VIRGO AND our
SOLICITORS LIMITED

Your
ref:
Terms and Conditions of .
Business
EMAIL: abess@virgosolicitors.co.uk
GENERAL

If you wish to have these terms and conditions in large print or braille or you have any
gueries on them, please telephone 0208 885 3999.

The purpose of this document is to confirm the arrangements between us. Our Terms and
Conditions represent a legally binding agreement between you and us. The expression “we”,
“us”, and “our” refer to Virgo Solicitors Ltd and “you” and “your” refer to our client.

These terms and conditions will apply to any services which we provide to you and will
usually be supplemented by a letter dealing amongst other things with the specific services to
be provided and the fees payable.

These terms and conditions may be revised from time to time and a copy will be sent to you
to replace these, and the revised terms and conditions will apply from the date you receive
them. You are of course free to terminate the arrangement between us if you do not accept the
revised terms and conditions.

Although your continuing instructions in this matter will amount to an acceptance of these
Terms and Conditions, it may not be possible for us to start work on your behalf until you
sign, date and return one copy of this document for our file.

Before you sign and return it to us, it is important to you that you read and indeed understand
this document. This document is provided for you to keep and a copy will be retained on file.
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BUSINESS HOURS
The normal hours of opening our office is between 9:30am and 5:30pm on weekdays.

Messages can be left on the answer phone outside those hours and appointments can be
arranged at other times outside office hours when this is essential or necessary. During
public holidays our office is closed, but we do have provisions in place to do emergency
work. Our office may close between the Christmas period up until the New Year and the
work that we carry out is organised and arranged to take this holiday period into account.

RESPONSIBILITY FOR WORK
The name of the person who will carry out most of the work in this matter and, if different,

the fee earner with overall responsibility for your matter will be confirmed in our Client Care
or Advice Letter. The appointed fee earner may from time to time, be assisted by other
members of our team i.e. trainees, paralegals, legal assistants etc. However, you will be
notified of this either in the Client Care Letter or in writing when applicable. The fee earner’s
work will also be supervised by another fee earner is knowledgeable about the work being
carried out in respect of your instructions. The details of the named Supervisor will also be
confirmed in our Client Care or Advice Letter.

We try hard to avoid changing the people who are handling your work but if this cannot be
avoided, we will notify you promptly of the name and status of the person who will be
dealing with your case.

OUR SERVICES
Scope of our Services
The scope of the services we have agreed to provide for you in any matter will be agreed

between us and confirmed in our Client Care Letter. You agree that you do not require us to
provide you advice or further services in relation to any aspect outside of the scope of the
services so agreed.

Level of Service
We will regularly update you by telephone or in writing with progress on your matter in

particular, following key events or stages in your matter. We will always endeavour to
communicate with you in plain language.

We will update you on the cost of your matter at least six monthly and/or at agreed events.
Whenever there is a material change in circumstances, we will update you on whether the
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likely outcomes still justify the likely costs and risks associated with your matter. We will
continue to review whether there are alternative methods by which your matter can be
funded.

We will update you on the likely timescales for each stage of this matter and any important
changes in those estimates.

Joint Instructions
Where we are jointly instructed by you and another client to act in a matter, we will assume

that either of you are authorised to give us instructions, unless either of you advise us
otherwise. In addition, as matters progress, we may need to act on instructions of other people
from whom we consider it is reasonable to take instructions in order to progress the matter
within the timescales set. Unless informed of any change, we will assume that this remains
the case until our work is completed.

YOUR COMMITMENT TO US
To assist us in carrying out the work as efficiently as possible, you will need to ensure that all

information provided is to the best of your knowledge complete, accurate and up to date.
You should also notify us of any changes or variations to that information which may arise
after the date it is passed to us and of any new circumstances that might be relevant to the
work we are undertaking.

SAFE WORKING
It is our aim to maintain a good working relationship with all of our clients.
Please note, however, that we will not tolerate violence and aggression. We understand that

our clients may be experiencing stressful times and we will endeavour to support our clients
throughout this but no member of our staff should be subjected to unreasonable, violent,
threatening and abusive behaviour, whether verbal, physical or written.

If, at any time, a member of staff encounters unreasonable, violent, threatening and/or
abusive behaviour from you (or by a third party on your behalf), whether verbal, physical or
written, then we reserve the right to take immediate action to protect our staff. This may
include imposing restrictions or controls, whether temporary or longer-term, on how we
engage with you going forward. Violence or threats of violence will also be reported to the
police where appropriate. In some circumstances, the firm may determine that we have to
cease acting for you and terminate your retainer (see below).
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OUR CHARGES
Professional Fees
Unless and until either an alternative fee arrangement has been agreed and confirmed in writing

by us or you are entitled to have our fees paid by the Legal Aid Agency (in which case
different cost considerations apply as set out in our Client Care Letter), the basis for
calculation of our fees is primarily by reference to the time spent by the fee earner(s) dealing
with the matter (including any time which we spend travelling) and will be charged at an
hourly rate.

Where relevant, the hourly rates applicable to your matter will be confirmed to you in our
Client Care Letter. We may from time to time review our charging rates and will notify you
immediately in writing of any changes which are applicable to your matter.

Our current rates from time to time may not be appropriate in cases of exceptional
complexity or urgency or where specialist knowledge is required. Where it becomes apparent
that such circumstances exist we will notify you of this.

We are registered for VAT purposes. Our VAT registration number is 848507987.

All fees are quoted exclusive of VAT, which will be added where appropriate. Currently, the
VAT prevailing rate is 20%.

Matter not concluded
Unless otherwise agreed in writing, our fees are payable whether or not a matter is

successfully concluded. If any matter does not proceed to completion for any reason during
the period in which we are instructed, then we will be entitled to charge for work done by
proportion of the agreed fee as set out above but, at its absolute discretion, we may waive part
or all of such entitlement to fees.

