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Specialist Telecommunications and IT Lawyers 

 
Client Care Letter 
 
[Date]  
 
[Name of Individual] 
[Name of company] 
[Business address] 
 
By email only to [email address] 
 

Private and Confidential  
Dear [Name] 
 
Appointment  of Legal Hobbit by You  
 
Further to my conversation with [name] of [date], I attach the form of Client Care Letter, 
which you would need to sign if You decided to instruct Legal Hobbit. It sets out the 
basis on which Legal Hobbit would carry out all legal work (“Services”) for You, except to 
the extent that it was superseded by a subsequent Client Care Letter signed on behalf of 
both of us. If You agreed with its terms, you would need to sign a copy and return it to 
me before Legal Hobbit could start providing Services to You. 
 
Scope of Work  
 
Below is a summary (for information) of the type of Services, which Legal Hobbit 
typically provides to our clients:  
 
(a) Giving legal advice and evaluation, and drafting and negotiation support, in 

connection with (i) individual contracts which You propose to negotiate with Your 
suppliers and/or customers; and (ii) proposals for services (either from You to a 
customer, or from a supplier to You). We will also advise on request in relation to 
contract disputes or prospective contract disputes in which You finds Yourself, 
including representing You in any mediation, arbitration or commercial litigation; 

 
(b) Where Your business has developed a new product or service or wants to sell an 

existing service in a new way, advice on the legal issues, which seem to arise in 
relation to the sale of that product or service, including appropriate legal terms 
pursuant to which the service should be sold; and legal support to Your 
product/service development team as required; 
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(c) Training to legal and non-legal personnel on legal issues affecting the IT and 

telecommunications industries, including but not limited to international 
contracting for telecommunications services, outsourcing, electronic signatures, 
data protection, encryption, telecommunications regulation, and good practices in 
contract risk management; 

 
(d)  Preparing standard terms and conditions of business, and investment 

agreements and shareholder agreements; and; 
 
(e) Employment law advice, including advising on individual employment contract 

terms, advising on particular statutes and regulations, giving legal support in 
connection with employee disputes and providing training on employment law 
topics.  

 
Legal Hobbit’s lawyers are English law qualified solicitors. Where reasonably possible, 
we will seek to ensure that any work we do for You is subject to English law. To the 
extent that this is not reasonably possible, or that You need our opinion any non-English 
law matter, You need to be aware that none of us are qualified in any legal jurisdiction 
outside of the UK. On this basis, the only advice we can give is that of competent 
English law advisers, and Legal Hobbit does not accept any liability for errors in advice 
arising out of a difference of substantive law or interpretation between English law and 
the laws of any other jurisdiction. 
 
In terms of tax advice, whilst Legal Hobbit will, on written request, use reasonable 
endeavours to advise You in good faith but without obligation, on our understanding of 
the VAT/GST and/or withholding tax implications of the sale of particular 
telecommunications and/or IT services which You intend to provide to your customers, 
Legal Hobbit’s lawyers are not specialist tax attornies and we will not be responsible for 
advising you upon the VAT, withholding tax, capital gains tax liability, capital allowances, 
inheritance tax, corporate tax or income tax implications of any transactions which you 
propose to undertake. 
 
Ordering Services and Invoicing Methodology  
 
This Client Care Letter sets out the general terms under which Services would be 
provided to You. 
 
In terms of the provision of specific Services, it is my understanding that we will use the 
following methodology: 
 
Legal Hobbit will take instructions from you (or any other person nominated by you (or 
any subsequently appointed nominee) via email to me or another Legal Hobbit lawyer) to 
undertake work for You. Where Legal Hobbit is actively working on a matter or matters 
for You, we will provide You with monthly chronological timesheets, giving a reasonable 
amount of detail in relation to the work we have done on particular matters on a daily 
basis. 
 
In terms of progressing any matter, telephone and email are the best means to contact 
us. We will always try to return a voicemail message left on our office voicemail within 
one working day of receipt (or within one working day of our return to the office, where 



 3 

voicemail indicates that your designated lawyer on a particular matter is out of the 
office). Where this happens, our lawyers will indicate the best number to reach them on. 
Your designated lawyer will try to prepare a substantive response to any email query, 
within five working days of receipt (or within five working days of their return to the office, 
where they are out of the office when the email is received). Please feel free to contact 
the Legal Hobbit switchboard on +44 207 194 8400 at any time during standard UK 
business hours, to find out whether or not the lawyer you are trying to contact is in the 
office at a particular time.  
 
On or around the first working day of each month, Legal Hobbit will email to You an 
invoice for Services delivered to You during the previous calendar month, supported by 
accompanying timesheet detail. Invoices will be issued monthly in soft copy only to 
[insert email id] or such other email ID(s) as may be notified by You to us from time to 
time. Legal Hobbit’s invoices are payable by direct credit transfer within thirty days of 
receipt by You to the SWIFT/IBAN number identified on the invoice. 
 
