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	[BUSINESS NAME / LOGO]

	E
	EXAMPLE CLIENT LETTER OF ENGAGEMENT




	Explanatory Note

	This template must be tailored to suit individual circumstances. Businesses might also find it useful to have one client care letter for each work-type / client type. 

Letterhead and/or footer to include:
· The name of your business.
· Your legal status and registration number (if a Limited Company or an LLP, inc. etc)
· Confirmation of your Regulator along with any identifier number
· Other registrations, affiliations, memberships as appropriate
· VAT number if VAT registered <or equivalent>
· Details of Partners/Members/Directors (or link to website if too many - as local regulation allows)
· Content of website and emails must also comply with any relevant publicity regulations/legislation.




	Doc Title:
	Letter of Engagement

	Issue date:
	[revise]

	Version:
	[revise]

	Associated documentation:
	Terms of Business 

	Appendices:
	None

	Review and consultation process:
	Annual review from issue date [NB significant changes to the law or the firm may necessitate earlier changes.]

	Responsibility for Implementation & Training:
	[name/position]



	List of QBE amendments

	Date:
	Author:
	Description:

	May 2020
	
	First issue

	July 2024
	
	Significant changes to:
· Our client paragraph inserted
· Responsibility of your work inserted 
· Confirmation of instruction paragraph revised to include scope of work
· Costs, funding and other financial matters revised
· Limitation of liability paragraph inserted 
· Data protection paragraph inserted 

	January 2026
	
	Significant changes made to the paragraphs listed below:
· Confirmation of instruction and scope of work paragraph revised
· Fees paragraph revised
· Identity checks paragraph to include a section on source of funds 









Dear [Name when you are acting for more than one client, all clients should receive a client care letter. A couple should receive one letter addressed to both of them]

[Insert subject heading/matter description]
[Insert reference number] 

Thank you for your instructions in relation to [insert specific details, needs and objectives]. This letter sets out the terms on which we re instructed to act on your behalf regarding this matter. If you require information in a larger font size, please let me know.

I would be pleased to accept instructions from you on the terms set out in this letter and the attached Terms of Business. It is important that you understand my full terms as they will form a contract between us so you should read it carefully and contact me if you do not understand any aspect. 

We will be acting for [insert list of clients]. We do not act for anyone other than our named clients, and we do not accept duties to anyone else in respect of our work. (Also, there may be serious consequences if you share any advice that we give you to because it can lose its legally privileged status; please do not do so without speaking to us.) Where our named client is a company, we do not act for or accept duties to any other group company, and we do not act for or owe duties to any officer, director or employee of an entity or business unless he or she is our named client. Solicitors, do however, owe duties to the Court and other authorities which may on occasion override their duties to their clients. 

We understand our principal point of contact will be [insert name], whom you authorise to instruct us on your behalf.

Responsibility for your work

I shall be the person with responsibility for your [work/case]. I am a [insert role and status] and shall be assisted by [name/s & statuses]. My work is supervised by [insert name] who is a [insert role/position] My secretary is [name] who will have access to your file and may be able to answer some of your queries.

You can contact me as follows:
Email: 		[insert email address]
Telephone: 	[insert telephone number]

It may be necessary to involve other lawyers to ensure that the work is adequately resourced. We will always try to discuss this with you in advance, but occasionally it may be necessary to introduce other lawyers without consulting you with a view to ensuring that urgent deadlines are met or absences by team members are adequately covered. We may also assign tasks to more junior colleagues where it is cost-effective to do so.

Confirmation of instructions and scope of work

[Confirm details regarding discussions face-to-face or by telephone about:

· background, problems, issues.
· advice given, options discussed, that chosen with clear objectives and any associated risks.

Provide a detailed, bullet list scope of service to be provided / action to be taken by the business (overall and specifically the next steps that will be taken), and, as importantly, a clear list of what you will NOT be doing, e.g., that you will not be providing tax advice/what will be done on payment of an additional fee.

Confirm any regarding limitations to the service (as specified by the client themselves in terms of scope or funding, or as restricted by another stakeholder, external factors, standards, or regulations etc.)


[Conflicts of interest

 In limited circumstances, e.g., where separate fee earners are acting for seller and buyer, and you have concluded that you may do so, you should explain this to the client and set out the potential consequences for the client.]

