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Cu s to m e r jo u rn e y
Lega l Assista nce He lp line 02921158155

Le g a l As s is ta n c e  
Ad vis e r d ire c tly 

a n s we rs  th e  
c u s to m e r’s  c a ll

Le g a l a s s is ta n c e  
a n d  a d vic e  
p ro vid e d  to  
c u s to m e r

Cu s to m e r 
a tte n d a n c e  n o te  
re c o rd e d  to  a llo w 

fo llo w o n  a d vic e  to  b e  
p ro vid e d  if n e e d e d  

Cu s to m e r 
te le p h o n e s  th e  

Le g a l As s is ta n c e  
He lp lin e

Ca ll d ive rts  to  Firs t  Re s p o n s e  Te a m  in  p e a k 
p e rio d s

Su rve y Mo n ke y 
CSQ lin k te xt to  

c u s to m e r 

Firs t  Re s p o n s e  Te a m  ta ke  c u s to m e rs  d e ta ils  
a n d  a rra n g e  c a ll b a c k to  th e  c u s to m e r 

with in  o n e  h o u r



Se rvic e  Le ve ls
We  o p e ra te  to  th e  fo llo win g  s e rvic e  le ve l a g re e m e n ts :

In  a d d it io n , we  h a ve  a n  in te rn a l ta rg e t  fo r 8 0 % o f c u s to m e rs  to  re c e ive  a d vic e  
im m e d ia te ly o n  c o n ta c tin g  th e  Le g a l As s is ta n c e  He lp lin e  o r with in  o n e  h o u r.

>8 0 %
o f c a lls  

a n s we re d  with in  
20  s e c o n d s

>9 5 %
o f c a lls  

a n s we re d 8 7%
o f c u s to m e rs  

s p o ke  to  
a d vis o r   
in  1 h o u r 

12  
  s e c o n d   
a ve ra g e            
a n s we r 

tim e

Op e ra t in g  Ho u rs

Th e  Le g a l As s is ta n c e  He lp lin e  o p e ra te s  24  h o u rs  a  
d a y , 7 d a y s  a  w e e k.

Du rin g  8 a m  t o  8 p m  Mo n d a y  t o  Fr id a y , a nd  9a m  t o  
5 p m  o n  Sa t u rd a y s , c a lls  to  th e  Le g a l As s is ta n c e  
He lp lin e  a re  tria g e d , th e  c a ll file  s e t  u p  a n d  
p ro g re s s e d  to  th e  a d vic e  s ta g e .

Wh e re  a ll Le g a l Ad vis e rs  a re  e n g a g e d  o n  o th e r c a lls , 
we  a im  fo r a  Le g a l Ad vis e r to  re tu rn  th e  c u s to m e r c a ll 
with in  1 h o u r in  o ve r 8 0 % o f c a s e s  (u n le s s  o th e rwis e  
a g re e d  with  th e  c u s to m e r) . 

Ou ts id e  o f th e se  c o re  h o u rs , c a lls  will b e  a n swe re d  b y 
th e  FRU Te a m  wh o  will a rra n g e  fo r th e  ‘o n - c a ll’ Le g a l 
Ad vis e r to  c a ll th e  c u s to m e r with in  1 h o u r (u n le s s  
o th e rwis e  a g re e d  with  th e  c u s to m e r) .



Th e  Te a m  
>4.4 million    

Travel LEI 
policies

4 4 ,0 0
0  

c a lls  
h a n d le d

32,0 0 0
Pie c e s  o f 

le g a l 
a d vic e  
g ive n  

29 %
p ro p e rty       
d is p u te s  

38 %
 

c o n s u m e r            
d is p u te s

Th e  e xis t in g  Le g a l As s is ta n c e  He lp lin e  Te a m  c o n s is ts  o f: 

In  a d d it io n , s ix d e d ic a te d  c a ll c e n tre  Firs t  Re s p o n s e  Un it  (FRU)  s ta ff 
p ro vid e  a  c u s to m e r tria g e  s e rvic e , with  a n  o ve rflo w te a m  o f a n  
a d d it io n a l s ixte e n  a va ila b le . 

