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Overview of research
approach & key findings




Nature:

New cost disclosure forms and
information sheets were developed by
the Legal Services Council to increase
their utility to lawyers and clarity for

consumers of legal services.

Research was required to evaluate
these new documents, through the
eyes of consumers & lawyers.




Nature:

This research comprised of two phases that ran concurrently: an online
consumer survey and qualitative depth interviews with Solicitors & Barristers

Consumer survey

Overarching research objectives
To evaluate and diagnose:

How easily comprehensible the cost disclosure forms are to
consumers

The key takeaways after reading the documents

Elements of the forms that are unclear and may require further
clarification

Research approach

Depth interviews with Solicitors & Barristers

Overarching research objectives

Understand the type of work they do and needs when it comes
to cost disclosure

Explore feedback on ease, clarity and cohesion of the forms
and information sheet, and identify areas for improvement

Gauge likelihood of LSC form uptake, including driver and
barriers

Identify potential opportunities to increase usage

— 10-min online survey among n=1,022 Australians aged 18-75, Research approach
in NSW (n=342), VIC (n=341) or WA (n=339), who have previously 30 x 45-min interviews with legal practitioners across NSW, VIC and
engaged or are looking to engage a Solicitor or Barrister in WA:

future 12 x Barristers
Fieldwork was conducted between 18 x Solicitors

10th Dec 2025 - 7th Jan 2026 Fieldwork took place between

3 December 2025 - 30 January 2026

This research was conducted in accordance with ISO 20252: 2019 and ISO 27001:2013




Nature:

Key takeouts

85% of consumers agreed that the cost disclosure form clearly and
transparently explained the scope of services and provided
information they need to make an informed decision.

Practitioners interviewed for the research described the cost
disclosure form as clear, convenient, and easy to navigate, while
suggesting opportunities for enhancements.

Consumers and practitioners viewed the information sheets as
practical, user-friendly resources that support comprehension of
the cost disclosure forms.

Younger consumers and those from low-income households were
more likely to experience difficulties in understanding the cost
disclosure form.

Opportunities to improve the cost disclosure forms were
identified by both consumers and practitioners, including greater
flexibility for different matter types, clearer explanations of cost
and billing, less reliance on legal jargon by practitioners, and
better alignment with existing practitioner workflows.
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Consumer
Comprehension




Nature:

@ Cost disclosure form

SOLICITOR STANDARD COSTS LS o
DISCLOSURE FORM ot

COMMISSIONER
Legal Profession Uniform Law s 174(5) £EICES RECLUATION

‘When filed out by your lawyer, this form gives you information about your legal services and costs.

YOUR MATTER

Why you have come to us

To assist with your family law matier, specifically in the drafting of the agreement reached between
you and the athor pa your (amily law property mattor

The work we will do for you (scope of work):

1. Obtain and assess necessary disclosure materi
2. Draft Consent Orders and the necessary court for
you and the
3. Once agr

and provide advice in relation 10 the agreement.
5 10 document the agreement reached between

the Cor

pnl Orders and NEcessary coun forms.

In preparing the estimate below, we have assumed that:

1. The agu:man has been reached, and ON)' MaNOl NEQOLAbIONS feman about how it will be camied
out, Not about the agreement itsell.

2. You and the ather party will provide the disclosure requested in a timely fashion and that the assets
and liabiities will be in accordance with your INSructions in conference.

3. Your understanding of the financial circumstances of you and the other party is accurate

We will not:
1. Enter into negotiations 1o change tho agreement reachod betweon you and other party
2. Engage in lengihy correspondonce wi
4. Commonce court procoedings.

4. Whaere an agreamant is not one which would be con
advised you of the

CLIENT DETAILS

Your name: il S Your best contac

ha other party about

100

idored just and equitable, and we have
me, reply 1o requisitions from the Coust in relation to

agrooment

Othor parsonfentity responsible for payment of your bill: not applicable

WHO YOU SHOULD CONTACT ABOUT YOUR MATTER

Law practica:  ABC Liw Pracuce

BILLING

Your bill will be:  Lumg sum -

You will be billed: Monthiy -

ESTIMATE OF YOUR COSTS

This part sols oul your estimated tolal costs. I includes our fess and any other costs that you will need
1o pay (also known as disbursements). In the next section, we axplain how we will charge you for our
wark and for any other costs you will nead to pay.

Thae estimated tolal costs are set out balow:

Estimate of our fees (excluding GST) $6,000.00
Estimate of other costs {disbursements)

Barrister's estimated costs (excluding GST) Not roquired

Estimated other costs (excluding GST) $2.500.00
GST on estimated fees and other costs 3850
The estimated total costs (our lees plus other costs plus GST) $9,350

Ploasa nole thal this is a costs estimate only and nol a quote

* if the number and length of our phone calls

OF DINGF COMMUNICAtIoN Batweon US are

more than we expecied
+ how quickly and efficiently you respond

when wo ask you for information.
If wa believe the estimate will change significantly
we will give you an updated estimate and the
roasons why it has increased

Soma reasons why your costs estimale

might change include

* i you change what you want us to do

+ If the law changes

+ if whal wa nend lo do o complete your
matter becomes more complex (for axample,
a8 more information bacomes avallable)

+ I th actions of other people involved
are unrensonable or obsiructive (such
witne another party or their lawye:

HOW WE CALCULATE YOUR COSTS

FEES

Our fees will be based on the time it takes us o do the work we have agreed to do in your matter.

W charge our time based on units of & The hourly rate(s) and cosi(s) per uni (ex GST)
minutes. Where the time we spend on

a task includes part of a unit. you will Paralegal - $250.00hour ($25.00/uni)

be charged for that whole und_ Solicitor - $400.00/hour ($40.00/uni)

For example, if  task takes up fo 6 Senior Solicitor- $500.00our ($50.00uni)
minutes you will be charged 1 unit Director - $600.00/hour (60.00AnI)

Or if a task takes between 7 - 12

minutes you will be charged 2 units.

Our rates aro reviewsd regulary and may ehange during your matter. We will give you naties in writing
30 days befors any change to our hourly rates

OTHER COSTS

An information sheet about this form is available at:
i il.org.awfo html
You can ask us to give you a copy.

YOU SHOULD MAKE SURE THAT:

+ you have had enough time to read and understand the form

+ you understand the work we will o for you, including what we will nat da
- you and haw it has  and

~ you have asked us about anything you do not understand.

YOUR RIGHTS
‘You have the right to:
~ ask us to explain any information in this farm
~ negatiate costs with us, for example, by talking about possible aliemative amounts or the scope
af the work that you will be charged for
+ & costs agreement with us. which needs o be in writing or supported by written evidence
{for example by letters or amails)
+ negotiate how you will be billd, for axample, how often you will b billed and how detaded your bill wil be
+ ask us for 3 writtsn progress report, at o exira cost, that explains the cost of our work for you so far
receive a bill
within 30 days of the dus date for payment, ask for a lump sum bill to be ftemised (broken dawn)
be informed about any signiicant changes to any of the informaton in this form, including
our costs estimate
seek the assistance of the requiator in your state or territory if you are in 8 dispute with us about
your legal costs and can't rescive it directly with us.

ADDITIONAL INFORMATION

Litigation: If the work invalves court action, you could also be liable to pay some or all of the other party's
costs if your case is unsuccessful. Even f you are successiul, it is unlikely you will be able to recover

all our costs from the othar party, but you will stil have to pay our costs. If you are unable to recover any
costs from the other party, you wil stil have to pay our costs. If we negotiate a setiement of your matier,
we will give you details of your costs, of costs which you may recover from another party, and costs which
you may be liable to pay to anather party.

Interest: If you do nat pay your bill by the due date, interest may be charged at the rate of 2% above
the cash raie target specified by the Reserve Bank of Ausiralia as at the date of the bill. We may also
stop scing for you and retain your documents unil the bil s paic. The cash rats targal s available st

rba. [, The cash rate farget s the rate in effect on
the date the bill s issued.