Limitation of liability:
Clause [insert clause] of our Terms of Business contains important restrictions on our liability to you, which we ask you to review carefully. [does anything need flagging specifically?]
[If litigated
Costs of litigation and other proceedings
You should be aware that in court, arbitral or tribunal proceedings:
(a) You will be liable for the payment of our charges whether or not any costs orders are made in your favour against an opponent in the proceedings.
(b) If you win the proceedings, your opponent may not be ordered to pay, or may not be capable of paying, costs in an amount equivalent to our total charges.
(c) The court or tribunal may put an advance budget or cap on the costs you can recover if successful, which may be less than our eventual actual charges.
(d) You may in any event be ordered to pay a proportion of your opponent's costs in addition to our own charges.
(e) If your opponent obtains public funding (legal aid), you may not recover any of your costs even if you are successful.
(f) In arbitral or tribunal proceedings you may have to bear some or all of the fees and expenses (including room hire) incurred by the arbitral panel or tribunal.
You may have insurance which will contribute towards costs and other liabilities you may incur in the course of proceedings. If you would like us to consider whether cover may be available under any motor, household, or standalone legal expense insurance policies, or as a benefit of a credit card or banking arrangement, please provide me with details. It is also possible to arrange "After the Event" (ATE) insurance to provide protection against exposure to an opponent's costs and to expenses you incur (but not our own fees). Non-insurance funding options may also be available, including conditional funding agreements and damages-based agreements and also third-party funding. If you would like to know more about any of these options, please let me know.
Documents relating to matters in question in court and other proceedings.
If you are a party in court, arbitral or tribunal proceedings you will normally be required to produce all the documents available to you which might advance or damage your own case or that of another party. It is therefore essential that you do not arrange or permit the alteration or destruction of any documents that may be relevant to the dispute: arrangements must be made to ensure that they are secured and preserved so that disclosure can be given in due course. This includes documents held in any form, including electronically, such as emails, word processed documents and databases, and arrangements should therefore be made to ensure that such documents are not deleted from computers, servers and other electronic devices and storage media. The duty to preserve documents continues until the proceedings are concluded.]

Our Fees

As discussed, our fee for this matter will be [insert amount and/or if fixed fee], or [based on the time we expend on your behalf, the rates of which are as follows:

Partner: 				[insert rate] per hour                    
Associate: 				[insert rate] per hour                    		 
Assistant [Solicitor/Legal Executive]:	[insert rate] per hour                    		 
Trainee Solicitor:			[insert rate] per hour                    
Paralegal:				[insert rate] per hour                    
etc ….

It is impossible to predict the costs accurately at this stage as there are so many variables, but I would expect the eventual figure is likely to be in the region of [amount or between amount and amount]. 

[Our terms of business and hourly charging rates are reviewed annually; however, the rates quoted at the date of your acceptance of the terms will apply until this matter is completed. New matters which you instruct us on may be subject to different hourly rates.

or,    

If policy is to increase rates annually regardless of matter status, then advise this but new rates must be advised in advance of work being conducted under those new rates.]

As discussed, I will keep you appraised of how costs are accumulating, and we agreed that I would provide you with a written update [e.g. every x months/on date/or as agreed] or you have advised that you do not require any cost update [or until [value or stage] is reached].

We will deliver interim bills on a [weekly/monthly/quarterly] basis unless activity on the case justifies billing at more or less frequent intervals. We ask that you pay bills within [one month] of receipt. We therefore ask that you raise any questions about bills with us promptly. If payment is not made when due, we reserve the right to suspend activity on the file and to charge interest on the balance outstanding.

Clause [insert clause] of our Terms of Business contains further information about billing.

Necessary Expenses: To progress this matter, we will need to incur some other costs directly on your behalf (known as ‘disbursements’). We expect these to be as follows:

Description		Cost
Itemised list		<x for each> (direct cost to the firm)
       :			   :
      :			  :
We will inform you in writing in advance of any additional such disbursements that require to be incurred, insofar as possible to do so.

VAT: Value added tax, at the prevailing rate, will also be added to each fee-note.

The total cost is therefore likely to be:

Fees:			<x>
Disbursements:		<y>
VAT:			<z>	
Total:			<T>	


[It may not be a regulatory requirement to provide this breakdown in some jurisdictions but to be transparent, all available information on costs should be provided, and where a total cost estimate is not given, a ceiling figure and/or review date should be offered. The review date should be diarised to ensure that the review takes place.

