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9.1
CLIENT CARE POLICY

9.1.1
Policy Statement

As a highly respected law firm, we strive to provide outstanding legal services that are expert, accurate and appropriate, accompanied by the highest standard of professional conduct and client care. We continually monitor our performance and conduct regular reviews of our systems and procedures to refine and improve our standards of client care. We recognise that the times when clients need us are often times of difficulty and/or stress. Our Client Care Policy is designed to alleviate some of that stress and not to add to it.

9.1.2
Who is covered by the policy?

This policy applies to all individuals working at all levels and grades, including directors, consultants, administrative and support staff, temporary staff or any other person associated with us (collectively referred to as workers in this policy).

9.1.3
Our pledges

To that end, the Firm will:

· Offer our services in a pleasant and comfortable environment.
· Offer flexible appointment times.
· Agree with clients in advance the level of service they require. 

· Represent clients’ interests. 

· Always act professionally.

· Always act in a respectful and courteous manner.
· Always treat clients fairly.
· Be open and honest.
· Give clear legal advice that clients can understand. 

· Provide letters to clients written in plain English and explain any legal terms or references.  
· Ensure that clients understand what they are undertaking (including the risk of success or loss) and the likely costs involved. 

· Keep clients’ business confidential. 
· We will comply with the Data Protection Act 2018 to safeguard your data and will action any request you send concerning your data within the prescribed timescale.  
· Ensure that we have the resources and expertise to deal with every matter. 

· Inform clients of the progress on their matter file and important dates to remember in relation to the matter. 

· Give clients the most accurate information possible about costs at every stage. 

· Provide a prompt response to all telephone calls, e-mails and correspondence. 

· Deal with any questions or queries promptly. 

· In the event that the solicitor acting for the client is unable to keep an appointment, advise the client as soon as possible and offer the opportunity to see someone else or to rearrange the appointment.
· Act in accordance with the Solicitors’ Code of Conduct 2011 and other relevant regulatory requirements.
· Inform clients of the availability of our complaints procedure.
· Provide reasonable adjustments for disabled clients. Our premises have been specifically adapted to provide access, meeting facilities and toilet facilities for disabled clients but where there are special needs or disabilities which prevent access to our premises, we will take reasonable steps to make suitable arrangements to accommodate the needs of that individual even if it means that we have to travel to provide a home service. We can also provide our documents in large type if requested. Although interpreters have not yet been necessary (including interpreters for the deaf), a suitably qualified person will be engaged / consulted if necessary.

9.1.4
Client Care Letter 
Once we agree to act for a client we send them a “client care” letter, incorporating our General Terms of Business, which (among other things) explains in detail:-

· the level of service they will receive

· the name of the person responsible for their matter 

· that person’s position in the Firm, and their qualifications 

· (where appropriate) the name of the supervisor responsible for overseeing and monitoring the matter 

· details of our complaints procedure. 
Annually at the October management meeting the Directors review all client care letters and General Terms of Business including to ensure that they remain in plain English,

A scam was publicised in October 2016, whereby fraudsters intercepted emails between a couple and their solicitors and subsequently managed to generate fake emails posing as both parties thus tricking the solicitors into transferring the £98,000 sale proceeds to the fraudsters’ account. Consequently, the firm has adopted new safeguards for all transactional matters where the Firm will be accounting to clients electronically at the conclusion of the matter, including an additional section in the Client Care letter requesting that a password request form be completed and returned by post, or hand delivered. This password will be requested in a telephone call to the Client made prior to any electronic transfer of funds being made, to verify the destination account details. Sections 5 and section 7 of the Client Care letter                                               have subsequently been amended to enhance and widen the scope of the password procedures for electronic transfers. 

9.1.5
Coronavirus pandemic

On 23.03.2020 the Prime Minister announced that, due to Covid-19, everyone must stay at home (subject to exceptions), and required some businesses to close.

       
Staff and client safety are of paramount importance to the Firm. Although the office remained open with a skeleton staff to keep the business running on a daily basis, it was closed to the public. A notice was placed on the website (and on the front door) on 25.03.2020, stating that given current restrictions the office had to be closed to visitors and so we would be unable until further notice to hold meetings with Clients in person. Alternative arrangements provided included discussions by phone, conference call, skype, zoom or communication by email.  Clients were asked to contact the Firm as necessary to discuss their individual case and circumstances.

Prior to allowing client meetings to re-commence the office was deep cleaned and an external Covid risk assessment performed to ensure it was Covid safe.                                                                                                                    

Whilst continuing to follow government regulations, it was announced on our website in early August 2020 that, although client meetings could re-commence with immediate effect, they must be arranged in advance. This was due to Solicitors continuing to work from home part of the time, as well as the safety requirement to stagger attendances and avoid congestion in the office. Specific reference was made that a person should not attend the office if they, or a member of their household, had symptoms of Covid-19, however mild. In this event, arrangements would be made either to hold the appointment remotely, or at a later date.
Specific safety measures were also detailed online for anyone attending the office for an appointment, including hand sanitisation, 2 metre social distancing, screens, facemasks, maximum persons attending etc. A copy of the Covid risk assessment was (and remains) available to all employees, contractors and visitors upon request. To ensure the continuing safety of staff, clients and general visitors, the office front door has remained locked since March 2020 and only staff are allowed in without a pre-arranged appointment.   This situation will continue to be monitored on an ongoing basis in line with current legislation and advice.
9.1.6
Feedback & Testimonials 
In order that we can continually improve our service, we actively encourage and value feedback from our clients. We perform an annual client satisfaction survey to gain this feedback. 

In addition, we monitor and evaluate any client complaints so as to identify and address any shortcomings and failings in order that we can strive continually to improve our standard of service. 

9.1.7
Monitoring and Review

The Managing Director has overall responsibility for this policy, and the Directors will monitor and review the policy annually to monitor its appropriateness and verify its effective operation.
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