Solicitors Regulation Authority

FAQs for consumers of legal services

As a consumer of legal services or a member of public you may have
questions about using a solicitor. We hope these frequently asked questions
help. To begin, select a topic below.

Finding a solicitor
Open all [#]

| am looking for a 'no win, no fee' solicitor. Can you help?

You will need to contact each firm of solicitors directly to find out if they are
willing to review your case on a 'no win, no fee' basis. We do not hold this
information.

Read more about costs [https://consultations.sra.org.uk/consumers/instructing/costs-
legal-aid/].and 'no win, no fee' agreements.

To find solicitors who might be able to help in specific areas of law use the
Law Society's directory, Find a solicitor [http://solicitors.lawsociety.org.uk/]..

I've never used a solicitor before. How do | find one and
what should | expect?

If you have never used a solicitor before, you may find it useful to read
advice on finding and using a solicitor from us and from the Law Society:

e Searching_for a solicitor
[https://consultations.sra.org.uk/consumers/choosing/#finding]_.Using the Solicitors
Register [https://consultations.sra.org.uk/consumers/register/]..

* How to get the best service for your needs by narrowing down your
search results

e What to expect from a lawyer
[https://consultations.sra.org.uk/consumers/choosing/what-to-expect/]

e How to get the best from a lawyer
[https://consultations.sra.org.uk/consumers/choosing/get-best-solicitor/]

e Guidance on costs [https://consultations.sra.org.uk/consumers/instructing/costs-
legal-aid/]

Can you find me a legal aid solicitor?

No. We are unable to help you find a legal aid solicitor.

To find out if you are eligible for legal aid and free and confidential legal
advice, contact Civil Legal Advice (CLA) on 0345 345 4345 or visit
www.goV.uk/civil-legal-advice [https://www.gov.uk/civil-legal-advice] .

There are several ways to access cheap or free legal advice. Read more
about costs and legal aid [https://consultations.sra.org.uk/consumers/instructing/costs-
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legal-aid/]

To find solicitors who might be able to help in a particular area of law, use
the Law Society's directory, Find a solicitor [http://solicitors.lawsociety.org.uk/]..

Checking a solicitor's records
Open all [#]

How can | find a solicitor in my area?

The Law Society's Find a Solicitor [http:/solicitors.lawsociety.org.uk/] search will
help you if you are looking for a solicitor who specialises in a particular
area of law. It is optional for solicitors to appear on this search.

How do | check a solicitor's record with the SRA?

All published regulatory decisions remain on the site for three years.

You can check a solicitor's record [https://consultations.sra.org.uk/consumers/solicitor-
check/1.to find out if we have published decisions about a firm or individual.

For information prior to the three year period, [http://www.sra.org.uk/contact-us]

contact us
[https://consultations.sra.org.uk/home/contact-us/] .

| used a solicitor several years ago. Now, | need my files
but cannot find the solicitor. Can you help me?

Your solicitor may have changed address.

To find the current contact details of a solicitor you can check our Solicitors
Register. [https://consultations.sra.org.uk/consumers/register/]

If you are unable to find the solicitor or firm, please contact us
[https://consultations.sra.org.uk/contact-us]..

Please provide us with as much information as possible to help us complete
a search, including: the name and address of the firm of solicitors you
used, the name of any solicitor with whom you had dealings, and the date
on which you last had dealings with the firm. (Even an approximate year
will help us with the search.)

| checked the record of my solicitor, but couldn't find
them on your solicitor check. Does this mean they're not
a real solicitor?

No, this means that they do not have any published regulatory decisions on
their record for the past three years.


https://consultations.sra.org.uk/consumers/instructing/costs-legal-aid/
http://solicitors.lawsociety.org.uk/
http://solicitors.lawsociety.org.uk/
https://consultations.sra.org.uk/consumers/solicitor-check/
http://www.sra.org.uk/contact-us
https://consultations.sra.org.uk/home/contact-us/
https://consultations.sra.org.uk/consumers/register/
https://consultations.sra.org.uk/contact-us

Solicitors Regulation Authority

Not all solicitors have regulatory decisions against them, and not all
regulatory decisions are published.

Look up your solicitor in the SRA's Solicitors Register
[https://consultations.sra.org.uk/consumers/register/] to confirm their status.

