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SECTION A
15 marks

Question 1
Which ONE of the following statements is correct about a CILEX paralegal’s duty of honesty?

· A: Principle 3 of the CILEX Code of Conduct is the reason a paralegal must be honest
· B: Honesty is essential in all dealings with the court unless a client instructs you otherwise
· C: A paralegal need not be honest with a client if giving unwelcome news would upset them
· D: Honesty is a key paralegal personal skill: honesty must permeate every paralegal action (CORRECT)

This topic is addressed in the Module Outline at 1a and 3a and considered in the Coursebook at 1.6 and 3.2. Option D is the correct answer as honesty not only affects compliance with the Code but relationships with colleagues and clients, and builds trust. Option A is incorrect as it is important to think beyond “I need to be honest to comply with the Code”. Option B is incorrect as a client’s instructions do not override Principles 1 – 4 of the CILEX Code. Option C is incorrect as a client’s feelings should be considered but, again, do not override Principles 1-4.


Question 2
A paralegal can demonstrate professional etiquette in the workplace by

· A: Taking time to prepare diligently for a client meeting but arriving five minutes late as a result
· B: Staying at home when they are unwell and following notification procedures (CORRECT)
· C: Attending a lunchtime gym class with a colleague and returning to work un-showered
· D: Always wearing personal headphones in the office to block out distractions and noise

This topic is addressed in the Module Outline at 1a and considered in the Coursebook at 1.2. Option B is the correct answer – staying at home when you are ill and following the notification procedure is a golden rule of professional etiquette. Option A is incorrect because, while it is a sign of professional etiquette to prepare well for a meeting, another golden rule of professional etiquette is to be punctual. Option C is incorrect as personal hygiene is also a golden rule of professional etiquette. Option D is incorrect as, while wearing headphones can be a good way of managing distractions, to wear headphones constantly could impact negatively on a paralegal’s professional reputation and make it hard for a colleague to attract the wearer’s attention.


Question 3
With reference to the Eisenhower Matrix theory, which ONE of the following tasks should be classified as ‘important and urgent’?

· A: Learning how to use a new automated function in Excel
· B: Clearing out the downloads folder on your computer
· C: Reviewing a contract for a client meeting in an hour (CORRECT)
· D: Reading the discussion boards on Roll on Friday

This topic is addressed in the Module Outline at 1c and considered in the Coursebook at 1.8. Option C is the correct answer as it is the only option that is Important and urgent as it is a task which demands immediate attention and not only furthers personal and professional goals, but also the goals of others (the client). Option A would be classified as Important but not urgent – learning how to use the new function is important to achieve personal and professional goals but does not require immediate action and so is not urgent. Option B would be classified as not urgent and not important – this task does not add much value to personal or professional goals and is likely a distraction. Option D would also be classified as not urgent and not important for the same reasons as Option C.


Question 4
Which ONE of the following statements is an essential feature of being an effective team member?

· A: Working every weekend to advance team goals
· B: Asking other team members for help (CORRECT)
· C: Working from home to get things done
· D: Ignoring other team members’ problems

This topic is addressed in the Module Outline at 2a and considered in the Coursebook at 2.3 and 2.4. Option B is the correct answer as it is important to ask for help if needed when working in a team. Option A is incorrect – while working occasional weekends may be necessary in some instances, it is not an essential (or advisable) feature of being an effective team member. Option C is incorrect as working from home is not an essential feature of being an effective team member – being flexible is important. Option D is also incorrect as ignoring problems is ill-advised – teams are effective when they work collaboratively and assist each other to achieve their common goal.



Question 5
One of the core principles of the CILEX Code of Conduct is to ‘Ensure your independence is not compromised’ (Core Principle 7).

Which ONE of the following must a CILEX member do in applying this principle?

· A: Act only on matters which are within their competence
· B: Not knowingly or recklessly allow the court to be misled
· C: Not act or continue to act where there is a conflict of interest (CORRECT)
· D: Fully inform a client of their firm’s complaints procedure

This topic is addressed in the Module Outline at 3a and considered in the Coursebook at 3.2. Option C is correct as it is included in the guidance to Core Principle 7. Options A and D relate to Core Principle 5 (Act competently, in the best interests of your client and respect client confidentiality) and Option B to Core Principle 1 (Uphold the rule of law and the impartial administration of justice).



