
CIV/05: Engagement letter - Legal Help, legal aid application being made (non-means/non-merits) 
Dear [Client Name]
Re:  [Matter]
Thank you for instructing this firm to act on your behalf. This engagement letter and the accompanying Terms and Conditions of Business set out the basis on which we will carry out the work which you have instructed us to do.  Please read through them carefully.

Your instructions and objectives

[Dictate]
Our advice

[Dictate issues involved and the options available to the client, as appropriate]
Action to be taken
[Dictate action(s) to be taken by you and the client]
Timescales

[Dictate timescale for case to conclude – can be a range]
Funding your case

We are currently advising you under what is commonly known as the Legal Help Scheme. This entitles you to initial legal advice and assistance which will be paid for from the Legal Aid Fund. If there is any change in your financial circumstances you must notify the person who has care and conduct of your case, in order that they can decide if a reassessment of your means and eligibility for legal aid is required. 

It is important to tell you at the outset of the case that this scheme does not cover the costs of representing you in most court hearings and taking certain steps in legal proceedings. 

Application for Legal Representation 

The type of issues that we are dealing with on your case allow my firm to make an application what is termed “non-means non-merits tested” legal representation.  This means that you will never be required to make any contributions to the cost of running your case, nor do you risk the possibility of your legal aid being revoked and you becoming liable for the costs.  On this basis we will, in effect, be able to deal with your case for free with our costs being met by the Legal Aid Fund.
Please note that you must keep the Legal Aid Agency informed of any changes in your address.
Care and conduct

My name is [insert name] and I am [insert status].  I shall carry out most, if not all, of the work on your case personally. I am also required to inform you that my casework is supervised by [insert supervisor], who is a [insert status].  There may be occasions when I am not immediately available and, in these circumstances, please talk to my Secretary, [insert name], who is familiar with your case and will be able to assist you. 

Option 1

At [insert name of firm] we aim to provide the best possible service to our clients and, in order to do this, we need to know from you if you feel dissatisfied. If at any point you become unhappy with the service we provide to you, then please inform the person dealing with your matter so that we can do our best to resolve the problem for you. Most problems can be resolved in this way. Should you wish to make a formal complaint, our [Client Care Partner/Director, Name] is the person who normally deals with these matters. 

You can obtain a copy of our full complaints procedure by contacting our office. Alternatively, it can be obtained online at [insert link].
If we are unable to resolve your complaint, then you can have the complaint independently looked at by the Legal Ombudsman who is responsible for investigating complaints about service issues with law firms. 

The Legal Ombudsman expects complaints to be made to them within one year of the date of the act or omission about which you are concerned, or within one year of you realising there was a concern. You must also refer your concerns to the Legal Ombudsman within six months of our final response to you. Contact details for the 

Legal Ombudsman are as follows:

Address:
PO Box 6806, Wolverhampton WV1 9WJ 

Telephone:
0300 555 0333

Website: 
www.legalombudsman.org.uk)

Option 2

At [insert name of firm] we aim to provide the best possible service to our clients and, in order to do this, we need to know from you if you feel dissatisfied. If at any point you become unhappy with the service we provide to you, then please inform the person dealing with your matter so that we can do our best to resolve the problem for you. Most problems can be resolved in this way. Should you wish to make a formal complaint, our [Client Care Partner/Director, Name] is the person who normally deals with these matters.
Full details of our complaints procedure, including the role of the Legal Ombudsman, are set out in the attached Terms and Conditions of Business. Details are also available on our website at [insert link].
You also have a right to complain about or challenge your bill by applying for an assessment of the bill under Part III of the Solicitors Act 1974. The Legal Ombudsman may not consider a complaint about a bill, if you have applied to the court for assessment of that bill. 

Thank you for your instructions and I hope we can deal speedily and effectively with your case.

Yours sincerely