Using a solicitor
Open all [#]
I'm purchasing a house. My solicitor says | need to pay

his bill now, but we do not complete until next week. Is
this allowed?

Yes. In conveyancing transactions, because the solicitor needs to pay
stamp duty and land registry fees on the day of completion or shortly
thereafter, they tend to issue one bill/completion statement to clients
asking for monies just before completion.

This bill normally includes their costs, and this is acceptable practice.

| am purchasing my neighbour's house, and they are
purchasing mine. The solicitor, who neither of us has
used before, says he cannot act for both of us. Is this
correct?

Yes. A solicitor can only act for both parties to a conveyancing transaction if

e the parties are connected or related in law, or

* they are both established clients, or

e the transaction is for less than £10,000, or

» each client by chance went to a different office of the same law firm.

| am the executor of my mother's will. 1 requested the
will from the solicitor, as my mother has gone into a
nursing home. But the solicitor says "no". Is he right?

Yes. A solicitor owes a duty of confidentiality to their client. Therefore, until
your mother dies (and at that time the duty to keep matters confidential
will pass to the executors), the solicitor cannot hand over the will. The
solicitor could give you a copy of the will if your mother gives her written
consent and has full mental capacity to give that consent. The solicitor may
have to visit her to assess capacity before handing over the will.

How can | find out how much it will cost to use a
solicitor?

Talk to the solicitor or firm to find out how the costs will be calculated. Fees
vary widely, depending on the type of work and how long it will take.
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This is a discussion that you need to have with each solicitor or firm that
you use, to fully understand the costs involved. Read more about costs
[https://consultations.sra.org.uk/consumers/instructing/costs-legal-aid/]. and what to
expect from a solicitor [https://consultations.sra.org.uk/consumers/choosing/what-to-
expect/]..

| have my first meeting with a solicitor but I'm not sure
what to expect, what to ask or what to take along. What
can | do to get the most out of our meeting?

Preparation is essential, and you should get as much relevant information
together as possible, including relevant paperwork.

For more about what you may need to consider for your first meeting with
a solicitor, including the sort of information you can expect to receive, read
our information on finding_a solicitor
[https://consultations.sra.org.uk/consumers/choosing/l and what to expect from a
solicitor [https://consultations.sra.org.uk/consumers/choosing/what-to-expect/] .

How can | find out if a solicitor is regulated by the SRA?

You can check our Solicitors Register
[https://consultations.sra.org.uk/consumers/register/]..

| hear solicitors use the phrase "lawtech" a lot - what
does it mean, and should | use it?

Many of us use technology to access everyday services - from online
banking to grocery shopping, buying insurance to ordering a taxi. Solicitor
firms are no different with more and more of them offering their services
for example through apps, chatbots or other online tools. These are the
kinds of services that are sometimes referred to as ‘lawtech’.

Lawtech might not suit everyone, but it can give you:

* more choice about how you access legal help, so it best suits you. For
instance, you might prefer getting advice through an app rather than
speaking to someone in person

e more control, with more opportunity to access services when it is
convenient for you and the potential for quicker, more efficient
services

* more affordable options - you might be able to do some of the work
yourself in some cases, such as filling in simple forms online, to
reduce the cost even more

What types of lawtech are available?
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There are plenty of types available. Some will be quite simple, while others
use sophisticated technology that can learn from how users behave and
improves its service. They include:

e Apps that provide basic legal advice and guidance, or when a problem
is more complex, connect you directly to a legal professional such as a
solicitor.

¢ Online interactive websites - these could involve, for instance,
templates that you fill in that could automatically generate legal
documents, such as contracts or letters. These can be used without
the need for human input, or only final solicitor’s check at the end

e Chatbots can be used to have an online chat - either through speech
or text - without having to speak to a human. A chatbot might be able
to help you through a simple legal problem, such as a parking fine, or
the initial phases of a bigger problem

Are real solicitors involved?

Not always. Some lawtech will be created by regulated law firms and
involve solicitors. If you use this type of lawtech, you will benefit from the
extra protections [https://consultations.sra.org.uk/consumers/choosing/#collapse_3ec6]
you get from using a regulated legal professional.

There is lawtech available that does not involve a regulated law firm. This
does not mean it is not legitimate. It might provide useful legal services,
possibly at a cheaper price, but you might not get the assurance of the
extra protections you get when using a regulated law firm.