DISPUTING LEGAL COSTS

If you have any cancems about aur bill (for example, the amount you have been charged). we encourage
you to discuss this with the lawyar you have been warking with or you can ask o speak with another lawyer
atour practice. If you can't resoive your coneems directly with us, you can ask the requiator for their heip.,
dapending on the amount of your bill or the amount you disagree with. Time limits will apply (for sxample,
there is a 60 day time limit to make & complaint aboul legal costs and a 12 manth time limit i make an
appiication for costs assessment).

If the: bill, or the ameount in dispute, is above a certain amount, the regulator may not be abe to deal with the

costs dispute. If this is the case. you will need to consider applying for costs assessment i you want to dispute
your bill. The regulator can give you more information abicut the COsts assessmEnt process.

You can contact the regulator in your state o territory using the contact detais below:

New South Wales Victoria Western Australia

Lawyer: Bab Jones Best contact: e “You will be charged for any other costs that you will need to pay (also known as disbursements). New Soulh Wales Legal Victarian Legal Legal Praclice Board
Services Commissioner Services Commissioner T (08) 6211 3600
These may include filing fees. printing costs. costs for postage, archiving fees and third party costs T 1800 242 958 T 1300 766 344 E enquiries@{pbwa.com
such as ABC TECH E olsc@justice.nsw.gov.au E consumerenquiry@Isbe.vic.gov.au www.lpbwa.org.au
Date this form was given to you: 04/10/2025 ‘www.olsc.nsw.gov.au www.Ishe.vic.gov.au
You will also be charged for internal office expenses.
This farm has been isswed by the Legal Services Council under s 174(5) of the Legal Profession Uniform
Law and the Legal Profession Unifom General Rulss 2015,
LSC i | mne LSC:
LEGAL PROFESSION UNIFORM GENERAL RULES SCHEDULE 1 - FORM 1 | Pagedofd Couen | Emeaei LEGAL PROFESSION UNEORI GENERAL RULES SCHEDULE 1 - FORM 1 | Page2of3 LEGAL PROFESSION UNIFORM GENERAL RULES SCHEDULE 1 - FORM 1 | Pagedafa

Consumers saw three types of stimulus in the online survey

Consumer survey

Cost amendment form

Fean fos cossing

Plaase cibck on the.
=

Page 1o see e petes again

FINAL > hicke guides

SOLICITOR STANDARD COSTS LSC it
DISCLOSURE FORM Gl
— UPDATE TO ESTIMATE OF YOUR COSTS COMMISSIONER

LG

Legal Profession Uniform Law s 174(5)

On DANDZ025 we gave you an estimate of the total costs for your matter of $2,350
including GST and other costs that you need o pay (known as disbursements). A copy of the form which
sets oul our previous estimate is atlached.

The estimate of the total costs for your matter now needs 1o be updated because:

A dispute has arisen in retation 1o the value of the property and we are required 1o enter into further
negotiations in relation 1o the agreement reached

The updated estimate of your tolal coslsis $13.200

This includes the cost of our work so far plus the estimated cost of the future work we will do for you.

UPDATED ESTIMATE OF YOUR COSTS

This part sets out the updated estimate of your total costs, including GST and other costs that you need
to pay (known as disbursaments). It covers the cost of our work so far plus the estimated cost of the
future work we will do for you.

Updated estimate of our fees (excluding GST) $8.000

Updated estimale of other costs (dabursements)

Barmister's estimated costs (excluding GST) NA
Estimated other costs (excluding GST) $3.000
GST on updated estimated fees and other costs $1,200
The updated estimated total costs (our fees plus oher costs plus GST) $13.200
Date this form was given to you: 011172025

An information sheet about this form is available at:
.org.auff himl
You can ask us to give you a copy.

YOU SHOULD MAKE SURE THAT:
+ yau have had enough time ta read and undarstand the form
+ you understand why the estimate has changed. and

+ yau have asked us about anything you do not understand.

This form has been issued by the Legal Services Council under s 174{5) of the Legal Profsssion Uniform
Law and the Legal Profession Uniform General Rules 2015.

LEGAL PROFESSION UNIFORM GENERAL RULES SCHEDULE 1 - FORM 3 | Pagetaft



Nature:

Consumer survey

Consumers saw three types of stimulus in the online survey

@ Information sheet

DRAFT FOR INITIAL CONSULTATION OHLY . DRAFT FOR INITIAL CONSULTATION O, DRAFT FOR INITIAL CONSULTATION 0]

-
LEGAL PROFESSION

Information sheet o consumers

The Lepal Profession Uniform Law {Uniform Law)
standard costs disclosure form is one way 3 lswyer can
gwe you information sbout your costs including an
estimate of the costs you can expect to pay. This
information is to help you make an informed choice
about whether to ask the lawyer to work for you.

This information sheet explains what you need to know
sbout the form.

Uniform Law

(knawn s time-based costing), ar

+ inaccardance with 3 scale of legal costs that ssts sut
the fees they can charge, or

+  afied fee for the wark you acrs they will do.

You shaukd talk b your kawyer shout how they
wanfirm with yous lawyer what work you will be charged for,
including the cost of your first mesting.

in Wesism Australia, the bnwyer must %l you # a

me?

The form aufines:

* by g b qone (o ses the lswyer
« the work e lawyerwil do for yau

+  any assumptions the kawyer has made in preparing the
estimate, and

+ work that the lnwyer will it da and i nat included in the
estimate.

The etimate includes fhirse parts.

The first part is an estimate of the fies the lawyer wil charge

yau for the work that they do.

Thie secard part is an estimase of any ather costs. Thess ane

ki a5 dishursements and are dfiarent from the bwyer's

casts. They are addiional cosss that you will need ta pay.

Some examples are court fling fees, samp duty, property

search fees, e for doctor’ o experts’ reports The can

hacke the fee:

behall, Ay fes for 2 hammr Wil b et seuarately en
the farm.

The third part is an estimate of the GST (goods and servicss
tax} which must be paid.

How will my legal fees be calculated?
Lavwyers usually charge:
aan hourdy rate b the time thay spend on yaur matter

applies to the work that they wil do for you.
The Lawyer does not have b uss the determination to
calcubate their fees, but the fees may be higher where the
determination is not used.

What is time-based cosfing?

In 8 time-based costing matter, & Frwysr chares b their
wark based on the time it takes them to do the work. The form
will sat out the hourly rates and how Sime i caloulated. It is
cammen for lawyers o charge by units of Sme (often Beninus
units), rather than by the minue Where the lswver is
charging by units of ime, the tme will b rsunded up % the
neares: it

Far example, if a lawyer chargas 5420 per hour and eharges
in units of @ minutes, each unit is shared g 542, f a task
takes 4 mirstes it wil be rounded up fo 8 minues and you
will ber charged 1 unit or 542,  a task takes 21 minutes @ will
b raunded u ta 24 minuses and you wil be chamed 4 units
ar $168.

An estimate for 3 lime-based costing matier is not a foed fee
ara the amount that vour lawyer estimases the
matiar wil :usl but the actual fees will depand an haw long
it takes the lawyer o da the wark.

The estimated costs may be st as a single Sgure or a
range, for sxamgle:

+ asingle figure estimate of 35,000, o
+  ange of 52,000-57.000.

I & range is used, it shaud be realistic and based an your
lerwryer's exprrisnce of the lkely costs. Far examale, 3 range

arviascacunlL org.su
nf o shatat contmine g

af 31,000-510,000 would not be realistic.
What is a_scale of legal costs or determination?

A seale of legal costs sabe out the fees that the lawyer wil
charge. These are sometimes refermed to as determinations.
Depanding on the type of matier, the scake of legal costs may
=t out the hously fate the lawyer can sharge, a¢ it may st
aut an amount that the wyer can chame for each task they
do for yau,

What is a fized fee?