Estimate of Costs
We will provide you at the outset of a matter with the best possible information on our costs

and will update this information as the matter progresses. As you will appreciate however, a
matter can often end up taking quite a different shape from that envisaged at the time when it
starts and the legal advisers are instructed. Accordingly, it can be difficult to come up with a
clear estimate. However, as matters progress, we should be able to provide you with more
detailed estimates of our likely costs and will keep this under review with you.
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Limits

Whilst it is often not possible to estimate charges in advance, it is open to you to notify us of
any limit which you wish to impose on our charges after which further reference will be made
to you. We will advise you when it appears that any costs estimates or limits are close to being
exceeded. Notwithstanding any estimates or costs limits however, the final bill will be a
product of the amount of time our fee earners spend on the matter and our agreed fee rates; any
estimates provided are neither intended to be a cap nor a target billing figure. Therefore, if
significant further work is required in addition to that currently envisaged or if the timetable is
extended significantly, our fees will be greater than our indicative estimates. Should it become
apparent at any time during the course of the matter that significant further work will be
required, we shall of course let you know.

Fixed Charges
In leasehold property transactions which we undertake and in transactions involving a

substantial financial consideration or benefit to the client, fees may be calculated both by
reference to the time spent and also by reference to a value element i.e. value of the financial
benefit. The value element reflects the importance of the transaction and the consequent
responsibility falling on us as a firm. We will tell you in advance if a value element will be
included, how it will be calculated and the amount to be charged.

Third party responsibility

In certain circumstances, there may be an expectation that a third party (including an insurer)

will pay your costs. We may at our discretion issue invoices to a third party funder and accept
payments from them but you will remain liable to us for all charges. In the event that the third
party does not pay the sums due, you will be required to pay them.

Disbursements
We may incur certain expenses on your behalf, (for example, such items as court fees,

counsel's fees, search fees). You will have to pay those expenses or reimburse us for them in
addition to our fees. VAT is payable on certain disbursements.

BILLING

Timing of bills

We will normally send you a final bill for the settlement of our services at the end of the
matter. However, if the matter is ongoing, we may render interim bills at agreed intervals.
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Payments on account
We may ask you to pay sums of money from time to time on account of the anticipated fees.

We will offset any such payments against your final bill.
Total fees may be greater than any advance payments.

Settlement of bills
Accounts are to be paid by you when due, whether or not the amounts concerned may

ultimately have to be paid by another party. Bills are to be settled in full within 30 days of
receipt.

We may charge interest on unpaid bills from 30 days of delivery of the bill on a daily basis at
rate of 4% above the base rate of Barclays Bank plc.

In relation to non-contentious costs, we are entitled to charge interest on unpaid bills at the
rate payable on judgment debts from one month after delivery of the bill in accordance with
Article 5 of the Solicitors' (Non-Contentious Business) Remuneration Order 2009. We
reserve the right to charge interest on any outstanding amounts at the rate of 4% above the
base rate of Barclays Bank plc.

If any payment on account is not made or a bill is not settled in accordance with these terms,
we reserve the right to decline to act further for you.

Concerns over your bill
If you are not satisfied with the amount of our fees please contact us. Objections about the

amount of our fee will be handled by way of our complaints procedure.

If you remain unhappy about the level of our fees you may be able to make a complaint to the
Legal Ombudsman (as more particularly set out above) or may be entitled to have the bill
assessed by the Court in accordance with Part 111 of the Solicitors Act 1974. Your rights are
set out more fully in Sections 70, 71 and 72 of the Solicitors Act 1974.

Lien over papers and documents
Following the conclusion of your matter, we are entitled to retain your file of papers and

documents while there is money owing to us for fees.

Client account
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We operate a client account facility which allows for money to be held or transferred in
relation to a matter we are working on. However, the facility is operated at our discretion and
any unauthorised receipts will be held pending further investigation or returned to the sender.
Therefore, we ask that you give us advance warning of any receipts.

Any client money we hold on your behalf in our client account is afforded the protection
under the Solicitors Act 1974.

Client monies will normally be held by us in a general client account with our primary
banker, Barclays Bank plc in the name of ‘VIRGO SOLICITORS LIMITED’.

Payment on account for our fees or disbursements
We may ask you for advance payments on account for our fees and/or to enable us to pay

disbursements on your behalf as and when they become due. Money paid by you on account
of our costs and/or unpaid disbursements will be treated as client money and paid into our
client account (see above for details).

We will confirm in writing (by letter or email) whenever we need to make a transfer of all or
some of those sums to our business account to cover our fees for work that we have
undertaken.

We may need to draw upon sums held for you in the client account to reimburse us for
payments we have made on your behalf, for example, where we pay a court or search fee on
your behalf using our own money. You will have been informed at the outset (or updated
during your matter as necessary) of likely disbursements we will need to make on your behalf
and some of the monies we ask you to pay on account will reflect those anticipated costs.
Where it is appropriate to do so, we will deduct money from sums paid by you into our client
account to reimburse us for those payments after they have been paid by us. We will not issue
a bill each and every time that we make a transfer but we will ensure that you are provided
with information as and when appropriate (not least a final bill at the end of the matter) to
ensure that you can reconcile the payments. All transfers will be done in accordance with our
regulatory obligations (including those set out in Rule 5 of the SRA Accounts Rules). For
more information, see: https://www.sra.org.uk/solicitors/standards-regulations/accounts-
rules/.

Cash payments
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It is our policy to only accept cash up to £1,500. If you circumvent this policy by depositing
cash direct with our bank we reserve the right to charge for any additional checks we deem
necessary regarding the source of the funds. Where we have to pay money to you, it will be
paid by cheque or bank transfer. It will not be paid in cash or to a third party.

Client Interest
If we hold money on your behalf in our client account, in accordance with the SRA Accounts

Rules, it is our policy that we will pay you a sum of money in lieu of interest on a fair and
reasonable basis.

Client monies will normally be held by us in a general client account with our primary
banker, Barclays Bank plc.

A sum in lieu of interest will be payable on amounts held in our general client account on the
following basis:

1. The period for which interest will be paid normally runs from the date the funds are
received by us cleared in our account until, where paid electronically, the date when the
funds are sent or, where paid by cheque, the date(s) on the cheque(s) issued to you;

2. The rate of interest paid to clients will be in line with Barclays Bank plc’s published

interest rates on Client Deposit Accounts over the period when interest is due;

All sums that are paid to you will be paid as a gross amount;

4. We will not account to you for any sums in lieu of interest in the following situations:

w

a. On money held for the payment of a professional disbursement if the person to whom
the money is owed has requested a delay in settlement;

b. On money held for the Legal Aid Agency;

c. On money on an advance to us to fund a payment on your behalf in excess of funds
already held for you;

d. Where the total amount of interest calculated over the course of the matter is £20 or
less;

e. Otherwise, where there is an agreement to contract out of the provisions of this policy.