Before using lawtech, it is a good idea to check if a company is regulated,
what protections and guarantees they offer, and look for other clues as to
whether it seems to offer a good service. For instance, you could look at
customer review sites [https://consultations.sra.org.uk/consumers/choosing/customer-
reviews/] .

Is my data protected?

All businesses must meet strict rules around how they handle your data.
The Information Commissioner’s Office (ICO) has provided useful
information about your rights [https://ico.org.uk/global/privacy-notice/your-data-
protection-rights/].. For instance, you have a right to be told if your personal
data is to be used for other purposes.

If you are concerned about the way an organisation is handling your
information, you should raise this with them. The ICO provide advice on
how yOu Can raise concerns [https://ico.org.uk/make-a-complaint/]

Problems with a solicitor

Open all [#]
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How do | make a complaint about my solicitor?

You must complain to your solicitor or firm of solicitors first.

If you have complained to your solicitor or firm and you are not satisfied
with their response, you can take things further.

e If your concerns are about poor service, such as a problem
relating to fees or delayed communication, contact the Legal
Ombudsman [https://www.legalombudsman.org.uk/] .

* If you have concerns about a solicitor who you have not instructed, or
if your complaint relates to a breach of SRA Standards and Regulations
[https://consultations.sra.org.uk/solicitors/standards-regulations/principles/].Or to an
allegation of dishonesty or discrimination, you should report the
matter to us [https://consultations.sra.org.uk/consumers/problems/report-solicitor/]..

| am not happy about the fees that | have been charged.
What can | do?

Before you query your fees, ask your solicitor how the fees were calculated.

If you still feel you have been charged incorrectly or misled about the
costs, the first thing you must do is complain directly to the solicitor or firm
of solicitors. The solicitor or firm should have given you details of their
complaints procedure when you started using them, and you can request
information about their complaints procedure at any time. It should also
appear on a firm’s website.

How to complain to your solicitor
[https://consultations.sra.org.uk/consumers/problems/report-solicitor/#how-complain]

If you do not get a satisfactory answer from the solicitor or firm, take your
complaint to the Legal Ombudsman [https:/www.legalombudsman.org.uk/]_(LeO),
an independent organisation dealing with complaints about poor service
from lawyers and legal services. If LeO agrees that you have been
overcharged, it may make the solicitor or firm refund or reduce your legal
fees. If you have lost out due to other aspects of poor service, LeO may
award compensation.

You can also ask a court to examine your bill; you may incur further costs,
and you should get independent legal advice beforehand. For more advice
on legal fees, read our information about costs
[https://consultations.sra.org.uk/consumers/instructing/costs-legal-aid/]..

You have closed my solicitor down, but they had my
money and papers. What do | do now?

If we have closed down the solicitor or firm that you were using (known as
an "intervention"), we will have appointed intervention agents to go
through the files and accounts of the firm to return them to clients
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wherever possible. If you do not have the details of the intervention
officers, contact us.

If you are the client of a firm closed by us, read our advice about
implications for you [https://consultations.sra.org.uk/consumers/problems/solicitor-closed-
down/intervention/]..

| can't get in contact with my solicitor. What should | do?

Your solicitor may have changed address.

To find the current contact details of a solicitor you can check our Solicitors
Register.

If your solicitor's contact details have not changed, you will need to contact
US [https://consultations.sra.org.uk/contact-us] .

We can tell you if the firm has closed, been abandoned
[https://consultations.sra.org.uk/consumers/problems/fraud-dishonesty/abandonment-closure/]
or if we have closed the firm

[https://consultations.sra.org.uk/consumers/problems/solicitor-closed-down/intervention/] .

| don't think my solicitor is regulated by the SRA. What
does this mean?

It is a criminal offence for anyone who is not on the roll of solicitors to call
themselves a solicitor or act as a solicitor.

To check that a solicitor is genuine, or if you think you are dealing with a
bogus solicitor, contact us [https://consultations.sra.org.uk/home/contact-us/]
immediately.

Solicitors closed down
Open all [#]

What is an intervention?

An intervention takes place when the SRA closes down a solicitor's practice.
This power is given to us by Parliament. It enables us to take from the firm
documents and money that belong to clients. We can only intervene in the
public interest.

