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Thank you for selec ng us. We are commi ed to providing you with an exemplary service. See below
our terms of service.

Our terms
1.

These terms

1.1

What these terms cover. These are the terms and condi ons on which James McKenzie
(Wills) Ltd (referred to as “we”, “our” and “ours” in these terms), supply our services to the
Client. Client means a person who contracts with us for the provision of such services and may
include the client’s partner, spouse or civil partner (“you”, “your” and “yours” means the Client
in these terms.
Where we refer to our Services in these terms, we mean advising on and dra ing wills, las ng
powers of a orney (LPA), living wills, pilot trusts and no ces of severance (“Documents”) and
providing probate advice and other services including help with the execu on of Documents and
mee ng with you, advising you and gathering informa on to complete the Documents. It shall
also mean inheritance tax advice and other tax planning advice in connec on with the Services.

1.2

Why you should read them. Please read these terms carefully before you make an order for our
Services. These terms tell you who we are, how we will provide our Services and your
Documents to you, how you and we may change or end the contract, what to do if there is a
problem and other important informa on. If you think that there is a mistake in these terms,
please contact us to discuss.

2.

Informa on about us and how to contact us

2.1.

Who we are. We are James McKenzie (Wills) Ltd, a company registered in England and Wales.
Our company registra on number is 07003695 and our registered o ce is at Old Sta on House,
London Road, East Grinstead, West Sussex, RH19 1EP. Our registered VAT number is
GB977058574.

2.2.

How to contact us. You can contact us by telephoning our customer service team at
02071932060 or by emailing us at info@jmwills.co.uk or by post to Old Sta on House, London
Road, East Grinstead, West Sussex, RH19 1EP.

2.3.

How we may contact you. If we have to contact you we will do so by telephone or by wri ng to
you at the email address or postal address you provided to us in your order.

2.4.

"Wri ng" includes emails. When we use the words "wri ng" or "wri en" in these terms, this
includes emails.
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Our contract with you

3.1.

How we will accept your order. Our acceptance of your order will take place when we email you
to accept it, at which point a contract will come into existence between you and us.

3.2.

If we cannot accept your order. If we are unable to accept your order, we will inform you of this
in wri ng and will not charge you. This might be because of unexpected limits on our resources
for which we could not reasonably plan or because we are unable to meet your speci c
requirements.

4.

Your rights to make changes
If you wish to make a change to the Services, documenta on or advice you have ordered please
contact us. We will let you know about any changes to the price for our Services, the ming of
supply or anything else which would be necessary as a result of your requested change and ask
you to con rm whether you wish to go ahead with the change. If we cannot make the change or
the consequences of making the change are unacceptable to you, you may want to end the
contract (see clause 8- Your rights to end the contract).

5.

Our rights to make changes

5.1.

Minor changes to our services. We may make changes:
(a)

to re ect changes in relevant laws and regulatory requirements or for security
reasons; and

(b)

to implement minor adjustments and improvements, which will not adversely
a ect you.

6.

Providing our Services

6.1

When we will provide our Services. During the order process we will let you know about our
me scales and when and how you can end the contract. We will supply our Services, to you
un l the Services are completed or you end the contract as described in clause 7 or we end the
contract by wri en no ce to you as described in clause 9.

6.2.

We are not responsible for delays outside our control. If our Services are delayed by an event
outside our control then we will contact you as soon as possible to let you know and we will take
steps to minimise the e ect of the delay. Provided we do this we will not be liable for delays
caused by the event, but if there is a risk of substan al delay you may contact us to end the
contract and receive a refund for any Services you have paid for but not received.
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6.3.

Our carrying out of the Services might also be a ected by events such as, if you were to change
what you want or do not provide us with informa on we require or our mee ngs are delayed for
any reason.

6.4.

Procedure and our obliga ons to you: We will arrange an ini al mee ng with you, this may be
at your home or your o ce, or by way of telephone or video call, at which we shall take your
instruc ons and give you advice on ma ers rela ng to the Service you have requested and the
Documents we shall prepare for you. We will answer any queries you may have and explain what
we will include in your Documents.

6.5.

Calls to and from our head o ce, mee ng phone calls and video calls using Teams will be
recorded for training and monitoring purposes. Please refer to our reten on policy for more
details.

6.6.

We shall comply with your instruc ons with reasonable skill, care and expedi on appropriate to
your needs.