If it is apparent that money held on your behalf will need to be retained for some time then
such money may need to be placed in a designated deposit account in which case all of the
interest accruing while the funds are so invested will be paid to you when the account is
closed or on intermittent basis as agreed with you.
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It is extremely unlikely that we could be held liable to you if any money held in our client
account is lost due to any failure in the banking system including bank collapse. However,
you may be entitled to make a claim against the Financial Services Compensation Scheme
(FSCS) in the event of failure of the bank. The amount of compensation which the FSCS can
pay out is limited to £85,000 (subject to some restrictions). We may be able to make a claim
to FSCS on your behalf. If we do so, we will, subject to our obtaining your consent, give
certain client information to FSCS to help them identify you and any amounts to which you
are entitled.

INVESTMENT
Sometimes the work we are likely to carry out for you can involve investments. We are not

authorised by the Financial Conduct Authority (previously the Financial Services Authority)
and so may refer a client to someone who is authorised to provide any necessary investment
advice. However, we can provide certain limited services in relation to investments provided
they are closely linked with the legal services we are providing to a client, as we are members
of the Law Society of England and Wales.

If we recommend a referral to a particular firm, agency or business to provide you with
investment advice, we shall do so in good faith but we shall not be liable to you for any
advice you may be given by them. Furthermore, if that firm, agency or business is not
another firm of solicitors you will not be afforded the regulatory protection of the SRA and
shall not be entitled to the benefit of the SRA Compensation Fund.

The Law Society is a designated professional body for the purposes of the Financial Services
and Markets Act 2000 but responsibility for regulation and complaints handling has been
separated from the Law Society’s representative functions. The SRA is the independent
regulatory body of the Law Society and the Legal Ombudsman is the independent complaints
handling body of the Law Society.

INSURANCE
Firm wide Insurance

In the interests of our clients, we maintain professional indemnity insurance at a level of up to
£3,000,000.00 per claim. The geographical coverage of my insurance is United Kingdom
only. Our insurers are Travelers Insurance Company Limited and the intermediary company
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are Howden Insurance Brokers Limited. Traveler’s website is www.travelers.co.uk and they
can be contacted at 61 — 63 London Road, Redhill, Surrey, RH1 1NA and / or 01737 787787.

Other Insurance business

We are not authorised by the Financial Conduct Authority (formerly the Financial Services
Authority). However, our firm is included on the FCA Register so that we can carry on
insurance distribution activity, which is broadly the advising on, selling and administration of
insurance contracts. This is part of our business, including arrangements for complaints or
redress if something goes wrong is regulated by the Solicitors Regulation Authority. The
register can be accessed via the Financial Conduct Authority website at www.fca.gov.uk.

We do not generally sell or advise on insurance policies except those that are required in
relation to our conveyancing and litigation practices. In conveyancing work, clients may
encounter a problem that can be overcome by the taking out of a suitable insurance policy
such as to protect against a defect in the title to a property. Similarly, in litigation, ‘after the
event’ insurance may be obtained by us on behalf of a client to protect against the costs the
client may incur when making a claim. Should we identify a problem that cannot readily be
overcome without taking out such a policy, we will inform clients at the appropriate time.

If we are requested to recommend an insurer, we will advise the client about the range of
legal indemnity insurers we have checked before recommending a particular policy and, if it
is not on a fair market analysis, we will explain the basis upon which the recommendation
has been made and will check the suitability of any such policy. If we are requested to assist
in the arranging of any insurance on behalf of a client, we will inform the client of all
necessary information by means of a written ‘demand and needs statement’.

If we recommend a referral to a particular insurer, we shall do so in good faith but we shall
not be liable to you for any advice or assistance you may be given by them. Furthermore,
you will not be afforded the regulatory protection of the SRA and shall not be entitled to the
benefit of the SRA Compensation Fund in relation to those insurance services.

DATA PROTECTION
How we use your data
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http://www.fca.gov.uk/register

We are registered as a Data Controller with the Information Commissioners Office. We will
use the information that you give us to provide you with legal services, as per your
instructions. We will keep your information confidential and will only use it for the
purpose(s) for which it was provided or as is permitted in law (i.e. for dealing with
complaints or regulatory investigations).

Outsourcing of our services
Sometimes we have outsourcing arrangements with external companies which cover a range

of services including, but not limited to secretarial and administration support, credit control
and tele-conferencing facilities to ensure that our services are provided promptly and
efficiently. Personal data and confidential information that we hold may be passed to these
providers in order for them to undertake these services. In doing so we will always take care
to ensure that your information remains confidential and safe. In particular, we have
appropriate data protection and confidentiality agreements in place with each of the
providers.

Sharing information
If you are a client under the legal aid scheme then we may be contractually required to share

some or all of that information with the Legal Aid Agency and / or with our quality assurance
auditors.

Occasionally, we may need to share some or all of your information with our quality
assurance auditors for the purposes of their assessment of whether we are adhering to quality
standards. In particular, our files may need to be assessed for quality purposes by a Lexcel
assessor and your file may be one of a sample which is to be assessed. Any examination will
be strictly controlled and will be shared for the sole purpose of ensuring that our handling of
your matter meets the requirements of the quality standard.

We may have to share some or all of your information with other third parties. This may
include barristers, experts and other third parties who we need to instruct to assist us with
your matter. We may also have to share information with the Legal Ombudsman (if you
complain about our services) and the Solicitors Regulation Authority (the statutory body that
regulates solicitors). In doing so we will always take care to ensure that your information
remains confidential and safe. We will liaise with you during your case about which experts,
barristers and other third parties we instruct on your behalf.
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We may wish to contact you in the future about our other services. Please let us know if you
are happy to receive that information. To inform us of your preference, you are invited to tick
the relevant box in the notice provided with your client care letter and return it to us.

