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PRIVATE AND CONFIDENTIAL  
XXXXXXXXXXXXXX 
XXXXXXXXXXXXXX 
XXXXXXX 
 

Date:  
Dear XXXXXX  
 
 
Appointment: XXXXXXXXXXX 
 
 
  
Thank you for booking an appointment with us at 27 Gun Tower Mews, 
Rochester, Kent, ME1 3GU.  
 
Many people put off making a Will, they can be concerned as to what 
it may involve. Our friendly approach and advice makes it far easier 
than they had thought! We look forward to meeting you to go through 
and confirm your instructions. 
 
You have contacted us as you realise the importance of expert 
advice. After all, you want your ‘Last Will and Testament’ to be 
right! As we specialise in Wills and Estate planning, we will work 
with you to put your wishes into effect. 
 
People find it useful to talk through and think about their present 
circumstances and finances, and how this can affect the future. We 
recommend that you do not put into effect any new financial changes 
until you have seen us. 
  
Our costs for a Standard Will are £115 for a single and £135 for a 
couple (+VAT). Please see below what is included in these fees. Fees 
for any additional work are chosen by you are on a ‘menu basis’, 
unless they relate to ‘non-standard’ (high risk) issues 
(exclusions/second families/testamentary capacity/ inheritance tax).  
 
We would like to think that our costs for a Standard Will are 
competitive, but a Standard Will is at a fixed price for fixed work. 
This suits clients who have “Standard” requirements and wish to 
contain costs and are willing to work with us within our procedures. 
If you would like a service to suit you requirements, we are happy 
to move to a time basis – it is for you to decide. 
 
The fee for a standard will is on the basis that the information in 
our initial information instruction form is supplied to us typed 
(preferably by email) by at least 2 days before the appointment, so 
we can prepare for your requirements efficiently. If you have not 
had an email or text to acknowledge receipt, please contact us at 
least 2 days before the appointment.  
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If you are over 75 or are housebound and are unable to obtain 
computer assistance, please contact the office and we shall at our 
discretion, waive this.  
 
The Standard Will service also recognises that my office’s Core 
Office hours for receiving calls are Monday-Wednesday 10.30am-4.00pm 
and all calls/callers outside of these times are at the appropriate 
hourly rate. 
 
Please accept this as acknowledgement of receipt of £30.00 (Inc. 
VAT) of your non—refundable deposit to secure the appointment and 
receipt of the form the wills pack. 
 
We hope that the enclosed information is of interest and look 
forward to hearing from you. Should you have any problems or 
queries, please call us on 01634 838656 during our core office hours 
and not any other number on our Website or Yell or Yellow Pages. 
 
Best wishes  
 

Graham Colley 
 

 
Remember:  
 

1. To send in advance: a fully completed, typed Instruction form 
(preferably by email so we can cut and paste limiting data 
input errors), at least 48 hours before your appointment. 
 

2. To have at the appointment: Proof of identity and address (A 
Passport and/or driving licence and an up to date utility bill/ 
bank statement  for each client if more than one). 
 

3. To have at the appointment: Your cheque book/debit card for the 
balance of the fees. 
 

4. To have at the appointment: Your address book, full details on 
you assets such as details of life policies, savings, 
investments and any other assets. Details of any houses/land 
you may own including Land Registry Numbers and any details of 
any mortgages. 
  

5. Bring with you your Mobile Phone: Should you have any problems 
finding our office, please call us on 01634 838656 and not any other 
number on our Website or Yell or Yellow Pages. 

 
 
Work included in a Standard Will 

 
Making an appointment, receiving the Initial Instruction form 
at least two days in advance of the initial appointment. 
Attending our office for one meeting, unaccompanied (or at 
your house an extra cost as you are unable to come to our 
office). Supplying you with our Client Care information (in 
most cases by email) and an acknowledgement of instructions 
letter. 
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Preparing a draft Will leaving everything to a spouse/partner 
primarily and then to children equally. Sending a draft to you 
within approximately 21 days (unless supplied at the meeting), 
receiving details of any corrections by ordinary post and 
sending a further or subsequent draft/s within a further 
approx. 21 days. Once the draft is approved, preparing the 
copy/ies for signature and sending to you, with instructions 
for execution/retaining pending your attendance at our office 
to execute (at additional cost). Receiving from you an 
executed photocopy and scanning same into our computer system. 
 

The agreed fee does not include the following and will result in 
costs above the estimate: 

 
Late or non-delivery of the initial information requested 
and/or it is typed up by us. We charge a nominal £25.00 + VAT 
(It is for you to ensure that your computer system is capable 
of receiving and sending the necessary information and that you 
subscribe to an appropriate computer help system (e.g BT IT 
Support).  
 
Delays at the meeting as the full information about persons 
referred to in the Will is not available. If the initial 
instructions taken review a problem that prevents a Will or LPA 
being prepared and you have advice or discussions with us as a 
result.  
 
Any urgency or deadlines or requests to meet your timescales, 
and involvement of third parties either at the initial meeting 
or subsequently.  
 
Any extra persons present at the whole or any part of the 
meeting. (£100 + VAT or as part of a time basis).   
 
An exclusion - where it is proposed that a close member of the 
family (spouse, partner or child) are treated differently to 
others of a similar class.  
 
Attendance on you to act as a witness to the execution of your 
wills (£75 + VAT). 
 
If assets are over £300,000 and/or show there may be 
inheritance tax issues. Gifts of Specific items or bank 
accounts or other financial instruments.  
 
Issues relating to testamentary capacity. Any issues arising 
from assets owned outside of England and Wales. 
 