12
Pa ra le g a ls  ( la w 

g ra d u a te s )  4                  
 So lic ito rs

1 
tra in e e  
So lic ito r

Le g a l a d vic e  is  p ro vid e d  b y o u r e xp e rie n c e d  te a m  to  e n s u re  th a t  
th e  c o rre c t  a d vic e  is  a lwa ys  p ro vid e d :

 All a d vis e rs  h a ve  a  m in im u m  la w d e g re e  a n d  p o s t- g ra d u a te  
d ip lo m a  in  le g a l p ra c tic e

 All a d vic e  c a lls  a re  a u d ite d  in te rn a lly a t  in te rva ls  d e te rm in e d  
b y th e  in d e p e n d e n t Au d it  Te a m  with  a  m in im u m  o f 20  c a lls  
a u d ite d  q u a rte rly. An  e xa m p le  o f th e  a u d it  fo rm  is  a t ta c h e d  in  
Ap p e n d ix 1

 Ou r Te a m  Ma n a g e rs  u tilis e  a  m o n ito rin g , a t ta c h e d  in  
Ap p e n d ix 2, a n d  a re  tra in e d  to  m o n ito r c a lls  o n  a n  o u tc o m e  
fo c u s s e d  b a s is  with  e q u a l c re d it  b e in g  va lu e d  to  te c h n ic a l 
q u a lity a n d  c u s to m e r s e rvic e

 Wh e re  n e c e s s a ry, a d d it io n a l a d - h o c  m o n ito rin g  c a n  b e  
c a rrie d  o u t b a s e d  o n  s p e c ific  n e e d s , i.e ., if a n  a re a  o f 
we a kn e s s  is  d is c o ve re d  in  m o n ito rin g . Ad d itio n a l m o n ito rin g  
o f e a c h  a re a  o f la w is  a ls o  c o n d u c te d  fo r n e w Le g a l Ad vis o rs

 Mo n ito rin g  is  fa c to re d  in to  a n n u a l e m p lo ye e  a p p ra is a ls  a lo n g  
with  p ro d u c tivity, q u a n tity, a n d  o th e r SMART o b je c tive s .

 Ou r Te a m  Ma n a g e rs  a re  q u a lifie d  s o lic ito rs  a n d  a re  a va ila b le  
to  p ro vid e  s u p p o rt  to  th e  te a m  o n  a n  o n g o in g  b a s is

Exp e rt  le g a l a d vic e



Tra in in g
>4.4 million    

Travel LEI 
policies

Ou r Le g a l Ad vis o rs  a re  tra in e d  in  fo u r m a in  a re a s  o f la w, a s  we ll a s  th e  tra in in g  re c e ive d  d u rin g  o u r Le g a l Ad vis o rs  p o s t  g ra d u a te  d ip lo m a s ’:
 Em p lo ym e n t
 Pro p e rty
 Co n s u m e r
 La n d lo rd  a n d  te n a n t

Be fo re  o u r Le g a l Ad vis o rs  a re  p e rm itte d  to  p ro vid e  g u id a n c e  with  n o  s u p e rvis io n , th e y m u s t b e  fu lly c o m p e te n t with  e a c h  a re a  o f la w. Un til th e s e  
c o m p e te n c ie s  a re  m e t, a  So lic ito r, te a m  o r d e p a rtm e n t m a n a g e r will s u p e rvis e  a ll c a lls  to  e n s u re  th e  Le g a l Ad vis o r h a s  a n  a p p ro p ria te  u n d e rs ta n d in g  o f 
th e  s p e c ific  a re a  o f la w. 

