
 

 

 
 

 

TERMS OF BUSINESS 
 

1. People responsible for your work 
 
The person who will be mainly responsible for this matter will be listed in the Client Care 
Letter to you under the heading Contact. You will also note that other people such as 
assistants or locums will or may become involved from time to time in the work on your 
file. 
 
2. Charges and expenses 
 
Our charges are dealt with on a case-by-case basis, you will find details of these charges 
under the heading “charges” within the Client Care Letter. In some cases they are charged 
on a fixed fee, such as in residential conveyancing but in many cases they are charged 
on a time spent basis. 
 
In the event of our charges being on a time spent basis, it is then charged on the time we 
spend in dealing with a case.  Time spent on your affairs will include meetings with you 
and perhaps others; any time spent travelling; considering, preparing, and working on 
papers; correspondence including emails and text messages; and making and receiving 
telephone calls. 
 
We will charge an hourly rate as detailed in the Client Care Letter to you and the “Standard 
Time Rates” Sheet per hour for each hour engaged on your matter from now until the 
review date on 01 February each year. 
 
Routine letters/emails that we write, and routine telephone calls that we make and receive 
will be charged as units of 1/10th of an hour.  Routine letters/emails received will be 
charged as units of 1/20th of an hour.  Other letters and calls will be charged on a time 
basis. Text messages are counted as correspondence in the same way as emails.  
 
On the following 01 February we will review the hourly rate to take account of changes in 
our overhead costs and notify you in writing of any increased rate. 
 
In addition to the time spent, we may take into account a number of factors which include 
the complexity of the issues, the speed at which action must be taken, the expertise or 



 

 

specialist knowledge which the case requires and, if appropriate, the value of the property 
or subject matter involved.  On the basis of the information currently available, we expect 
these factors to be adequately covered by the hourly rates set out above.  The rates may 
be higher if, for example, the matter becomes more complex than expected; we will notify 
you of this. 
 
If you have a query about the level of any revised rates notified to you, please contact the 
case handler as detailed on the Client Care Letter straight away. 
 
There may be certain other expenses, including payments we make on your behalf, such 
as court fees, fees for medical reports and barrister’s fees, known as ‘disbursements’ 
which you will have to pay.  VAT is payable on certain expenses. We will have to have 
funds on account before we are able to incur these expenses. 
 
We will inform you if any unforeseen additional work becomes necessary (for example, 
due to unexpected difficulties or if your requirements or the circumstances significantly 
change during the course of the matter).  We will also inform you of its estimated cost in 
writing before any extra charges and expenses are incurred. 
 
You may set a limit on the charges and expenses to be incurred.  This means that you 
must pay those incurred up to the agreed limit without our needing to refer back to you.  
We will inform you as soon as it appears that the limit may be exceeded and will not 
exceed the limit without first informing you. 
 
If for any reason this matter does not proceed to completion, we will charge you for work 
done and expenses incurred. 
 
If any monies are received on account for any purpose Serjeant & Son can use these 
funds to offset against any outstanding fees across any matters we have with you. 
 
Please be aware that due to anti-money laundering regulations we can only ever accept 

payment by cash from our clients to a maximum of £250 – this is per client and not per 

transaction or matter. 

We are required to undertake an electronic AML/due diligence client search.  We need to 

advise you that the cost of each search will be in the region of £5.25 to £15.00 plus VAT. 

3. Billing arrangements 
 
We will send you an interim bill for our charges and expenses at regular intervals while 
the work is in progress.  This enables you to budget as the matter progresses.  We will 
send a final bill after completion of the work. 
 
Payment is due to us within 7 days of our sending you a final bill.  We will charge you 
interest on the bill at 8% per year, from the date on which payment of our bill is due if you 
do not pay our bill within this time.  Interest will be charged on a daily basis. 



 

 

 
If we hold money on account or receive any money on your behalf we may settle our bill 
using these funds without further reference to you. 
 
4. Other party’s charges and expenses 
 
It is important that you understand that you will be responsible for paying our bill. We will 
discuss with you whether your charges and expenses might be paid by another person.  
Even if you are successful or there is an undertaking to pay our costs, the other party may 
not pay all our charges and expenses or these may not be recovered from them in full; if 
this happens, you will have to pay the balance of our charges and expenses.  If the other 
party is legally aided, you may not get back any of our charges and expenses, even if you 
win the case.  If you are successful and the court orders the other party to pay some or 
all of your charges and expenses, interest can be claimed on them from the other party 
from the date of the court order.  We will account to you for such interest to the extent 
that you have paid our charges or expenses on account, but we are entitled to the rest of 
that interest. 
 