I fee e e, a lavwyes chaarges @ set fes for the wark they
hisve aqresd 1o do. The bwyer can only chare  higher e for
st work H you agree o fiat higher fee. The Sed fee does pat
usisly include other costs (dishursements), which wil be
chiarged an top of fhe fxed foe. The fixed fee will only saply 5
wirk that is within the agreed scope.

How will | know the cost of a bamister or other law
practice engaged on my behalf?

The farm will include the costs of & barrister or ather law
practios engaged o your bebalf. I the cost of a barrister is
uriknewn 2t the beginning of your matter, the lawyer must
provide fhe cost estmate of the barister as soon as
practivable.

How will | be billed for my legal costs?

The form sets out when you can expect to receive bills fam
r lawyer. Far exampole, bils might be sent weekly,

manthly or at the end af your matser.

The form also includes information about interes? that can

b chaanged i you don't pay a bill by the due date.

Can | request an ifgmisgd bill?

“Your bill may come in the farm of & kmp sum bl or it may

b A lump sum bill Ests the waork done with the tatal

amount. of legal costs but doss not give a charge per item.

A ill genarally Bsts sach item o wark and the cost

for each item.

Yau can sk far & kimp sum bill to be s, You must ask
Sz this within 30 divs of the due date to pay the &l and it
fmuist be provided within 21 days of yeur request.

You must not be charged far the preparasion of an ke
bill. Howswer, i vau renuest an secukssd bill after being aiven
a lurng sim bill, your fegggd bill may be higher than your
ump sum il

M the: flsguiead bill i higher, the fawyer can only fake Acfipn
against you 1o pay the higher amount #:

+ e lumg sum bl included a witien notics that an
btuisist bill caukd be higher, and

+ e s a determination that you bagg g pay the higher
cast by the regulator or @ costs assessment.

How can I make an informed choice?
Betore you accept the estimate, you shauld make sure you:

+  have had enough time to read and understand the form

+ understand what the lawyer will do for you, including
what they will nat da

+  understand the estimate of your costs and how this is
calculated, and|

+ ask yaus kwyer any questions yau have aboust the foerm
or for further irformatian # you do not understand
samething in the farm

You should consider the costs as well as ather factors such
as the lnwyer's experience and whether you can work with
them. You may akea nead 1o consider ather factors relevant to
yaur matter, such as the risks involed.

Can my estimated costs change?

Yes, your estimated costs can change over time. This may
be betause new information comes o baht, samething
changes which makes your matter mere St ar your
Fatter reaches a paint that was nat included in the original
estimate. I you have 3 fived fee aranqemer, the fived fee
for the apeed wok can only be changed with your
agresment.

Your kawyer must tell you if there is a significant changs ta
your estimated costs and may e a standard costs
disclosure update e to give you this infarmation.

I the upated estimate is more than 310,000 (sxciuing GST
and dstursements], you must be qiven ful disclsure of
st i writing which may loak differert to the form.

Will | need to pay the other party’s costs?

I the work invoives court action, you could ks be lable o
pay some or gl the other party's costs § your cass is

Euen if you are it s unikely you
will be able o recover @ of your lewyer's costs from the
ather party, but you wil stil have bo pay yous Buwyer's costs.

sagabsarvioscacanallong.au

I you are unsble to roaver any costs fram the ather party,
e will 558 have o pay your lwyer's costs,

H yaur lwyer negotistes a ssttlement of your matter, ey
will give you desals of your costs, of costs which vou may
recaver from ancther party, and costs which you may be
liable: 8 gy % anather party.

How should | work with my lawyer?

Vi sheald ask yeur lawyer sbout how you can week with

shem. Some of the things you san do to reduce costs ars

= Write down a summary of yaur legal prablem, including
information that might help your lawyer, before you
et with yaur lawyer.

= Make copies of any documents that are relevant 1o your
leggal pratilem 1o ghve to your lawyer,

= Come prepared with docurments and infarmation when
e meat with yeur lwyer.

= Provide any documents in 20 grgapisedmanner.

= Write down any questions yau have Se yaur Bwyer and
anything your lawyer tells you.

= G your lewysr complete and comeet infarmation
when they ask far it

- that if yaur awyer i rate,
thers will bie a charge far every telenhene call or email

The farm gives you the detals for the best contact at your
lawyer's office. This is the perssn you shauld speak with first
if you have any concerms.

What are my rights as a consumer?

Yreu have cersain fights in relation o sosts, billing for lagal

sarvices and complaints, You can:

= &gk for the form to be explaingd: You are antitled o
hae the nfarmation an the farm explaine

= Mepgotiate acnats agreement: A costs agresment can
be enfarced fke a contract.

= Megotiate how you want fo be billed: This might be
every manth or when specfic tasks have been
camplatad of in some sther wy

= Request a written progress report on the costs of

the matier to date: You are entiled 1o pragress repons
within & reasonabile time and & no exira charge.

Standard costs disclosure form Standard costs disclosure form

Recalve 3 writtan bill for work done: You must reesive
awritten bill far the work done. You can be given the bill
in person, by pest o by email.

Request an Iigmlsag bill: You can ask for 2 ump sum
bil to be Ueguissed within 30 days of the bill being
payable.

Ak Tor nelp from the reguiator i your etate or
territory: Talk o vaur kawyer first if you are not happy
abaut yaur bill You can also ask for help from the
regulator in your state or territory. Time limits apply (far
example, there is 2 Sldae Sme Emit o make a
camplaint abaut legal costs and 3 12 sk lme limi o
make an application for costs assessment). You can
cantiet the regulator Ling the cantisst details balow.

In New Sash Wales:
MNew Sauth Wales Legal Services Cammissaner
T: 1800 242 954 (tall fee)

E: alsciliiustion nsw.oov.au

W twwow. Dl Asw. GOV, Al

In Victeria:
Mictarian Legal Services Commissioner
T 1300 796 344 (1ol free)

E: consumerenquiry@isbe. vic. qov.au
W wwin b vic. o

In Western Austraka
Legal Practice Board

T: (0B} 6211 3600

E: enquiries@bwa com
W bwa. ong.au




Nature: Consumer survey

Consumers were shown different combinations

and content versions of each form

Varying the content of the forms allows us to measure differences in how easily the forms are
comprehended. Consumers were either shown forms relating to Family law, Wills & Estate,
Driving or Guardianship matters.

Cell 1 Cell 2 Cell 3 Cell 4
Shown Solicitor cost Shown Solicitor cost Shown Barrister cost Shown Barrister cost
disclosure form + cost disclosure form + cost disclosure form + cost disclosure form + cost
amendment form on amendment form on amendment form on amendment form on
Family Law Matter Wills & Estate Matter Driving Matter Guardianship Matter
n=254 consumers n=254 consumers n=258 consumers Nn=256 consumers

Everyone saw the same information sheet
n=1,022

Cells matched on demographics (age, gender, location)



Nature: Consumer survey

A majority of consumers found the Cost Disclosure Form, Cost Amendment
Form, and Information Sheet easy to understand

NET
Easy to Understand

Cost Disclosure Form # 27% 37% [ 61% }

m Very difficult to understand Somewhat difficult to understand Neither easy nor difficult to understand

Cost Amendment Form ¢ 16% 40%

Information Sheet % 21% A%

SOURCE: B2/C2. Overall, how easy or difficult was this form to understand? Please answer using a scale of 1to 5, where 1is very difficult to understand and 5 is very easy to understand. D1. Overall, how easy or difficult was this information sheet to
understand? Base: Total sample (n=1,022)

‘ Somewhat easy to understand m Very easy to understand



Nature: Consumer survey

Comprehension of the cost disclosure form is lowest among younger

consumers with a lower HH income. The Family Law matter is the least
understood version of the form