6.7.

We shall use all reasonable care and skill when advising on ma ers rela ng to the prepara on of
your Documents based on the informa on you have provided. In some cases, this may mean
advice to draw up other Documents, or take other ac on, which may incur further fees. In such
cases, full details of such charges will be given to you in advance and you are under no obliga on
to proceed with any ancillary services o ered. However, in some circumstances you may be
asked to sign a declara on and disclaimer if you choose not to follow our advice sta ng that you
choose not to follow the advice given.

6.8.

Contact you regularly by email and text message un l we have all required informa on to
prepare your dra Documents.

6.9.

Provide your dra Documents within 14 days of receiving all required informa on from you.

6.10.

What will happen if you do not give required informa on to us. We will need certain and
accurate informa on from you so that we can supply the Services. We will contact you if we
require more informa on following or in advance of our mee ng to ask for this informa on. If
you do not give us this informa on within a reasonable me of us asking for it, or if you give us
incomplete or incorrect informa on, we may either end the contract (and clause 9.2 will apply)
or make an addi onal charge of a reasonable sum to compensate us for any extra work that is
required as a result. We will not be responsible for supplying the Services late or not supplying
any part of them if this is caused by you not giving us the informa on we need within a
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reasonable me of us asking for it or not supplying full or accurate informa on or making
changes to the informa on or Services supplied incurring extra work.
6.11.

We shall send your nal Documents by post within 7 business days of your approval of the dra
Documents.

6.12.

We maintain the strictest con den ality and will not pass on your name or details to any other
organisa on without your express permission save in accordance with our Privacy Policy.

6.13.

We shall provide you with appropriate support and guidance to ensure the correct a esta on of
your Documents. The signing (Execu on) of your Documents must be carried out according to
the laws of England and Wales (and, where relevant, Northern Ireland), Scotland or the Republic
of Ireland (where applicable) in order for your Documents to be valid.

6.14.

We dra the Documents in accordance with current legisla on and tax regimes. The Company
does not accept any liability or obliga on to advise you of any changes in legisla on or taxa on
which may a ect you either directly or indirectly and may necessitate a review of your
Documents unless you subscribe to the storage and upda ng facility o ered by us (informa on
on which is contained in separate documenta on).

6.15.

At your wri en request, the Company shall make no further use of your details and shall
promptly return, or destroy, as required, all copies and excerpts of your personal data or
con den al informa on received, in whatever form, together with any notes based on
that informa on.

6.16.

Your obliga ons: You shall:
a) disclose all relevant facts and answer all ques ons asked by us to allow us to provide
accurate advice and to produce an e ec ve Document. We shall not accept liability in
respect of informa on which was not disclosed, and therefore not documented by us
when taking your instruc ons, and which comes to light at a later date as being of
relevance and which may a ect the validity or content of your Documents, or
advice given;
b) no fy us if you do not receive your dra Documents within 14 business days of the
Company receiving your full instruc ons, unless otherwise agreed.
c) review the dra Documents and con rm that the Documents correctly re ect your
wishes and to no fy us of any amendments within a mely manner. If not no ed, we
shall accept no liability for the dra Documents. Note that we are not responsible for
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d) pay the fee due in accordance with Clause 11 for the provision of the Services in full and
in accordance with the terms of our invoice.
e) We shall not be responsible for any delay due to your failure to comply with your
obliga ons as set out in these terms.
f)

You must Execute your Documents following the instruc ons provided to you with the
nal Documents and return evidence of such to us in a mely manner.

g) We do not have any responsibility for the future review of the Document(s). The
Document(s) will be carefully dra ed, based on your instruc ons and the current state
of law in your jurisdic on. We are under no obliga on to advise you of any changes in
taxa on, legisla on or the law generally which may a ect you directly or indirectly and/
or which might warrant any change to the contents of the Documents and we shall have
no liability in respect of this. Any changes in the personal circumstances of you or
anyone named by you in the documents, or any change in the law, should be considered
by you. These changes might include, but are not limited to births, marriages, death,
incapacity, divorce, insolvency or a material change in nancial circumstances. It remains
your responsibility to seek further advice if necessary.
h) Whilst every reasonable care will be exercised in providing the Services, we are not liable
for any losses arising in any way from ac ng on your instruc ons unless they are caused
by our own fraud or negligence.
6.17.