An extra attendance as Proof of identity/address is not 
available. 
 
Time at the meeting in excess of two hours. After two hours, 
the meeting proceeds at our hourly rate The agreed fee 
envisages a meeting of 1 hour 30 min with an extra half hour 
for any additional issues of exclusions/second 
families/testamentary capacity/inheritance tax severance LPAs 
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etc. This will be invoiced prior to execution of the will 
unless it is agreed it will be built into to the retainer. 
 
Future calls and communications received and made outside of 
our Core Office Hours (10.30am - 4.00pm Monday-Wednesday). The 
office is closed to calls and appointments on Thursdays and 
Fridays and calls go to an Answering Service. Calls 
made/returned on Thursdays and Fridays are at a premium hourly 
rate. Calls to mobile phones are not included. Please leave a 
landline number on which we can contact you. Calls made to 
numbers other than our office number 01634 838656 (e.g. website 
or Yellow Pages enquiry number, which go to an answering 
service). 
 
Attendance or involvement of any member of the family at the 
initial meeting or subsequently. As solicitors, our duty is to 
you as the client and we cannot take instructions from others, 
only from you. The involvement of others, invariably means that 
an interview becomes a discussion and there are also risks as 
to suggestions of pressure/undue influence. Should our contact 
details be made available to any other and they contact us, the 
time costs of so doing and any subsequent work will be yours. 
 

These are outside the cost of Standard Will and are chargeable at 
extra cost/applicable hourly rates. 
 
Solicitors Regulation Authority - Required Information: 
 
Person responsible for your work: Graham Colley. He is assisted with 
administrative matters by Mrs Anita Mann and others in the office.  
 
Desired Outcomes (Solicitors Regulation Authority): Please see my 
“client Outcomes” information, which is available on my website or 
on the link below.  
 
Fee information: Work which is under the appropriate description is 
part of an agreed fee. Clients have to remain within that 
description. Work outside this is chargeable at our appropriate 
hourly rates.  
 
Complaints Procedure: A copy of my complaints procedure is contained 
in my client care information and appears on my website. It is 
fundamental to my client relationship that any complaint is 
discussed at a meeting at my office (unless the client is disabled 
and is unable to leave home) for which there is no charge to the 
client and seeks to resolve any problems. If this is not successful 
then I and the client agreed to mediate any complaint. Following 
such a meeting and mediation a letter will be provided setting out 
the outcome and the steps to be taken. This is a fundamental 
condition of my solicitor client relationship and if a client is not 
willing to follow this procedure then you should be discontinued 
now.  
 
Our Client Care Information can be found at: http://bit.ly/2w1bbl11 
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WILLS INFORMATION FORM 

Standard Single Will Fee: £115.00 + VAT / Standard Joint Wills Fees: £135.00 + VAT 
 

Please supply the following information preferably typed and emailed to the following email 

address solicitor@GrahamColleySolicitor.com at least 2 days/48 hours before the meeting. 

PLEASE COMPLETE ALL RELEVANT SECTIONS 

Appointment Date and Time 

 

 

Client 1 

Title :  Full name:  
 

Date of Birth :  Date of marriage / Commencement of cohabitation :  
                                                 

Address :  
  

Email:  
 

Phone Number :  Mobile:  
 

Client 2 

Title :  Full name:  
 

Date of Birth :  Date of marriage / Commencement of cohabitation :  
                                                 

Address :  
  

Email:  
 

Phone Number :  Mobile:  

 
Children 

 
Child 1 –Full Name :  Date of Birth :  
    

Child 2 –Full Name :  Date of Birth :  
    

Child 3 –Full Name :  Date of Birth :  
    

Child 4 –Full Name :  Date of Birth :  
 

If you have no spouse or children please confirm your “next of kin” 

 

 

 

Date :  Time :  

Full Name:  Relationship :  
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Executors 
 

We recommend at least two executors, in addition to your spouse/partner. They should be UK based and 

over 18 years old. They can be beneficiaries, but must not be witnesses to your Will. 
(The people responsible for winding up your affairs after you have passed away) 

 

Executor 1 Executor 2 
 

Title :  Title :  
    

Full Name :  Full Name :  
    

Address   Address :   

    

Mobile Number :  Mobile Number :  
    

Phone Number :  Phone Number :  
    

Relationship :  Relationship :  
 

I/we would like Graham Colley to be an additional Executor? 
(Mark your answer with an X) 

Yes:  No:  Discuss:  

(In cases where there are exclusions , inheritance tax issues or possible disagreements between executors and 
beneficiaries you should consider a professional executor in addition to family or friends as an executor)  

 

Gifts of money or property to beneficiaries 
Amount  (words and figures) or full description of asset (items of less than £5000 value are not normally listed in the Will(For 

each beneficiary please give, full name, address & relationship) 

 

 

Do you have any close relatives being excluded? Yes:  No:  

(Mark your answer with an X)Yes /No If yes please give details (This can include any spouse, partner or children ) 

 

 

Are you planning on bringing any one to the meeting with you? Yes:  No:  
(Mark your answer with an X)  (If yes please state their full name and relationship to you) Additional fees will apply. 
 

