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Customer journey

legal Assistance He lpline 02921158155

First Response Team take customers details
and arrange callbackto the customer
within one hour

Calldiverts to First Response Team in peak
periods

Customer

attendance note Survey Monkey

recorded to allow CSQ link text to
follow on advice to be CUSiOmer

provided ifneeded

Customer legalAssistance [egalassistance
telephones the Adviserdirectly and advice
IegalAssistance answers the provided to

Helpline customer’s call customer
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Service Levels

Operating Hours

We operate to the following service levelagreements:

The Legal Assistance Helpline operates 24 hours a
day,7days a week.

2
second During 8am to 8pm Monday to Friday, and 9am to

average 5pm on Saturdays, calls to the Iegal Assistance

0
>80A) >95% ailirsnv&;er Helpline are triaged, the call file set up and
ofcalls ofcalls progressed to the advice stage.

answered within
answered 87%

20 seconds .
ofcustomers Where alllegal Advisers are engaged on other calls,

spoke to we aim fora Legal Adviser to return the customercall
advisor within 1 hour in over 80% of cases (unless otherwise
in lhour .

agreed with the customer).

Outside ofthese core hours,calls willbe answered by
the FRU Team who will arrange for the ‘on-call’legal
Adviser to call the customer within 1 hour (unless
otherwise agreed with the customer).

In addition,we have an internaltarget for 80%ofcustomers to receive advice
immediately on contacting the [egal Assistance Helpline or within one hour.
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The Team

The existing legalAssistance Helpline Team consists of:

®
- -

®

12 (] 1

Paralegals (law trainee
graduates) 4 Solicitor

Solicitors

In addition,sixdedicated callcentre First Response Unit (FRU) sta ff

provide a customertriage service,with an overflow team ofan
additionalsixteen available.

Expertlegaladvice

[egaladvice is provided by ourexperienced team to ensure that
the correctadvice is always provided:

= Alladvisers have a minimum law degree and post-graduate
diploma in legalpractice

» Alladvice calls are audited internally atintervals determined
by the independent Audit Team with a minimum of20 calls
audited quarterly. An example ofthe audit form is attached in
Appendix 1

* OurTeam Managers utilise a monitoring,attached in
Appendix2,and are trained to monitorcalls on an outcome
focussed basis with equalcreditbeing valued to technical
quality and customerservice

= Where necessary,additionalad-hoc monitoring can be
carried out based on specific needs,ie. ifan area of
weakness is discovered in monitoring. Additionalmonitoring
ofeacharea oflawis also conducted fornew Legal Advisors

= Monitoring is factored into annualemployee appraisals along
with productivity,quantity,and other SMART objectives.

= QurTeam Managers are qualified solicitors and are available
to provide support to the team on an ongoing basis
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Tramming

OurlegalAdvisors are trained in fourmain areas oflaw,as wellas the training received during our legalAdvisors post graduate diplomas”
* Employment

= Property

= Consumer

= Jandlord and tenant

Before ourlegal Advisors are permitted to provide guidance with no supervision,they mustbe fully competent with each area oflaw. Until these
competencies are met,a Solicitor,team ordepartmentmanagerwillsupervise allcalls to ensure the [egal Advisorhas an appropriate understanding of
the specific area oflaw.

It takes typically 6- 12 months fora [egalAdvisorto be fully competentin eacharea oflaw,and as the law developed,the training guides willbe updated
with additionaltraining provided.Mostrecently the law in Wales changed in relation to landlord and tenant matters.

Arc legalis registered with the SRAas a non-regulated entity (SRAID655018) and our solicitors are named as employees on the SRArecords.In addition
to Arc legal’s insurance CPDrequirements (IDD),the SRArequires thatsolicitors undertake continuing competence requirements,and we apply this
requirement to the entire legalAssistance Helpline Team .

Practicallaw is an outline legalknow-how service.It provides rigorous peerreviewed resources,such as practice notes,current awareness,and
standard documents to help you worksmarterand advise with confidence.

In addition to compliance and legaltraining,the legalAdvisors receive ad-hoc training as required by the business,e.g.,in February 2023 alllegal
Advisors were provided with Vulnerable Customertraining.
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Customer Service Questionnaire

Customers are invited by SMSmessage to participate in our CSQ (which is administered on ourbehalfby Survey Monkey),afterthey have used the
IegalAssistance Helpline service (unless they have informed the [legalAdviserthatthey do not wish to be included).

2022 results
= 860 helpline customers responded to our customersatisfaction survey throughout the year

= 94%ofthose who responded said they found the advice and assistance help ful

= 94%ofthose who responded said they found the advice and assistance easyto understand
. 89%ofthose who responded said they were eithersatisfied or very satisfied with the service
. 85%ofthose who responded said they would be likely to recommend the service to a friend

“Brilliantly patient
person who Iwould
highlyrecommend”.

“Very friendly and
professional Excellent
service. Thanks guys”.

“The lady on the
imsurance and
gentleman forlegal
were both very and
understanding with
my tricky situation,
they advised clearly
“Polite. Professional. forme to understand “Perfect, fast, friendly
Personal Perfect”. myrights”. and very professional”.
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Online Documents

Accessible via Policvholder information - Arc
Llegal Group

* Debtrecovery guide and template letters
* Employment guide and template letters

To be used alongside the helpline advice for
additionalassistance.

Debt Recovery Guide and
letters

Employment Guide letters and
templates
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https://www.arclegal.co.uk/policyholder-information/
https://www.arclegal.co.uk/policyholder-information/

[egalPortal

Productaccessed by customers via the
telephone LlegalHelpline or within policy
wording

The Iegal Assistance Portal (LAP) provides
customers with the ability to obtain advice,
and start theirclaims journey via a digital
interface and complements telephone advice.

The IAP includes:

= Access to online intuitive legaldocuments
thatthe customercan draftto resolve their
problem without formalrepresentation

= Advice pages on the areas oflaw that
customers frequently contact the legal
helpline about

* The ability for the customerto arrange a
callbackfrom a legaladviserata time to
suit them

WOCESBBTY WY ACCOUNT | 106007

THE LEGAL ASSISTANCE PORTAL

HOME DOCUMIENTS: ADWICE TREE ARRANDE A CALL

WELCOME ELEANOR

WHERE WOULD YOU LIKE TO GO?

§ & Q

DOCUMENTS ADVICE TREE ARRANGE A CALL
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IegalPortal

THE LEGAL ASSISTANCE PORTAL

HOME ~ DOCUMENTS ~ ADVICETREE  APPOINTMENTS

DOCUMENT BUILDER

THE LEGAL ASSISTANCE PORTAL

DOCUMENT TEMPLATE
COMPLAINT TO HOLIDAY PROVIDER ABOUT DELAYS

NEW CUSTON
DOCUME

PROGRESS

H

BEGIN DOC

Customers can access a suite oftemplate
letters and documents thatthey can use to try to
resolve their issue without having to appoint a
solicitor

The ‘document builder’system asks the
customer a setofquestions and uses their
answers to build the document for them

The question set is intuitive, therefore each
question is relevant based on the customers
previous answer

Over 50 template documents covering subjects
customers most frequently callthe legalhelpline
aboutare available,including:

= Request fora refund — faulty goods

* Employment grievance letter

* Complaintto Councilaboutnoise
nuisance

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