· [bookmark: _GoBack]EMAIL

If you have email we may correspond with you using this system unless you instruct us that you do not wish us to do so.  Our emails are not encrypted and in deciding whether you wish us to communicate with you by email you should bear in mind that this is an insecure method of communication.  You agree that we will not have any liability to you
if properly addressed email is read by someone else.  We will charge for emails in the same way as we charge for letters.

· OUR FACILITY AND RESPONSIBILITIES

Clearly, you rightly expect us to provide a good facility and to complete the administration of the estate within a reasonable timescale and at a reasonable cost.

Naturally, we will try to deal with the matter expeditiously; to keep you regularly informed of progress; communicate with you in plain language; explain the legal work that may be required; advise you regularly of the costs/risk benefit of pursuing the matter and advise you of the likely timescale(s) involved.  We will also review the matter regularly and advise you of any changes in the law, circumstances or risk which could affect the outcome.

We do of course expect you to give us clear and prompt instructions.


· COMPLAINTS

We aim to offer all our clients the highest possible standard of facility and we are confident that we will do so in this case.  In the event that you have any concerns with the work being carried out on your behalf, please refer initial complaints to the fee earner who is handling the matter.  This can include a complaint about this firm's bill.  If you remain dissatisfied, please ask to speak to Valerie Ingram who is a partner in this firm and who will investigate the matter fully.

If you are not satisfied with our handling of your complaint you can ask the Legal Ombudsman to consider the complaint.  You will need to bring a complaint to the Legal Ombudsman within six months of receiving a final written response from us about your complaint.

We will endeavour to resolve complaints internally.

· MONEY LAUNDERING PROCEDURES

This firm operates the necessary procedures to guard against becoming unwittingly involved in money laundering.  One of the requirements of those procedures is that we obtain clear proof of your identity (including address).  These requirements apply even though we have acted for you before and are completely satisfied of your identity and address.

It is a further part of our money laundering procedures that we do not accept sums in cash exceeding £200.
· RETENTION OF YOUR FILE

We will normally keep your file for at least twelve years after the conclusion of the matter (a facility for which no charge is currently made) but we reserve the right to destroy it thereafter without reference to you.  You may, of course, obtain your file from us during business hours prior to its destruction within the stated period.

We reserve the right to make a charge for retrieving stored papers at your request (although we normally do not do so).

· EQUALITY AND DIVERSITY

This firm is committed to promoting equality and diversity in all of its dealings with clients, third parties and employees, and is required to produce a written equality and diversity policy.  Please contact us if you would like us to send you a copy of our equality and diversity policy.

· DATA PROTECTION

We will deal with your information in accordance with our legal obligations under the Data Protection Act 1998.


