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STANDARD TERMS AND CONDITIONS OF SERVICE – SIMPLE WILL SERVICE 

 

Our retainer with you - This document contains important information and forms the basis of our retainer with you.  Should you have 

any questions regarding the content then please contact us immediately. 

What you have 

instructed us to do for 

you 

You have instructed us to prepare a simple Will in line with the membership benefits you enjoy through your 

union. Should the contents of the Will prove to be complex you will be referred to a Panel Firm who may 

charge for the service. Provision of this service is subject to rule.   

What we will not do 

for you 

We will not act for you if you fail to meet your obligations below or ask us to act in an unprofessional 

or improper manner, abuse our staff or ask us to mislead a third party.   
 

What you must do You must provide us with timely and accurate instructions at all times.  You must not mislead us or ask us to 

mislead any other party.  In order to benefit from the free simple will service you must also remain at all 

times a member of your union. You must also pay the correct level of subscription charges due to your union 

in accordance with your membership terms and conditions. Should you fail to pay your membership fees or 

terminate your membership we will no longer be able to act for you under this agreement.     

The authority you 

give us 

By instructing us you are authorising us to act in your best interests.  In order to ensure we maintain our high 

service levels we may also share your details with our associated companies who provide legal and business 

support services to us.  This can include outsourced legal services, information technology services, auditing, 

accounting services, post room services, storing and archiving of claims.  Where it is necessary for a third 

party to have access to your file it will be under the same basis of confidentially as we hold your papers.  By 

instructing us you agree to this sharing of information. 

Complaints We are committed to providing high quality legal advice and client care.   However, if you feel that you have 

not received an acceptable level of service we want you to tell us as we regard it as an opportunity to monitor 

and improve our service.   

 

If you are unhappy about any aspect of the service you have received, please contact UnionLine by 

telephone, by post, or by email to complaints@unionline.co.uk.  We have a procedure in place which details 

how we handle complaints which is available from any member of staff and on our website. 

We have up to 8weeks to consider your complaint and, if we have not resolved it within this time, you may 

complain to the Legal Ombudsman (LeO). LeO expects complaints to be made to them within 6 years of you 

realising there was a concern and within 6 months of your last contact with us.  LeO will usually only consider 

a complaint if our internal complaints procedure has been exhausted and there are certain circumstances 

where LeO is not able to consider complaints, such as from some organisations.  If you require further 

information you should contact LeO direct.    

 

LeO’s contact details are as follows:   

Legal Ombudsman, PO Box 6806, Wolverhampton, WV1 9WJ 

Telephone: 0300 555 0333 

Minicom: 0300 555 1777 

Email: enquiries@legalombudsman.org.uk 

Website: www.legalombudsman.org.uk 

 

Under EU legislation we are also required to provide you with details of an organisation which offers 

Alternative Dispute Resolution (ADR).  That organisation is ProMediate, and their contact details are: 

Telephone: 07824 704826 mobile 01928732455 work 

Email: enquiries@promediate.co.uk 

http://www.promediate.co.uk/ 

 

However, it is for both parties to agree to use ADR and as you have access to the Legal Ombudsman this firm 

does not use the ADR process. 

Regulation  We and all our outsourced or sub-contracted panel firm partners are authorised and regulated by the 

Solicitors Regulation Authority of England and Wales or by the Law Society of Scotland for our Scotland sub-

contracted law firms. Our SRA registration number is 608309. 

Professional 

Indemnity Insurance 

(PII) 

In accordance with the requirements of the Provision of Services Regulations 2009, we maintain qualifying 

Professional Indemnity Insurance, details of which can be provided on request. 

Identity Check  We are required to check your identity in accordance with the Money Laundering Regulations 2007.  In 

order to confirm your identity we will perform an identity check using our online system CRIF. The search 



uses consented data only and will therefore not leave a footprint on your credit profile and will therefore 

not affect your credit rating.  

 

Not every instance of your credit report being checked will result in a visible ‘footprint’ being left on your 

report. There is such a thing as a ‘soft credit search’ or a ‘soft credit check’, which is recorded in your credit 

history, but is not visible to other lenders. This includes the identity check undertaken by us.   

Identity checks, quotations and other types of soft search are recorded on your credit report so that there 

is a transparent record of who has been viewing your credit history, but do not affect your 

creditworthiness. 

If you require details of the search carried out against you can contact Equifax by writing to: 

Equifax Ltd  

Customer Service Centre  

PO Box 10036  

Leicester  

LE3 4FS 

Storage of documents Following the finalization of your Will, if you wish, we will keep it in secure off site storage for as long as is 

needed and will not charge to send the Will to you or your Executors when requested. We will keep your file 

of general papers in relation to your Will in storage for a period of 6 years.  After this time we will send your 

papers to be destroyed unless you specifically state that you wish the same to be returned to you. We will 

not charge you for storing your file of papers and we will recover the same from storage in the event you 

require some documentation from the same. To clarify your final Will will be retained until such a time that 

it requested by you or your Executor, or you inform us that you no longer wish for us to retain your Will, and 

only your file of papers will be destroyed. 
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