You will also be responsible for paying the charges and expenses of seeking to recover 
any charges and expenses that the court orders the other party to pay. 
 
In some circumstances, the court may order you to pay the other party’s legal charges 
and expenses; for example, if you lose the case.  The money would be payable in addition 
to our charges and expenses.  We will discuss with you whether our charges and 
expenses and your liability for another party’s charges and expenses may be covered by 
insurance, and, if not, whether it would be advisable for you to have insurance to meet 
the other party’s charges and expenses. 
 
5. Interest 

 
We are required to set out our policy with regard to the payment of interest on money held 
in our Client Account.  Please note that any interest accrued is currently not paid to clients 
in accordance with the Accounts Rules due to the management and administrative costs 
involved in doing so. We will review this regularly.  
 
6. Authority 
 
Whilst we owe you a duty of confidentiality, in the course of a matter, it may be necessary 
to disclose the status of the matter to other parties relating to this matter including 
Solicitors, Court officers, HMRC, Surveyors, Estate Agents, Financial Advisers and 
Lenders.  Here again, disclosure of such information would not cause any concern for 
most clients, but we need to be sure that you understand this.  We will, therefore, assume, 
unless you indicate otherwise that consent to such disclosure will extend to all such 
matters arising out of a matter.  On request, your fee earner will be happy to explain this 
matter further and in the absence of your notifying your disagreement, we shall assume 



 

 

that on you signing and returning the copy of the Client Care Letter by way of 
acknowledgement of receipt, you agree to such disclosure. 
 
Please note that the confidentiality of a matter is subject to the duties imposed upon 
Serjeant & Son by law. 
 
7. Communication between you and us 
 
We are confident of providing a high-quality service in all respects.  If, however, you have 
any queries or concerns about our work for you, please raise them in the first instance 
with Wanda Szczygiel.  If that does not resolve the problem to your satisfaction or you 
would prefer not to speak to Wanda Szczygiel then please contact the Practice Manager, 
Sue Saunders. 
 
All solicitors must attempt to resolve problems that may arise with their services.  It is 
therefore important that you immediately raise any concerns you may have with us.  We 
value you and would not wish to think you have reason to be unhappy with us. 
 
8. Complaints  

 
Serjeant & Son is committed to high quality legal advice and client care.  If you are unhappy 
about any aspect of the service you have received or about the bill, you should refer your 
complaint to the fee  earner dealing with your case and in the event that you are not satisfied 
with their response you may then refer the matter to the firm’s Complaints Handling Partner 
who is Wanda Szczygiel but if she should happen to be the fee earner in question you may 
refer it to  the Practice Manager, Sue Saunders by telephoning (01487) 812325 or e-mailing 
legal@serjeantandson.co.uk or by posting your letter of complaint to our head office at 3-5 
Great Whyte, Ramsey, Huntingdon, Cambs, PE26 1HE.  We have a procedure in place 
which details how we handle complaints which is available on request. 
 
If you are not satisfied with our handling of your complaint you can ask the Legal 
Ombudsman to consider the complaint by writing to P O Box 6167, Slough, SL1 0EH or 
telephoning 0300 555 0333 or sending an e-mail to enquiries@legalombudsman.org.uk.  
Normally, you will need to bring a complaint to the Legal Ombudsman within 1 year from the 
act or omission of which you complain or within 1 year from when you should reasonably 
have known there was cause for a complaint, and the problem or when you found out about 
it and you are referring the complaint within 6 months of our final response to you under 
our Complaints Handling Procedure.  Further details may be obtained by referring to 
www.legalombudsman.org.uk. 
 
You may also have a right to complain about our bill of costs by applying to the Court for an 
assessment of the bill under Part 3 of the Solicitors Act 1974. 
 
Serjeant & Son has compulsory Professional Indemnity Insurance cover and details of 
this cover are available at our office on request.                                                                            
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9. Termination 
 
You may terminate your instructions to us in writing at any time, but we will be entitled to 
keep all your papers and documents while there is money owing to us for our charges 
and expenses. 
 
In some circumstances, you may consider we ought to stop acting for you, for example, 
if you cannot give clear or proper instructions on how we are to proceed, or if it is clear 
that you have lost confidence in how we are carrying out your work. 
 