If You have any query about an invoice, You should contact me straight away. My office 
telephone number is +44 207 194 8400. My mobile number is [   ]. My email ID is 
[firstname]@legalhobbit.com. Where there is a bona fide dispute about the charges in a 
particular invoice, we both agree to work in good faith to address the relevant issue. Any 
amount not in dispute should be paid promptly. If Your organisation’s corporate 
procedures do not allow You to part pay an invoice, we will credit the original invoice 
containing the charges which are the subject of the bona fide dispute, and issue two 
separate invoices; one which addresses the charges not in dispute and one which 
isolates the charges in dispute.  
 
Where You have not paid a properly constituted invoice within the designated payment 
period, Legal Hobbit reserves the right to charge interest on overdue invoices at the rate 
of 12% per annum on a daily pro rata basis. Also, where there is what we consider to be 
persistent or unreasonable late payment (meaning either that payment reminders have 
been sent out in respect of more than three invoices in any twelve month period, or that 
any single invoice has been paid more than thirty days late for payment in circumstances 
where no bona fide dispute has been raised), then Legal Hobbit reserves the right at our 
sole discretion either to cancel any special discounts or rates previously agreed and 
apply either our full undiscounted hourly rates to future charges, or to apply some lesser 
discount to future charges, which is still short of Legal Hobbit’s full undiscounted hourly 
rates. 
 
(Please see also the paragraph on Legal Hobbit’s Complaints Procedure further down in 
this letter). 
 
Standard  Rates and Expenses  
 
Legal Hobbit’s standard undiscounted hourly rates as at the date of issue of this Client 
Care Letter are £250 per hour. Where no fixed fee has been agreed for a particular 
piece of work and no special hourly rates have been agreed in this Client Care Letter, it 
is Legal Hobbit’s standard rates, which will apply. We will notify You when these 
standard rates increase if these are the rates, which You are liable to pay. 
 
[If applicable insert details of any fixed fee or special hourly rates together with the term 
for which the special hourly rates apply.] 
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All rates set out in this letter exclude UK VAT (where applicable), court fees and 
disbursements, travel expenses and any pre-agreed business expenses.  
 
If You ask Legal Hobbit to obtain specialist (typically local country) third party legal or tax 
advice on Your behalf and do not want to contract separately with such third party, then 
Legal Hobbit will treat such third party as a Legal Hobbit subcontractor and pass through 
the charges of such third party to You subject to a 15% mark up. 
 
Unless otherwise agreed in writing, for meetings attended by a Legal Hobbit lawyer at 
Your request in the UK, You will be deemed to have authorised standard class return 
travel on public transport (where reasonably available) or business mileage at HM Inland 
Revenue rates (where not reasonably available). For international travel, Legal Hobbit 
personnel will travel standard class for trips under four hours and business class for trips 
over four hours in duration. 
 
At the end of any fixed period agreed in this Client Care Letter for special rates to apply, 
and subject to no less than three months prior written notice, Legal Hobbit reserves the 
right to increase its hourly rates to Legal Hobbit’s standard hourly rates.  
 
Warranty  
 
Legal Hobbit warrants that it will provide the Services in accordance with the skills of a 
reasonably competent English law practitioner of in-house legal services to clients in the 
telecommunications and IT industries and subject to the disclaimers set out in this Client 
Care Letter.  
 
Limitation s on Liability  
 
Neither party shall seek to exclude liability for death or personal injury caused by that 
party’s negligence, and nothing in this Client Care Letter shall be construed to exclude 
such liability. Subject to the foregoing and save that nothing in this paragraph shall be 
construed to limit Legal Hobbit’s right to claim its properly due charges, to the fullest 
extent permissible under applicable law, neither party (the “First Party”) will be liable to 
the other party and/or any third party for any damages for loss of profits or savings, 
increased costs of operations or other economic loss (whether direct, indirect or 
consequential), or for any other indirect, consequential, special or punitive damages 
whatsoever and howsoever arising. Liability shall be limited in accordance with this 
paragraph even if the First Party was advised of the possibility of such damages and 
even if such damages arose as a result of the acts or omissions of the First Party. Each 
provision of this paragraph shall be construed as a separate provision, applying and 
surviving even if for any reason, one or more of the other provisions is held inapplicable 
or unreasonable in any circumstances. The provisions of this paragraph shall apply 
regardless of the nature of the claim asserted; whether in contract, tort, statutory duty, 
strict liability or otherwise; and whether or not such damages were foreseeable.  
 