Full Name:  Relationship :  
 

 
Contact Preferences 
 

If you do not indicate your agreement for us to make contact with you, we may be unable to provide you with details of products 

and/or services that may suit your needs and circumstances. We would like to maintain a record of your express consent for us 

to contact you by telephone, SMS, email for marketing our products or services that we think may be of interest to you. Please 

indicate your consent to us contacting you by any of the means specified below:  (Please mark how you would like to be contacted) 

 

Client 1:  Phone    | SMS    | Email    | Post   

 

Client 2:     Phone    | SMS    | Email    | Post   

Sign/Print Name:   Sign/Print Name: 
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Assets / Inheritance Tax Record 
Please provide approximated figures on your assets below 

Real Estate You ( Client 1) Partner (Client 2) Joint 

Value of Main 
Residence 

   

Details of any 
outstanding 
mortgage 

   

Details of any 
other homes 

   

Policies   You ( Client 1) Partner (Client 2) Joint 

Details of Life 
insurance/annuit
ies (Including 

company length 
premium or whether it 
is in trust) 

   

Details of any 
death in service 
policies 

   

Details of 
Expression of 
Wishes / any 
nominations 
given related to 
your policies 

   

Cash Assets  
(Approx. Values) 

You ( Client 1) Partner (Client 2) Joint 

Building Society 
/ Bank 
ISA’s / Bonds / 
Investments ect 

   

Income You ( Client 1) Partner (Client 2) Joint 

Are you 
Employed / Self-
employed / 
Retired? 

   

Details of any 
Income 
Salary / 
Pensions 

   

Details of any 
Partnership / 
Business you 
own 

   

Details of any 
future legacies 
you may receive 

   

Other: You ( Client 1) Partner (Client 2) Joint 

Total value of 
Personal 
Belongings such 
as: 
House Contents, 
Jewellery, Cars 
/Caravans etc. 

   

 



Information to new clients on returning the  
Wills Information form. 

 
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                           
 
We have a legal and professional duty not just to our clients, 
but to their beneficiaries and any potential beneficiaries. We 
shall use our legal experience to advise you.  
 
You will appreciate that, whilst a standard will may be 
straightforward, if your circumstances do not fall into this 
category there could be other matters that have to be 
considered, which are outside a ‘Standard Will’. 
 
Examples include: 
 
Exclusions –  

These have to be treated with particular care 
You may have recently seen reports of the case showing how 
there can be difficulties with making a Will in which an 
excluded daughter challenged her mother’s Will and was 
awarded £164,000. 
 
http://www.bbc.co.uk/news/uk-england-beds-bucks-herts-
33684937 

 
Second Marriages- 

Issues may arise from any children of existing or former 
relationships. We must consider whether any claims from a 
previous spouse, or claims from a surviving spouse could 
be made.  

 
Cohabitation –  

Guardianship of any children and what happens on the first 
and second death. What if there is a new partner or 
spouse. Inheritance tax on estates over £325,000 

 
Size of Estate- 

The Standard will does not include situations where assets 
approach the Inheritance threshold (or larger estates 
£300,000 + single person £600,000 for a married couple). 
 

Capacity Issues- 
In a leading case in 1975 Lord Justice Templeman placed 
the following obligation on solicitors to take extra 
steps: 
  

"...in the case of an aged testator or a testator who 
has suffered a serious illness, ……….., however 
straightforward matters may appear, and however 
difficult or tactless it may be to suggest that 
precautions be taken.” 

 
 
If these or other issues exist, whether you want them dealt 
with or not, we have a duty to your Beneficiaries and Executors 
to consider them. If we do not there is a possibility they 
could claim against us. 

http://www.bbc.co.uk/news/uk-england-beds-bucks-herts-33684937
http://www.bbc.co.uk/news/uk-england-beds-bucks-herts-33684937


Work included in a Standard Will 
 
Making an appointment, receiving the Initial Instruction 
form at least one day in advance of the initial 
appointment. Attending our office for one meeting, 
unaccompanied (or at your house an extra cost as you are 
unable to come to our office). Fully completed 
instructions on our Initial Instruction form completed 
in advance by you. Supplying you with our Client Care 
information (in most cases by email) and an 
acknowledgement of instructions letter. 
 
Preparing a draft Will leaving everything to a 
spouse/partner primary and then to children equally and 
sending a draft to you within approximately 21 days 
(unless supplied at the meeting), receiving details of 
any corrections by ordinary post and sending a further 
or subsequent draft/s within a further approx. 21 days. 
Once the draft is approved, preparing the copy/ies for 
signature and sending to you, with instructions for 
execution/retaining pending your attendance at our 
office to execute (at additional cost). Receiving from 
you an executed photocopy and scanning same into our 
computer system. 
 

The agreed fee does not include the following and will result 
in costs above the estimate: 

 
Late or non-delivery of the initial information requested 
and/or it is typed up by us. We charge a nominal £25.00 + 
VAT (It is for you to ensure that your computer system 
can receive and sending the necessary information and 
that you subscribe to an appropriate computer help system 
(e.g BT IT Support).  
 
Delays at the meeting as the full information about 
persons referred to in the Will is not available. If the 
initial instructions taken review a problem that prevents 
a Will or LPA being prepared and you have advice or 
discussions with us as a result.  
 
Any urgency or deadlines or requests to meet your 
timescales, and involvement of third parties either at 
the initial meeting or subsequently.  
 
Any extra persons present at the whole or any part of 
the meeting. (£100 + VAT or as part of a time basis).   
 
An exclusion - where it is proposed that a close member 
of the family (spouse, partner or child) are treated 
differently to others of a similar class.  
 
Attendance on you to act as a witness to the execution 
of your wills (£75 + VAT) 
 
If assets are over £300,000 and/or show there may be 
inheritance tax issues. Gifts of Specific items or bank 
accounts or other financial instruments.  



 
Issues relating to testamentary capacity. Any issues 
arising from assets owned outside of England and Wales. 
 
An extra attendance as Proof of identity/address is not 
available. 
 
