


Better information in the legal services market | June 2018 

 
138 

ECONOMIC INSIGHT 

Table 16: Proportion of respondents ranking level 2 providers first, by age 

 A B C N 

16-24 57% 11% 32% 247 

25-34 57% 13% 30% 362 

35-44 65% 11% 24% 379 

45-54 71% 5% 24% 341 

55-64 80% 7% 13% 313 

65-74 78% 6% 17% 212 

75-84 59% 7% 34% 41 

85 and over 100% 0% 0% 2 

I'd prefer not 
to say 100% 0% 0% 2 

Source: Economic Insight complaints exercise (N=1,899) 

In both cases, the proportion of respondents choosing provider A generally increases 
with age, up until respondents are 55-64.   

6.4.2 Rank of provider, by prior complaints experience 

46% of respondents who had complained to their provider and 48% of respondents 
who had complained to the Legal Ombudsman, as well as those who were familiar 
with the Legal Ombudsman’s decision data, were likely to rank Provider C as their first 
choice, when provided with Level 2 data.  This indicates that those with prior 
experience of the complaints process and / or the Legal Ombudsman put a greater 
weight on the number of Ombudsman remedies required.  

Table 17: Proportion of respondents ranking level 2 providers first, by first tier 
complaints in the last year 

 A B C N 

Yes 38% 15% 46% 65 

No 75% 6% 19% 226 

Don’t know 25% 50% 25% 8 

Source: Economic Insight complaints exercise (N=299) 
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Table 18: Proportion of respondents ranking level 2 providers first, by second tier 
complaints in the last year 

 A B C N 

Yes 31% 21% 48% 42 

No 56% 0% 44% 18 

Don’t know 40% 20% 40% 5 

Source: Economic Insight complaints exercise (N=65) 

Table 19: Proportion of respondents ranking level 2 providers first, by second tier 
complaints in the last year 

 A B C N 

Yes 43% 22% 36% 183 

No 74% 6% 20% 1154 

Don’t know 46% 18% 36% 84 

Source: Economic Insight complaints exercise (N=1,421) 
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 Online badges trial 

Overall, there were no significant differences between different demographic groups’ 
choices in the online badges trial.   

There were some slight differences in trust levels in websites with badges by annual 
household income, as set out in the table below.  For example, 40% of respondents 
earning between £70,000 - £79,999 stated that they are feel very confident when 
purchasing from websites with badges, compared to between 26% to 29% of 
respondents in lower income categories. 

Table 20: Proportion of participants’ trust in websites with badges, by annual household 
income 
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Under 
£20,000 28% 50% 15% 2% 1% 4% 557 

£20,000 - 
£29,999 29% 50% 15% 2% 1% 3% 423 

£30,000 - 
£39,999 

28% 52% 15% 1% 1% 2% 311 

£40,000 - 
£49,999 

26% 52% 18% 2% 0% 1% 204 

£50,000 - 
£59,999 

27% 56% 12% 3% 0% 2% 106 

£60,000 - 
£69,999 

28% 51% 17% 0% 0% 5% 65 

£70,000 - 
£79,999 

40% 46% 8% 2% 0% 4% 50 

More and 
£80,000 

32% 53% 6% 0% 4% 4% 68 

Don’t know 23% 31% 19% 0% 4% 23% 26 

I'd prefer 
not to say 

13% 55% 20% 6% 0% 6% 89 

Source: Economic Insight badges trial (N=1,899) 

 Online regulatory protections trial 

Overall, there were no significant differences between different demographic groups’ 
choices in the online regulatory protections trial.   
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