As appropriate, include details regarding:  
· Other sources of funding discussed - public funding, unions, legal expenses insurance etc. and outcome / action as a result.
· Any cost-benefit considerations of pursuing the matter.
· Potential to have costs of opponent awarded against and liability for own costs including insurance cover - existing or specially purchased – see above.
· Any commission or referral fee / benefit received, amounts involved, and what has been agreed about either retention by the firm or allocation to client or fee offsetting.
· If CFA, further details on client liability for costs, assessment of any such costs and any fee-sharing arrangement, e.g., if costs awarded may be paid to charity (or under separate cover.) NB CFAs are still subject to statutory requirements to which all agreements must conform.
· If publicly funded, terms, conditions and risks associated with this (or under separate cover).]

To meet any initial expenditure, you have agreed to provide [insert amount] on account of costs and I look forward to receiving this from you. [No further charges will be made until the matter is concluded] or explain when further payment is likely to fall due and to whom. 

Means of payment

We expect to be paid by cheque, [bank card or credit card], or direct transfer. It is not our usual policy to accept cash (please see our terms of business), but in unusual circumstances, we may consider a waiver to this policy. In addition, we do not accept or provide bank details by email due to increasing levels of fraud perpetrated through this medium [please see our Terms of Business and email warnings* for further details]. 

A sample wording for email footers is provided at the end of this sample letter.

Timescales and critical dates

It is difficult to be precise about the time scale for this type of work due to the number of variables involved. However, based on experience, typically these types of [cases/transactions] can take anywhere between [insert weeks/months] and [insert weeks/months].

or

As agreed, this work will be completed by [insert date].

The following critical dates are appropriate in this case:

Description:		Date:			Reasons/Implications:
[list as appropriate]	[list as appropriate]	[list as appropriate]

or

There are no critical dates appropriate at present, but I will keep you informed as matters develop.






Service Standards and Client Care

We have processes in place for reviewing files regularly so please rest assured that your matter will be progressed efficiently. However, due to other parties’ involvement, we do not always have full control over how swiftly matters proceed. We have agreed that I will contact you when [legal stage is reached / cost limit is approaching / on all significant developments etc - as agreed with client having explained costs implications].

We are happy to receive queries by [telephone, e-mail, fax, or letter]. I can best be reached by telephone [detail when, plus add any emergency service number offered]. If I am unavailable to take a call, I will attempt to return it the same day but if that is not possible, then within [1 working day]. Written correspondence [which includes letters, e-mails, and faxes] will generally be replied to within [3 working days] unless further investigation and/or inability to contact others prevents this. If your correspondence is marked urgent or a specific reply date is requested, we will of course take note of this and prioritise it accordingly. Unless you have indicated to the contrary, I may contact you by [letter, e-mail, fax, or telephone as discussed]. 

Our normal office hours are [details], although occasionally, appointments may be made outside those hours as circumstances dictate. We regret that it is generally not possible to see people arriving without appointments so please contact my secretary should you wish to see me in person and an appointment will be made at a date and time convenient to you.

We will keep you informed of any change in the law that affects your matter and advise of any circumstances and/or risks of which we become aware or consider to be reasonably foreseeable that could affect the outcome of your matter.
Data Protection
As a regulated law firm, we are a controller of the personal information we process in connection with our engagement under this letter.
In our capacity as a controller, we are responsible for ensuring that we process personal information in accordance with relevant data protection laws. As a result, we take our data protection responsibilities very seriously and we are committed to processing personal information in accordance with all relevant data protection laws.
Please see Clause [insert clause] of our Terms of Business for further essential information about data protection and our [Privacy Notice/name of relevant document] [insert link/which accompanies this letter].
Your Responsibilities

The steps which I need you to take [and/or documentation which I will require] to progress matters further:

Action:			Date:			Reasons/Implications:
[list as appropriate]	[list as appropriate]	[list as appropriate]

Thereafter we expect to receive clear, timely and accurate instructions, and to be provided with documents and information promptly upon request. [In litigation matters, we also need you to safeguard any documents which are likely to be required for discovery].