% Difficult to understand % Difficult to understand % Difficult to understand

cost disclosure cost amendment information sheet

Age Gender Location 16%
14%
13% o o 1%
0% 0% 12% 15% 10% 9% . 5
0, o, 87 8/, 8A
7% 6% 7% 8% ° q 9 5%
4% 4% 4% 5% 4% 4% 6

18-34 35-54 55-75 Male Female NSW VIC WA

Form theme Household income

7% 18%
: 1% 14%
5% o 6% 9% 5% 8% 5% 8%
° 3% °

Family Law matter Wills & Estate matter Driving matter Guardianship matter Less than $52k $52k-8130K $130k-$208K More than $208k

. A V Sig. difference at 95% confidence

SOURCE: B2. Overall, how easy or difficult was this form to understand? A2. How old are you? A’. Firstly, are you... A3. Please type in your postcode below and select the suburb you live in. E2. Which of these best describes your household annual

income before tax? Base: Total sample (n=1,022); Age (18-34 n=250, 35-54 n=436, 55-75 n=336); Gender (Male n=498, Female n=522); (State (NSW n=342, VIC n=341, WA n=339); Theme (Family n=254, Wills n=254, Driving n=258, Guardianship n=256);
HH income (<52k n=189, 52k-130k n=427, 130k-208k n=245, 208k+ n=125)



Cost Disclosure Form




Nature:

Consumer survey

The majority of consumers agree that the cost disclosure form clearly
communicates the information needed to make an informed decision

Cost Disclosure Form

% that somewhat or strongly agree with each statement NET

agreement

Provides the necessary
information | need to make 48% 37%
an informed decision

85%

Clearly and transparently
communicates the legal 45% 39% 84%
costs | will be charged

Clearly and transparently
communicates what legal
services will be provided and
what will not be provided

46% 39% 85%

= Somewhat agree

m Strongly agree

BASE: Total sample (n=1,022)

The cost of engaging a lawyer and the scope of work expected

This form explains the nature of the legal matter, the barrister’s role and limits of
work, key assumptions affecting costs, and the client and barrister details to ensure
clear disclosure of legal services and fees

Upfront information about an agreement between law firm and client outlining fees
and expectations prior to engaging in the work

Detailing what is and isn’t included, ensuring consent is understood, explaining fee
structure and associated terms/conditions

It informs me of my rights and responsibilities and what will be delivered with
disclosure of the costs

It was a breakdown of costs for engaging with a solicitor as well as the scope of
costs and reasons why these fees may vary. It states the conditions of engagement
and your rights to negotiate with said solicitor

A form that sets out the legal costs and likely additional charges for work provided

SOURCE: B5. Still thinking about this form, how much do you agree or disagree that this form...B1. In your own words, please describe what this form was about and what information this form has provided to you.



Nature: Consumer survey

‘How we calculate fees and costs’ and ‘disputing legal costs’ are the two
sections that consumers find the most difficult to understand

Cost Disclosure Form

FEES
Our fees will be based on the time it takes us to do the work we have agreed to do in your matter.
. . o, . We charge our time based on units of 6 The hourly rate(s) and cost(s) per unit (ex.GST):
Sections of the cost disclosure form % that found each section somewhat Minutes. Whers the time w spend on —
H ¥ H a task includes part of a unit, you will Paralegal - $250.00/hour ($25.00/unit)
or Verg dlfflCU|t tO understand be charged for that whole unit. Solicitor - $400.00/hour ($40.00/unit)
For example, if a task takes up to 6 Senior Solicitor- $500.00/hour ($50.00/unit)
minutes you will be charged 1 unit. Director - $600.00/hour (60.00/unit)

Page 1: Your matter 7% Ot if a task takes between 7 - 12

minutes you will be charged 2 units.

Our rates are reviewed regularly and may change during your matter. We will give you notice in writing

Page 1: Who you should contact about your matter 6% 50 days before any change (0 our hourly rates.
OTHER COSTS
You will be charged for any other costs that you will need to pay (also known as disbursements).

. HIH 0, g - . - o oo - - ~ - . ke
Page 2: Billi ng 7% These may include filing fees, printing costs, costs for postage, archiving fees and third party costs
such as ABC TECH

You will also be charged for internal office expenses

Page 2: Estimate of your costs 6%
DISPUTING LEGAL COSTS

If you have any concerns about our bill (for example, the amount you have been charged), we encourage
you to discuss this with the lawyer you have been working with or you can ask to speak with another lawyer

Page 2: HOW we calculate gour COStS - FeeS & Othel" COS'tS 9% at our practice. If you can't resolve your concerns directly with us, you can ask the regulator for their help,

depending on the amount of your bill or the amount you disagree with. Time limits will apply (for example,
there is a 60 day time limit to make a complaint about legal costs and a 12 month time limit to make an
application for costs assessment).

Pag e 3: You r ri g h'tS 6% If the bill, or the amount in dispute, is above a certain amount, the regulator may not be able to deal with the
costs dispute. If this is the case, you will need to consider applying for costs assessment if you want to dispute
your bill. The regulator can give you more information about the costs assessment process.

You can contact the regulator in your state or territory using the contact details below:

Page 3: Additional information 7%

New South Wales Victoria Western Australia
New South Wales Legal Victorian Legal Legal Practice Board
Services Commissioner Services Commissioner T (08) 6211 3600
. . T 1800242 958 T 1300 796 344 E enquiries@Ipbwa.com
Page 3: D|spu't|ng Iegal costs 'IO% E olsc@justice.nsw.gov.au E consumerenquiry@Ilsbc.vic.gov.au www.lpbwa.org.au
www.olsc.nsw.gov.au www.Isbc.vic.gov.au

SOURCE: B3 Thinking now about each section of the form, how easy or difficult was each section of the form to understand? Please provide a response for each section using a scale of 1to 5, where 1is very difficult to understand and 5 is very easy to understand.
Base: Total sample (n=1,022)



Nature:

While only 12% of
consumers feel that
the cost disclosure
form is difficult to
understand, legal
jargon added to the
form by practitioners
and the costs and
billing section remain
key pain points

Legalese and jargon

There were a lot of big words that | didn’t fully
know the meaning of, a glossary or something
would be helpful

| found some of the jargon a bit confusing
Some of the legal terminology was difficult

Some Legal Terminology are confusing and also
there is financial uncertainty for quote

Unfortunately the need for legal jargon makes
the document hard to read and understand. It
does say that the form can be explained, but
again, the legal jargon would scare a lot of
people . I'd be worried about extra costs for any
explanation

It is still legalese in style, needs to be simplified
into everyday English

The overall form is ok to understand just some
of the legal jargon can be complicated without
having prior knowledge of the meaning of
certain words used in the form

| don’t understand law jargon

Sometimes a bit too much legal professional
words rather than plain English

Lots of legal jargon | did not understand

Consumer survey

Costs & billing

The matter was very clear. And why | was engaging
legal council was clear. But costs and information
pertaining to that was slightly less clear

The estimates of the amount | should pay in the
different billings

Difficulty with negotiations etc Lack of clarity
with estimates and final billing

With the billing it was a bit difficult to understand
when extra time and therefore extra costs would
be needed - e.qg. length of phone calls. Also when
the different level legal people would be required
at the different cost levels

| think the interest costs and having to pay other
peoples legal costs were unclear

What exactly might fall outside of the scope of
work and result in additional legal costs

| found the form very wordy, it also did not give me
an example of under what circumstances | would
need to pay extra, or how much more additional
fees would cost

The vagueness about what could incur additional
charges

| found it a bit difficult to understand the estimate
cost aspect



Cost Amendment Form




Nature:

Consumer survey

Over 80% of consumers agree that the cost amendment form effectively
communicates the costs & is detailed enough to make an informed decision

Cost Amendment Form

% that somewhat or strongly agree with each statement

NET
agreement
Is detailed enough to give
me the information | need
. 83%
to make an informed
decision about the costs
Clearly and transparently
communicates the legal 86%

costs | will be charged

Somewhat agree m Strongly agree

BASE: Total sample (n=1,022)

What consumers are taking away from the cost amendment form

This form updates the client on changes to the barrister’s original cost
estimate, explaining why the costs increased and providing a revised
breakdown of total fees, GST, and the new overall amount payable

This is a lawyer providing their client with an updated/increased cost
estimate for the legal work as a dispute has arisen and further work
needs to be done

The breakdown of the fees charged for the services provided
It explains changes to fees based on events that transpired during the hearing
Showing a change to the initial costing due to required changes

The form is an updated legal costs disclosure form that is required because
the initial estimate increased significantly. The new form itemises the
increases and provided the new total and the date of the update

SOURCE: C5. Still thinking about this form, how much do you agree or disagree that this form...C1. In your own words, please describe what this form was about and what information this form has provided to you.