Time at the meeting in excess of two hours. After two 
hours,  the meeting proceeds at our hourly rate The 
agreed fee envisages a meeting of 1 hour 30 min with an 
extra half hour for any additional issues of 
exclusions/second families/testamentary 
capacity/inheritance tax severance LPAs etc.. This will 
be invoiced prior to execution of the will unless it is 
agreed it will be built into to the retainer. 

 



 

 
Will & LPA Appointments - Frequently Asked Questions 

 
1. Why do I need to send you the information on the instruction 

form?  
 
Most clients would like to keep costs down. If the information is 
supplied by you in advance, less time is taken at the meeting 
trying to ascertain and type-up basic details. If you prefer not 
to do this, we are happy to take details from you at the meeting, 
but would make a charge on a time basis for the additional time 
involved. 
 

2. Do I need to use the instruction form?  
 
No, it is the information we need in a form. Provided that you 
provide all the information we require, you may set it out in/as 
an email. It allows us to ‘cut and paste’ the information to 
limit word processing errors. 
 

3. I haven’t returned the information by email at least 72 hours in 
advance. What should I do?  
 
You should still come to the appointment with the information or 
as much of it as you have written out. We shall proceed on the 
basis that you wish a standard will without any discount for 
supplying the information in advance. At our discretion an extra 
charge of £25.00 + VAT may be made for typing up the initial 
information. 
 

4. I am unable to make the appointment  
 
The non-refundable deposit is to reserve your appointment. If you 
cancel at the last moment we will be unlikely to fill the 
appointment with another client. We will rearrange the 
appointment, if you give us three days (72 hours) notice. Please 
ensure you receive an acknowledgement within this period to 
ensure there is no dispute as to whether a message was received. 
 
Please note that you should make rearrangements during our Core 
Office Hours (Monday-Wednesday 10am-4pm). If cancelled within 
that period we will rearrange without cost on production of a 
medical certificate. If the appointment is rearranged for another 
reason, a £10 credit will be given in reduction of making a 
further appointment. 
 

5. I am unable to proceed; may I receive a refund of the deposit?  
 
The Deposit is non-refundable and is to reserve the appointment 
and for the initial work involved in making the appointment and 
sending out this information. 
 

6. What will happen at the meeting?  
 
For a Basic Will we check your instructions and take proof of 
identity and address we will then supply you with the Basic Will 
with instructions as to how to arrange for it to be executed. 
 



For a Standard Will we discuss with you the circumstances in more 
detail. If you require any trust or complicated provisions or 
additional documents (e.g. Lasting Powers of Attorney) we will 
discuss these with you. Any additional costs are on a ’menu’ 
basis, if you decide to proceed. You will be supplied with a 
draft will to consider either at or after the meeting. 
For a Lasting Power of Attorney we will discuss capacity and 
verify the information supplied and seek to answer any questions 
you might have. 
 

7. Where can I find your Client Care and other Information about 
your practice?  

 
For Costs & Client Care Information: http://bit.ly/2w1bbl11  
 

8. What is an exclusion?  
 
An exclusion is where it is proposed that a close member of the 
family (spouse, partner or child) is treated differently to 
others of a similar class. This will involve discussion and extra 
time outside of the work of a standard Will. Exclusions can cause 
considerable problems and so extra care has to be taken if the 
exclusion does not proceed, there will be a time charge with a 
minimum of £100 + VAT. 
 

9. Why are Inheritance Tax Issues excluded from a standard Will? 
 
Even if you decide to take no steps to minimise IHT, there will 
be time taken in advising you that the issue exists. Far fewer 
people have IHT issues than in the past and those who are 
fortunate enough to have assets exceeding £325,000 for a single 
person or £650,000 for a married couple will be subject to an 
initial fee of £100 + VAT, unless we receive advance written 
notification that such issues are to be excluded. 
 

10. What is an agreed fee? 
 
Unless you inform us in advance that you would like us to work on 
a time basis, we shall work on an agreed fee (otherwise known as 
a non-contentious business agreement pursuant to Section 57 
Solicitors Act 1974). The fee will be fixed for the work 
described in the client care letter supplied at the meeting (but 
not any additional work) and will remain the same irrespective of 
changes in your requirements or personal circumstances. 
 

11. Why is there an extra charge if another person attends a meeting 
with me?  

 
An extra person usually has their own questions and this extends 
the length of the meeting, often considerably. In addition, we 
have to record why that person is there as there could be 
suggestions of undue influence. If there is an extra person 
included we make an addition of £100.00 +VAT per person 
    

12. What additional charges can there be?  
 
The prices quoted (£115-single/ £135.00 couple) are for a 
standard will as defined as, everything to a partner/spouse and 
then to the children equally. Exclusions/second 
families/testamentary capacity/ & inheritance tax issues are 
outside of the normal and our fee for the “Standard Will”. Any of 
these issues will attract an extra fee and can lead to extra work 
on a time basis. 



 
Even if you do not wish us to take any action in respect of these 
issues, they have to be considered as we owe a duty not just to 
you but potential beneficiaries. It involves extra time and risk 
to us. 
 

13. How long will the meeting last?  
 
The agreed fee envisages a meeting of 1 hour 30 min with an extra 
half hour for any issues of exclusions/second 
families/testamentary capacity/ inheritance tax. After two hours 
the meeting proceeds at our hourly rate. This will be invoiced 
prior to execution of the will unless it is agreed it will be 
built into to the retainer. 
 

14. Appointments at your Home  
 
Graham Colley normally undertakes home visits on a time basis. If 
you ask for a one of his assistants, any advice will be subject 
to written confirmation, by him. It may be that on discussion an 
alternative course will be suggested to you. 
 

