
 

 

Terms of Reference 

 

 

Purpose 

1. The Legal Services Consumer Panel (‘the Panel’) is established by the Legal 

Services Act 2007. The Panel contributes towards the achievement of the regulatory 

objectives by representing the interests of consumers of legal services. The Panel 

acts independently of the Legal Services Board (‘the LSB’) and the Office for Legal 

Complaints (‘the OLC’).  

 

2. The Panel is deliberately comprised of members who are able to provide evidence of 

the experience of the wide range of consumers of legal services. The Panel will 

prioritise its work around those consumers who it considers are less able to give 

voice to their own interests. The Panel will have particular regard to the interests of 

consumers who may be in a position of vulnerability when using legal services. 

 

3. The principal focus of the Panel will be on activities falling within the jurisdiction of 

the LSB and the OLC. However, the Panel will also have a remit on legal services 

matters that do not fall within the remit of the LSB or the OLC. 

 

4. The Panel has an advisory role and does not have decision-making responsibilities. 

The key activities of the Panel are (in no order of importance): 

(a) To help the LSB and the OLC to understand fully, and take account of, 

the interests of consumers in its policy development and decisions; 

(b) To respond to relevant consultations as appropriate; 

(c) To carry out research, as agreed with the LSB, and gather other 

intelligence and evidence to understand the consumer experience of 

the legal services market; 

(d) To provide the LSB and the OLC with feedback from a consumer 

perspective on the effectiveness of its policies and practices; 

(e) To help the approved regulators develop their own approach to 

consumer engagement to inform their work; 

(f) To speak out publicly on behalf of consumers as appropriate in order 

to positively influence outcomes for consumers of legal services; and 

(g) To maintain an overview of developments in the legal services market, 

and related developments affecting consumers in other markets, in 

order to best deliver the other activities listed above.  

 



Procedure 

5. Panel members are appointed by the LSB, with the approval of the Lord Chancellor, 

in accordance with Nolan principles, to represent the interests of consumers. 

 

6. The Panel shall determine its ways of working, and may appoint sub-committees and 

make other arrangements for regulating its procedure. Sub-committees may include 

persons drawn from outside of the Panel, but all sub-committees shall include at 

least one member of the Panel. 

 

7. The Panel and the LSB shall agree an annual programme of work for the Panel. The 

Panel may carry out such additional work, as agreed with the LSB, in response to 

developments in the legal services market. 

 

8. The Panel shall ordinarily publish its representations, advice and research. However, 

it may choose not to publish its representations, advice and research if it considers 

that to do so would be likely to impact adversely on the interests of consumers. 

 

9. The Panel shall publish the agenda and minutes of its meetings. 

 

10. The Panel shall publish an Annual Report on its work. 

 

11. The Panel and LSB shall review the Panel’s terms of reference annually. 

 