Question 6
Which ONE of the following objectives for a paralegal’s personal development plan is a SMART one?

· A: To record 150 chargeable hours per week in the next year
· B: To attend a webinar on CILEX regulations being held online next month (CORRECT)
· C: To improve their commercial awareness in the legal sector
· D: To reduce distractions in the workplace when hot desking

This topic is addressed in the Module Outline at 3b and considered in the Coursebook at 3.5. Option B is the correct answer as it is Specific (to attend the webinar), Measurable (actual attendance), Achievable (online makes it easy to attend), Realistic (one webinar next month – can be scheduled) and Timebound (next month). While Option A is Specific (to record 150 chargeable hours per week in the next year), Measurable (can check time records) and Timebound (per week in next year), it is not Achievable or Realistic (more than 21 hours chargeable per day if working a five- day week). Option C is not Specific (what is commercial awareness), Measurable (how assess success?) or Timebound (no timescale). As it is not Specific, it is difficult to see how it is Achievable or Realistic. Option D is not SMART for the same reasons as Option C.


Question 7
Which ONE of the following strategies will enable a paralegal to obtain all the necessary feedback on their performance?

· A: Wait until their bi-annual formal performance review
· B: Ask their manager to discuss this over a coffee
· C: Request specific suggestions for future improvement (CORRECT)
· D: Relax as there have been no complaints about their work

This topic is addressed in the Module Outline at 3b and considered in the Coursebook at 3.4. Option C is the correct answer – by requesting specific suggestions for future improvement, a paralegal will be able to implement the suggestions to enhance their contribution and to develop. Option A is incorrect – feedback should be regularly sought in real time. Option B is incorrect – informal feedback over coffee with their manager is a good approach but a paralegal should seek feedback more widely to gain valuable and diverse perspectives. Option D is incorrect as a paralegal should not be complacent about the standard of their work and seeking feedback is vital to self-development.



Question 8
Which ONE of the following is an effective way for a paralegal to nurture an external client relationship?

· A: Apologising to a client for failing to call them back as previously promised
· B: Always telling a client what they want to hear as ‘the client is always right’
· C: Establishing the scope of work, estimated fees and timescales with a client (CORRECT)
· D: Sharing a client’s material information with a third party to speed up their transaction.

This topic is addressed in the Module Outline at 4a and 4c and considered in the Coursebook at 6.2 and 6.4. Option C is the correct answer as being transparent on the client’s requirements, fees and timescales is crucial to building client trust and nurturing the relationship. Option A is incorrect because, while apologising can be very important to clients in restoring a relationship, the initial failure to return the client’s phone call is a broken promise, which does not nurture a client relationship. Option B is incorrect – appropriate legal advice must always be given to achieve the best possible outcome for a client, and a paralegal must ensure that this includes the risks and costs of pursuing options. Option D is not correct as a client must expressly consent to the disclosure of their material information.



Question 9
Which ONE of the following matters is non-contentious legal work?

· A: Negotiating a contract and transfer for the sale of freehold land (CORRECT)
· B: Representing a music artist alleging another has copied a song
· C: Acting on behalf of a beneficiary contesting their father’s will
· D: Advising an unfairly dismissed client on their settlement agreement

This topic is addressed in the Module Outline at 5a and considered in the Coursebook at 4.2.3. Option A is the correct answer as it is the only option that does not involve a dispute or litigation between two or more parties and so is non-contentious work. Options B, C and D do involve a dispute or litigation between two or more parties and so are examples of contentious work.



Question 10
Which ONE of the following is a benefit of using a Case Management System?