An intervened firm is completely closed down. It is no longer able to act for
its clients. Usually, we hire a specialist firm of solicitors to help us close
down a practice, and we call such firms SRA intervention agents.

Why does the SRA intervene?
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We intervene into solicitors' firms to protect the interests of clients, the
public and the solicitors' profession.

Before closing down a firm, we must have concerns about the firm that
make us believe clients' interests are at risk. So, intervention is a protective
step; it does not always mean we have made a finding against a firm or an
individual.

There are several grounds on which we may intervene, which may include:

e Protecting the interests of clients (or former or potential clients)

* We suspect dishonesty on the part of someone at the firm.

e The only solicitor at the firm has been made bankrupt, sent to prison
or struck off the roll of solicitors.

e The practice has been abandoned.

e There have been serious breaches of the SRA Standards and
Regulations.

Learn about the law governing_intervention
[https://consultations.sra.org.uk/consumers/solicitor-check/closures/#legislation]

When we intervene into a firm, we sum up the reasons behind this action in
a record of the decision on our website.

A solicitor or firm that we have closed down can apply to the High Court to
have our decision to intervene overturned.

We have closed down a firm, what happens now?

When we close down a firm, we take the documents and money controlled
by the practice.

* We freeze the firm's bank accounts and arrange for the funds to be
transferred to us.

e We ask an intervention agent to act for us. The agent takes the firm's
papers so they can be held safely.

» We or the agent tries to return the papers and money held by the
practice to the people they belong to.

Our intervention agent tries to contact all clients who have ongoing,
current cases that were being handled by an intervened firm to tell them
we have closed down the firm. Our Intervention Archives Department
contacts clients if we find a will, unregistered deeds or other document of
record, such as a power of attorney, that is theirs. The intervention agent
asks the client for instructions about what should happen to their file or
document.

We keep safe the documents and money taken from an intervened firm
until we are able to return them to the people they belong to. We may not
be able to return papers and money straight away if

* the firm's accounts have not been kept properly,
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* money or papers have gone missing,
e we cannot contact the people they belong to.

What we do not do

* We do not take over and run the intervened firm or do legal work on
behalf of its clients, except in an emergency.
* We cannot help employees or trade creditors of firms that we have

closed down. (See our advice for employees
[https://consultations.sra.org.uk/consumers/problems/solicitor-closed-down/intervention-

employees-effect/] or our information for trade creditors
[https://consultations.sra.org.uk/consumers/problems/solicitor-closed-down/intervention-

debt-creditors/] .)

What happens to my money?

The money in an intervened firm's bank accounts is transferred to us. Then,
we or the intervention agent looks at the intervened firm's accounts to
work out who the money belongs to.

We or the agent will try to return any money the firm was holding for you.

Claiming your money from the firm's bank accounts

You need to make an application for money to be returned to you.

To claim your money from the bank accounts of a firm we have closed
down, contact us [https://consultations.sra.org.uk/home/contact-us/] .

If the firm's accounts are not in good order, it might be hard to work out
exactly how much money is owed—and to whom. For that reason, it might
take us or the agent some time to return your money.

Applying to our Compensation Fund

If we cannot return money you are owed from the firm's bank accounts, or
if we can only return part of the money, you can apply to our
Compensation Fund [https://consultations.sra.org.uk/consumers/compensation-fund/]..

If you urgently need money that a firm we have closed down was holding
for you, and you cannot wait for us to look at the firm’s accounts, you can
apply to our Compensation Fund
[https://consultations.sra.org.uk/consumers/compensation-fund/]..

We cannot guarantee that you will get a grant, and you must prove that the
solicitor was holding your money and you have or are likely

to suffer a financial loss. For more information, contact us
[https://consultations.sra.org.uk/home/contact-us/]..

Where are my documents?
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Ongoing cases

If you have an ongoing business with a solicitor firm that we have closed
down and your file can be found, our intervention agent will contact you to
ask what you want done with your papers.

If you have not heard from our intervention agent yet and want to talk to
them about your case, get the agent's contact details by following the

instructions under Find out if a firm has been closed down
[https://consultations.sra.org.uk/consumers/problems/solicitor-closed-down/intervened-firms/]

You can tell our intervention agent who your new solicitor is or where you
would like them to send your papers.