It  ta ke s  typ ic a lly 6 - 12 m o n th s  fo r a  Le g a l Ad vis o r to  b e  fu lly c o m p e te n t in  e a c h  a re a  o f la w, a n d  a s  th e  la w d e ve lo p e d , th e  tra in in g  g u id e s  will b e  u p d a te d  
with  a d d it io n a l tra in in g  p ro vid e d . Mo s t re c e n tly th e  la w in  Wa le s  c h a n g e d  in  re la tio n  to  la n d lo rd  a n d  te n a n t m a tte rs .

Arc  Le g a l is  re g is te re d  with  th e  SRA a s  a  n o n - re g u la te d  e n tity (SRA ID6 5 5 0 18 )  a n d  o u r s o lic ito rs  a re  n a m e d  a s  e m p lo ye e s  o n  th e  SRA re c o rd s . In  a d d it io n  
to  Arc  Le g a l’s  in s u ra n c e  CPD re q u ire m e n ts  ( IDD) , th e  SRA re q u ire s  th a t  s o lic ito rs  u n d e rta ke  c o n tin u in g  c o m p e te n c e  re q u ire m e n ts , a n d  we  a p p ly th is  
re q u ire m e n t to  th e  e n tire  Le g a l As s is ta n c e  He lp lin e  Te a m .

Pra c tic a l la w is  a n  o u tlin e  le g a l kn o w- h o w s e rvic e . It  p ro vid e s  rig o ro u s  p e e r re vie we d  re s o u rc e s , s u c h  a s  p ra c tic e  n o te s , c u rre n t a wa re n e s s , a n d  
s ta n d a rd  d o c u m e n ts  to  h e lp  yo u  wo rk s m a rte r a n d  a d vis e  with  c o n fid e n c e .

In  a d d it io n  to  c o m p lia n c e  a n d  le g a l tra in in g , th e  Le g a l Ad vis o rs  re c e ive  a d - h o c  tra in in g  a s  re q u ire d  b y th e  b u s in e s s , e .g ., in  Fe b ru a ry 20 23 a ll Le g a l 
Ad vis o rs  we re  p ro vid e d  with  Vu ln e ra b le  Cu s to m e r tra in in g .



Cu s to m e r Se rvic e  Qu e s t io n n a ire  
Cu s to m e rs  a re  in vite d  b y SMS m e s s a g e  to  p a rt ic ip a te  in  o u r CSQ (wh ic h  is  a d m in is te re d  o n  o u r b e h a lf b y Su rve y Mo n ke y) , a fte r th e y h a ve  u s e d  th e  
Le g a l As s is ta n c e  He lp lin e  s e rvic e  (u n le s s  th e y h a ve  in fo rm e d  th e  Le g a l Ad vis e r th a t  th e y d o  n o t wis h  to  b e  in c lu d e d ) .

20 22 re s u lt s
 8 6 0  h e lp lin e  c u s to m e rs  re s p o n d e d  to  o u r c u s to m e r s a tis fa c tio n  s u rve y th ro u g h o u t th e  ye a r
 9 4 % o f th o s e  wh o  re s p o n d e d  s a id  th e y fo u n d  th e  a d vic e  a n d  a s s is ta n c e  h e lp fu l
 9 4 % o f th o s e  wh o  re s p o n d e d  s a id  th e y fo u n d  th e  a d vic e  a n d  a s s is ta n c e  e a s y to  u n d e rs ta n d
 8 9 % o f th o s e  wh o  re s p o n d e d  s a id  th e y we re  e ith e r s a tis fie d  o r ve ry s a tis fie d  with  th e  s e rvic e
 8 5 % o f th o s e  wh o  re s p o n d e d  s a id  th e y wo u ld  b e  like ly to  re c o m m e n d  th e  s e rvic e  to  a  frie n d

“Pe rfe c t , fa s t , frie n d ly 
a n d  ve ry p ro fe s s io n a l”.

“Ve ry frie n d ly a n d  
p ro fe s s io n a l. Exc e lle n t  
s e rvic e . Th a n ks  g u ys ”.