Your Rights
You have rights as a Data Subject under the General Data Protection Regulation as

incorporated into the law of the United Kingdom by virtue of the European Union
(Withdrawal) Act 2018 (and known as the UK GDPR) the EU General Data Protection
Regulation (EU GDPR) and the Data Protection Act 2018.

Our Privacy Policy which is made available on our website at
https://virgosolicitors.co.uk/privacy-policy/ or will be provided on request contains important
information on how and why we collect, process and store your personal data. It also explains
your rights in relation to your personal data.

Your rights include the right to be informed what information we hold about you which is
known as a data subject access request (although obviously it is likely that you will have
provided us with such information as we hold).

You also have the right of access and to request a copy of any information about you that we
hold at any time. You also have a right of rectification and, in particular, to request that
information is corrected if it is inaccurate.

There are also other rights available to you but these may be limited to a certain extent should
you become a client as we may have overriding regulatory duties with respect to handling of
your data for the purposes of providing services to you.

In particular, you may have a right of erasure (also known as the right to be forgotten). In
certain circumstances, this allows you to request that we erase your personal data. This is not
an absolute right however and, once you become a client of our firm, we will be required by
our regulators and for legal purposes to retain some of your personal data and other
information within casefiles (for retention periods, please see below).

If you are concerned about our handling of your personal data, there are also other rights
available to you: a right to restrict processing; a right to data portability; a right to object and
to request we stop processing your personal data; and a right in relation to automated decision
making and profiling.
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Importantly, you also have rights to complain to the Information Commissioner’s Office if
you feel that your data is not being handled properly.

For information on how your information is used, how we maintain the security of our
information, and/or to exercise any of your data rights as explained above, please contact us.
Similarly, if you wish to make a complaint in relation to our handling of your data, such as
any potential data breach, then please contact us at the earliest opportunity.

Further Information about your data rights and how to exercise them is set out in our Privacy
Policy (see above about how to access that). Further details are also available by visiting the
Information Commissioner’s Office’s website at: https://ico.org.uk/your-data-matters/.

Please mark your enquiry, request or complaint for the attention of Abess Taqi, who is our
Data Protection Officer, and the person in this firm responsible for data protection. All
enquiries and requests can be sent to them by telephone 0208 885 3999, by emailing
info@virgosolicitors.co.uk or in writing to Suite 21 Imperial House, 64 Willoughby Lane,
Tottenham, London N17 OSP.

How long will we hold your data?
We will only hold your information for as long as necessary to provide you with legal

services and then for only so long as we are required either contractually or under our
regulatory obligations. This will generally be six years after the end of your matter. or some
cases, for instance where you or a named party are currently under the age of eighteen, we
may decide that we are required and/or it is proper and appropriate to keep your data for
longer than this period, but we will notify you if we believe that your case falls into this
category.

After the designated retention time, we will confidentially destroy all information that we
hold about you (in accordance with the clauses below relating to storage and retrieval) other
than your name, address and date of birth which we will be obliged to continue to hold for the
purposes of ensuring that we never act for another client where doing so would conflict with
our obligations of confidentiality to you.

ELECTRONIC COMMUNICATION
If you have the necessary facilities we will sometimes use email for communication with you

unless you tell us not to.
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There are some specific points of which you should be aware:

a. Communications over the Internet are not completely secure. You will have to guide us
as to what should or should not be sent over the internet.

b. Viruses or other harmful devices may be spread over the internet. We take reasonable
precautions to prevent these problems by use of a firewall and virus checking software. If
we are to communicate by email, it is on the basis that you will do likewise.

CYBERCRIME AND EMAIL FRAUD
It is unfortunate that Cybercrime and email fraud targeted at law firms and their clients is on

the increase. Fraudsters are using very sophisticated methods to manipulate IT and intercept
communications.

Confirmation of our bank details
Our bank account details will be confirmed to you at the outset of the matter. We will not be

changing our bank account details during the course of dealing with your matter so the
account details we have confirmed will stay the same throughout the lifetime of your matter.

It is very important that you are aware that we will not notify you of changes to our bank
account details by email. We will only notify you of changes to important business
information, including bank account details, in official correspondence which will be sent by
postal mail.

If you ever receive any other communication purporting to come from us and which purports
to change our bank account details or to request that you send funds to another account,
please do not rely on this and immediately contact the person at this firm handling your
matter by telephone. Even if the request appears to have come from us, you must never send
funds to another account unless you have verified this with us.

We cannot take any responsibility for any losses where funds are transferred to other
accounts that have not been verified by us.

Sending funds to our bank account(s)
Prior to transferring any funds to our account, we recommend you contact us to verify our

account details. Wherever possible, you should contact the contact the person at this firm
handling your matter by telephone.

Our firm sending funds to you
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We may not agree to send any funds to you unless it is to a pre-agreed bank account which
we have verified.

You must take care to protect your own data and bank account details. Confirming your bank
details be email should be avoided.

For all new matters, the person with conduct of your matter will contact you by telephone to
verify your bank account details, prior to our sending funds to you. We are sorry if this
causes any delay to the processing of payments but we do consider that these steps are
necessary to help protect you and your money from fraud.

If you are a long-standing client of the firm and/or a client to whom we have previously
transferred funds and your bank account details have not changed we will rely on our
previous transactions rather than contact you via telephone for verification unless
circumstances exist which increase the level of risk or we otherwise consider it appropriate to
do so.

LIMITATION OF LIABILITY
Reliance by third parties
Advice rendered by us is provided for the purpose of the instructions to which it relates and

for your benefit. It may not be used or relied on for any other purpose or by any person other
than you without our prior agreement.

Liability in respect of other parties
We will use all reasonable endeavours to ensure that all information provided by us is

accurate but we cannot account for the accuracy of information provided by or obtained from
third parties. We shall not be liable for any decision made or action taken by you or others
based upon reliance on or use of information or advice provided by or obtained from third
parties.

Where we are asked to recommend the services of another advisor or service provider, we
will do so in good faith, but without liability and without warranting the ability or standing of
that person or firm. We will not be responsible for the quality of the services provided by
that person or firm.

Limitation of our liability
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Our liability to you for a breach of your instructions shall be limited to £3,000,000, unless we
expressly state a higher amount in the letter accompanying these terms of business. We will
not be liable for any consequential, special, indirect or exemplary damages, costs or losses or
any damages, costs or losses attributable to lost profits or opportunities.

