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Welcome to the Office Procedures Manual

Objectives




The Solicitors Regulation Authority ("SRA")

Quality Policy

Office Hours

SRA Standards and Regulation 2019 (NEW)

SRA Code of Conduct 2011 (Current)

SRA Principles (NEW)

Introduction

Principles

SRA Code of Conduct for Solicitors, RELs and RFLs

Introduction

1. Maintaining trust and acting fairly

2. Dispute resolution and proceedings before courts, tribunals and inquiries

3. Service and competence

You and Your Client

Client Care Policy

Confidentiality

Commitment

Courtesy

Communication

Client Care Procedure

Dealing with the Client

New enquiries

Reception

Fee-earners

Arrangements with Clients

1. Taking Instructions

2. Resources

Estimate and Costs Update

3. Costs information

4. Standing terms of business.

5. Costs update reminder

Complaints Handling Policy

Complaint

Equality and Diversity

Equality and Diversity Procedure

Introduction and Scope

Forms of Discrimination

Direct discrimination:

Indirect discrimination:

Victimisation:

Harassment/bullying:

Disability Provisions

Enforcement

Clients

19
19
19

19
19
20

20
20

21
21
22
22
22
23

23
23
24
24
24

25
25
25
25
25
26
26
26
26
27
27
27

28
28

29
29
29

30
30
30
30
30

30
30
31



Barristers and Other Experts

Suppliers

Employment, Training, Promotion and Partnership Opportunities

Positive Action

Recruitment Agencies

Training and Development

Training policy

Training and Development Procedure

Attending a course

Continuing Professional Development (CPD) and Continuing Competence
Appropriate Methods of Training

Training Records

Budget

Specific Training for Supervisors

Supervision

Qualified to supervise?

Feedback

Training

Delegation

Responsibility

Supervisor Training

Specific Training for Support Staff

Responsibility and Review

Appraisal

Appraisal Procedure

Format for an Appraisal

Frequency and date

Appraisers

Responsibility

Pre-appraisal documentation

Arranging the appraisal meeting

During the appraisal

After the appraisal

Points of Discussion at Appraisal

Guidance for Supervisors on How to Run the Appraisal

Objectives of an appraisal:

Effective objectives should be S.M.A.R.T.:

Training plan

Outsourcing

Separate Businesses

OutsourcingPolicy

Business process outsourcing.

Principle 5

Principle 7

Principle 8

Outsourcing Procedure

New Outsourcing Arrangements

Records
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Quality Checking

Confidentiality

Business Management

Risk Assessment

Client care

Confidentiality

Conflicts of Interest

Quality standards

Your business

The provider

Regulatory risks

Equality and Diversity

Responsibility and Review

Permitted Separate Businesses Procedure

Client Care

Client Money

Termination of Agreements with a Separate Business

Separate Businesses Conducting Prohibited Separate Business Activities

Permitted Separate Businesses Procedure

Client Care

Client Money

Termination of Agreements with a Separate Business

Permitted Separate Businesses

Complaints of Discrimination

Monitoring and Review

4. Client money and assets

5. Business requirements

Referrals, introductions and separate businesses

Your Client and the Court

Your Client and the Court Procedure

Our Duty to the Client

Our Duty to the Court

Breach of Obligations

Training

Responsibility

Review

Your Client and Introductions to Third Parties

Introducing Clients to Third Parties Procedure

Referring clients for regulated mortgage contracts, general insurance contracts
Referring clients for all other businesses

Referrals for Life Assurance and Pensions Advice

Relations with Third Parties

Dealings with Third Parties

Undertakings

Introduction

Conveyancing

Corporate Social Responsibility
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Signposting and Referral Policy

