
CIV/08: Engagement letter – private client 
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]
Money Laundering Regulations [optional]

[Set out any additional arrangements for obtaining proof of client identity, if this is firm’s policy]
Costs Information
[Set out fixed fee arrangement, including the work covered by the fixed fee]

[OR]

Our charges are calculated mainly with reference to the amount of time we spend on a case. This includes charges for time spent with you taking instructions and working on your file and when representing you in court. We also cost the time working on a file by reference to the number of letters and telephone calls we have dealt with. We will require payment in advance for disbursements (money paid out to us on your behalf such as Court Fees and our costs).

Routine letters are charged at 6 minute units of time and we charge for the time spent on making and taking telephone calls in 6 minute units and considering incoming letters at units of 3 minutes per page. Lengthy telephone calls and letters will be charged on a time spent basis.
The current hourly rates are set out below.  We will add VAT to these at the rate that applies when the work is done.  At present, VAT is 20%.

[Partners and Consultants
£ per hour]
[Solicitors
£ per hour]
[Trainee Solicitors
£ per hour]
[Paralegals 
£ per hour]
It is difficult at this stage to give you a detailed estimate of your costs but on the basis of the information which I have to date I would estimate that your costs will be in the region of between [£estimate] plus VAT and disbursements of [£estimate].  If it becomes necessary to instruct a barrister or other expert in your case you will be advised of the fact and their likely fees.  

The hourly rates are reviewed annually to reflect increases in overheads and inflation.  Normally the rates are reviewed with effect from [date] each year.  If a review is carried out before this matter has been concluded, we will inform you of any variation in the rate before it takes effect.

In addition to the time spent, we may take into account a number of factors including any need to carry out work outside our normal office hours, the complexity of the issues, the speed at which action has to be taken and any particularly specialist expertise the case may demand.
Solicitors have to pay out various other expenses on behalf of clients, including for example Court fees, Expert fees and so on.  We have no obligation to make such payments unless you have provided us with funds for that purpose.  VAT may be payable on certain expenses.  We refer to such payments generally as “disbursements”.
[Payment Arrangements]
[Set out payment arrangements, if relevant]
If fees are due on your account or you have limited funds in your account, it will be necessary to request that you make a payment into your account.  If in the unlikely event that such requests are not met with prompt payment, delay in the progress of the case may result.  In the unlikely event of any bill or request for payment not being met, the firm reserves the right to stop acting for you further.

If monies are owed on your account, payment is due to us within [28 days] of us sending you a bill.  Interest will be charged on a daily basis [8%] from the date of the bill in cases where payment is not made within [28 days] of delivery by us of the bill.
Costs liability

Please note that if you take proceedings against another party, and are successful, it may be that you will be entitled to payment of your costs by your opponent.  However your opponent may not be ordered to pay the full amount of your costs.  Further they may not be capable of paying what they have been ordered by the Court to pay.  If your opponent is legally aided, it is unlikely that you will recover your costs. If you lose your case, it is probable that you will have to pay your opponent’s costs as well as your own.  
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