15. What if I decide I do not want a new Will after consulting you?  
 
You will be charged on a time basis at the usual hourly rate of 
the solicitor/assistant involved
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Your guide to

making a will

Who should make a will?

If you care about what happens to your property after you
die, you should make a will. Without one, the State directs
who inherits, so your friends, favourite charities and relatives
may get nothing. 

It is particularly important to make a will if you are not married
or are not in a registered civil partnership (a legal arrangement
that gives same-sex partners the same status as a married 
couple). This is because the law does not automatically 
recognise cohabitants (partners who live together) as having the
same rights as husbands, wives and civil partners. As a result,
even if you've lived together for many years, your cohabitant
may be left with nothing if you have not made a will.

A will is also vital if you have children or dependants who may not
be able to care for themselves. Without a will there could be 
uncertainty about who will look after or provide for them if you die. 

Your solicitor can also advise you on how inheritance tax
affects what you own. 

You should also consider taking legal advice about making a

will if: 

• several people could make a claim on your estate when 
you die because they depend on you financially;

• you want to include a trust in your will (perhaps to 
provide for young children or a disabled person, save tax, 
or simply protect your assets in some way after you die);

• your permanent home is not in the UK or you are not a
British citizen;

• you live here but you have overseas property; or

• you own all or part of a business.

Once you have had a will drawn up, some changes to your 
circumstances - for example, marriage, civil partnership, 
separation, divorce or if your civil partnership is dissolved
(legally ended) - can make all or part of that will invalid or
inadequate. This means that you must review your will 
regularly, to reflect any major life changes. A solicitor can tell
you what changes may be necessary to update your will.

Using a solicitor

Although it is possible to write a will without a solicitor's
help, this is generally not advisable as there are various legal
formalities you need to follow to make sure that your will is
valid. Without the help of an expert, there's a real risk you
could make a mistake, which could cause problems for your
family and friends after your death.

Finding a solicitor

If you need to make a will but don't have a solicitor, visit our
website at www.lawsociety.org.uk/findasolicitor and search
under 'Wills and Probate' to get details of solicitors in your
area. Or you can call 0870 606 2555.

What your solicitor will need to know

Once you have appointed a solicitor, they will need the 
following details from you.

What you own

Details of everything you own, including property, cars, 
personal valuables, stocks and shares, bank accounts, 
insurance policies, any businesses you own, and pensions.

Who gets what?

Who do you want to leave these assets to? How do you want to
divide your property between your loved ones, friends or 
charities? Are there any conditions you want to attach to these
gifts (for example, that young people must reach a particular age
before they are paid money you have left them)?

Family and other beneficiaries

Details of your family and status. Are you divorced or has your
civil partnership been dissolved?  Have you remarried or
entered into a new civil partnership?  Or are you living with
someone without being married to them or being their civil
partner?  Do you have any children or any other dependants?
Anyone who depends on you financially can ask a court to
review your will if they feel you have not provided properly
for them. If you give your solicitor relevant details, they can
tell you about any legal pitfalls.

Guardians

If you have any children that may still be under 18 when you
die, you may need to name someone as their legal guardian.

Other wishes

Do you have any particular wishes for your funeral? Do you
want to be buried or cremated? Are there any other 
instructions? For example, if you want to be an organ donor
this can be included in your will. However, it is also a good
idea to record your wishes on the organ-donor register, or to
carry an organ-donor card.

Executors of your will

You must also name the people you want to appoint as
'executors' of your will - the people who carry out the 
administration of your will after your death. These could be
friends or family members, or a professional such as your
solicitor. A good combination would be a friend or family
member and a professional. Ideally, you should choose 
someone who is familiar with financial matters. Make sure
you ask your executors whether they are happy to take on
this duty as there are long-term responsibilities involved, 
particularly if you include a trust in your will. It is a good
idea to ask someone younger than you are.

Signing the will

Once the will has been drawn up it is not effective until it has
been signed. There are several rules affecting the signature
process which, if not followed correctly, will make your will
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invalid. For example, witnesses and their husbands, wives or
civil partners cannot benefit under the will. Many people use
staff at their solicitor's office to act as their witnesses to avoid
this problem. 

Where to keep the will

It is important to keep your will in a safe place and tell your
executors or a close friend or relative where it is. People often
ask their solicitor to store their wills for them. Most solicitors
will do this for free, but sometimes there is a small fee.

Keeping your will up to date

You should review your will at least every five years and after
any major life change such as getting separated, married or
divorced, having a child or moving house. It is best to deal
with any major changes by getting a new will drawn up. But it
is also possible to make minor changes (or 'codicils') to your
existing will. In both cases it is best to consult a solicitor.

Costs

Charges for drawing up a will can vary between solicitors.
They also depend on:

• the experience and knowledge of the solicitor; and

• how complicated your will may be.

Before you decide who to use, check with a few local 
solicitors to find out how much they charge. But remember
that cost should not be the only consideration. It is equally
important to find a solicitor who is approachable and whose
advice you understand.

More information

This is one of a series of leaflets covering the most common
types of legal services which solicitors provide. Other leaflets
in the series are listed below. You can get them from your
solicitor or by phoning the Law Society on 0870 3333 084.

Your guide to buying a home

Your guide to getting a divorce

Your guide to problems at work

Your guide to setting up in business

Your guide to making a personal injury claim

Your guide to financial matters for the elderly

Your guide to setting up home with your partner

Your guide to renting out your property

Your guide to renting a home

Your guide to using a solicitor

Your guide to probate

Your guide to claiming asylum

You can get this leaflet in large print,

in Braille, on audio tape and on CD. 