Relations with Third Parties Procedure

Undertaking Procedure

Giving an Undertaking

Guidance

Oral undertakings

Authority for Undertakings

Records

Breach of an Undertaking

Enforcement of Undertakings

Discharging Undertakings

Conveyancing Procedure

Contract Races

Conveyancing Undertakings

Responsibility

P11-4 B Environmental Activity

P11-4 C Community Activity

P11-5 Signposting and Referral Procedure

6. Conflict, confidentiality and disclosure

Conflict of interests Policy

Conflicts of Interest Code

Conflicts of Interest Procedure

Steps to be taken before and during a matter

Steps to be taken if a conflict is identified

Additional Conflict Checks

Telephone calls

Private Clients

Corporate Clients

Identification Evidence

Communication Difficulties

Responsibility and Review

Acting for conflicting clients

Outsourcing

Fee Sharing and Referrals

The Firm and You

The Client

Fee Sharing and Referrals Procedure

Making Arrangements

Monitoring Arrangements

Client Care Fee Sharing

Confidentiality and Disclosure Policy

Confidentiality and Disclosure Procedure

Safeguarding Client Confidentiality

Information which should not be disclosed

Reception and other communal areas within the office
Your own office

Areas shared with other companies

Sending confidential information

The internet
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7. Cooperation and accountability

Complaints Handling Procedure

Client information and publicity
Supplemental notes

SRA Code of Conduct for Firms

1. Maintaining trust and acting fairly

2. Compliance and business systems

Anti-Money Laundering

Continuation of confidentiality

Circumstances where the duty of confidentiality does not apply

Disclosure

Notifying Regulators

The Firm's Responsibilities to Regulators

Your Responsibilities to Regulators

Trustees

Notifying Regulators Procedure

Complying with the SRA Handbook

Financial Issues

Major Changes to the Firm

Disciplinary Issues

Other Issues

8. When you are providing services to the public or a section of the public

Complaints Handling Procedure

Our Complaints Procedure

What Will Happen Next

Legal Ombudsman details

Complaints Portal

Legal Ombudsman Scheme Rules

PuttingThingsRight

Documentation

Procedural Review

One-Off Advice Policy

Client Satisfaction

ResponsibilityandReview

Last Review Date 1 April 2019

Introduction

Compliance

Responsibilities of the COLP

Compliance failures

Material breaches

Additional systems and controls

Compliance Failure Procedure

Compliance Officers

Compliance Failures

Reporting Compliance Failures

Step 1: Submitting a report

Step 2: Acknowledgement and preliminary assessment
Step 3: Investigation and conclusion

Monitoring and Review
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What is Money Laundering?

Money Laundering Regulations 2017

The MLRO

The National Crime Agency (NCA)

Suspicious Activity Reports (SARs)

Anti-Money Laundering Procedure

Anti-Money Laundering Procedure

Property is criminal if:

Documents Required to Prove Identity under the MLR

What Clients Need to Provide

Individuals

Partnerships

Proof of Address

Responsibility for Documents

Monitoring

Supporting Evidence

Suspicions and Disclosures

Authorised disclosures

Failure to Dis close

“Reasonable grounds” raises a number of issues:

Avoiding Tipping Off

Training

The Financial Action Task Force (FATF)

SRA Guidance Risk Outlook

Acceptance of Gifts

Acceptance of Gifts

The Bribery Act

Value of Acceptance

Points to Consider

Recording

Further Guidance

Privacy Policy

Key terms

Data Controller: See appendix ICO

Personal data we collect about you

Personal data we may collect depending on why you have instructed us

How your personal data is collected

How and why we use your personal data

What we use (process) your personal data for and our reasons for doing so:

Who we share your personal data with

Where your personal data is held

How long your personal data will be kept

Retention Policy

Responsibility

Transferring your personal data out of the EEA

Keeping your personal data secure

How to complain

Changes to this privacy notice & privacy policy

Data Retention Period

Social Media Procedure

General Rules
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Social Networking Sites

