitor made the mistake by not putting something on the form, | then got a letter
saying that i was granted

Panicked then i went out and got drunk

Something had come up and the situation was already resolved

Went to solicitor. And carried on from there

Left it to the solicitor

Asked to come with an agreement with the other party

Q53. Why did you not go ahead (despite being given legal aid)? (Other)

Because of the documents | couldn’t get them in time.

Decided to wait another year

Social work said they would pay

Neither granted nor refused
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Q69. Is there anything else we could have done to h  elp you (in relation to not keeping
up payments)? (Other)

| called to say | was going on holiday, and they said that would be fine, but when | got back
there were letters saying I'd missed a payment

That they had listened to my change in circumstances due to your partners income - he took
me to court so why should | have to pay for it - nobody’s seen my side

Set up a standing order instead of a pay book

Their hands are tied because of twelve month rule - should someone's income go down they
should revise the figure needed back down

Q88. In what way(s) were you not treated fairly and  equally?

They wrote to a doctor in England who said | was ok how would he know?

| have a genuine claim but me and my doctor do not get on, so he's blanked it, so the lawyer
says she won't proceed.

| felt | should have got some help. It's not as if | would have fallen down deliberately.

Sexual orientation because, in my case, it's always the mother that wins. She tried to kill the
children and still got the custody of them. She even had a medical letter saying that she was
physically abused. How do you work that out??!!

For the reason of disputing how to pay and how they calculated my partner's earnings.

Have to pay costs even though on incapacity

It's just the same old story. The ordinary man or woman in the street doesn't get the same
time and effort as a person walking into a solicitor's office who’s got more money. My
solicitor was an absolute leech, and I'm never going into another solicitor's office as long as i
live.

| feel discriminated against due to my gender - | feel its easier for women to get legal aid, my
partner got legal aid in a week, and they didn't get in touch with me to ask if she should but
they asked her - if that's not gender discrimination i don't know what is

| couldn't get my wheelchair into the solicitor’s office

Disability

When in court | felt very mortified and uncomfortable because there was my ex a male
sheriff and two other men | had to female support or a child officer. | had to say that i
couldn't be separated from my daughter because i was breastfeeding. Felt | was not treated
fairly there.

Because | don't think they cared about my case, they thought | was a mug

Not paid attention to as much

Was not working and still had to pay contributions

Don't know , but felt that | did not receive fair treatment
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W "% !4 #]

SAMPLE TYPE
A&A 26%
FCLA 49%
FCLA & Treasury 25%

BASE 765
ADVICE SEEKING BEHAVIOUR

Q1 - When you sought legal advice / applied for leg  al aid, what was your main legal problem?

2T 1= 11 ES3R= T o = D o =0 1 £ 1%
Children’s hearing Cases and APPEaAIS ... uuuueerrrreeneeesssaannneessraannnneesssaansnneesssaannnnessssannnnnees 0%
Compensation and damages - personal injury, industrial diseases, criminal injuries etc... ................. 9%
Complaints and claims against professions - solicitors, architects, surveyors, police etc... ..........vt.... 204
(0] 015107 4 T=T 0 (0] o] (=T 4L 1%
Death related matters - WillS/INNEMHtANCE E1C... v.uviiuiiiiiiiiii i s raeeaas 204
7= o o] o] o] =T ¢ ¢ 1= 204
Y0 ==V T - 204
Discrimination and human FIgNTS ... ....ee i r s e s s s e s s ssaannaa s s aaannnes 0%
0 o= 1o -
Employment - terms and conditions, unfair dismisSsal €tC... ...uviuuieiiiiiiiii i 1%
Family - divorce, separation, custody and access issues with children etC..........c.voviiiiiiiiiiiinnnn. 66%
Family - Protective Orders - Interdicts & EXCIUSION OFAErS .....uuueeeiiiiiiiineeiiiiiinessssaaannnessaaannnes 3%
Housing and homelessness problems (excluding Mortgage Rights Act Proceedings (code 15) ........... 4%
Mortgage Rights Act Proceedings - where a person is seeking to prevent/postpone repossession of a 1%
LaToT g0 =T =To [ 0] £ o= £ /2
Immigration and NAtIONAIITY ....eiuie s s s s s e s s sr s e s s ssaannnnssaaannes 0%
N3 0 0%
Y T=T o= L g1 To [T [T Lo 1%
Mental health and welfare and adults with iINCAPACILY ..vvvvvieiiiiiiiiiir e 0%
(01 g T=T g (o] L=Fo YT o 1T o ) ) 1%
RETUSEA L uttiii i 2%
BASE 765
Q2 - Who did you go to first to get information on your legal problem?
0 ][ | 0 88%
Citizens AdVICE BUIEAU (CAB) ... uuuteiiiiiiiiteeiiiaassee s ssaaaas s s s ssaasss s s s ssaansssassaaannnessssaannnnnsss 6%
Another advice service (0ther than @ CAB) ....uuiiiieiiiiiiiii s sr s sasearans 3%
Friends and family.....ooo e aaaaaas 1%
N (o o= T oo T 1o 0%
(01 g =T g (o1 L=F TSI oY o 1 7 1%
D0 0 00700 1%
BASE 765
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Q3 - Before going to a solicitor, did you trytore  solve the problem yourself?