· A: It is easily accessible to all clients
· B: Data breaches are no longer a risk
· C: It eliminates the need for hard copy documents
· D: Diary functions can help with time management (CORRECT)

This topic is addressed in the Module Outline at 6b and 6d and considered in the Coursebook at 5.3.2 and 5.6. Option D is the correct answer. A CMS often has diary functions where reminders and deadlines can be set, which can help with time management. Option A is incorrect as clients who may be visually impaired or technophobic may not find it easily accessible. Option B is not correct as the CMS must be password protected, and the risk of data breaches cannot be eliminated completely. Option C is incorrect as, while a CMS has allowed some firms to go paperless by scanning incoming post and documents onto the CMS, some documents are still required to be kept in hard copy.



Question 11
Which ONE of the following is a barrier to an effective external client-CILEX lawyer relationship?

· A: Overcoming language differences by providing an interpreter for the client
· B: Using legal jargon in client communications having explained its meaning to the client
· C: Frequently changing the CILEX lawyer working on the client’s matters (CORRECT)
· D: Dealing with a client’s complaint about costs in a fair and timely manner

This topic is addressed in the Module Outline at 7a and considered in the Coursebook at 7.2.2. Option C is correct as frequently changing personnel can disrupt the client’s trust and confidence in the relationship. Option A is incorrect as while language barriers can create a physical barrier, an interpreter is being provided to overcome that barrier. Option B is incorrect because, while legal jargon can create a barrier, if it is explained to the client then it can be a useful shorthand in communications. Option D is incorrect as, while it is unfortunate to have a complaint made, dealing with it in a fair and timely manner is an example of effective external client service.



Question 12
Which ONE of the following is an effective technique in verbal communication?

· A: Talking slowly in a monotone voice to ensure a client’s engagement and understanding
· B: Varying your speed and tone according to the topic and needs of your client (CORRECT)
· C: Regularly moving around in your seated position to keep the client’s attention
· Making a record of the client’s conversation while maintaining appropriate eye contact

This topic is addressed in the Module Outline at 7b and considered in the Coursebook at 7.3.1. Option B is correct as this technique will ensure client engagement and has the client’s needs at its heart. Option A is incorrect as, although talking slowly may be appropriate in some situations to assist client understanding, it is not effective to speak in a monotone voice as this can lead to client disengagement and understanding. Option C is not an example of a verbal communication technique and is likely to distract a client in any event. Option D is incorrect as it is an example of written and non-verbal communication.



Question 13
Which ONE of the following contains two examples of non-verbal communication?

· A: Hand gestures and leaning forwards (CORRECT)
· B: Eye contact and tone of voice
· C: Sighs and use of legal jargon
· D: Clear speech and appropriate words

This topic is addressed in the Module Outline at 7c and considered in the Coursebook at 7.3.2. Option A is correct as it is the only option that includes two examples of non-verbal communication. Options B and C are incorrect as they include just one example (eye contact (B) and sighs (C)) and Option D is incorrect as it includes two examples of verbal communication.


Question 14
Which ONE of the following statements about a well-drafted client care letter is correct?

· A: Details of the personnel working on a client’s matter should be limited to the name, status and contact details of the paralegal doing the day-to-day work and their hourly rate
· B: It must contain or refer to a firm’s complaints procedure together with the right to refer complaints to the Legal Ombudsman or CILEX regulation where appropriate (CORRECT)
· C: It must reproduce all the details of the client’s matter obtained at the preliminary meeting with the client, using short sentences and avoiding legal jargon
· D: In terms of action to be taken by the firm, estimated costs and timescales can be omitted if the client’s matter is complex and dependent on third-party action

This topic is addressed in the Module Outline at 7f and considered in the Coursebook at 7.5.4. Option B is correct as this is a requirement in CILEX Code of Conduct 5.9. 5.9 does not state it must be in writing or within the client care letter, but most firms include it (see Coursebook commentary). Option A is incorrect as a client care letter must contain the name, status and contact details of the person ‘dealing with the case’ and the person ‘supervising the case’. While short sentences and avoiding legal jargon are encouraged, Option C is incorrect as the client care letter should focus on the legally significant facts provided by the client and need not contain every detail. Option D is incorrect as, no matter how complex or unpredictable a matter might be, the firm should give the client an indication of costs, disbursements, VAT and timescales as there needs to be an adequate explanation (CILEX Code of Conduct 5.7).


Question 15
Which ONE of the following guidelines about how to prepare an attendance note is grammatically correct and without any punctuation or spelling mistakes?