98

Classification

99

Professional Networking Site

99

Social Networking Sites

99

Responsible Use

Firm Monitoring and Record Keeping
Responsibility

Facsimile

Facsimile Policyand Procedure

General Rules

Outgoing Messages

Incoming Messages

Post

Post Procedure

Incoming Post

Outgoing Post

Business Reply Service

Notice Boards

InformationTechnology

Information Management

Network Systems

Information Technology Procedure

The role of technology in our firm

Technology in the firm Communication
Internet and Social Media

Digital Storage

Information Management

Confidentiality and Information Access
Information Security Management

Information Classification Levels

Warning Signs

Responsibility

Quality Standards

cas

Lexcel 6.1

LAASOM

1SO 9001

1P

WIQS

Management of your Business

Managementstructure

Legal Status Information

Services the firm offers

COLP and COFA

Roles and Responsibilities

Key Personnel:

Complaints

Money Laundering/Mortgage Fraud
Training

Business Development

Risk Management
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Risk Management Policy 108

Professional Indemnity Insurance (Pll) Details 108
SRA Regulatory Risk Index 109
Market Risks 109
Risk Assessment and Management 113
Risk Assessment 113
Risk Management 114
Key Dates 114
Risk Management Analysis - Conveyancing 115
Information Technology 115
Human Resources 115
Head of Department 116
Fee-Earner 116
Quality Representative 116
CQS Senior Responsible Officer 116
Business Continuity Plan 116
Business Continuity Risks 117
Testing the Business Continuity Plan 118
Business Continuity - Telephone List 118
Business Continuity - Risk Register 119
Risk Assessment Procedure 119
Understand the Business 119
Develop Business Continuity Management (BCM) 119
Develop the Business Continuity Plan (BCP) 119
Establish Business Continuity Culture (BCC) 119
Continuous Improvement 119
Before the Matter 120
Low risk 120
Medium risk 120
High risk 120
During the Matter 120
After the Matter 120
Responsibility 121
Review 121
Business Continuity Procedure- Telephone List 121
Management and Organogram 122
Place of Work 122
Personnel 122
Recruitment Policy 123
Recruitment Procedure 123
Identifying Vacancies 123
Recruitment Methods 123
Interviewing 124
Subsequent Action 125
Induction 125
Salary 126
Deduction from Wages 126
Staff Benefits 126
Additional staff policies 126
Disciplinary Procedure 126
Purpose and Scope 127
Principles 127
The Procedure 127




Improvement Note 127

First written warning 128
Final written warning 128
Dismissal or other sanction 128
Gross misconduct 128
Appeals 129
Confidentiality 129
Flexible Working Procedure 129
Eligibility 129
Forms of Flexible Working 130
Practical Considerations 130
What to do if you wish to make an informal request for a flexible working pattern 130
What to do if you wish to make a formal request for a flexible working pattern 131
Stage One Request 131
Stage Two Meeting 131
Stage Three Decision 131
Stage Four Appeal 132
Breaches 133
Monitoring and Review 133
Home Working Procedure 133
Practical Considerations 133
IT and Connectivity 134
Health and Safety 134
Security and Confidentiality 135
Making an Application 135
Ad hoc working 135
Regular Home Working 135
Maternity Procedure 135
Definitions 135
Responsibility 136
The First Instance 136
Health and Safety 136
Can | take time off for Ante-Natal Care? 137
Sicknes 137
Maternity Leave 137
Keeping in touch (KIT) 139
Redundancies During Maternity Leave 139
Preparing for your Return to Work 139
Expected Return to Work 139
Retirement Procedure 141
Discussing your Future Plans 141
What if | am thinking about Retiring? 141
What | if want to change my working pattern? 141
Assumptions 141
Notice to Retire 142
End of Employment Procedure 142
Handover of Work - End of Employment 142
Exit Interview 142
Return of Company Property 142
PerformanceManagement 142
End of employment 143
Other Employment 143
Flexible Working 143