Reasons we may suspend the supply of Services or your Documents to you. We may have to
suspend the supply of our services to:

6.18.

(a)

update the services to re ect changes in relevant laws and regulatory
requirements;

(b)

make changes to the services as requested by you or no
clause 5).
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have to suspend the Services for longer than 3 months, you may contact us to end the contract
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the veri ca on of any of the informa on provided by you in your instruc ons,
par cularly with regard to the iden ty or address of any person iden ed by you. All
Informa on provided by you is taken at face value and will be relied upon by us.

for the Services and we will refund any sums you have paid in advance for the Services in respect
of the period a er you end the contract.
6.19.

We may also suspend supply of the Services if you do not pay. If you do not pay us for the
services when you are supposed to (see clause 11.4) and you s ll do not make payment within
30 days of us reminding you that payment is due, we may suspend supply of the services/your
Documents un l you have paid us the outstanding amounts. We will contact you to tell you we
are suspending supply of the Services. We will not suspend the Services where you dispute the
unpaid invoice (see clause 11.6). We will not charge you for the Services during the period for
which they are suspended. As well as suspending the Services we can also charge you interest on
your overdue payments (see clause 11.5).

7.

Your rights to end the contract

7.1.

You can always end your contract with us. Your rights when you end the contract will depend
on whether we have done something wrong, how we are performing and when you decide to
end the contract:

7.2.

(a)

If there is something wrong with the Documents we have provided or our
Services, you may have a legal right to end the contract (or to get the Service reperformed or the Documents changed or to get some or all of your money back),
see clause 10;

(b)

If you want to end the contract because of something we have done or have told
you we are going to do, see clause 7.2;

(c)

If you have just changed your mind about using our services, see clause 7.3. You
may be able to get a refund if you are within the cooling-o period, but this may
be subject to deduc ons;

(d)

In all other cases (if we are not at fault and there is no right to change your
mind), see clause 7.5

Ending the contract because of something we have done or are going to do. If you are ending a
contract for a reason set out at (a) to (c) below the contract will end immediately and we will
refund you in full for any Services which have not been provided and you may also be en tled to
compensa on. The reasons are:
(a)

we have told you about an upcoming change to the Services or these terms which
you do not agree to;

(b)

there is a risk that supply of the Services or Documents may be signi cantly
delayed because of events outside our control;
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(c)

you have a legal right to end the contract because of something we have done
wrong (including because we have delivered late (see clause 7.8).

7.3.

Exercising your right to change your mind (Consumer Contracts Regula ons 2013). For most
products or services bought online you have a legal right to change your mind within 14 days
and receive a refund. These rights, under the Consumer Contracts Regula ons 2013, are
explained in more detail in these terms.

7.4.

When you don't have the right to change your mind. You do not have a right to change your
mind in respect of:
(a)

the Documents a er you have started to download these;

(b)

services, once these have been completed, even if the cancella on period is s ll
running;

How long do I have to change my mind? You have 14 days a er the day we email you to con rm
we accept your order. However, once we have completed the Services you cannot change your
mind, even if the period is s ll running. If you cancel a er we have started the Services on your
instruc ons, you must pay us for the Services provided up un l the me you tell us that you have
changed your mind.
7.5.

Ending the contract where we are not at fault and there is no right to change your mind. Even
if we are not at fault and you do not have a right to change your mind (see clause 7.1), you can
s ll end the contract before it is completed, but you may have to pay us compensa on. Your
contract for Services is completed when we have nished providing the Services and sent you
the Documents and you have paid for them. If you want to end a contract before it is completed
where we are not at fault and you have not changed your mind, just contact us to let us know.
The contract will end immediately and we will refund any sums paid by you for Services not
provided but we may deduct from that refund (or, if you have not made an advance payment,
charge you) reasonable compensa on for the net costs we will incur as a result of your ending
the contract

8.

How to end the contract with us (including if you have changed your mind)

8.1.

Tell us you want to end the contract. To end the contract with us, please let us know by doing
one of the following:
(a)

Phone or email. Call customer services on 02071932060 or by emailing us at
info@jmwills.co.uk. Please provide your name, home address, details of the order
and, where available, your phone number and email address.
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(b)

By post. Print o the Schedule 1 form and post it to us at the address on the form.
Or simply write to us at that address, including details of the service you bought,
when you ordered them, and your name and address.

8.2.