We may decide to discontinue to act for you, for example, if you do not pay an interim bill, 
are unable to give us authority or comply with a request for payment on account of 
Serjeant & Sons costs and disbursements, but we will tell you the reason and give you 
reasonable notice in writing so that you may have an opportunity to arrange separate 
representation and advice. Legal professionals in the UK must verify who their client is 
when providing certain services. If they are suspicious of the underlying transaction, they 
have a duty to report this to the National Crime Agency. A legal professional may also 
need to establish the source of funds and source of wealth of a client. Prior knowledge 
that a legal professional may have of their client may not always be relied upon for these 
purposes and verification of these details must be established. Failing to comply with 
these requirements may have serious consequences, such as a fine or imprisonment, for 
the legal professional. Therefore, if we are unable to complete our compliance 
requirements, we may have to discontinue acting. We may not always be able to discuss 
in detail with you our reasons why you have not met these requirements.  
 
If you or we decide that we will no longer act for you, you will pay our charges on a time 
spent basis and expenses as set out earlier. 
 
Once closed your file will be stored electronically for an indefinite period of time.  If you 

instruct us to access the file we may charge for the time spent on recovering the stored 

information and the reading of correspondence or other documentation in connection with 

your request for information. 

10.   Financial Services 
 
This firm is not authorised by the Financial Conduct Authority (FCA).  However, we are 
included on the Register maintained by the FCA so that we can carry on insurance 
mediation activity, which is broadly the advising on, selling and administration of 
insurance contracts.  This part of our business, including arrangements for complaints or 
redress if something goes wrong is regulated by the Solicitors Regulation Authority.  The 
Register can be accessed via the FCA website at www.fca.gov.uk/register. 
 
The Law Society is a designated professional body for the purposes of the Financial 
Services and Markets Act 2000, but responsibility for regulation and complaints handling 
has been separated from the Law Society’s representative function.  The Solicitors 
Regulation Authority is the independent regulatory body of the Law Society. 

http://www.fsa.gov.uk/register


 

 

 
Sometimes conveyancing/family/probate/company work involves investments.  We are 
not authorised by the FCA and so may refer you to someone who is authorised to provide 
any necessary advice.  However, we can provide certain limited services in relation to 
investments, provided they are closely linked with the legal services we are providing to 
you, as we are regulated by the Solicitors Regulation Authority. 
 
 
 
11. Quality Standards  
 
The firm is registered under the Lexcel Quality Standard of the Law Society.  As a result 
of this we are or may become subject to periodic checks by outside assessors.  This could 
mean that your file is selected for checking, in which case we would need your consent 
for inspection to occur.  All inspections are, of course, conducted in confidence. If you 
prefer to withhold consent, work on your file will not be affected in any way.  Since very 
few of our clients do object to this we propose to assume that we do have your consent 
unless you notify us to the contrary.  We will also assume, unless you indicate otherwise 
that consent on this occasion will extend to all future matters which we conduct on your 
behalf.  Please refer to the fee earner with conduct of this matter mentioned in this letter 
if you need us to explain this matter further or if you would like us to mark your file as not 
to be inspected.  If you would prefer to withhold consent please notify us or put a line 
through this section in the copy letter which we may have asked you to return to us. 
 
You should also be aware that this firm is an Accredited Member of the Law Society’s 
Conveyancing Quality Scheme (Scheme No CQS02278) and similar requirements apply 
where outside assessors will need to check files for the maintenance of the standard.  
Again, we will assume, unless you indicate otherwise, that you will not object to the 
production of your file to an assessor appointed by the Law Society if they require 
production of your file for the purpose of audit of the Quality Mark. 
 
The Contracts (Rights of Third Parties) Act 1999 shall not apply to the transaction(s) we 

conduct for you. 

12. Agreement 
 
Unless otherwise agreed, these terms of business apply to any future instructions you 
give us. 
 
Your continuing instructions in this matter will amount to your acceptance of these terms 
and conditions of business.  Even so, we ask you please sign and date the accompanying 
Client Care Letter and return it to us immediately. We can then be confident that you 
understand the basis on which we will act for you. 
 
This is an important document, please keep it in a safe place for future reference. 
 



 

 

At Serjeant & Son, we aim to provide you with a friendly and efficient service, and to handle 

all our correspondence and telephone queries with you as efficiently and sympathetically as 

we can. If you ever have any queries about the service we offer, or if you have a suggestion 

as to how we may improve our client service, please write to Wanda Szczygiel our Managing 

Partner. 
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