Principles 144




Home Working

Maternity

Retirement

Confidentiality

Travel Expenses

Other Expenses

Car insurance

Time off for dependents

Jury service

lliness absence

lliness Absence Procedure

What to do if you are sick and unable to work

What to do if you are sick for more than five working days

Returning to Work

Supervisor Responsibilities

Doctor, Dentist and Hospital Appointments

Statutory Sick Pay

Disability

Additional Sick Pay

What Happens If You are Sick While on Holiday

Compassionate and Other Absence

Dental and medical appointments

Grievance procedure

Private property

Inclement Weather

Dress Procedure

Tidiness

Stationery

Behaviour in the office

Building and Office Equipment Maintenance

Building Maintenance

Office Equipment Maintenance

Building and Office Equipment Maintenance Procedure
Building Maintenance

Office Equipment Maintenance

Timekeeping

Confidential Waste & Recycling

Disciplinary Procedure

Health and Safety

Working Environment

Visitors

Employees Duties

First Aid

Health and Safety Procedure

Relevant Legislative Provisions

Responsibility

Assessment, Identification, Monitoring and Training

Assessment

Identification

Monitoring

Training

Staff Safety Outside of the Office

First Aid

Control of Substances Hazardous to Health (COSHH)
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12

. Cooperation and accountability

. Service and competence

Entitlement to Eye and Eyesight Tests

Definition of a Display Screen Equipment User

Eye and Eyesight Tests

Corrective Appliances

The firm’s liability for costs

Clinical Records

Procedure

No Smoking

Adequate Signage

Designated Smoking Area

Electronic Cigarettes

Help for those who smoke

Fire Instructions

Central Heating and Electricity

Security

Emergency Procedures - Fire and Evacuation

Responsibility and Review

The Library

Subscription

Legal Research

Legal Research Procedure

Identifying the Question

Finding the Appropriate Source

Commencement and Updating

Reporting

File and Case Management

Taking Instructions and New Matters

Review

Taking Instructions Procedure

Receiving Instructions

Deciding whether to accept instructions

Declining Instructions

Existing Clients

Ceasing to Act

Responsibility and Review

Opening Client Files Procedure

File Opening Form

Allocation of Work

File Maintenance Procedure

Organisation of File Papers

Attendance Notes

Checking Documents

Time Limits and Key Dates

Payments into Court & Claimant’s Part 36 Offers

Counsel, Agents and Experts Procedure

Selection Policy

Procedure for Recording Use of Counsel, Agents and Experts
File Review Procedure

File Review Considerations

File Review Form

Corrective Action
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Responsibility and Review

File Closure Procedure

File Closure

Final Review

Outsourced Files

Indexing and Storing Deeds

Archiving and File Destruction

Indexing and Storing Deeds Procedure

Stored Deeds

Incoming Deeds

Outgoing Deeds

Retaining Records

Wills Procedure

Preparation of Wills

Achieving the SRA's Outcomes

Handling of Wills

Appointment of the Firm as Executors

Gifts to you, your family or colleagues

Storing Wills

Removing Wills

Destroying Wills

Retaining Documentation

Archiving and File Destruction Procedure
Archiving

File Destruction

Accounts System

Responsibility

Opening Client Files

File References

File Maintenance

During the retainer

Counsel, Agents and Experts

Mediation

Wills

Devolved Powers

File Reviews

Informal file reviews

Formal file reviews

Conveyancing file reviews

Closing Client Files

Final review

Closing the file

Storing Closed Client Files

Storing Closed Client Files Procedure

5. Client money and assets

6. Conflict, confidentiality and disclosure

Conflict of interests

Confidentiality and disclosure

172
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7. Applicable standards in the SRA Code of Conduct for Solicitors, RELs and RFLs 184