Returning products a er ending the contract. If you end the contract for any reason a er
Documents have been dispatched to you or you have received them, you must return them to
us, if received in hard copy. You must either return the Documents in person or post them back
to us at Old Sta on House, London Road, East Grinstead, West Sussex, RH19 1EP and delete
them if you have downloaded them.

8.3.

How we will refund you. We will refund you the price you paid for the Services by the method
you used for payment. However, we may make deduc ons from the price, as described below:
a. Deduc ons from refunds if you are exercising your right to change your mind. If you
are exercising your right to change your mind: we may deduct from any refund an
amount for the supply of the Service for the period for which it was supplied, ending
with the me when you told us you had changed your mind. The amount will be in
propor on to what has been supplied, in comparison with the full coverage of the
contract;
b. When your refund will be made. We will make any refunds due to you as soon as
possible. If you are exercising your right to change your mind then your refund will be
made within 14 days of your telling us you have changed your mind.

9.

Our rights to end the contract

9.1.

We may end the contract if you break it. We may end the contract at any me by wri ng to you
if:

9.2.

(a)

you do not make any payment to us when it is due and you s ll do not make
payment within 30 days of us reminding you that payment is due;

(b)

you do not, within a reasonable me of us asking for it, provide us with
informa on that is necessary for us to provide the Services;

You must compensate us if you break the contract. If we end the contract in the situa ons set
out in clause 9.1 we will refund any money you have paid in advance for Services we have not
provided but we may deduct or charge you reasonable compensa on for the net costs we will
incur as a result of your breaking the contract.
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9.3.

We may withdraw the Services or part of them. We may write to you to let you know that we
are going to stop providing the Services. We will let you know at least one month in advance of
our stopping the supply of the Services and will refund any sums you have paid in advance for
Services which will not be provided.

10.

If there is a problem with the Services

10.1.

How to tell us about problems. If you have any ques ons or complaints about the Services,
please contact us. You can telephone our customer service team on 02071932060 or by emailing
us at info@jmwills.co.uk or by post to Old Sta on House, London Road, East Grinstead, West
Sussex, RH19 1EP.

10.2.

Summary of your legal rights. We are under a legal duty to supply Services that are in
conformity with this contract. See the box below for a summary of your key legal rights in
rela on to the Services. Nothing in these terms will a ect your legal rights.

Summary of your key legal rights
This is a summary of your key legal rights. These are subject to certain excep ons. For detailed
informa on please visit the Ci zens Advice website www.adviceguide.org.uk or call 03454 04 05 06.
The Consumer Rights Act 2015 says:
a) You can ask us to repeat or x a service if it's not carried out with reasonable care and skill, or get
some money back if we can't x it.
b) If you haven't agreed a price beforehand, what you're asked to pay must be reasonable.
c) If you haven't agreed a me beforehand, it must be carried out within a reasonable me.
See also Exercising your right to change your mind (Consumer Contracts Regulations 2013).
11.

Price and payment

11.1.

Where to nd the price for the services. The price for our services (which includes VAT) will be
the price indicated on the ordering page of the website when you placed your order. We take all
reasonable care to ensure that the price of the Services advised to you is correct. However
please see clause 11.3 for what happens if we discover an error in the price of the Services you
order. You can choose to pay in full when making your order or by instalments over 3, 6 or 12
months. We will let you know during the order process when your payments are due.
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11.2.

We will pass on changes in the rate of VAT. If the rate of VAT changes between your order date
and the date we supply the product, we will adjust the rate of VAT that you pay, unless you have
already paid for the Services in full before the change in the rate of VAT takes e ect.

11.3.

What happens if we got the price wrong. It is always possible that, despite our best e orts,
some of the Services we sell may be incorrectly priced. We will normally check prices before
accep ng your order so that, where the Service’s correct price at your order date is less than our
stated price at your order date, we will charge the lower amount. If the Service’s correct price at
your order date is higher than the price stated to you, we will contact you for your instruc ons
before we accept your order.

11.4.

When you must pay and how you must pay. We accept payment with most credit and debit
cards. We use Stripe to process your payments. We do not store payment details on our website.
When you must pay depends on what Services you are buying or if you choose to pay in full or
by instalments over 3, 6 or 12 months. If you require further or addi onal Services or
amendments to the dra Documenta on, we shall advise you of the price. If you let us know
about amendments to the dra Documents within one calendar month of the nal Documents
being dispatched to you, we shall charge you a xed fee. Therea er we shall charge you a xed
fee per sec on of your Will that requires amendment. However, if signi cant changes are
required, any amendments may a ract our full fee.