· A: Write you’re attendance note immediately after the client interview.
· B: Write in your own style however it must be clear and professional.
· C: Organise the material, logically, using, headings and paragraphs.
· D: Record precisely the legal advice given at the client interview. (CORRECT)

This topic is addressed in the Module Outline at 7e and considered in the Coursebook at 7.5. Option D is correct as it is the only option that is grammatically correct and without any punctuation or spelling mistakes. The errors in the other options are:

	Option
	Error

	A
	Incorrect use of contraction apostrophe in ‘you’re’

	B
	Incorrect use of ‘however’

	C
	Incorrect use of commas





SECTION B (45 marks)


Background
You are a paralegal employed by Greens LLP of 4 Bridgewater Court, Silbury Street, Milton Keynes MK8 2FG. Your supervising lawyer is Dima Albagali, who is a partner in the firm.


DOCUMENTS PROVIDED (provided at the end of this word document)

· Document 1: Email – new client (Brenda Dann and Tom Dann)
· Document 2: Attendance Note
· Document 3: Email – Formal Complaint
· Document 4: Email – Requisition for Information
· Document 5: Email – Action required regarding recent email incident
· Document 6: Email – Residential Property Insider Review of the Year




ASSESSMENT INSTRUCTIONS TO CANDIDATES
You should read all the documents carefully, ensuring that you understand the requirements of the tasks and the information provided to you. The questions should be completed in full.

Please remember that you are being assessed on your ability to demonstrate the following:

· Accurate technical knowledge and understanding of the relevant content.
· Ability to apply your knowledge and understanding to straightforward tasks of the kind likely to be encountered by a paralegal. 
· Ability to critically evaluate a relatively straightforward situation and identify the most appropriate course of action or advice to be given. 





SECTION B: Part 1

Question B1 (5 marks)

With reference to Documents 1 to 6 (provided at the end of this word document), identity FIVE of the tasks you have been given by your supervisor or that otherwise arise from the documents.

5 marks



Potential answer content
One mark for each task identified (up to a maximum of 5 marks).

An answer could include any of the following tasks:

· Review Naomi’s email
· Provide Naomi with feedback
· Speak to your supervisor about the formal complaint to get advice (not explicit in the email but a sensible paralegal might raise this as a first step to take)
· Call Jonathan Pye
· Email a copy of Greens LLP’s complaints procedure
· Obtain the Land Registry compliant plan [from seller’s solicitors]
· Reply to the Land Registry requisition
· Change password
· Contact IT to schedule a training session
· Attend training session
· Read the Lexmoderna Review of the Year

This topic is addressed in the Module Outline at 1c and considered in the Coursebook at 1.8.2.



Question B2 (10 marks)

Applying the Eisenhower Matrix, explain, with your reasons, how you would prioritise each of the FIVE tasks you identified in Question 1.

10 marks



Potential answer content (max 10 marks)
An answer could include any of the following:

· Review Naomi’s email - important but not urgent as Dima has said the email to the client can be sent early next week but because feedback must be given to Naomi tomorrow, it is arguably Important and urgent (it would promote both your and Naomi’s goals) (2 marks)
· Provide Naomi with feedback - must be given to Naomi tomorrow so it is arguably Important and urgent (2 marks)
· Speak to your supervisor about the formal complaint to get advice - important and urgent – client service is key to commercial success – an unhappy client can impact negatively on a law firm’s reputation, is unlikely to return, provide new instructions or recommend contacts (2 marks)  
· Call Jonathan Pye – important and urgent – as above (2 marks)
· Email a copy of Greens LLP’s complaints procedure – important and urgent – as above and to comply with CILEX/SRA regulations (2 marks)
· Obtain the Land Registry compliant plan [from seller’s solicitors] – important and urgent – cannot deal with the Land Registry requisition until a plan can be provided - the deadline to respond is in five working days so this must be actioned immediately (2 marks)
· Reply to the Land Registry requisition – important and urgent – although the deadline to reply is in five working days’ time, which suggests it is important but not urgent, the need to obtain the plan first arguably makes it both important and urgent (2 marks)
· Change password – important and urgent as cyber security risks must be addressed immediately to prevent harm to the firm or clients (2 marks)
· Contact IT to schedule a training session – important but not urgent – it is important not to put the firm at risk of reputational or legal liability – all staff must be trained – however, the session is only required in the next month and so it is not urgent (2 marks)
· Attend training session – important but not urgent – as above (2 marks)
· Read the Lexmoderna Review of the Year – not urgent and not important – this is a historic review of articles already made available – a distraction [especially if the paralegal has kept up to date throughout the year, which they are obliged to under CILEX/SRA regulation] (2 marks)

