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Sample Client Care letter  -     
OISC Model Document

Non Fee Charging
Our ref: N.

Dear XXXXX

Thank you for instructing ABC Immigration. We are a registered charity and registered by the Office of the Immigration Services Commissioner (OISC).  We are authorised to provide immigration advice and services at Level 1 in the categories of Immigration and Asylum and Protection.  Our Registration number is N…
Instructions received from you

I write further to our discussion on the DATE when you instructed me to act for you in connection with ……..

We discussed ……..                                                              and I confirmed, that 
based on the information you gave me, my advice is ………

We believe the merits of your case are…………..

We agreed to………

Yours instructions are that……..

You agreed to ………

There are currently no key dates in your case/ The key date/s in your case is/are …….

How we work

One of the main purposes of this letter is to explain how we operate.

I, (ADVISER NAME) am responsible for the conduct of your case.  I can be contacted on (telephone number /e-mail address).  Whenever possible, I shall also be available to advise and assist you.  We will keep you informed of the progress of your case and any developments as and when they arise.  

We will not charge you a fee for providing immigration advice and services.  However, you will be responsible for all Home Office application fees and other disbursements.
We shall do our best to respond promptly to letters or calls made to our office about your case, but ask you to understand that at busy times an immediate reply is not always possible.  If you need to see a member of staff, you should telephone first for an appointment as otherwise you may not be seen when you attend our office.

We shall, of course, take great care with any original documents such as passports, which you give to us for sending to the immigration authorities. These will be returned to you immediately once they are returned to us.  

Office Opening Times

Please note that our office is open from Xam to Xpm during weekdays.  

Your file   

The OISC requires us to keep a copy of your case file for up to 6 years after your case is closed.  After that this maybe destroyed, unless you make arrangements to collect it from us.

Professional Indemnity Insurance 

The OISC requires you to have Professional Indemnity Insurance (PII). The purpose of PII is to cover any compensation you may need to pay to correct a mistake or to cover any legal costs due to negligence, misrepresentation and/or inaccurate advice which may cause, or contribute to, financial or other loss to the client
Complaints procedure 

If at any stage you have any concerns regarding the conduct of your case, please raise them with me, preferably in writing.  Please let me know if you would like full details of our complaints procedure.   If we are unable to resolve matters to your satisfaction or you wish to pursue your complaint through other channels, you are entitled to contact the OISC at any time.  Their address is:

The Office of the Immigration Services Commissioner

21 Bloomsbury Street,

London,

WC1B 3HF
The OISC is the public body, which regulates immigration advice and services within the UK.  The OISC may review your file as part of their regulatory role.  

Finally, I would like to thank you for instructing us.

Yours sincerely,

John Smith

ABC Immigration  

Please sign, date this letter, and return it to us to indicate that you understand and agree to its contents.
Client signature……………………………………………………….. 
Dated: ………………………………………………………………….
Sample Client Care letter     OISC Model Document
Fee Charging
Our ref: Fxxxxxxx

Dear XXXXX

Thank you for instructing ABC Immigration. We are a registered by the Office of the Immigration Services Commissioner (OISC).  We are authorised to provide immigration advice and services at Level 1 in the categories of Immigration and Asylum and Protection.  Our Registration number is F…
Instructions 

I write further to our discussion on the (DATE) when you instructed me to act for you in connection with ……..

We discussed ……..                                                              and I confirmed that based on the information you gave me, my advice is ………

We believe the merits of your case are…………..

We agreed to………

Yours instructions are that……..

You agreed to ………

There are currently no key dates in your case/ The key date/s in your case is/are…….

How we work

One of the main purposes of this letter is to explain how we operate.

I, (ADVISER NAME) am responsible for the conduct of your case.  I can be contacted on (telephone number /e-mail address).  Whenever possible, I shall also be available to advise and assist you.  We will keep you informed of the progress of your case and any developments as and when they arise.  

We shall do our best to respond promptly to letters or calls made to our office about your case, but ask you to understand that at busy times an immediate reply is not always possible.  If you need to see a member of staff, you should telephone first for an appointment as otherwise you may not be seen when you attend our office.