Our intervention agents do not take over and run intervened firms or do
legal work on behalf of their clients, except in an emergency.

Our intervention agents do not take over and run intervened firms or do
legal work on behalf of their clients, except in an emergency.

Wills and other documents of record

If a firm that we have closed down was holding a will or other document of
record for you (unregistered deeds to a property, for example) and your file
can be found, our Intervention Archives Department will contact you to ask
what you want done with your papers. Depending on the volumes this may
take some time. Please be assured your documents are safely stored in
the meantime.

If you have not heard from our Intervention Archives Department yet
you can arrange to complete a file request

form
[https://consultations.sra.org.uk/consumers/problems/claim-

papers/#intervention-archive] .

We can send the documents to your new solicitor or where you would like
us to send your papers.

Do | need legal advice or new solicitors?

If a firm we have closed down was handling a case for you that was
ongoing on the date of our intervention, you must instruct new solicitors to
act on your behalf if you want to carry on with the case.

You can choose any solicitor to carry on your case, unless your case is
publicly funded (for example, you have legal aid). We can only hand over a
publicly funded case to a firm of solicitors with a Legal Aid Agency
franchise in the right area of law.
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To find out about solicitors in your area, use the Law Society's Find a
solicitor [https://www.lawsociety.org.uk/find-a-solicitor/] directory.

For legal advice, try your local Citizens Advice Bureau or Law Centre.

What if my case is urgent?

The intervention agent tries to find and contact clients with urgent cases
straight away. Each client needs to instruct another firm to represent them.
If there is no time for this—for example, if the client is due to complete on a
house sale or purchase on the day of the intervention or the next day—the
agent acts on behalf of the client on an emergency basis only.

Papers

The intervention agent does its best to identify urgent cases straight away.
If you have an urgent matter, the agent will try to contact you to tell you
what is happening and ask you what you want.

The intervention agent may fail to identify your file as urgent. So, if you
have an urgent case, it is important for you to contact the agent quickly. If
you do not have the contact details of our intervention agent, contact us
[https://consultations.sra.org.uk/home/contact-us/]..

Money

If you urgently need money that a firm we have closed down was holding
for you, and you cannot wait for us to look at the firm's accounts, you can
apply to our Compensation Fund for a grant [https://consultations.sra.org.uk/claim]

We cannot guarantee that you will get a grant, and you must prove that the
solicitor was holding your money or that you are suffering hardship
because we closed down your solicitor's firm. For more information, contact
US [https://consultations.sra.org.uk/home/contact-us/] .

What happens to closed files?

If a firm that we have intervened into acted for you in the past and your
case finished before the date of the intervention, you will not be contacted
as a matter of course.

If we recover your file from the intervened firm, we will keep it safe in our
Intervention Archive Department.

Please complete and return the form
[https://consultations.sra.org.uk/consumers/problems/claim-papers/#intervention-archive]_ if
you want to see whether Intervention Archives took possession of any of
your papers together with proof of identity.
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Intervention Archives aim to process 85% of these requests within 16
weeks. This does depend on the volume of requests.

You have closed a solicitor down, but they owe my
company money. Who is liable?

All trade debts are the liability of the owners of the firm or sole practitioner
in question. We do not take any responsibility for the trade debts of those
we regulate. We recommend seeking independent legal advice on this
matter.

My firm has closed

Open all [#]

| cannot contact my solicitor. Has the firm closed down?

Your solicitor may have changed address.

To find the current contact details of firms we regulate, you can use our
Solicitors Register [https://consultations.sra.org.uk/solicitors/standards-
requlations/glossary/register/]..

To find the current contact details of an individual solicitor, use the Law
Society's directory at Find a solicitor [http://solicitors.lawsociety.org.uk/]..

If you are unable to find the solicitor or firm, please contact us
[https://consultations.sra.org.uk/home/contact-us/]..

| was an employee at a firm that has closed. What can |
do to get wages owed?

Your contract of employment is personal to you and your former employer.
We are unable to assume any rights or obligations in relation to your
contract.

You may wish to consider seeking independent legal advice. Contacting
Citizens Advice [http://www.citizensadvice.org.uk/] might be a good place to start.
Or, if you are a member of a trade union, it may be able to help.