Nature:

Consumer survey

5% of consumers found the ‘Your matter’ section difficult to understand

Cost Amendment Form

Sections of the cost amendment form

% that found each section
somewhat or very difficult to
understand

Top 1/3: Your matter

Middle 1/3: Updated estimate of your costs

Bottom 1/3: Date this form was given to you & below

5%

4%

2%

SOLICITOR STANDARD COSTS LSC s
DISCLOSURE FORM ol
— UPDATE TO ESTIMATE OF YOUR COSTS COMMISSIONER

SERVICES REGULATION

Legal Profession Uniform Law s 174(5)

On 04/10/2025 we gave you an estimate of the total costs for your matter of $9,350
including GST and other costs that you need to pay (known as disbursements). A copy of the form which
sets out our previous estimate is attached.

The estimate of the total costs for your matter now needs to be updated because:

A dispute has arisen in relation to the value of the property and we are required to enter into further
negotiations in relation to the agreement reached

The updated estimate of your total costs is $13,200

This includes the cost of our work so far plus the estimated cost of the future work we will do for you.

As this form doesn’t currently relate to the individual’s circumstance, we hypothesise that this section
will be more clearly understood when it details their reason for engaging a lawyer.

SOURCE: B3 Thinking now about each section of the form, how easy or difficult was each section of the form to understand? Please provide a response for each section using a scale of 1to 5, where 1is very difficult to understand and 5 is very easy to understand.

Base: Total sample (n=1,022)



Nature: Consumer survey

While only 5% of “Your matter’ Justification for additional costs

consumers find the cost
amendment form difficult
to understand...

..the *‘Your Matter’® section,
specific words and phrases
added by practitioners
who completed the form
and the reasoning for the
additional costs incurred
are unclear or hard to
follow for some

SOURCE: C4. Please tell us more about what you found
difficult to understand. What specifically was unclear
or hard to follow in the form? Please provide as much
detail as possible. Base: If anything in the cost
amendment form was difficult to understand (n=81)

The matter description was not as clear as the
first document

Not enough information on what is the matter
about, need to provide more summary and how
are the items being billed

It’s legal jargon so not sure what the matter
actually meant

Specific words & phrases

| would need an explanation of the legal term
interocular and what is required

Could not understand the legal terminologies- like
interlocutory. Again, simple, plain English would
be beneficial

| wouldn’t say it’s too difficult it’s just a lot of
vocab that maybe a reqular person wouldn’t be
aware of

What does the word Interlocutory mean?

| didn’t understand what VCAT is?

All the legal language

The legal technical information that was in it

Legal wording

| found the reason for the cost increase was not fully
explained and what my actions should be

The fact that there are charges added stipulated as
disbursements yet there is zero charge allocated for
disbursements

There is very little explanation as to what additional
costs were for

What the “other costs” are - if I'm paying the bill I'd
want this information itemised so | know what I’'m
paying for

There wasn’t much detail provided to the increase of
costs to the first estimate

More detailed breakdown of fees/charges and how the
estimated amount of total costs was reached would be
helpful

The reason for the additional charges

It wasn’t itemised to understand what exactly the
costs were for e.g. Time, additional work etc

The “other costs” for each respective section does not
effectively describe what the other costs are



Nature:

Information Sheet for Consumers




Nature:

Consumer survey

Consumers feel that the information sheet makes the previous forms easier to
understand and provides valuable additional information

Information sheet

% that somewhat or strongly agree with each statement

Makes the previous
forms easier to

understand

Provides valuable,

additional
information

Somewhat agree

m Strongly agree

NET
agreement

76%

87%

What consumers are taking away from the information sheet

It seemed to clear up any sections that were unclear to me initially

The last form helped a lot with understanding the previous two
adequately

Everything is very clear and easy to understand

| fully understand everything thanks to all the information provided
| think it cleared it all up quite well

A little bit to absorb but is explained well

Everything is quite clear

The information sheet after reading all of them were understandable

SOURCE: C5. Still thinking about this form, how much do you agree or disagree that this form...C1. In your own words, please describe what this form was about and what information this form has provided to you.

BASE: Total sample (n=1,022)



Nature: Consumer survey

The information sheet helped to clarify many sections of the previous two
forms, in particular detail surrounding billing and cost estimates

Cost Disclosure Form

Sections of the forms that were previously unclear Sections that the

. . ill will be:  Lump sum -
Informatlon Sheet Yourbwilbe ; :E's will be based on the t it tak to do th rk ha eed to do e
] P r fees on the time it takes us to do the work we have agreed to do in your matter
° You will be billed: Monthiy -
helped to clarlfg We charge our time based on units of 6 The hourly rate(s) and cost(s) per unit (ex.GST):
minutes. Where the time we spend on
a task includes part of a unit, you will Paralegal - $250.00/hour ($25.00/unit)
CDF Page 1: Your matter 60% be charged for that whole unit Solicitor - $400.00Mour ($40.00/unit)
ESTIMATE OF YOUR COSTS For example, if a task takes up to 6 Senior Solicitor- $500.00Mour ($50.00/unit)
minutes you will be charged 1 unit Director - $600.00/our (60.00/unit)
CDF Page 1: Who you should contact about your matter 54% This part sets out your estimated total costs. It includes our fees and any other costs that you will need
: 1o pay (also known as disbursements). In the next section, we explain how we will charge you for our Or if a task takes between 7 - 12
work and for any other costs you will need 1o pay minutes you will be charged 2 units.
CDF Page 2: Billin 64%
g . g (-] The estimated total costs are set out below: Our rates are reviewed regularly and may change during your matter. We will give you notice in writing
Estimate of our fees (excluding GST) $6,000.00 30 days before any change to our hourly rates.
. . o, OTHER COSTS
CDF Page 2: Estimate of your costs 83% Estimate of other costs (disbursements)
You will be charged for any other costs that you will need to pay (also known as disbursements)
CDFP 2: H | o, Barrister's sstimated costs (sxcluding GST) Notrequired 1 ese may include fling fees, printing costs, costs for postage, archiving fees and third party costs
age 2: How we calculate your costs - Fees & other 73% ,
Estimated other costs (excluding GST) $2,500.00 such as ABC TECH
costs OBT on ealmeted loos and oer Costs sasp  Youwil also be charged for intornal office exponses
. The estimated total costs (our fees plus other costs plus GST) $9,350
. O,
CDF Page 3: Your rights 55%
Please nole that this is a costs estimate only and not a quote
N  the number and | . , Thi pat set cut e uodted axtimae of Your o) conl, nclding GST ard othwrcoats tatyau cued
. eqe . . o, Some reasons why your cosls estimate . numi ength of our phone calls to pay (known as disbursements). It covers the cost of our work so far plus the estimated cost of the
CDF Page 3: Additional information 54% might change include or other communication between us are e werk we wil do for you.
» if you change what you want us to do more than we expected Updated estimate of our fees (excluding GST) $9,000
. . . o « if the law chan: * how quickly and efficiently you respond i lsbu
CDF Page 3: Disputing legal costs 55% - Nwihat e nand o kst ccvmots your when we ask you for formaton Updeed s of chrcoe (B smenert) —
Fia arrister's s
matter becomes more complex (for example If we believe the estimate will change significantly, erumates coss (Bxcudng SST)
CAF T ’l 3. Y 't't 267 88 more information becomes avallable) we will give you an updated estimate and the Estimated other costs (excluding GST) $3,000
(o] p / . our ma er o « if the actions of other people involved reasons why it has increased GST on updated estimated fees and other costs $1.200
are unreasonable or obstructive (such as The updated estimated total costs (our fees plus other costs plus GST) $13,200
. . o witnesses, another party or their lawyers)
CAF Middle: Updated estimate of your costs 44%

CAF Bottom 1/3: Date this form was given to you & below  21%

None 12%




Nature:

While only 8% of consumers
feel that the information
sheet is difficult to
understand...