Legal Hobbit’s liability for all damages other than those set forth above shall be £2M per 
claim or series of related claims. Legal Hobbit confirms that it holds professional 
indemnity insurance with Zurich Professions under policy number 8010673 to cover the 
preceding liability in the amount of £2M for any claim or series of related claims, as 
required by all firms of solicitors in England and Wales. 
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Any legal action arising in connection with this Client Care Letter or the Services must 
begin within twelve months after the cause of action arises. This period shall be 
extended by mutual consent for a maximum period of a further twelve months, to the 
extent that the parties are actively engaged in the informal resolution of any dispute 
arising out of such cause of action. 
 
Personal Data and Confidentiality  
 
Legal Hobbit use the information You provide primarily for the provision of legal services 
to You and for related purposes including: 
 

¥ updating and enhancing client records; 
¥ analysis to help us manage our practice; 
¥ statutory returns; and 
¥ legal and regulatory compliance. 

 
Legal Hobbit’s use of Your information is subject to Your instructions, the Data 
Protection Act 1998 and our duty of confidentiality. Please note that our work for You 
may require us to give information to third parties such as expert witnesses and other 
professional advisers. Individuals within Your organisation have a right of access under 
data protection legislation to the personal data that we hold about them. 
	
  
Legal Hobbit implements and shall continue to implement appropriate technical and 
organisational measures to protect its business data against accidental or unlawful 
destruction or accidental loss, alteration, unauthorised disclosure or access and against 
other unlawful forms of processing. As part of its business continuity solution, Legal 
Hobbit uses the services of a company established in Canada to provide its data back 
up support services, and this involves Legal Hobbit’s IT system and business data, 
including business emails and other documents containing contact details of its clients, 
being backed up to a server in Canada, which is a country deemed by the European 
Union countries to be a safe place to send personal data.  
 
External firms or organisations may conduct audit or quality checks on Legal Hobbit’s 
practice. These external firms or organisations are required to maintain confidentiality in 
relation to Your files. 
 
Storage of papers  
 
After completing work on Your behalf, we shall be entitled to keep Your papers and 
documents until all payments owing to us have been made in full, in respect of the 
transaction(s) to which those papers relate.  We will keep our file of papers (except for 
any papers which You ask to be returned to You) for no more than 6 years and on the 
understanding that we have Your authority to destroy the file 6 years after sending You 
our final invoice in relation to the relevant matter. We will not destroy documents You 
ask us to deposit in safe custody. 
 
We do not normally make a charge for retrieving stored papers in response to continuing 
or new instructions to act for You. However, we reserve the right to make a charge 
based on the time we spend on reading papers, writing letters or other work necessary 
to comply with the instructions. 
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Termination  
 
You may terminate Your instructions to us in relation to a particular matter at any time. 
We shall become immediately entitled to invoice You for all Services rendered up until 
the date of termination. As indicated above, we shall retain any papers and documents 
of Your’s held by us, while money is owing to us. Where You terminate Your instructions 
prior to satisfying an agreed spending commitment, we shall also become entitled to 
invoice You for the lesser of (a) any shortfall in respect of the agreed commitment made 
by You, after taking into account all invoices for Services rendered up until the date of 
termination; and (b) the difference between our specially negotiated rates and our 
standard rates for the relevant Services, multiplied by the number of hours spent by us 
delivering those Services. This provision shall not apply in the unlikely event that You 
terminate our arrangement as a result of any act or omission constituting material breach 
on the part of Legal Hobbit.  
 
We will decide to stop acting for You only with good reason and on giving You 
reasonable notice. Where we decide to stop acting for You, we will invoice You for all 
services rendered up until the date on which we cease to act for You but will waive our 
right to invoice for any commitment shortfall. 
 
Equality and Diversity  
 
Legal Hobbit is committed to promoting equality and diversity in all of its dealings with 
clients, third parties and employees. 
 
Complaints  Procedure  
 
I am confident that Legal Hobbit will give You a high quality service in every respect. 
However, if You have any queries or concerns about the quality of the work, which has 
been undertaken on Your behalf, You can raise a complaint in accordance with the 
Legal Hobbit complaints procedure set out below.  
 
Step 1: Send Your complaint in writing by email to me, [name], at [insert email ID]. I will 
provide a substantive response by email within five working days of receipt of Your 
complaint (unless I am out of the office for some reason, as advised by the Legal Hobbit 
switchboard, in which case I will respond no later than five working days after my return 
to the office). Alternatively if I need further information in order to respond fully to the 
complaint, I will ask for this by email. In relation to any subsequent exchange of emails 
between us, I will commit to responding within the same timeframe as for initial emails. 
 