8. Managers in SRA authorised firms 184
9. Compliance officers 184
Supplemental notes 185
SRA Accounts Rules 186
Introduction 186
Part 1: General 186
1. Application section 186
Part 2: Client money and client accounts 186
2. Client money 186
3. Client account 187
4. Client money must be kept separate 187
5. Withdrawals from client account 188
6. Duty to correct breaches upon discover 189
7. Payment of interest 189
8. Client accounting systems and controls 189
Part 3: Dealings with other money belonging to clients or third parties 190
9. Operation of joint accounts 190
10. Operation of a client's own account 190
11. Third party managed accounts 190
Part 4: Accountants' reports and storage and retention of accounting records 190
12. Obtaining and delivery of accountants' reports 190
13. Storage of records 192
Finance and Accounting 192
Categories of money 192
Responsibility for Financial Management 192
Computer AccountsSystem 193
Accounts 193
Time Recording 193
ManagementReports 194
Financial Analysis Procedure 194
Receipt of Cash and Cheques 194
Cheques 194

Cash 195
Mixed payments 195
Cheque Requisitions 195
Transfers 196
Payment Out of Client Monies 196
Residual Client Balances 196
Interest on Client Money 196

Issuing Bills 197
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Write-Offs 197

Receipt of Funds from Third Parties 197
Petty Cash 198
Consumer Credit 198
Exemption - Part 20 198
SRA's Consumer Credit guidance. 198
Data Protection Act 2018 and GDPR 199
ICO Data Protection Registered 200
ICO Code of Practice on CCTV 200
Whistleblowing Procedure 200
Responsible Personnel 201
Reporting 201
External Authorities 202
Next Steps 203
Protection and Support 203
Communication 204
Telephone Calls and Voicemail 204
Telephone Calls and Voicemail Procedure 204
Telephone Calls 204
Voicemail 204
Mobile Phones 205

Firm Mobile Phones 205
Mobile Phones and Driving 205
Mobile Phones and Work Related Emails 205
Internet Access 206
Internet Access Procedure 206
Staff Access 206
Monitoring Staff Access 206
Responsibility and Review 207
Bring Your Own Device (BYOD) 207
The firm's website 207
Website Management Procedure 208
Content 208
Website content must not: 208
Website content must: 208
Content Authors 209
Security 209
Regulatory Requirements 209
Authorisation of Changes 210
Review 210
E-mails 210
E-mail Procedure 211
General E-mail Procedure 211
Incoming E-mails 211
Outgoing E-mails 211
E-mails onto the rest of the firm. 212
Defamation law applies to e-mail 212
Contract law applies to e-mail 213
Negligent statements 213
E-mail is not secure 213
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Suspicious E-mails 213

Attachments 213
Storage of E-mails 213
Deleting E-mails 214
Anti-Virus and Computer Protection 214
Monitoring Staff E-mails 214
Electronic Communication Guidance 215
Bogus Firms 215
Indemnity Insurance 217
Transparency Rules 2018 217
Digital Badge 217
Supplemental notes 217
Publicity Policy 217
Publicity Procedure 218
Content of Publicity 218
Application 219
Withdrawal of Unsuitable Materials 219
Producing Marketing and Publicity Material 219
Editorial and Brand Guidelines 219
External and Joint Activities 219
Marketing 220
Other 220
Staff Recruitment Advertising 220
Entries in External Publications 220
Disability Awareness 220
Stationery, emails and websites 220
Review 220
Price Transparency Policy 220
Price Transparency Website 222
Price Information for Website 222
EXAMPLE 222
Publish Complaints Procedure 223

Your complaints handling procedure should contain details about how and when a complaint can be made to

the Legal Ombudsman and details about how and when a complaint can be made. 223
Website Version Complaints Procedure 223
Complaints Handling 223
Complaints Handling Procedure 223

Our Complaints Policy 223

Our Complaints Procedure 223
What Will Happen Next 224
Complaints to the LeO 225
Registering your Website with SRA digital logo 226
Registering your website address 226
Appendix 227
Practice & Office Details: 227

Money and Accounting: 229
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Legal Status:

Accreditation Quality Standards:

Key Personnel:

Insurance information:

Retention Periods

230
230

231
234

235

17