..when prompted on what, if
anything, is still unclear in
the forms, consumers
mention specificities
relating to costs and billing
and who to contact about
their matter

SOURCE: D4. Is there anything in the cost disclosure
form or cost amendment form (the first two forms that
you were shown) that is still unclear or unanswered for
you, that this final information sheet has not clarified?
Base: Those who rated any part of any form difficult to
understand (n=246)

Costs & billing

Just the part where is says the fee will be
paid as a lump sum, but then says the
frequency is monthly

It would be better if greater detail was
provided as to why the additional costs
will be incurred, rather than a simple
sentence

How the billing can be done in units

How long each component of the process
will take, to determine the actual costs

| feel like GST was provided in the total
but not the breakdown. | guess the
information sheet makes it clear though
that the itemised bill can be provided on
request but may end up being higher so
I’m guessing that’s why there’s not a full
breakdown of the costs

How interest and other peoples legal
costs are paid should | have to cover them

Consumer survey

Who to contact

Not much is unclear - though who to
specifically contact still evaded me if
there was a problem - it is just likely to
be overwhelming despite being clear. |
could be given a form with 60 random
numbers, and | would understand
those numbers, but struggle to recall
them



Nature:




Nature:

These optimisations will provide most benefit to consumers with a lower HH
income and to the Family Law matter version of the form

There are two
recommended
optimisations
to make to the
existing forms
to aid consumer
comprehension

9,

Legalese
& Jargon

Billing &
Costs

Some consumers find it difficult to understand some of the
words, phrases and acronyms used in the forms (e.g. VCAT,
interlocutory). Consider including a hover over, glossary of terms
or translating less common words or phrases into plain English.

The billing & cost information raises the most questions with
consumers. Clarity on how fees and costs are calculated and
disputing legal costs is required. Specific areas to address below:

* Providing an indicative timeframe when legal fees would be

confirmed (concerns surrounding the cost estimate rather than final confirmation of costs)

* If the cost amendment form is required, provide more detail
surrounding why additional costs have been incurred

° Frequencg of pagment (says lump sum then frequency is monthly)

* How interest is paid and when you’d be required to cover
someone else’s legal fees



How Solicitors & Barristers
engage with the forms




Overview of the stimulus tested with legal practitioners

@ Cost disclosure form @ Cost amendment form @ Information sheet

‘SOLICITOR STANDARD COSTS
DISCLOSURE FORM

Lagu Protesson Ut Liw 3 T45)

v 210 e

=T

How the forms were shown to practitioners

The moderator screenshared the relevant forms one-by-one to
practitioners to discuss feedback on each in detail:

* Forms1& 3 were shown to Barristers

* Forms 2 & 4 were shown to Solicitors



Context Setting

Setting the scene by understanding how cost
disclosure forms are currently used and the role
they play in practitioners’ day-to-day work.




Cost disclosure is not
just an administrative

task — it’s arisk
management tool

Forms are judged by practitioners for
defensibility as much as clarity to clients

Rising litigation and regulations (privacy, Al,
cybersecurity) has increased perceptions of
professional risk

Lawyer-client relationships carry serious
consequences if terms are unclear

Ultimately, a cost disclosure doesn’t just
inform, it manages expectations and
mitigates risk for practitioners




Nature:

Cost disclosure
sits at the
intersection of
trust, protection
and maintaining
overall client

relationships

The form needs to highlight
that this is a strictly
professional legal relationship.
I’m not your psychologist, but

I’m your lawyer.
BARRISTER

TRUST

Giving clients the
confidence that costs and
scope are clear, fair and
transparent

PROTECTION CLIENT
RELATIONSHIPS

Maintaining rapport
and goodwill

Ensuring both
practitioners and
clients are legally

protected

Lawyers must balance
preserving client
relationships with clearly
defining scope, fees and
contingencies.

Overweighting either area
risks creating imbalance.

Cost disclosure forms must
hold this tension, enabling
transparency and protection
for both parties without
feeling generic or impersonal.




Nature:

At the same time, lawyers
are operating under
extreme time pressure

Administrative tasks are seen as a
necessary burden - time-consuming,
low-value work that competes with
billable activity and client-facing
priorities.

As a result, documentation is expected

to be fast, efficient and frictionless,
rather than another task to manage.

o
©

There’s a lot of work that needs to be done and when |
say busy, we’re talking about sometimes 8 to 10 hours
a day including weekends to meet deadline

expectations. All the admin stuff adds up.
SOLICITOR

Being simple and easy to use is key because the most
important thing to account for is the time it takes to
do these things.

SOLICITOR




Nature:

As a result, cost disclosure is handled in multiple ways,
with no single default approach

Cost disclosures for routine, standard We have our own system of doing so and | take the

matters are sometimes communicated standard terms and conditions from the Law
Society. | annex that, to our own cost estimate,

which is based on a precedent that the Law
Society circulated many years ago.

in an email

Some larger firms rely on bespoke SOLICITOR

templates developed specifically for

their practice The firm has a template that was drafted at the
time with input from a costs lawyer.

Templates are adapted from the SOLICITOR

respective law societies and bar

associations | based mine on information that we received as

part of the bar practice course, and some

. . information available online through the bar
Most send cost disclosure forms in a o
association portal.

‘ 5 Combined combined document with the cost BARRISTER
agreement




Nature:

The cost disclosure landscape is shaped by
pressure, control and choice

©

Pressure

Limited time and high cognitive
load means documentation
must be fast, familiar and
defensible

Control

Practitioners want to shape
how costs are framed to suit
their practice, matter type and
client relationship

W

Choice

With many viable templates
already in circulation, adoption
of new processes depends on
clear added value



Nature:

As a result, appetite
to adopt the LSC
forms varies across
the profession

| probably wouldn’t use [LSC] because what we use is
something we’re used to and has been working well for us - it’s

a Word format which is easy to update and use.
SOLICITOR

| wouldn’t use [the LSC] template solely. | would consider
adding it to my agreement because | don’t think it covers
information that protects the practitioner - it doesn’t make

clear it’s a contractual agreement.
BARRISTER

It would save me a lot of time for cases under $10,000. If the
changes | suggested were made and it was being supported by

the Victorian Bar or the LIV, | would be highly likely to use it.
BARRISTER




Nature:

This inconsistency is explained by preference and practice-based factors

o0

Cl\llore open to LSC form uptake>

Sole practitioners & some barristers

Benefit more from a ready-made structure

- Personally complete cost disclosures, so value
the LSC form’s simplicity and time savings

— Fewerinternal branding and document
constraints

— More open to adopt if supported by recognised
legal bodies (e.g. law societies, bar associations)

I’d definitely try the [LSC] form for smaller matters
or pro-bono matters. | like that it’s standardised
and it keeps it simple.