“Brillia n t ly p a t ie n t  
p e rs o n  wh o  I wo u ld  

h ig h ly re c o m m e n d ”.

“Th e  la d y o n  th e  
in s u ra n c e  a n d  

g e n t le m a n  fo r le g a l 
we re  b o th  ve ry a n d  
u n d e rs ta n d in g  with  
m y t ric ky s itu a t io n , 
th e y a d vis e d  c le a rly 

fo r m e  to  u n d e rs ta n d  
m y rig h ts ”.

“Po lite . Pro fe s s io n a l. 
Pe rs o n a l. Pe rfe c t”.
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On lin e  Do c u m e n ts  

Ac c e s s ib le  via  Po lic yh o ld e r in fo rm a tio n  -  Arc  
Le g a l Gro u p

• De b t re c o ve ry g u id e  a n d  te m p la te  le tte rs
• Em p lo ym e n t g u id e  a n d  te m p la te  le tte rs

To  b e  u s e d  a lo n g s id e  th e  h e lp lin e  a d vic e  fo r 
a d d itio n a l a s s is ta n c e .

https://www.arclegal.co.uk/policyholder-information/
https://www.arclegal.co.uk/policyholder-information/
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Le g a l Po rta l 

Pro d u c t a c c e s s e d  b y c u s to m e rs  via  th e  
te le p h o n e  Le g a l He lp lin e  o r with in  p o lic y 
wo rd in g

Th e  Le g a l As s is ta n c e  Po rta l ( LAP)  p ro vid e s  
c u s to m e rs  with  th e  a b ility to  o b ta in  a d vic e , 
a n d  s ta rt th e ir c la im s  jo u rn e y via  a  d ig ita l 
in te rfa c e  a n d  c o m p le m e n ts  te le p h o n e  a d vic e .

Th e  LAP in c lu d e s :

 Ac c e s s  to  o n lin e  in tu itive  le g a l d o c u m e n ts  
th a t th e  c u s to m e r c a n  d ra ft to  re s o lve  th e ir 
p ro b le m  with o u t fo rm a l re p re s e n ta tio n

 Ad vic e  p a g e s  o n  th e  a re a s  o f la w th a t 
c u s to m e rs  fre q u e n tly c o n ta c t th e  le g a l 
h e lp lin e  a b o u t

 Th e  a b ility fo r th e  c u s to m e r to  a rra n g e  a  
c a ll b a c k fro m  a  le g a l a d vis e r a t a  tim e  to  
s u it th e m
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Le g a l Po rta l 

Cu s to m e rs  c a n  a c c e s s  a  s u ite  o f te m p la te  
le tte rs  a n d  d o c u m e n ts  th a t th e y c a n  u s e  to  try to  
re s o lve  th e ir is s u e  with o u t h a vin g  to  a p p o in t a  
s o lic ito r

Th e  ‘d o c u m e n t b u ild e r’ s ys te m  a s ks  th e  
c u s to m e r  a  s e t o f q u e s tio n s  a n d  u s e s  th e ir 
a n s we rs  to  b u ild  th e  d o c u m e n t fo r th e m

Th e  q u e s tio n  s e t is  in tu itive , th e re fo re  e a c h  
q u e s tio n  is  re le va n t b a s e d  o n  th e  c u s to m e rs  
p re vio u s  a n s we r 

Ove r 50  te m p la te  d o c u m e n ts  c o ve rin g  s u b je c ts  
c u s to m e rs  m o s t fre q u e n tly c a ll th e  le g a l h e lp lin e  
a b o u t a re  a va ila b le , in c lu d in g :

 Re q u e s t fo r a  re fu n d  –  fa u lty g o o d s
 Em p lo ym e n t g rie va n c e  le tte r
 Co m p la in t to  Co u n c il a b o u t n o is e  

n u is a n c e

https://legalassistportal.arclegal.co.uk/

https://legalassistportal.arclegal.co.uk/


Q&A Se s s io n
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