11.5.

What to do if you think an invoice is wrong. If you think an invoice is wrong please contact us
promptly to let us know. You will not have to pay any interest un l the dispute is resolved. Once
the dispute is resolved we will charge you interest on correctly invoiced sums from the original
due date.

12.

Our responsibility for loss or damage su ered by you

12.1.

We are responsible to you for foreseeable loss and damage caused by us. If we fail to comply
with these terms, we are responsible for loss or damage you su er that is a foreseeable result of
our breaking this contract or our failing to use reasonable care and skill, but we are not
responsible for any loss or damage that is not foreseeable. Loss or damage is foreseeable if
either it is obvious that it will happen or if, at the me the contract was made, both we and you
knew it might happen, for example, if you discussed it with us during the order process.

12.2.

We do not exclude or limit in any way our liability to you where it would be unlawful to do so.
This includes liability for death or personal injury caused by our negligence or the negligence of
our employees, agents or subcontractors; for fraud or fraudulent misrepresenta on; for breach
of your legal rights in rela on to the services or documents as summarised at clause 10.2.
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12.3.

We are not liable for business losses. We only supply the Services for domes c and private use.
We will have no liability to you for any loss of pro t, loss of business, business interrup on, or
loss of business opportunity.

13.

How we may use your personal informa on

13.1.

How we may use your personal informa on. We will only use your personal informa on as set
out in our Privacy Policy.

14.

Other important terms

14.1.

We may transfer this agreement to someone else. We may transfer our rights and obliga ons
under these terms to another organisa on. We will always tell you in wri ng if this happens and
we will ensure that the transfer will not a ect your rights under the contract. If you are unhappy
with the transfer you may contact us to end the contract within 30 days of us telling you about it
and we will refund you any payments you have made in advance for Services not provided].

14.2.

You may not transfer your rights to someone else.

14.3.

Nobody else has any rights under this contract. This contract is between you and us. No other
person shall have any rights to enforce any of its terms.

14.4.

If a court nds part of this contract illegal, the rest will con nue in force. Each of the
paragraphs of these terms operates separately. If any court or relevant authority decides that
any of them are unlawful, the remaining paragraphs will remain in full force and e ect.

14.5.

Even if we delay in enforcing this contract, we can s ll enforce it later. If we do not insist
immediately that you do anything you are required to do under these terms, or if we delay in
taking steps against you in respect of your breaking this contract, that will not mean that you do
not have to do those things and it will not prevent us taking steps against you at a later date. For
example, if you miss a payment and we do not chase you but we con nue to provide the
Services, we can s ll require you to make the payment at a later date.

14.6.

Which laws apply to this contract and where you may bring legal proceedings. These terms are
governed by English law and you can bring legal proceedings in respect of the Services in the
English courts. If you live in Scotland or Republic of Ireland, you can bring legal proceedings in
respect of the Services in either the Sco sh, Republic of Ireland or the English courts. If you live
in Northern Ireland you can bring legal proceedings in respect of the Services in either the
Northern Irish or the English courts.
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14.7.

Alterna ve dispute resolu on. Alterna ve dispute resolu on is a process where an independent
body considers the facts of a dispute and seeks to resolve it, without you having to go to court. If
you are not happy with how we have handled any complaint, you may want to contact the
alterna ve dispute resolu on provider we use. You can submit a complaint to Step Code via their
website at h ps://www.step.org/about-step/public Step will not charge you for making a
complaint and if you are not sa s ed with the outcome you can s ll bring legal proceedings.
Andrew Buchan is our registered STEP Code member.
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1. Model Cancella on Form
(Complete and return this form only if you wish to withdraw from the contract)
To:
James McKenzie (Wills) Ltd,
Old Sta on House,
London Road,
East Grinstead,
West Sussex,
RH19 1EP.
Email: info@jmwills.co.uk
I/We [*] hereby give no ce that I/We [*] cancel my/our [*] contract for the supply of the following
service [*],
Ordered on [*]/received on [*],
Name of consumer(s),
Address of consumer(s),
Signature of consumer(s) (only if this form is no

ed on paper),

Date
[*] Delete as appropriate
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