Q4 - In what ways did you try to resolve the proble  m yourself?

Tried to resolve the problem with the other PersoN/Pary.......oeveeeeeiiiiiiiii i esi e rraaanreeraaannnes
Citizens AdVICE BUIEAU (CAB) ... uueteiiiiiiiteesiiiaisses s ssaaaaas s s s ssaaasse s s saaanns s s s saaannnessssaannnnnsss
Another advice service (0ther than @ CAB) ....uueeiiiiieeessissanneeeesssasnnneessraaannneesssasannneesssnnnnes
L= L0111 A= 1 o 1T o
N (o o= T o0 1o
Internet - for legal advice and INfOrMAtION ........ueiiiiiii e r s anr e e s aaannes
Sought advice from library/other public place in the form of leaflets/pamphlets..........ccccevvvviiiiinnnn...
(01 T=T g (11T TSI oY o 1 )

Q5 - Approximately, how long did you have your lega | problem before you contacted a solicitor?

LeSS than @ mMONth .. e e s s s s e aaaaas
(0o (o G0 0.0 1 T
8110 11 g FS (o = T
Y FoT £ 1 =T g T TR - P
DoNn’'t KNOW / CaN't FEMEMDET ..t e s s s s s s s s e s s s s aannnn s s anannnes

Q6 - Did you contact a solicitor straight away?

Q7 - Why did you wait to contact a solicitor?

Tried to resolve the problem yourself/through another organisation/sources of information................
Problem got MOre SErioUS OVET HIME ... iiieieeiii e srr e e s ssa s e s s ssaanans s s sssannnnssaaannnns
Did not know that | might be eligible for legal @id........ccceeiiiiiiii s e e s aanannes
Did not KNOw it Was @ 1€gal MatLer .. ....eeiiiieieeiiiiiiee e sas e e s ssa s e s s ssaaann s s sssannnnnssaaannnns
Did not think anything Could be dONE ...vviiiii i e s e s e s s s s e s sraannnneeeaannnnes
Frightened to contact a solicitor/too apprehensive/intimidated about the legal process............coovuuee
The problem was too upsetting to talk to aNyoNe @abOUL.......ciieeeeiiiiiiie e iaree s rrannnnneeeaaannnes
Hoped the problem would resolve itSelf .......eeeeiii e aaes
Did not know where to find a solicitor who specialised in that area of [aw ........cccvivviiiiiiiiii s
Thought the process would be t00 EXPENSIVE ...t rrr e ssaaasae s sraaananessaaannnes
The other side was already taking aCtiON .......eeeiiiiiieeiiiisi e seraaneressrsaannneesaraannnneesaaannnns
(01 g =T g (o] L=FoTT I o 1T o ) 37
90 0 070
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Q8 - How did you first become aware of legal aid?