If you need one of these versions, please

contact us by e-mail at 

accessibility@lawsociety.org.uk 

or phone 0870 606 2555.

You can also get this leaflet in different 

languages. You can get these by visiting our

website, www.lawsociety.org.uk.

Look for Lexcel - the mark of excellence

The Law Society  113 Chancery Lane  London WC2A 1PL Phone: 020 7242 1222  www.lawsociety.org.uk
While we have made every effort to provide accurate information, the law is always changing and affects each person differently. 

This leaflet is no substitute for specific advice about you personally and we will not be liable to you if you rely on this leaflet.

Designed by dmlmarketing.co.uk       Version 2, 2007
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Using a lawyer 
as you get older: 
Ten top tips

www.legalombudsman.org.uk



The information in this leaflet is useful 
for anyone who is considering using 
a lawyer but it may be particularly 
useful for people who have specific 
needs because of their age.

A lawyer should provide you with 
clear information about their role, 
how they will work with you, as 
well as details of their service 
including costs.
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Introduction
Many of us will need a lawyer at some time in our life. 
However, research shows that as we get older we tend to 
use lawyers more – to buy or sell property, to get married or 
divorced, make a will, sort out our finances or to make sure 
we have made plans in the event that we can no longer deal 
with our affairs ourselves. Lawyers can help with all of these 
issues but it is important to choose the right lawyer for you. 
Finding the right lawyer will depend on what you want and 
how much it will cost.

This guide sets out our top ten tips to help you if you need 
to use a lawyer. The most important thing is that you feel 
confident enough to ask questions and are sure that the 
service is what you want and one that you can afford.

We have come up with ten questions to ask your lawyer 
alongside our top tips. We have also explained the terms 
used to help you get the most from conversations with 
lawyers about their service to you.

A lawyer who values good service will happily answer your 
questions. They work under a Code of Conduct and so must 
behave professionally and with integrity and act in your 
best interests. Lawyers also have a duty to provide you with 
information when you first appoint them, which explains what 
they will do for you as well as the likely costs. 

Of course, sometimes you can have problems with your 
lawyer along the way. Thankfully the Legal Ombudsman is 
here to help. 

Based on the type of issues and complaints we see, we 
hope this guide will help ensure the legal side of things runs 
smoothly.
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1. Do I need a lawyer?
This depends on what you want help with. If you have 
a legal or practical problem that needs sorting out, like 
putting in place a will or selling a house, then you might 
need a lawyer. 

But legal services can be complex and you need to find 
someone with the right expertise and experience to 
help you. It can help if you take some time to find the 
right lawyer – don’t feel rushed into making a decision 
that you don’t feel comfortable with. Getting legal 
advice is usually linked to important decisions, and 
you need to work with someone you trust and who will 
work with you to come to the outcomes that you want. 
Using a legal service needs to be your decision and not 
someone else’s choice.

2. What do I want from my lawyer? 
A lawyer’s role is to help you to get the result that you 
want. But in order to do this they need to know what 
you want to happen. 

It helps to be clear about what help you need before 
you talk to a lawyer. Writing a will, for instance, isn’t 
just about signing the papers – the document will set out 
what you want to happen with your house, possessions 
and finances. In the same way, deciding who should be 
your power of attorney is an important choice and you 
need to consider who can best carry out this role. These 
are personal decisions that only you can make – though 
your lawyer will be able to offer some advice to help 
you come to a decision you are happy with.
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So think clearly about what result you are looking for. 
The clearer you are, the simpler it is for your lawyer to 
understand what you want - and the less room there is 
for misunderstanding. 

The same is true when thinking about costs. Before you 
talk to a lawyer, it helps to be clear about what you can 
afford. Being clear about the specifics of what you need 
will help a lawyer give you a better estimate of what it 
might cost.

Top tip 

Ask questions. If you don’t understand something, ask 
so you are clear. Legal services can be complicated, so 
there are no silly questions. Make sure you understand 
what is going on and how much you might be charged. 
Sometimes the answer can’t be a fixed amount but it’s 
good to get an idea of the price range.

3. How do I choose a lawyer?
Once you know what you want to do, there are lots 
of ways of finding a lawyer. It can be helpful to get a 
personal recommendation from family or friends or you 
can look in the phone book and online. If you have 
access to the internet, each of the professional bodies 
(such as the Law Society and Council for Licensed 
Conveyancers) have a find-a-lawyer search tool. You 
can see these here.

The main point is to shop around until you find someone 
you are happy to work with. 



05
It can also help to talk to a lawyer about how they will 
work with you before you decide to use their service. 
You should consider if you would prefer face-to-face 
conversations rather than talking on the phone or by 
email. If that is the case then you might need to consider 
where the office is and whether you can get there. If 
you can’t, then ask if they will do home visits and how 
much it will cost. It is important to think about how you 
will work together as well as checking if the lawyer has 
the rights skills and experience for you.

Top tip 

It’s ok to shop around. Get advice to help you find a 
lawyer that you trust and feel comfortable talking to. 
Speak to family, friends and other people you trust or 
contact organisations like Age UK or a Citizens Advice 
Bureau for free guidance on finding a lawyer.

4. What will it cost?
Before you make your choice you may find it helpful 
to have a consultation by phone, face-to-face, letter or 
online. A lawyer can charge you for this but they should 
tell you before you book and explain any conditions. 
For example, they may offer the first 30 minutes free but 
charge for time above that.

A lawyer should speak to you about costs and provide 
the best possible information so you can make an 
informed choice.



Lawyers have different ways of charging and their 
charging method may also vary according to the 
service. For example, they may offer a fixed fee for 
writing a will, but an hourly rate for a probate service 
(the administration of a will when someone has died). 
Find out what charging method the lawyer will use and 
ask them to explain it to you in detail. 