Please also review the enclosed Terms of Business [and return one signed copy to me by way of acceptance]. It is important that you read the Terms of Business document carefully as they contains information about our responsibilities and liability to you as well as your responsibilities to us. This includes information about:

· [cooling off rights (clause [number]) [If applicable, add a notice of cancellation to the attachments and include extra paragraph below], 
· fees (clauses [numbers]), 
· client money and fraud prevention (clauses [numbers]), 
· complaints procedures (clause [number]), 
· professional indemnity insurance and limitation of liability (clause [number]), and 
· termination of contract (clause [number])]

[In addition, given that this is a consumer contract to which cooling off rights apply, we attach a notice of your right to cancel, and a form of cancellation notice for you to use should you wish as per clause 3 of the enclosed Terms of Business. If you require us to start our work before waiting for the cooling off period to expire, please confirm this in writing to us immediately if you have not already done so.] 

Identity Checks and source of funds

I am required by law to conduct identification checks on clients (and occasionally other parties) even where they are known personally to us or have had dealings with us in the past. This is to reduce the likelihood of identity fraud, money laundering and breaches of sanctions legislation by obtaining essential documents and evidence of bank details in person and in advance (where possible). [May I therefore ask you to provide us with the following:

[List identification documents required as appropriate to risk assessment of client and instructions.]

In all cases, please bring the originals to the office and we will take photocopies for our files. We advise against sending valuable documents such as passports, identity cards and driving licenses through the post.]

[OR if relying on electronic verification, advise on the process, i.e., whether the client will receive a link or has to bring in identification documents which the firm uses to conduct the electronic verification and set out the documentation required.]

If you cannot provide us with the specific identification requested, please contact us as soon as possible to discuss other ways to verify your identity. We may ask you to update these records from time to time.

[As your matter involves a transaction, we are also required to understand the source of the funds for the transaction. [I enclose a form for you to complete that explains how your transaction will be funded. The form lists the evidence that I will require.] [I will be in contact with you to obtain information regarding how your transaction will be funded.] Please note that I may have to request additional documentation.

Concerns and Complaints

Should you have cause for complaint, please raise your concerns directly with the person dealing with your matter or their manager in the first instance. This can be done by email, post, over the phone or in person.

If you are not satisfied with their response or feel that the matter is too serious to be dealt with informally, then you should write or speak to their supervisor or our [Complaints Manager/Partner]. Please provide us with as much detail as possible regarding your complaint, preferably in writing. This will make it easier for us to investigate thoroughly and address your concerns meaningfully. It also means there is less room for misunderstandings. 

The timescales for dealing with your complaint will vary depending on the complexity of the matter. The timescales stated below show our target length of time you will be expected to wait for a response.

· Acknowledgement of written complaints 

We will send you a letter or email acknowledging your complaint. This will also confirm the name of the person responsible for handling the complaint. We aim to acknowledge complaints within [XX] working days of receipt. 

· [bookmark: _Hlk172124706]Response usually within 8 weeks of making the complaint.

A full reply will be sent as soon as the matter has been investigated and our proposals for dealing with your concerns have been agreed upon. We will always endeavour to provide a full response within 8 weeks of making the complaint.
	   
If we are unable to resolve your complaint to your satisfaction, you have the right to complain to the Legal Ombudsman, an independent and impartial body. You must do so within 6 months of our final letter to you, which we will always make clear when sending our final letter. The Ombudsman’s contact details are:

· Address:	Legal Ombudsman, PO Box 6167, Slough, SL1 0EH
· Web: 		www.legalombudsman.org.uk
· Email:		enquiries@legalombudsman.org.uk
· Telephone:	0300 555 0333

Insurance

We have professional indemnity insurance to cover any claim brought by you in the unlikely event that we breach our duty of care to you.

In the event of a conflict between the Terms of Business and what is set out in this letter, this letter will prevail. The Terms of Business, as updated from time to time, will apply to any future matter on which you instruct us.

Your continuing instructions in this matter will amount to an acceptance of this letter and our Terms of Business in any case. We will confirm any further responsibility or action you are required to take as the matter progresses. 

Should you have any queries, please do not hesitate to contact me. 

Yours sincerely,


[Name of Adviser]
[As well as the name of your business]

[Include signing provisions if your practice is for the client to sign the engagement letter.]

*Suggested Wording to add to email footer:

[To reduce the likelihood of fraud, it is our policy not to accept bank details by email, nor will we provide ours to anyone by this method. You should not trust any email requesting that funds be sent elsewhere. Do not transfer any funds without first speaking to the lawyer handling your matter or the partner in charge. We will not be liable for any money sent to a wrong account.]
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