LoV VA= 1 o I =T 0o LS 9%,
Citizens AdVICE BUIEAU (CAB) ... uuutiiiiiiaeesaaaassessssaassse s s ssaaaanae s s ssaansssssssaannnnssssaannnnnsss 4%
Through @another AdVICE SEIVICE ....uuueiiistiiie ittt r s st s s rane s saa s s ranasaananarans 1%
=T o310 64%
Heard about it in a newspaper/on television/other Media ......o.vvvveiiiiiiiiii e 13%
An information leaflet at a library or other public Place ........ooeeiiiiiiiii s 3%
1o To7= oo T o] | 0%
(01 g T=T g (o] L=Fo TSI o 1T o 1 37 6%
DON't KNOW / CAN'E FEIMEMDET 1.ttt iteisiate st e s e sr e s aae s s e s s aa s srne s saaa s ss s e s sanaeasannesannnans 5%
BASE 765
Q9 - Did you think that you would be eligible for legal aid before you spoke to anyone about your
legal problem?
= 42%
L P 36%
R L] T 220
BASE 765

Q10 - Have you ever used the legal aid system before, for another problem/case (separate to this )?
(Whether this was for advice and assistance or for full legal aid (i.e. representation in court).

(= T 31%
N O s 69%
BASE 765

ACCESSING JUSTICE

Q11 - Did you have any difficulties in finding ale  gal aid solicitor?

D ST PP 5%
NP 95%
BASE 765

Q12 - What problems did you face in trying to find a solicitor?

Finding a legal aid SOlICIEOr IN MY @I ... ueeeiiisiiiee e ira e e s ssa e e s s sraannnssssaannnassaaannnes 28%
Finding a legal aid solicitor who specialised in the area of law | needed/specialist experience ............ 36%
Finding a legal aid solicitor for representation (in court or at a tribunal), not just advice and assistance.. 10%
Difficult to find someone to take the CASE ON ...ueiiiiiiiiiiii i s raeeaas 28%
I didn’t know how to go about finding a legal aid SOlICIEOr ........ueeieeiiiiii e aaaes 5%
Other reason (PlEASE SPECITY) uuuuueeeririieeersraannreessssannneesssaaannneesssaannneeesssaannnnesssssnnnnnees 10%
Do T 0l (o0 o= T A =T 1= 0 0] o =T 0%
BASE 39
84
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Q13 - Approximately, how many solicitors did you contact before being successful (i.e. finding a
solicitor who would provide advice and assistance o r representation under legal aid)?

One (the first ONE | CONTACTEA) v uuuueiisie it s r s saa e s s ann s sanaearannesanns 829
M0 e annnans 11%
LI 3%
1 1%
Y= 0 100 204
Do 0l (o0 T A =T 1= 0 0o =] 1%
BASE 765

Q14 - How did you find the solicitor who applied fo r legal aid for you?

They were recommended by a friend OF relative .........eeeiiii i aaaaaes 29%
It was my own solicitor/already had & SOlICIEOr ....uvuueiiii i e s raeeaas 18%
Phone books such as Yellow Pages, BUSINESS Pages €1C... .uvuuiriiiiiiiineiiiiiiinnssssaiannnsssaaannnes 11%
Internet (general Web SEAICh) ..ot e e s e e s s s e anne e e s s saannnn e s ssaannnnneeannnnnns 204
ISaw the solicitor’s office when | was passing by and noticed they did legal aid/recognised the legal aid 2504
| WS 61orrEl 1 T By AMOTHET SOIGHOT orerrrrrrreeeeeeeeeeeserreeeeeeeeeree 0077
| was referred to them by @ Citizens AdVICE BUIBAU ...vvuveiiiisiriitiiiieiiiessissssinessanssssansesanneans 5%
| was referred to them by another an adviCe SEIVICE ......vviiiiiiiiiiiiiiiiii i rarianaseesaaannes 204
| used the Scottish Legal Aid Board’s website to locate a list of SOlCItOrS. ....vvvvieiiiiiiiiiiiriiiieens 0%
| telephoned the Scottish Legal Aid BOAId .......ceeiiiiiieiieiiiiiineesrraaiaessssaanss s sssannnssssaaannnes 1%
| contacted the Law Society of Scotland for a list/used their Website ........ocvvviiiiiiiiiiiiiii e 0%
| was referred to them by another adViSOI/ageNCY .......ueeiiiiiiiii i rraaaare s aaannes 3%
Saw an advert iN PreSS/MEMIA .. uueiriee i 1%
Other reason (Please SPECITY) .. uuuureriiiiiee i s s rr s s s sraanan e s s sraannneessaaannnnness 204

BASE 765

Q15 - Why did you choose that particular solicitor’ s firm?