A lot of firms will not issue you with a quote but will 
instead provide you with an estimate of the amount 
of work and their costs. This can make it difficult to 
compare but all estimates should provide a reasonable 
idea of the final bill. This can sometimes be hard to 
predict but at the very least your lawyer should keep 
you updated throughout a case.

At the end of this guide we explain what some of the 
different forms of funding agreements are to help you 
understand them. 

Top tip 

If you have a consultation, make the most of the 
opportunity. Don’t just ask how much the hourly rate 
is. Ask for an estimate of how many hours it will take 
and what’s included. Also ask what might cause this to 
change and see how likely it is. Sometimes you’ll be 
given a range for the costs, but this will help you budget 
and know where you stand.

06



5. Is it ok to ask questions?
The law can be a complex area and part of your 
lawyer’s work is to make sure that you understand 
each step of the service they are providing. If there is 
anything that you’re unsure about, ask. Your lawyer is 
the legal expert and that’s what you’re ultimately paying 
them for. 

All too often people can feel intimidated when dealing 
with professionals who are experts in their field but 
good lawyers will welcome questions and it can help to 
prevent problems later on if you mention what’s on your 
mind at the time.

Lawyers are experts in the law but only you know what 
is important to you. If there is something that you are 
particularly concerned about – whether it is the costs or 
the way that they deal with you – then you need to tell 
them so they understand.

There is no such thing as a silly question. For instance, 
you might ask what will happen if you change your 
mind and you don’t want to move house after all. Or 
you might be more concerned about how they will work 
with you and whether they can come and see you if you 
aren’t able to go to their office. It can also be useful to 
agree how you will contact each other and how often. 
For instance, if you have any particular requirements 
because English is not your first language or because 
you have specific physical needs then you should raise 
this with the lawyer and see what they can offer to 
assist. They may be able to offer translators or provide 

07
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the service in a different way. Whatever the issue, you 
need to agree how you will work with your lawyer so 
that you both understand what is expected.

If you don’t feel comfortable with something, then tell 
someone you trust and ask them to help you raise what 
is on your mind.

Top tip

Don’t assume that because some lawyers offer free 
consultation, they all do. Ask if there’s a fee when you 
book a consultation. Sit down and use any first meeting 
to talk about how you will work together. Agreeing that 
you’d prefer to do things face to face, or all by letter, 
can help later on.

6. What can I expect from my lawyer? 
All lawyers agree to uphold a Code of Conduct in their 
work. So, when you are their client, they should be 
working for you and acting in your best interests – the 
lawyer should be clear about what you want to happen 
and check that what they are doing matches this. 
Sometimes this means they might challenge you, so they 
are sure that you have thought about your requests and 
the consequences. Good lawyers will do this to help 
you think about what you are doing and to make sure 
you understand the legal implications.
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If someone else has told your lawyer what you want 
on your behalf, a good lawyer will still want to check 
with you personally to make sure it is what you want to 
happen, even if it is a close family member who talks to 
them. Sometimes they will ask to check this with you in 
private, so they are clear that you agree to what they 
have been asked to do.

Sometimes your lawyer might ask you some difficult 
or unexpected questions. One example of this is that 
a lawyer may ask for a medical report. This can be a 
common request if you are older and making a will or 
making a power of attorney. Don’t be offended, they 
are doing their job – but they should explain to you the 
reasons why they have asked for the report.

You should not feel pressured to make decisions too 
quickly or agree to things that you are not comfortable 
with. If this happens, then ask your lawyer to stop, or 
tell someone that you trust that you are not comfortable 
and why. You can stop using a lawyer at any time if you 
are no longer happy with their service. You may still 
have to pay for their services until that point. 

Top tip

Ask what words mean. Sometimes lawyers use technical 
terms that you might not understand, so ask for an 
explanation.

At the end of this leaflet we explain some of the jargon 
and common technical words.
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7. How do I agree with my lawyer about how 
to make decisions?
Many of the problems that arise – and the complaints 
which arise as a result – do so because there is a 
breakdown in communication. This can happen if you 
are not clear with your lawyer about what you want or 
if your lawyer fails to consult you about decisions that 
are being made. When this happens, disappointment is 
almost guaranteed.

Clarity on both sides is vital. If there is something you 
specifically want then you need to tell your lawyer so 
they can take steps to make it happen. On the other 
hand your lawyer needs to keep you fully informed 
about how things are progressing, asking for your input 
into key decisions (checking a draft will, for instance, or 
going through the contract or searches if you are buying 
or selling a house). That way, there should be less room 
for dispute between you.

Sometimes it can help to have the lawyer’s advice in 
writing so you can think about what they are saying 
and take some time before you go back to say what 
you want to happen next. Being sure about what is 
happening at each stage might help you feel confident 
and in control of the process.

But it is also essential that you listen to what your 
lawyer is advising you. Lawyers are the experts on 
the legal issues; that is why we employ them. If your 
lawyer believes that you are being unrealistic in your 
expectations or should try another course of action, you 
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should take that advice seriously. You should be able 
to have the final say, but a good lawyer will have your 
interests at heart and you should value their advice.

8. What do I need to watch out for?
Unfortunately, sometimes lawyers do exert undue 
influence on people to make decisions. This happens 
very rarely but it is serious when it does occur.

