
 

 

Headline Intentions for Civil Legal Advice services from 1 September 2025 

6 December 2024 

We intend to replace current contracts to provide specialist telephone advice 

delivered via the Civil Legal Advice telephone helpline.  A procurement process for 

the 2025 Civil Legal Advice Contract (“CLA Contract”) will open in January 2025 for 

Services to commence on 1 September 2025 in the following categories of law as 

part of the Legal Aid Agency’s (“LAA”) publicly funded Civil Legal Advice (“CLA”) 

service:- 

• Discrimination; and 

• Education; and 

• Housing and Debt 

 

The LAA’s intention is for contracts to commence from 1 June 2025, allowing a 

three-month mobilisation period before Services commence on 1 September 2025.  

Successful applicants in the Education category who wish, and are in a position, to 

start delivering services prior to the 1 September may be able to do so with the 

agreement of the LAA.  

All contracts will end on 31 August 2028 (subject to rights of early termination). 

Details of the procurement process are set out in the Procurement Process section 

of this document. 

Details of the changes we are making to the current CLA Contract are set out in the 

Outline of Services section of this document. 

 

Outline of Services 

Whilst we intend to largely replicate the current model for provision of specialist 

telephone advice, the CLA Contract will contain some key changes to ensure 

continued sustainability of the service. Those changes are set out below, alongside 

the key requirements organisations will be required to meet under the contract. 

Our intention is that key features of the CLA Contract will include the following 

provisions:  



Remuneration 

Payment for CLA contract work will continue to be through a mixture of 

Determination Fees (payable for carrying out an assessment for a user who turns out 

not to be eligible), Fixed Fees in Housing and Debt, and Hourly Rates in Education 

and Discrimination.  

The maximum amount that can be claimed for delivering CLA Contact work will 

however increase. As part of the tender process, organisations will submit a price for 

the different fees and rates, including a fee for completing Determinations, up to the 

maximum price cap set out for each. 

In Housing and Debt, an hourly Escape Fee will be introduced for all cases that are 

600 minutes and over. This will be paid at 50% of the Lower Fixed Fee. 

Office requirements  

There will no longer be a requirement for CLA providers to deliver the CLA Service 

from an office. 

Organisations who also hold a 2024 Standard Civil Contract will continue to need to 

meet the office requirements under that contract. 

Service hours 

Service hours in each category of law will be between 9am and 6pm Monday to 

Friday (excluding bank/and or public holidays). Providers will be required to pick up 

calls from the CLA Operator Service and be available to undertake other contract 

work during these hours.  

The CLA Operator Service will continue to operate between 9am and 8pm Monday to 
Friday (excluding bank and/or public holidays) and on Saturday mornings between 
9am and 12.30pm. Where prospective Clients call the CLA Operator Service within 
these hours but outside the service hours of the CLA Providers, the CLA Operator 
Service will refer the case to a CLA Provider on the next business day. 
 

Quality requirements 

To encourage the recruitment and retention of supervisors, we are reducing the case 
involvement hours required to become a supervisor and increasing the flexibility in 

the way that supervision is arranged. 

Organisations will no longer be required to have a specific supervisor to caseworker 

ratio in place, and supervisors will be able to supervise more than one category of 

law, subject to meeting the supervisor requirements in each category. Additionally, 

the case experience required by supervisors will be revised. 

 

 

 



Contracts and case allocation 

We are looking to award:- 

- up to 4 contracts in the Discrimination category of law; and 

- up to 3 contracts in the Housing and Debt category of law; and 

- up to 5 contracts in the Education category of law 

 

In the Discrimination and Housing and Debt categories of law, successful bidders will 

be allocated an equal proportion of contract work.  

Lots will apply in the Education category, with each lot worth 20% of the contract 

work. Organisations can bid for a minimum of one lot and may bid for up to two 

additional lots i.e. a maximum of 60% of the total volume of work.   

Organisations who would like to deliver less than 20% of the total volume of work 

can submit a variant bid in the Education category. Variant bids will only be 

considered where we have been unable to allocate 100% of the work to 

organisations who have tendered in lots.  

 

Minimum requirements  

The changes to the contract in relation to quality requirements and office 

requirements outlined above are reflected in the changes to the minimum 

requirements. 

Organisations will be required to:- 

- Employ a Supervisor that meets the relevant category supervisor standard in 

each category of law  

- Have a business address to which correspondence can be received. 

- Have telephony and IT infrastructure in place and operational which meets the 

CLA contract requirements.  

- Hold Cyber essentials certification, a government-backed scheme to help 

organisations protect themselves against the most common cyber-attacks 

(About Cyber Essentials - NCSC.GOV.UK). Providers will be required to hold 

Cyber Essentials under this contract. The LAA recommend accreditation to 

Cyber Essentials Plus. 

- Hold a relevant Quality Standard 

- Have appropriate authorisation from a Relevant Professional Body to deliver 

legal services. 

Further information on these requirements will be set out in the contract documents. 

 

 

 

https://www.ncsc.gov.uk/cyberessentials/overview


 

Procurement Process 

The procurement process will follow a similar format to that used in previous tenders 

and include an element of price competition.  

All applicants will be required to complete a response to a Selection Questionnaire 

(SQ) which tests an organisation’s suitability to contract with us. Beyond this, 

applicants will be required to submit an Invitation to Tender (ITT) response for each 

category of law they wish to deliver.   

During the ITT stage we plan to consider quality in the first instance. Quality criteria 

will be focused on telephone advice, as well as subject matter expertise.  

Organisations will need to meet an overall quality threshold and achieve minimum 

scores for specific quality award criteria. Full details will be set out in the ITT 

document. Where more organisations meet the minimum quality thresholds in any 

category than there are contracts available, Organisations’ price submissions will be 

considered.  

 

Proposed timetable 

We anticipate that the activity relating to the procurement process will broadly follow 

the timetable set out below, however, a final timetable will be published in the ITT 

document. 

Procurement opportunity opens January 2025 

Procurement opportunity closes March 2025 

Notification of outcomes May 2025 

Contract start date and start of mobilisation 

period 

June 2025 

Service commences (or sooner in Education by 

agreement of the provider and the LAA) 

1 September 2025 

 

 