Step 2: If You are not satisfied with the response given in writing by me, then please feel 
free to contact me or my partner [insert name] by phone on 0207 1948400 to arrange a 
meeting (by phone or in person at Your discretion) to discuss any remaining concerns. If 
You are unable to get hold of me/my partner immediately, please leave a voicemail 
message and the relevant person will get back to You within one working day of receipt 
of that voicemail or within one working day of their return to the office, if their voicemail 
indicates that they are out of the office when You try to contact them. Where reasonably 
possible, we will try to ensure that our meeting (whether by telephone or in person) is no 
later than one week after Your call to ask for that meeting. I or my partner (as you 
choose) will agree to meet with You as reasonably convenient to You, either at our 
offices in London, at Your business premises, or at another mutually agreeable location.  
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Step 3: Following our meeting, I/my partner (as applicable) will send out a letter 
confirming their understanding of what we discussed, and any agreement we reached 
about next steps. 
 
Step 4: If You feel at any time that You are not satisfied with the way that Your complaint 
is being handled, please feel free to call me or my partner to discuss. Alternatively, if 
You would prefer, You can contact the Law Society (Client Complaints Helpline) on Tel: 
0845 608 656. If Your complaint relates to an invoice we have rendered there may also 
be a right to object to it by complaining to the Legal Complaints Service or the Office of 
Legal Complaints, and/or by applying to the court for an assessment of the invoice under 
Part III of the Solicitors Act 1974. 
 
Governing Law and Venue  
 
Our business relationship shall be subject to English law, and  
 
[either] the sole forum for the litigation of disputes, which cannot be resolved amicably 
shall be the English courts. 
 
[or] If a dispute arises out of or relates to this Agreement or its breach and the dispute 
cannot be settled within twenty (20) business days through negotiation, either Party shall 
be entitled to submit such residual dispute either to the courts of England and Wales or 
for final settlement under the Rules of Arbitration of the International Chamber of 
Commerce by one or more arbitrators appointed in accordance with the said Rules. 
Where one Party has elected to resolve a dispute using arbitration, either Party shall 
have recourse to and both Parties agree to be bound by the pre-arbitral referee 
procedure of the Chamber of Commerce in accordance with its Rules for a Pre-Arbitral 
Referee Procedure. Any procedure followed pursuant to the operation of this Section will 
be held at a neutral site in London, England, and conducted in the English language. 
The arbitrator will determine issues of arbitrability, including the applicability of any 
statute of limitation, but may not limit, expand or otherwise modify the terms of the 
Agreement. The arbitrator's decision and award will be in writing, setting forth the legal 
and factual basis. The arbitrator may in appropriate circumstances provide for injunctive 
relief (including interim relief).  An arbitration decision and award will only be subject to 
review because of errors of law. The arbitrator shall be entitled to make an award of 
costs to the prevailing Party.  The Parties, other participants and the arbitrator will hold 
the existence, content and result of arbitration in confidence, except to the extent 
necessary to enforce a final settlement agreement or to obtain and enforce a judgment 
on an arbitration award. The language to be used in the arbitration procedure shall be 
English.  
 
Invalidity  
 
If any part of this Client Care Letter is found to be invalid or unenforceable, the 
remaining provisions shall remain in effect and the parties shall negotiate in good faith to 
substitute for such invalid, illegal or unenforceable provision a mutually acceptable 
provision consistent with the original intention of the parties. 
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No Third Party Beneficiaries  
 
The agreement formed as a result of this Client Care Letter does not provide any third 
party with any remedy, claim, liability, reimbursement, cause of action or other right or 
privilege. The effect of the Contracts (Rights of Third Parties) Act 1999 is hereby 
expressly excluded. 
 
Waiver  
 
A waiver by either party of a breach of the terms of this Client Care Letter shall not 
operate as a waiver of any other breach of its terms. 
 
Whole Agreement Clause  
 
The terms of this Client Care Letter constitute the entire agreement between the parties 
in relation to the provision of the Services. The terms of this Client Care Letter 
supersede all prior agreements, proposals, representations or understandings, whether 
written or oral concerning the services, or the rights and obligations relating to the 
Services.  
 
Conclusion  
 
Your continuing instructions will amount to Your acceptance of these terms of business, 
but please sign and date the enclosed copy of this letter and return it to us immediately. 
Then we can be confident that you understand the basis on which we will act for You.  
 
We hope that by sending this letter to you we have addressed Your immediate queries 
about the day to day handling of Your work and our terms of business. However, if You 
have any queries, please do not hesitate to contact me. 
 
This is an important document, which we urge You to keep in a safe place for future 
reference. 
 
Yours faithfully, 
 
[Insert name of signing partner] 
 
Legal Hobbit  
 
ÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉÉ  
 
I confirm that I have  read the attached Client Care Letter, and agree with its terms.  
 
Signed  for and on behalf of [Client]:     
 
________________________________________    
 
Name and Title: __________________________  
 
Date: _____________________  