You have closed down my firm, how can | get my files?

For help finding your files, please complete and return the form
[https://consultations.sra.org.uk/consumers/problems/claim-papers/#intervention-archive]..

Please provide as much information as possible to help us complete a
search, including the name and address of the firm of solicitors you used,
the name of any solicitor with whom you had dealings, and the date on
which you last had dealings with the firm. (Even an approximate year will
help us with the search.)


https://consultations.sra.org.uk/solicitors/standards-regulations/glossary/register/
http://solicitors.lawsociety.org.uk/
https://consultations.sra.org.uk/home/contact-us/
http://www.citizensadvice.org.uk/
https://consultations.sra.org.uk/consumers/problems/claim-papers/#intervention-archive

Solicitors Regulation Authority

Legal help at the police station
Open all [#]

What is a police station accredited representative?

If you are detained by the police at a police station you will have access to
legal advice through a police station accredited representative. This person
might be a qualified solicitor or they might have other legal qualifications
or experience. They will be able to advise you when you are detained.

How do | find out who is my police station accredited
representative?

The police station representative should explain who they are and which
firm they work for, if any. If you are unsure of where they work, or who has
instructed them, the police station will be able to tell you.

You can also check this information by:

e Emailing_[mailto:enquiries@dutysolicitors.org] the Legal Aid Agency (LAA) to
ask which police station representative was at your police station on
the date you were detained.

e Looking_on the police station accredited representative register.
[https://www.dutysolicitors.org/ords/f?2p=109:45::::::]

How can | complain about my police station
representative?

If you are unhappy with the service you received you should talk to the firm
where the representative works or the firm that instructed the
representative.

If you are unhappy with the representative's or the firm's response, you
can:

e Raise your concern with the Legal Ombudsman
[mailto:enquiries@legalombudsman.org.uk.] . It deals with complaints around
poor service standards.

e Report their conduct to us
[https://consultations.sra.org.uk/consumers/problems/report-solicitor/] if we regulate
the representative or they work at a firm we regulate. You can check
whether we reqgulate the individual or firm by using_our Solicitors
Register. [https://consultations.sra.org.uk/consumers/register/]

The LAA does not handle complaints about police station accredited
representatives. But you can email the LAA with information about a police
station representative. [mailto:enquiries@dutysolicitors.org] The LAA will
acknowledge receipt.
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What will we do with the information you provide?

We will use the information you send to us to help us decide if and what
action we may take.

We share the reports we receive about police station representatives with
the LAA. Where we do this, we will let you know. The LAA may also share
information with us, if it is about a solicitor or law firm we regulate.

Accessibility

| am blind and would like a Braille copy of some
information on your website. Do you provide this and, if
so, how can | get it?

We have taken care to make sure that the content on our website is as
accessible as reasonably possible and compatible with assistive technology
such as screen readers—for more, see our accessibility information.

However, if you do need information in other formats, please phone or
email our Contact Centre [https://consultations.sra.org.uk/home/contact-us/] With
details of your request.

Cold calling and canvassing
Open all [#]

| have been telephoned a number of times by people
offering _legal services,_is this allowed?

No.

Neither solicitors nor anyone working for them are allowed to telephone
people offering their legal services. Some companies offering help with
Wills, Personal Injury Claims or Payment Protection Insurance (PPI) claims
for example may not be solicitors that we regulate. If you find out who is
calling, or who the person is calling on behalf of, we can tell you if we
regulate them and if we can take action. Please email us
[https://consultations.sra.org.uk/home/contact-us/] if this has happened to you.

A solicitor has approached me in my local shopping_area
offering _legal services, | felt pressured, is this allowed?

No.

Neither solicitors nor anyone working for them should approach people
offering their services. No one should be pressured into choosing a firm.
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Please email us [https://consultations.sra.org.uk/home/contact-us/] if this has
happened to you.

| was approached by a solicitor offering legal services,
and sighed documentation without understanding_it.
What can | do?

Raise this with your lawyer who can explain things to you and the process if
you change your mind. If you are not happy with the response, you can
contact the Legal Ombudsman - it resolves disputes between lawyers and
consumers.

Please email Us [https://consultations.sra.org.uk/home/contact-us/] if you felt
pressured into signing documentation or otherwise felt the solicitor
behaved unethically.
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