BARRISTER

C Less open to LSC form uptake )

Practitioners at larger firms

Rigid guidelines, higher barriers to switch

- Strong branding, tone and formatting
requirements limit use of external templates

- Existing templates already integrated into
practice management systems

- Lower perceived benefit in switching from
processes that already work well

At my firm we all use the same template, we have
brand guidelines and our logo. I'd only use [LSC] if
we were mandated to.

SOLICITOR



Nature:

Each document’s potential is recognised, but there’s a need
for further optimisation to maximise utility and purpose

[ (]
Cost Disclosure Cost Amendment Information Sheet
Form Form
Simple and clear, but limited Valued as a tool to formalise Helpful reference but has
flexibility in practice changes, but weaknesses mirror the | sicielelaaliaihalideliogloldol/=n o) =lenilor-t

cost disclosure impact

Practitioners see the benefit in simplicity for The form’s concise structure was seen as a Would benefit from closer integration with
consumer understanding and for strength. Practitioners stated the form would the forms to improve usability.
straightforward matters. However, its rigid be further strengthened if it allowed them to

Clearer tailoring for Solicitors and Barristers,

layout and limited ability to tailor content tailor content and include a comparison of . .
along with improved formatting, would

reduces perceived fit for more complex previous and updated costs.
matters. We note that it may be challenging
to allow extensive customisation of the cost
disclosure and cost amendment forms given
they are designed to function as
‘ standardised templates aligned with
@ statutory requirements.

further strengthen its effectiveness.



Nature:

COST DISCLOSURE FORM FEEDBACK
Looking at the feedback in

more detail helps us
understand practitioner

sentiment further

This section will cover the form’s overall appeal,
clarity, functionality and where needs are, and
aren’t being met.




Nature:

The form
performs well
when matters
are simple and

low risk, offering
a quick shortcut
for practitioners

SIMPLE

A clean, easy-to-
navigate layout

The layout is very clean in
terms of a client being
able to understand but
also usually paralegal or
support staff will
complete it. This makes it

easier for both sides.
SOLICITOR

CLEAR

Headings and section
breaks separate key
form sections for
clarity

Easy-to-understand
language

The headings make it very
clear as to what we’re
talking about. The way it’s
been set out, | think is very
easy for a layperson and

for us to complete.
SOLICITOR

Cost Disclosure Form

CONVENIENT

Drop down menus and
costing method
toggles reduce writing
effort whilst providing
quidance for junior &
admin staff

| really like the dropdown
menus, it is less | have to
write, it is easier to use for
anyone using the form.
BARRISTER



Nature:

LSC branding adds credibility
and reassures consumers of
compliance

Practitioners also saw endorsements from law
societies and bar associations as a way to
strengthen credibility, awareness and highlight
the value of LSC forms.

It’s drawn up by a legitimate, reliable
organisation rather than me putting

some random thing on paper.
BARRISTER

It gives weight to the fact that thisis

something that’s across the profession.
SOLICITOR

Engaging with the law societies would
be helpful to communicate the benefit
of the forms and get it out there.

SOLICITOR ”




Nature: Cost Disclosure Form

FORM FEEDBACK

The cost disclosure form R
was considered too

complex matters.
Inability to expand the boxes
were a pain point.

simplistic by some
practitioners e Gt

Practitioners required option Loy Set o

Law practice:

or space to add more lawyers
to the contact list.
| don’t think it addresses the complexity that some matters

require and doesn’t allow for staged costing, which makes Estimate of costs

billing matters, or a more 7 - _
You run the risk if it’s too truncated that practitioners will detailed breakdown of costs.
create their own form, be more vague about what they’re These are perceived as

important to convey to clients

doing or use overarching statements rather than be specific.
for transparencuy.

SOLICITOR



Nature: Cost Disclosure Form

FORM FEEDBACK

Some practitioners present and ,
. . . Ordering of costs
h . it £ structure information differently e
e sim ICI @) - . upfront details on cost
p l:l ,gs it |§ta ks]’czilndarddforrr(;, fields oar(mjnc;lt calculations before the
Wi , reordered, or expan . -
-the form e switched, reordered, or expande estimate.
assumes Disbursements
Examples of differing preferences include: Placing this below the
- : . estimates felt =
Stan d ard I Sa-t lIonN ’ © LI Ve, SRLY fRiEE disjointed, and some
° L4 ShOWing COS-tS With VS. WithOUt GST Wanted more Space to
while some . Sequencing of information e

* Firm’s branding vs. LSC branding

‘ . Your Mlatter = »eermeew
* |temised disbursements vs. lump

The ‘I will not’ section

practitioners
d eman d C h O | Ce disbursement sum divides opinion. It [

* Including an ‘l will not’ section vs. not clarifies scope for some ..
but risks creating
ambiquities unless
thoroughly detailed




Nature: Cost Disclosure Form

FORM FEEDBACK

Guidance exists in the form, Form guides

Seen to be helpful and allowed

tailoring to some extent.
bu-t COUId be expanded to However, when these were

‘hidden’ it was not clear how to

Simplifg completion make them visible again,

detracting from the experience.

Practitioners preferred more embedded =t
instructions, since a separate information sheets
adds steps and risks oversimplifying key details.

Hover text
Easily missed and did not ro—

provide enough detail in
instructions (e.g., no examples)

| didn’t realise there were hover-over instructions. Having
some pop-up boxes that explain what information needs
to go in there, or even examples would be helpful rather Purpose

than having to refer to a separate document. It was not clear to practitioners that the form was for
SOLICITOR matters under the higher threshold until prompted by the
" moderator.




Nature:

Beyond usability, functional concerns hindered a
desire to integrate the form into daily practice

Format

PDF-only format was a limitation
and seen to hinder flexibility to
move sections around or expand
textboxes.

Availability in a Word document
was a key request.

Being in a Word format, it’s easy to
update and use and do things with,
having the option to download a PDF or a

Word version may assist with formatting.
SOLICITOR

Practice management

system integration
Questions were raised about
integration with PM systems to
increase efficiencies.

If we can incorporate it into our practice
management system and they can just
hit a button and it all autofills, then |

think there’d be a much higher uptake.
SOLICITOR

Cost Disclosure Form

Cost agreement integration
Practitioners preferred to edit
and send both cost disclosure
and cost agreement as one
combined document.

A Word document would better
address these needs.

I’'d prefer to have one document that has
both the cost agreement and disclosure in
it rather than having to send two

separate documents to the client.
BARRISTER



Cost Disclosure Form

Opportunities

Build flexibility into Bring clarity closer Improve functionality
The next the structure to the task
- — Make form gquides clearly
S-te p IS -to — Exp|ore Op-tions for — Pro‘Iide examples ViSible with instructions
allowing practitioners to demonstrating how to on how to show and hide
enhance the reorder sections within complete the form Offer both Word and PDF

clearly, concisely, and

the form, while . . .
with minimal jargon

) oge C .
form’s Utllltg preserving ts Integrity Enable integration with

as a standardised Provide direct links to .
practice management

document. info sheet sections
and purpose where relevant systems

Ensure text fields can

formats

expand to accommodate Consider adding more

detail detailed instructions or
examples in hover text
and make it clear that
they are there




COST UPDATE FORM FEEDBACK
The update form inherits

many of the same strengths

and limitations as the cost
disclosure form

This section will cover the form’s overall appeal,
clarity, functionality and where needs are, and aren’t
being met.




Nature:

How cost estimate changes are
communicated plays a crucial role
in upholding client relationships
and managing expectations

As such, the cost update form s
valued as a simple way to formalise
cost changes




Nature: Cost Amendment Form

— Currently, cost estimate updates are relatively

Communication Jneommon

on cost updates
is currently
inconsistently
managed

- Update approaches are inconsistent

- The LSC form is perceived to effectively
standardise cost updates and make it simpler

Usually if it’s just a small increase, For minor variations we tend to just
we absorb it rather than going send an email rather than formal

through the process of updating documentation. It’s only for significant

the costs agreement. changes that we do a formal update
SOLICITOR SOLICITOR "




Nature:

Cost Amendment Form

The standard nature of the form limits opportunities for customisation

Structure & content
Inability to reorder, expand or

tailor, and the absence of an
acknowledgement or signature
field reduces the perceived
effectiveness of the form.