We can only limit our liability to the extent the law allows. In particular, we cannot limit our
liability for death or personal injury caused by our negligence.

Please ask if you would like us to explain any of the terms above.

DRAFTS
Where we provide draft or provisional advice or other materials, that advice or those

materials are not to be relied upon as constituting our final view.

REFERRALS
If your matter has been referred to us by a third party, any information you provide to us or

any advice that we give you during your matter will not be shared with the third party unless
you expressly agree.

However, please note that if we are acting both for you and the third party in this matter, we
may have to stop acting for both of you if there is a conflict of interest.

Furthermore, please note that we do not operate referral arrangements with third parties for
renumeration as we view that this type of arrangement can lead to a firm being manipulated
by an introducer to the detriment of the clients. In relation to referrals by third parties
generally, the Principles of our independence and acting in the best interests of each client is
of particular relevance to us.

THIRD PARTY RIGHTS
The Contracts (Rights of Third Parties) Act 1999 does not apply to the terms of our retainer

with you or any subsequent amendment to it unless we expressly confirm in writing this it
does apply.

ENFORCEMENT
In the event that any of these terms and conditions is held to be invalid, the remainder of the

terms and conditions will remain in full force and effect.

GOVERNING LAW
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These terms and conditions shall be governed by, and construed in accordance with, the law
of England & Wales.

The Courts of England & Wales shall have exclusive jurisdiction in relation to any claim,
dispute or difference concerning this agreement and any matter arising from it.

PROFESSIONAL INDEMNITY INSURANCE
In accordance with the SRA Indemnity Insurance Rules and in the interests of our clients,

VIRGO SOLICITORS LIMITED maintains professional indemnity insurance to a total level
of three million pounds which gives us cover for claims against our firm. Our insurers are
Travelers Professional Risks Limited whose contact address is 61-63 London Road, Redhill
RH1 1NA. Our policy number is available upon request. A full hard copy of our insurance is
available to view at our offices. Please ask for details.

REGULATED SERVICES
We are authorised and regulated by the Solicitors Regulation Authority (SRA). Our SRA

number is 622779.

The SRA is the independent regulatory arm of the Law Society of England and Wales, our
professional body. Our firm and our solicitors are governed by Codes of Conduct and other
professional rules. For further information on the role of the SRA and the rules and
regulations that apply to our services, please visit: https://www.sra.org.uk/consumers/.

We practice through a company, Virgo Solicitors Limited.

Virgo Solicitors Limited is registered in England and Wales with registration number
09389422. A list of our Directors and their professional qualifications is open to inspection at
our registered office Suite 21 Imperial House, 64 Willoughby Lane, Tottenham, London N17
OSP.

COMPLAINTS HANDLING
We are committed to high quality legal advice and client care and aim to offer all our clients

an efficient and effective service, and | am confident that we will do so in this case.
However, if you would like to discuss how the service to you could be improved, the level of
your bill, or should there be any aspect of our service with which you are not satisfied with,
please contact the Case owner in the first instance via email or by post to Suite 21 Imperial
House, 64 Willoughby Lane, Tottenham, London N17 OSP. If you are unable to resolve the
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complaint with the Case owner, please direct your complaint to the firm’s Practice Manager,
Mrs. Sengul Turgut at Shen@virgosolicitors.co.uk or 0208 885 3999.

We have a procedure in place which details how we handle complaints and this will be
immediately be sent to you.

Our complaints procedure is as follows:
Step One:

If you have not already done so, please let us know the full nature of the problem. Ideally, we
would prefer that your complaint be confirmed in writing in order that any scope for
misunderstanding can be avoided. However, this is not obligatory and you are welcome to
provide the details to us over the telephone or face to face. If you are setting out your concerns
in writing then you can do this by emailing to abess@virgosolicitors.co.uk or writing to me at
Dr. Abess Tagi, Virgo Solicitors Limited, Suite 21, Imperial House, 64 Willoughby Lane,
London, N17 OSP.

Step Two:

We will write to you acknowledging your complaint within five working days. In our
acknowledgment letter, we shall confirm what happens next.

Step Three:

We shall then investigate the matter by reviewing the matter file and speaking to the member
of staff concerned within ten working days of acknowledging receipt of your complaint. If, for
some reason, the matter cannot be investigated in this timeframe, then we will write to you
notifying you of this together with the reason why and giving a revised timescale.

Once the investigation has been completed, if appropriate and necessary, we shall invite you
to discuss the issue(s) you have raised and hopefully resolve the complaint. This could be a
meeting, video conference call or telephone call and we can discuss your preference and what
may be suitable at that time. This process of engagement will take place within ten working
days of our concluding the investigation of the matter.
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We shall write to you within five working days of any meeting or call to confirm our discussion
and the solution agreed upon and/or any final redress that is offered.

Alternatively, if you do not want to or are unable to attend such a meeting or you would prefer
to continue to correspond by letter or email (or if a meeting is not required), we will send you
a detailed, written response, including our proposed solution, within fifteen working days of us
concluding our investigation.

Step Four:

If you are satisfied with our response following the above steps, that will be the end of the
matter. However, if you remain dissatisfied, you will be invited to contact our Complaints
Handling Representative again and they will arrange for another senior staff member who is
unconnected with the matter, namely the firm’s Practice Manager, Mrs. Shen Turgut (contact
details: shen@virgosolicitors.co.uk) or another local solicitor if this is preferred by the client
to review the decision. We will write to you within ten working days of receiving the request
with confirmation of the firm’s final position in relation to the complaint, outlining the reasons
and any final redress that is offered.

Step Five: Other avenues

You must always try complaining to us first. In most cases you will not be able to take your
complaint further without allowing us the opportunity to put things right.

Legal Ombudsman

We are permitted a period of eight weeks to consider the complaint. If for any reason we are
unable to resolve the problem between us within that timeframe, then you may ask the Legal
Ombudsman to consider the complaint.