We shall, of course, take great care with any original documents such as passports, which you give to us for sending to the immigration authorities. These will be returned to you immediately once they are returned to us.  

If you are on a low income or receiving welfare benefits, you may qualify for Legal Aid to assist you with your case although this will depend on the matter you are pursuing.  Please note that my organisation does/does not represent clients free under that scheme.  If it is likely that you will qualify for Legal Aid I will advise you of this. 
Professional Fees

As previously discussed we have agreed a fixed fee of £XXX to represent you in relation to your immigration matter.  This fee includes your initial consultation.  The fee also includes making representations to the Home Office, informing you of any developments as and when they arise and submission of all necessary documentation.  There will/will not be VAT charged.  However, you will be responsible for all Home Office application fees and disbursements.

Office Opening times

Please note that our office is open from Xam to Xpm during weekdays.  

Your file   

The OISC requires us to keep a copy of your case file for up to 6 years after your case is closed.  After that this maybe destroyed, unless you make arrangements to collect it from us.

Professional Indemnity Insurance 

The OISC requires you to have Professional Indemnity Insurance (PII). The purpose of PII is to cover any compensation you may need to pay to correct a mistake or to cover any legal costs due to negligence, misrepresentation and/or inaccurate advice which may cause, or contribute to, financial or other loss to the client
Complaints procedure 

If at any stage you have any concerns regarding the conduct of your case, please raise them with me, preferably in writing.  Please let me know if you would like full details of our complaints procedure.   If we are unable to resolve matters to your satisfaction or you wish to pursue your complaint through other channels, you are entitled to contact the OISC at any time.  Their address is:

The Office of the Immigration Services Commissioner

21 Bloomsbury Street,

London,

WC1B 3HF

The OISC is the public body, which regulates immigration advice and services within the UK.  The OISC may review your file as part of their regulatory role.  

Finally, I would like to thank you for instructing us.

Yours sincerely,

John Smith

ABC Immigration  

Please sign, date this letter, and return it to us to indicate that you understand and agree to its contents.

Client signature……………………………………………………….. 
Dated: ………………………………………………………………….
Client Care Letter - Adviser Guidance





The information below provides guidance on the Codes relating to the client care letter and what the Commissioner expects you to do with regard to the information contained in this letter. 





Codes 23-26 state the following:





23. An organisation must provide all prospective clients with a client care letter.  


 


24. The adviser must take reasonable steps to ensure that the prospective client understands the contents of their client care letter before being asked to agree it. The organisation should not do any further work until the client care letter has been agreed, other than in exceptional circumstances.  





25.  An organisation must keep a record of the client’s agreement to their client care letter either by way of a signed and dated copy of the letter or evidence of their agreement electronically.  


 


26.  A client care letter must contain:  





a. a statement identifying the client for whom the organisation is acting;  


b. a statement of the client’s immigration status, if known; 


c. full details of the client’s instructions, advice given and the work agreed to be done with estimated timeframes;  


d. confirmation of the costs estimated or agreed; 


e. confirmation that if client money is held by the organisation on behalf of the client,   such money remains the client’s until the client is invoiced and payment is due;  


f. information explaining what, if any, additional costs may be incurred for which the   client may become liable;  


g. contact details of the adviser dealing with the matter including their name, address,   telephone number and email address;  


h. confirmation that if the client is required to hand over any original documents to the  organisation, the client will, if necessary, be given copies of those documents as soon as  reasonably  practicable;  


i. the organisation’s complaint-handling procedures;  


j. all other terms and conditions of the agreement, and, if online selling regulations are relevant, the client’s protections under relevant legislation;  


k. confirmation that the organisation is regulated in the UK by the Commissioner and   that the Commissioner has the power to examine the client’s file; and 


l. confirmation that the organisation retains full responsibility for all work done on behalf of  the client.   





Please submit a draft client care letter that meets all the requirements of Codes 23-26 (a) to (f).  If you do not submit a draft letter or it does not meet all the requirements of Code 23-26, we cannot be satisfied you will comply with those Codes.





Below is a suggested ‘Model Document’ that you can use as your Client Care letter. Please note there are 2 letters. One for Non Fee Charging organisations and one for Fee Charging organisations.