N (o o =T g o Tl == o o 15%
They had done work for you in the Past ....uviee i s raas 15%
[ F= o =T To To o N =7 01U = U1 T o I 15%
They were in a convenient pPlace/ClOSESE 10 YOU . ..uuuiriueeiriseiriieiris it aiaresarssrnaesrasssaaanarans 30%
The firm were specialists in the area of [aw | Needed........oviiiiiiiiiiii s 7%
Recommendation from friends and family/done work for friends and family ..........cccovviiiiiiiiiininnnn, 17%
| was referred by another adViSOI/AgENCY ... .uueeeiiiiiiie i rra e sr e e s asaaannaessaaaannes 8%
NO 0NE €ISE WOUIH FEPrESENT ME 1iuuueiisteiitterte st rae s saasssrane s sas s ssasessanssasannesanneans 1%
Other reason (Please SPECITY) .. uuuureiiiriee i rrr e r s aaa e s s sraanan e s s sraannnnessaaannnnness 204

BASE 765

Q16 - Were you aware that to help you locate a legal aid  solicitor the Scottish Legal Aid Board has
a...?

a) List on their website, where you can search for legal aid solicitors local to you and for the area of law
you need?

D ST 16%
N PP 84%
BASE 765
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Q16 - Were you aware that to help you locate a legal aid  solicitor the Scottish Legal Aid Board has
a...?

b) Legal aid helpline number that you can call, where a member of staff can assist you in locating legal aid
solicitors in your area?

D SR 16%
N TP 84%
BASE 765

SATISFACTION WITH THE PROFESSION

Q17 - How satisfied or dissatisfied are you with each of the following elements of the service given
by your solicitor (to date)?

Very Fairly  Neither Fairly Very Don't Not
satisfied satisfied /nor dissatisfied dissatisfied know applicable
Q17.A - The time it took to get

appointments 63% 25% 5% 3% 2% 0% 1%
Q17.B - Listened to you 69% 22% 3% 3% 3% 0% 0%
Q17.C - Helped you understand the
legal situation you were in 67% 22% 4% 3% 3% 0% 0%
Q17.D - Explained things clearly in a
way that you could understand 69% 22% 3% 3% 3% 0% 0%
Q17.E - Kept you informed of progress
of your case 62% 21% 5% 4% 5% 0% 1%
Q17.F - Clearly explained what was
going to happen next 63% 23% 4% 4% 5% 1% 1%
Q17.G - Dealt with things without delay 60% 24% 50 50 5% 0% 1%

Q17.H - Treated you with respect and
courtesy 75% 18% 2% 2% 3% 0% 0%

Q17.1 - Clearly explained about any
payments for legal aid (contributions) g204 2204 3% 4% 4% 204 3%
you might have to make

Q17.J - Clearly explained that if you
won or held onto money or property

that this might be used to cover your 51% 21% 3% 3% 4% 7% 10%
solicitor's fees (sometimes called
‘clawback’)

BASE 765

Q18 - Overall, how s atisfied or dissatisfied are you with the service p rovided by your solicitor (to
date)?

BT Y= L] =T 64%
Fairly SAtISTIEO v ettt e e 230
AN =11 = o T 5%
T VA0 [ EST T U1 L3 7= 3%
RV Y0 RS- 1113 1= o 5%
90 0 0070 1%

BASE 765
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Q19 - At your first ev er meeting (or telephone call) with the solicitor, who raised the question of
your entitlement to legal advice and assistance?

0 L 23%
I TSRS ] (o ) 67%
DON't KNOW / CAN'E FEIMEMDET 1.t uuttiteisite st s s e ss e s aae s aae s s e s sr e s sa s s ssane s sann s asannesannrans 10%

BASE 765

Q20 - Did your solicitor ask you for proof of y  our finances? (i.e. bank statements, statements of
earnings, benefits award letters, details of saving s etc...)

Y S ettt ittt 88%

N 8%

DON't KNOW / CAN'E FEIMEIMDET 1. u ittt it site st e s e s e s 