You are free to refer any complaint about our work, fees or level of service but there are
some conditions and time limits. Please be aware that any complaint to the Legal
Ombudsman must usually be made within six months of you having received a final written
response from us about your complaint. Complaints to the Legal Ombudsman must usually
be made within one year of the act or omission about which you are complaining occurring or
from when you should have known about or become aware that there were grounds for
complaint.
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For further information, please contact the Legal Ombudsman on 0300 555 0333 or visit
www.legalombudsman.org.uk. The Legal Ombudsman may be contacted at PO Box 6167,
Slough SL1 OEH.

Solicitors Regulation Authority

If someone thinks a solicitor might be dishonest or you have concerns about their ethics or
integrity, they have the right to notify our regulator, the Solicitors Regulation Authority
(SRA). There are no time limits for making a report but there are limits on what the SRA will
consider. Please note that the SRA is not able to deal with issues of poor service (complaints
of this nature should instead be referred to the Legal Ombudsman). For further information
about the SRA’s role, please contact the SRA on 0370 606 2555 or visit: SRA | Reporting a
solicitor or firm to us | Solicitors Regulation Authority

Information Commissioners’ Office

To the extent that your complaint relates to a breach of Personal Data or it is evident that you
are exercising your Rights as a Data Subject under data and information rights legislation
(including, but not limited to the UK GDPR and Data Protection Act 2018), there may be
aspects of the compliant that we may have to deal with and/or respond to differently in light
of our obligations as a Data Controller. It may be that aspects of your complaint will need to
be passed to our Data Protection Officer Dr. Abess Taqgi on 0208 885 3999 or by post to Dr.
Abess Taqi, Virgo Solicitors Limited, Suite 21, Imperial House, 64 Willoughby Lane,
London, N17 OSP or via email to: abess@virgosolicitors.co.uk. to assess and respond to in
accordance with our Data and Privacy Notice] which is available on our website
www.virgosolicitors.co.uk and is also available on request. Our standard complaint handling
timescales noted above may also not be appropriate and we will advise you if we have to
escalate the timeframe for responding.

In the event of an allegation of a breach of Personal Data and/or any concern that our firm has
not handled your personal information properly, we will consider whether a report needs to be
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made to the Information Commissioner’s Office (ICO). Not all breaches are reportable and we
will advise you of the results of our assessment.

Should it be clear that you are exercising your rights under data and information rights
legislation, please be assured that we will handle that aspect of your complaint in accordance
with our regulatory obligations. For instance, we will aim to provide a full response to a
Personal Data request within one month but if we cannot respond within that timescale, we will
let you know when will be able to respond. You can find guidance on our obligations under
data and information rights legislation on the ICO’s website (www.ico.org.uk) as well as
information on their regulatory powers and the action they can take. You also have the right to
lodge a complaint with the ICO provided that you have first allowed us the opportunity to
attempt to resolve it ourselves. For further information or to contact the ICO please visit
www.ico.org.uk/concerns or call 0303 123 1113.

Your rights to refer the complaint to the Legal Ombudsman and SRA (as set out above) may
still be available to you in addition to your Personal Data rights.

CONFIDENTIALITY
We owe you a duty of confidentiality in respect of information relating to you which we

obtain during the course of our retainer. All such information will be regarded as, and kept
confidential at all times unless you instruct us to disclose information or except in the
circumstances set out within these Terms.

Our duty of confidentiality to you is subject to any disclosures we are required to make in
good faith to the police, governmental, regulatory or supervisory authorities in relation to any
statutory or regulatory obligations. In particular, we are required, without your knowledge or
consent, to report any awareness or suspicion of money laundering in relation to the proceeds
of any crime. We can also be ordered by the Government Agencies to disclose information
and answer questions about your private affairs, again without your knowledge and consent.

Our duty of confidentiality does not apply to a disclosure we make to our insurers pursuant to
the terms of our professional indemnity insurance policy. In the event of a claim, complaint
or the notification of a circumstance which may give rise to a loss or claim, we are obliged to
make a notification to our insurers and this may necessarily result in your file being disclosed
to our brokers or insurers.

CONFLICT OF INTEREST
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An actual or potential conflict between your interests and the interests of another client of the
firm may arise during the course of a matter. We have procedures in place to ensure that
conflict of interest checks are carried out at the start of every matter to ensure that, if an issue
arises, it can be discussed with you and dealt with as soon as possible. Our procedures on
dealing with conflicts enable us to comply with our obligations to act for a client in a matter
where there is an actual, or significant risk of a conflict with:

i.  another existing client of ours (client conflict); or
ii.  the interests of our firm (own conflict)

If this situation arises during our dealings with you, we will discuss the position with you and
determine the appropriate course of action.

EQUALITY AND DIVERSITY
We are committed to promoting equality and diversity in all our dealings with clients, third

parties and employees. Consistent with our internal policies and procedures, we will not
discriminate in the way we provide our services on the grounds of race, colour, religion,
nationality, ethnic origin, sexual orientation, gender, age, disability or marital status. In
accordance with the Equality Act 2010, we will ensure that all reasonable adjustments (where
need be) are made for our clients with disabilities.

Our firm is a signatory to the Law Society’s Diversity and Inclusion Charter. Please contact
us if you would like a copy of our equality and diversity policy.

MONEY LAUNDERING, TERRORISM FINANCING AND PROLIFERATION
FINANCING
Fee Earners who deal with money and property on behalf of their clients can be used by

criminals wanting to launder money or other illegal purposes. We also need to comply fully
with anti-money laundering, counter-terrorist financing and counter-proliferation financing
statutory and other regulatory requirements that apply to our sector. To comply with our
statutory obligations the Firm operates an anti-money laundering policy and reporting
procedure.

We are under a strict legal duty to report any circumstances where we know or suspect that a
client is involved in or a matter have involvement with money laundering, terrorist financing
or proliferation financing, to the National Crime Agency. If we make a disclosure in relation

Page 22 of 31

Virgo Solicitors Limited 0 CYBER o e & 4
Suite 21, Imperial House, 64 Willoughby Lane, Tottenham, London N17 OSP ESSENTIALS 2
Tel: 0208 885 3999 | Email: info@virgosolicitors.co.uk |

www.virgosolicitors.co.uk | www.abesstagi.com Contracted with the Legal Aid Agency

Virgo Solicitors Limited is a Company Registered in England and Wales (Company registration No 09389422) and is authorised and regulated by the Solicitors Regulation Authority (SRA
Number 622779) in respect of legal matters. A list of Directors is available for inspection at our Registered Office. Please note that we refer to a "partner” or “partners" of Virgo Solicitors

Limited, the term Partner indicates a Director of Virgo Solicitors Limited, or an employee or consultant who is a lawyer with equivalent standing and qualifications.




to your matter, we may not be able to tell you that a disclosure has been made or seek your
consent. If we make a disclosure, we may also have to stop working on your matter for a
period of time and may not be able to tell you why.