You should not be pressured into making any decisions 
either by your lawyer or by anyone else. This can be 
hard; sometimes when emotions are running high in a 
family, especially around things like inheritances and 
selling houses, there can be competing views from 
different family members about what should happen. 
Your lawyer should be there to help you do what is right 
for you. If you feel pressured in any way then tell your 
lawyer you want to stop and think. If you need help, 
ask someone you trust that is removed from the issue for 
some advice and support. 

If you do feel under pressure and think you have a 
problem with your lawyer, you can make a complaint to 
the Legal Ombudsman. 

9. What do I do if I feel worried about what is 
going on?
Using a lawyer can be a stressful experience; we use 
lawyers at times of change in our lives. The emotions 
involved can allow for poor decisions to be made. Be 
aware of how you are feeling and how other people 
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around you are feeling. Things like selling houses and 
writing wills can raise emotions in other people as well. 

If you are worried about what is going on then tell 
your lawyer. If they know what your concerns are then 
they can try and put them right. At the end of the day, 
you are the client and your lawyer is there to do what 
you want them to do. It’s never too late to share your 
concerns, but it is often better to say what is on your 
mind at an early stage, as it can mean it is easier to put 
right. 

If your lawyer doesn’t fix things after you tell them your 
concerns, then you can contact the Legal Ombudsman 
for help.

Top tip

Lawyers shouldn’t charge for looking at a complaint you 
have made against them. If you are unhappy with the 
outcome of their investigation into a complaint you’ve 
made, you can contact the Legal Ombudsman for 
advice.
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10. What do I do if I have a problem with my 
lawyer? 

If there is a problem with your lawyer’s service you 
should tell them. The vast majority of lawyers want to do 
a good job and will want to try and put it right.

If you don’t get what you want, remember that you 
are entitled to complain. If you do complain, be clear 
about what you think has gone wrong and what you 
want done. As always, stay calm and be reasonable. 
But hold your ground: you are the client and it is your 
wishes that form the basis of the legal service.

Following our top ten tips should help reduce your 
chances of adding to the stresses that can come with 
using a legal service. However, if things do go wrong, 
and you can’t resolve the complaint with your lawyer 
directly, the Legal Ombudsman may be able to help.

The Ombudsman accepts complaints from people who 
have used a lawyer or legal service. We will accept 
complaints from representatives too – and we also 
accept complaints from beneficiaries. This means, for 
instance, if someone has died and there is a problem 
with a will, the person who benefits from the will can 
bring a complaint to the Legal Ombudsman.
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Terms explained 

Capacity – This refers to a person’s ability to perform 
a given task such as managing their own finances or 
other day to day activities. In a legal context it refers to 
the person’s ability to make a decision which has legal 
consequences.

Code of Conduct – These are a set of rules that outline 
the responsibilities and requirements for practice of an 
individual or organisation.

Conditional fee agreement (CFA) – Known as ‘no win, 
no fee’ arrangements. If you lose, you won’t, in general, 
have to pay your lawyer’s fees, but may need to pay 
some out of pocket expenses such as barrister’s fees or 
court fees. 

Contingency fees – If your lawyer agrees to represent 
you under a contingency fee agreement, they will be 
able to claim a percentage of any money they win on 
your behalf plus expenses. The fee percentage must be 
agreed in advance. 

Disbursements – These are expenses the lawyer has 
paid on your behalf, for example, fees paid to the court 
and barristers’ fees.

Damages based agreements – this is a method of 
funding a case where the lawyer receives a percentage 
of the damages recovered if you win a case. If you 
lose, the lawyer will receive no fees. However, in some 
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circumstances you may be required to pay a discounted 
fee. There is a maximum amount that a lawyer can 
charge from your damages, and this depends on 
the type of case. For example, commercial cases 
are capped at 50%, employment cases at 35% and 
personal injury cases at 25%. 

Executor – This is a person who is named in a will and 
who has responsibility for making sure that a will is 
administered in accordance with the deceased’s wishes. 
This can be a lawyer or it could be a family member or 
friend.

Fixed fees – A fixed price which may just cover your 
lawyer’s fee or may include other elements of the 
service. 

Hourly rate – Here, the lawyer is paid at an agreed 
hourly rate for the time they work on your case. 

Power of Attorney – This is a legal document that 
authorises one or more people to handle someone else’s 
affairs. This can be indefinite, for a limited amount of 
time or to deal with a specific situation.

Probate – the administration of a will when someone 
has died.

Trust – This is a legal arrangement in which a person 
holds the property (this can be land or money) of 
another for the benefit of a third party, called the 
beneficiary.
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If you aren’t happy with your lawyer’s final response 
you have up to six months to bring your complaint to 
us. We will accept complaints up to six years from the 
date of act/omission, or three years from when the 
complainant should have known about the complaint. 
However, this limit has been introduced gradually 
starting from 6 October 2010. If the problem happened 
earlier than that, you must not have been aware of it 
before 6 October 2010.
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Please call 0300 5550333 if you need help to resolve 
a complaint about your lawyer



05

If you need information in another language 
or in large print, Braille or on audio CD, 
please get in touch.

How to contact us

Call: You can call us on 0300 555 0333
(Calls to the Legal Ombudsman cost the same as a 
normal 01 or 02 landline number, even from a mobile 
phone, and are recorded for training and monitoring 
purposes.)

We are open Monday to Friday 
between 8.30am and 5.30pm.

If you are calling from overseas, 
please call +44 121 245 3050.

For our minicom call 0300 555 1777.

Email: You can also email us at 
enquiries@legalombudsman.org.uk

If you want to find out more about us and what we do, 
please visit www.legalombudsman.org.uk

Write: If you prefer, you can write to us at
Legal Ombudsman
PO Box 6806
Wolverhampton 
WV1 9WJ

Ref: 130815-C-1
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