There should be a way to add or
remove sections based on what’s

relevant for the update.
SOLICITOR

No way to acknowledge

prior invoices or payments
Lacks fields to confirm invoices
issued or payments already made
by the client, which is important
for visibility.

It’s important to acknowledge how
much the client’s paid already, and how
many invoices we’ve sent so that it’s all

clear what the remaining amount is.
BARRISTER

Old vs new costs not clearly
communicated

Practitioners want a side-by-side
or tabular comparison of old vs
new fees by item or stage.

I’d need to create separate
documents to show the
breakdown of what’s been billed

versus new estimates.
BARRISTER



Nature:

00

PRACTITIONER INFORMATION SHEET
FEEDBACK

The information sheet is a critical
part of the LSC ecosystem but
there are opportunities to
improve its clarity, functionality,
and overall appeal

This section will cover where needs are and aren’t
being met.



Nature: Information Sheet

It is helpful for junior lawyers who have never done any of
this sort of stuff before and everyone who’s going to be
completing the forms.

A key strength ot the SOLICITOR

d O C u m e n-t | ieS i n i-tS | found the ‘Assumptions®’ examples to be useful as they
o are laid out to help protect the practitioner and make it
helprI and detailed less one-sided. oF ’
° BARRISTER
explanations

| like it. | think it makes it very clear through the examples
they’ve given on how to complete the forms.

SOLICITOR




Nature:

Formatting
was not
always

considered
effective

FORM FEEDBACK

Solicitor vs Barrister
differences
Nuances were not
clearly separated,
making it hard to
distinquish what is
relevant for which
cohort and requiring
additional reading
time to discern.

It needs to be split by solicitors and
barristers. It’s two very different
things. And | have limited time to read
what is not relevant to me.

BARRISTER

LU Iave JIveIl US Gl BIS ISISVaIIL UULUIISIIS aliu

information.
You do not have a previous will or power of attorney.

You have not been charged with or convicted of a drink
driving offence previously.

Your former partner also intends to receive legal advice in
relation to this matter and will be represented by a lawyer
at the mediation.

You have pre-approval from the Commonwealth Bank for
the purchase of a property up to $1 million.

You have given us all of the relevant documents and
information. The builder will not start court action. We will
not need to get an expert report on the quality of the
building work.

For a barrister: You have given me all of the relevant
documents and information. There are no mental health
issues which could have an impact on your sentence. You
do not have a criminal history.

Information Sheet

Formatting
Dense,
two-column
formatting
works against
logical reading
flow.

SOLICITOR

Standard costs disclasure forms may be used to
provide costs disclosure where the estimated
legal costs are not likely to exceed §$10,000
(excluding disbursements and GST).!

This information sheet explains the information ta
be included if you use the farms.

Standard costs disclosure forms
The standard costs disclosurs foms are prescibed by he

Leqai Profession Linkorm General Rules 2015.7 There are four
+ Fomn 1 Standard costs disclosure fom for Solkstors
 Fom 2 Standard costs disclosurs fom for barristers.

+ Fom 3 S1andan costs GISCIOSUE T 1o SOWCHOrS 1o
updats astimats

Fomn 4 Standard costs disclesure form lor barrsiess o
update astimate

disbursements, are $10,000 or lass

You may aisn cooss 1o use the foms 1o provids information
o your client if the estimated costs ang not fikely o be mora

b used Io provide cosis discl
wiional costs agraement

Description of the matter
Part 4.3 of he Lniform Lsw desis with legal costs. One
chen ract

R is impartant that both the client and the law pract
clonr about wh % soug)

The
‘cover aach of these araas

Wity the Shent has come 10 vou

You should inciude a summery of the instnuctions peov
e char. For example

= You have ssked us 1o prspars & wil sad power of &
for you.

You haw askod us 10 rearesant you in relatkn
uity plea for drink drnving.
*  You have asked us lor advice and representaii

mediation in relalion on the duision of your
ollawing your divorce.

= You have asked us 1o fewiew and sdvise you
pUrChase of a residentisl propety.

= You have asked us for advice Because yeur bul
ot completed the wark an your kilchen o an ar
standard and ts naw Gemandng full paymant fos i

It is hard to read with two columns on the

screen. See how that part with assumptions
drops off at the end and would continue at
the top. | would like to keep it together



Given the time scarcity of practitioners,

consideration should be given to:

. Directly integrating instructions into
the cost forms; and

2. Making the detail in the information
sheet audience-specific

— d'

Having information directly on the form with a few examples
would probably be better, even in textboxes that can be
deleted...

In this profession we really drown in documents, we’re just
dealing with so many documents, so the less documents the

better.
BARRISTER




Opportunities to maximise the effectiveness of the

information sheet

Suggested improvements to make information more accessible

=]

Practitioner
nuances

Consider a separate
form for Solicitors and
Barristers, or having a

button that can
toggle the information
between audiences

o
o

o

Readability

Formatting

Move from dense,
two-column layouts to
single-column formats

that are easier to

follow

Leverage tables, dot
points and an
index/table of

contents to support

efficient reading

Information Sheet

;_3:
—
—]—

Streamlining
access

Within the respective
forms, embed direct
links to the relevant

section of the
information sheet gain
efficiencies


https://natureresearch.sharepoint.com/sites/Sydney/Shared%20Documents/Clients/Legal%20Services%20Council/Jobs/8586%20Legal%20Services%20Council%20Form%20User%20Testing/3.%20Fieldwork/Depth%20interview%20Stim/Information%20sheet%20for%20legal%20practitioners.docx?web=1

Implications for LSC

Understanding what findings mean for the LSC’s
documents, and identifying opportunities to
increase usage




Nature:

Driving uptake requires
designing for how legal
practitioners work

Motivation will come from ease
and seeing the direct benefit
the form offers

Lawyers operate under
scarcity of time and high
cognitive load.

Status quo behaviour will
dominate unless a new tool
provides clear advantages
over existing habits.



Nature:

There are key opportunities for LSC to consider in
optimising the documents and driving uptake

Usability Integration

Increase flexibility while
maintaining risk protection Position the form as a Clarify the form’s role as a

customisable template for consistent tool for delivering
Make key functionalities visible, practitioners trust, protection, and clarity in
intuitive and easy to use the client-lawyer relationship
Enable integration with practice
Embed instructions and management systems Leverage law society and bar

guidance directly in the form association relationships to
Allow custom branding options amplify the form’s purpose and

Use clear, easy-to-follow communicate its value
formatting and layout Provide opportunities for LSC to
support bespoke versions

Provide examples demonstrating
how to complete the form
clearly, concisely, and with
minimal jargon




Nature:

Overall considerations




Nature:

Bringing these
learnings
together, we’ve
identified the
key

opportunities
for LSC moving
forward

&8 Consumers

Translate some of the acronyms & Provide more detail on fees & costs

Jalgor thatis currentlg unclear Offer a timeframe for when costs will be

Consider including a hover over, glossary of confirmed, provide more detail on why additional

terms or translating less common words or costs have been incurred, confirm frequency of
phrases into plain English. payment, how interest is to be paid and when

required to cover someone else’s fees.

;C%’T Legal practitioners

Improve flexibility to support Clarify purpose to help drive
real-world complexity behaviour change

Introduce greater ability to tailor and adapt Beyond form optimisation, LSC has an
content so forms remain fit for both opportunity to position the form as a trusted,
straightforward and complex matters without consistent tool that underpins protection and

undermining compliance. transparency in the client-lawyer relationship.



Nature:

nature.com.au

Sydney

Nature Sydney Pty Ltd
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North Sydney NSW 2060
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