Identification & Verification
In view of the above, we may be required to identify and verify your identity as well as the

identity of other persons such as directors or beneficial owners of a company.

We may also be required to carry out background checks on you as well third parties and to
make detailed enquiries as to the source of funds being used in relation to transactions on
which we are instructed to advise.

Depending on the type of matter and the particular circumstances of the instructions, we may
ask you to provide us with proof of your identity, to make searches of appropriate databases
and/or obtain detailed information about the source of any funds or your financial
circumstances and the sources of your income and wealth. This information will usually be
requested at the outset of the matter and before any work can commence but it may also need
to be requested again at other times during the matter, as appropriate.

We are required to retain records of the identification obtained. We may delay, decline or
cease to act for you if we have requested to see proof of your identity, but there has been an
unreasonable delay in providing it. If you cannot provide us with the specific identification
requested, please contact us as soon as possible to discuss other ways to verify your identity.

You must also not send us any money until we have told you these checks have been
completed.

Subject to the provisions above in relation to liability, we shall not be liable for any loss
arising from or connected with our compliance with any statutory obligation, or executing our
internal procedures put in place to meet those obligations in good faith, or reasonable belief
we may have, to report matters to the relevant authorities under the provisions of the money
laundering, terrorist financing and/or proliferation financing legislation.

FINANCIAL SANCTIONS
The UK sanctions regime imposes serious and extensive restrictions on our dealing with

clients (and other third parties) who are or become a designated person under the UK
sanctions legislation. There are specific reporting obligations and prohibitions (with potential
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penalties) on carrying out certain activities or behaving in a certain way where financial
sanctions apply.

As such, to determine if we can act for you in a certain matter or if there are any other
reporting duties we need to comply with, we may also need to conduct additional verification
checks on you, other persons such as directors or beneficial owners of a company as well as,
potentially, other third parties such as counter-parties in a matter.

MORTGAGE FRAUD
We currently do not undertake any mortgage related transactions and we are likely to decline

any instructions whereby a transaction is being funded by way of the aid of mortgage secured
by the client.

TERMINATION
Termination by you
You may withdraw your instructions at any time by written notice to us.

Should your matter not be carried through to completion then a charge will be made in
respect of the work that has already been completed based upon the fee structure that has
been agreed. VAT or similar taxes will be payable on that amount and you will also be billed
for any disbursements incurred.

We will be entitled to keep all your papers and documents whilst there is money owing to us
for our fees and expenses.

Termination by us
In some circumstances, we may consider that we ought to cease acting for you. We will only

decline to act further for you where we have reasonable grounds to do so. Valid reason for
our terminating our relationship with you and/or ceasing to provide services includes:

- failure by you to settle invoices in full on the due date or to make payments in advance
when so requested,;

- failure by you to give clear and proper instructions on how we are to proceed,

« ifitis clear that you have lost confidence in how we are carrying out your instructions;

 if by continuing to act we would be in breach of the law or rules of professional conduct;

« if you act in an abusive or offensive manner; and/or
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» you or an associated individual become a designated person under the UK sanctions
legislation or there is an increased sanctions risk that cannot be managed to an acceptable
level.

This is not an exhaustive list. If we do cease to act for you then we will confirm in writing the
reasons why and give you reasonable notice.

STORAGE AND RETRIEVAL OF FILES
At the end of the matter, we will be entitled to keep all your papers and documents while there
is still money owed to us for fees and expenses.

At the conclusion of your matter, we will store your file of papers for a reasonable period of
time. We would usually store casefiles for six years from the date of the final bill but reserve
the right to determine the period of storage. Such papers or files may be stored in an electronic
form (with the original paper version being destroyed as soon as it is scanned and saved as an
electronic file).

There may be documents such as deeds or wills which we have agreed to deposit for you in
safe custody or documents that you have otherwise asked to be returned to you. We will not
destroy any such documents.

This service is currently free of charge.

We also reserve our rights to destroy your files and papers (whether electronic or paper based)
after a reasonable period, without prior notice to you, unless we receive a written request from
you during this period. At your request we will return any papers or property belonging to you
which are not subject to a lien or otherwise being stored for safe keeping.

If we retrieve papers or documents or electronic data from storage in relation to continuing or
renewing instructions to act for you, we will not charge for the direct cost for retrieval from
storage. You may also have a right to be provided with a copy of personal data held by us as
part of a legitimate subject access request (see the data protection section above). However, in
all other cases, we reserve the right to make a charge for the retrieval or delivery of any stored
files (including electronic data), papers or deeds or a charge based on the time we spend reading
stored files, papers of deeds, writing letters or other work necessary to comply with your
instructions. If charges are made, they would be based on our hourly rate applicable at the given
time and/or any reasonable postage charges, where applicable, but we would always discuss
this with you beforehand.
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CUSTODY, RETENTION AND TRANSFER OF DOCUMENTS
We will, at your request, either during the provision or after completion of any services,

release to you or to your order your documents and documents held for you, provided that we
are not at the time exercising our right to retain documents pending payment of outstanding
fees and expenses or are prevented by any court order, undertaking or other legal constraint
from doing so. We may copy all of your documents and documents held for you before
releasing them.

We may at any time scan, microfilm, or otherwise make electronic copies or images of any
documents (other than documents held in safe custody), destroy the originals and thereafter
hold the documents only in such copy or image form. Unless expressly agreed otherwise in
writing we will keep all documents whether in original, copy or imaged form for a minimum
of six (6) years, after which we may destroy them and any copies or images of them.

We may agree to store title deeds, wills and other especially valuable documents in safe
custody for you if you require and, if we do, we will not, without your consent, destroy any
such documents.

We do not accept responsibility for the loss or damage of any item which we hold on your
behalf unless we expressly agree in writing to the contrary.

Following conclusion of a transaction or case on behalf of a client, we will retain the client’s
file of papers and documents whilst there is still money owed to us for fees and expenses.

We will keep our file of your papers for six (6) years, except those that you ask to be returned
to you or if you require us to keep your papers for a specific period. If you require us to keep
you papers for a specified period you must give us notice in writing to that effect, and in the
event of such notice being given we reserve the right to require the client to take personal
custody of the papers. We will provide a safe custody service to clients in respect of such
requests and a single charge will be made to the client for such storage currently at the rate of
£75.00 (inclusive of VAT) unless agreed otherwise in writing.

We keep files on the understanding that we can destroy them six (6) years after the date of the
final bill, without prior notice to you. We will not destroy documents you ask us to deposit in
safe custody, such as deeds or wills.
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If we take papers or documents out of storage in relation to continuing or new instructions to
act for you, we will not normally charge for such retrieval. You may also have a right to be
provided with a copy of personal data held by us as part of a legitimate subject access request
(see the data protection section above). However, in all other cases, we reserve the right to
make a charge for the retrieval or delivery of any stored files (including electronic data),
papers or deeds or a charge based on the time we spend reading stored files, papers of deeds,
writing letters or other work necessary to comply with your instructions. If charges are made,
they would be based on our hourly rate applicable at the given time and/or any reasonable
postage charges, where applicable, but we would always discuss this with you beforehand.

FUTURE INSTRUCTIONS
Unless otherwise agreed, and subject to the application of the current hourly rates, these

Terms and Conditions will apply to all future instructions you give us on this or any other
matter. Although your continuing instructions in this matter will amount to an acceptance of
these terms and conditions of business, it will be helpful if you will please sign and return one
copy of them for us to retain on our file.

AS THIS ISAN IMPORTANT DOCUMENT, PLEASE KEEP YOUR COPY IN A SAFE
PLACE FOR FUTURE REFERENCE.

CONCLUSION
If there is anything further you wish us to explain about our professional standards please let

us know.

VIRGO SOLICITORS LIMITED
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TO BE COMPLETED BY OR ON BEHALF OF THE CLIENT

Solicitor’s reference:

(IF THERE IS MORE THAN ONE CLIENT, ALL MUST COMPLETE BELOW)

DECLARATION AND AGREEMENT:

al, confirm that |1 have read and
understood, and | accept the above Terms and Conditions and accompanying Client Care Letter

O 1 have received two prints of this form and have retained one.
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PRIVACY NOTICE
We may need to share some or all of your information with our quality assurance auditors for

the purposes of their assessment of whether we are adhering to quality standards. Do you
consent to us sharing that information?

Yes, | consent O

No, | do not consent m

Please tick as appropriate.

If you change your mind at any point in the future then please do not hesitate to let us know.

CANCELLATION OF YOUR INSTRUCTIONS
Right to cancel
This Notice has been provided to you because you have entered into a contract to which the

Consumer Contracts (Information, Cancellation and Additional Charges) Regulations 2013
(‘the Regulations") apply. Under the Regulations, you have the right to cancel this contract if
you wish to do so within fourteen working days without giving any reason.

This Notice explains how to exercise this right. It also gives you other information that is
required by the Regulations.

The cancellation period will expire after 14 days from the day of the conclusion of the
contract - that is within 14 days of the date that you receive this notice.

In order to exercise your right to cancel the contract, you need to deliver or send to us a
cancellation notice (that is, a written and clear statement that you wish to cancel the contract
e.g. a letter sent by post, fax or email). The cancellation statement or notice should be
delivered or sent to Abess Tagi at Suite 21 Imperial House, 64 Willoughby Lane, Tottenham,
London N17 OSP or at abess@virgosolicitors.co.uk. You can use the cancellation form
provided below / attached if you wish, but you do not have to do so.

To meet the cancellation deadline, it is sufficient for you to send your communication
concerning your exercise of the right to cancel before the cancellation period has expired.
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mailto:abess@virgosolicitors.co.uk?bcc=dropbox%4069521419.dglegal.capsulecrm.com

Commencing work during the 14 day cancellation period
We cannot provide any services before the end of the cancellation period unless you have

made an express request to that effect. If you require us to undertake some urgent work for
you before the cancellation period expires, you are welcome to request that we do so. This
request should be made in writing and sent to Abess Tagqi at Suite 21 Imperial House, 64
Willoughby Lane, Tottenham, London N17 OSP or at abess@virgosolicitors.co.uk.

However, please note that if you do ask us to begin the performance of services during the
cancellation period and then subsequently seek to cancel the contract, you will be liable to
pay us an amount which is in proportion to what has been performed until the time that you
have communicated us your cancellation from this contract, in comparison with the full
coverage of the contract.

Effects of cancellation
If you cancel this contract within the relevant period, this will end both your and our

obligations under the contract.

There may be some potential difficulties in re-applying for legal aid for the same matter, if
the contract is terminated. We would suggest that you contact us immediately in order that we
may discuss this with you in more detail or, if that is appropriate to seek the advice of another
solicitor.

If you cancel this contract, we will reimburse to you all payments received from you.

We will make the reimbursement without undue delay, and not later than 14 days after the
day on which we are informed about your decision to cancel this contract.

We will make the reimbursement using the same means of payment as you used for the initial
transaction, unless you have expressly agreed otherwise; in any event, you will not incur any
fees as a result of the reimbursement.
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CANCELLATION FORM

(Complete, detach and return this form ONLY IF YOU WISH TO CANCEL THE
CONTRACT.)

To: THE PRACTICE MANAGER, VIRGO SOLICITORS LIMITED, SUITE 21, IMPERIAL
HOUSE, 64 WILLOUGHBY LANE, LONDON, N17 0SP, ENGLAND

I/We (delete as appropriate) hereby give notice that I/we (delete as appropriate) wish to cancel
my/our (delete as appropriate) contract for the supply of legal services with reference [firm to
insert reference number, code or other details to enable the contract or offer to be
identified]

Contract concluded on [insert date]

Signed (only if this form is notified on paper rather than by electronic delivery)

Name:

Address:

Date:
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