Credit would be awarded to other sensible suggestions. Candidates must apply the Eisenhower Matrix using its terminology to be awarded the marks and may arrive at sensible conclusions which are different to the suggestions above.  

This topic (time management and the Eisenhower Matrix) is addressed in the Module Outline at 1c and considered in the Coursebook at 1.8.2.

Complaints are addressed in the Module Outline at 5b and considered in the Coursebook at 4.3 and 7.5.4. Professional regulation is addressed in the Module Outline at 3a and considered in the Coursebook at 3.2 and 7.5.4. Reputational damage is addressed in the Module Outline at 4 and 5 and considered in the Coursebook at 4.3.2 and pervades.


SECTION B: Part 2

Question B3 (4 marks)

With reference to the email you received from Jonathan Pye (Document 3, provided at the end of this word document), you call him and are able to deal informally with his concerns to his satisfaction.

Give and explain FOUR practical suggestions of how the firm could try to avoid such complaints in the future.

4 marks



Potential answer content
1 mark for each suggestion and explanation.

Answers could include any four of the following:

· Training staff on how to conduct work appropriately – this can avoid problems arising at all  
· Review any complaints to resolve issues for the client – dealing with a complaint appropriately and learning from any mistakes can help to avoid the same mistake in future and may retain the client
· Identify areas needing improvement on a larger scale – see processes below
· Streamline processes, e.g. a system to scan communications for pre-set words like ‘complaint’, ‘unhappy’, ‘delay’ or screening messages left on central telephones at the end of the business day to ensure any urgent or ‘unhappy’ messages can be addressed swiftly
· Take client feedback - to find out what the firm is doing well and what could improve – tell clients what you have improved as a result - clients also feel valued
· Listen actively to understand client concerns – so know exactly what the issues to avoid them in future
· Respond promptly to avoid escalation 
· Manage client expectations on timescales and service levels – to avoid complaints on delays or availability

Credit would be awarded to other sensible suggestions

Complaints are addressed in the Module Outline at 1c and 5b and considered in the Coursebook at 4.3, 6.3 and 7.5.4. (Standards of service pervades the Coursebook)



Question B4 (4 marks)

You schedule the short refresher session referred to in the email from IT (Document 5, provided at the end of this word document) and receive an outline of the session in advance.

One of the topics to be covered is Security and Access Management and IT has set you a preparatory task.

Identify FOUR ways in which the firm can ensure it has good physical security at its offices and good IT security.

4 marks



Potential answer content
1 mark for each suggestion.

Answers could include any four of the following:

· ID cards for all staff to ensure anyone on the premises is authorised to be there
· Visitor sign in/out register
· Clear desk policy – with all confidential client information locked away when unattended
· Password protections
· Vet and verify contractors (e.g. cleaning/security staff)
· Entry barriers
· Security guards
· Fire evacuation plan
· Alarm and surveillance system 
· Regular training on cyber threats
· Regular software updates

Credit would be awarded to other sensible suggestions.

This topic is addressed in the Module Outline at 6d and considered in the Coursebook at 5.6.



Question B5 (3 marks)

As part of your Continuing Professional Development (CPD), you subscribed to Lexmoderna’s residential property updates (Document 6, provided at the end of this word document). 

Explain:

1. why CPD is necessary (1 mark); and
2. TWO ways in which a paralegal can satisfy or advance their CPD learning outcomes (2 marks).

3 marks



Potential answer content
1. Why CPD….
· To comply with CILEX regulations and to ensure confidence in the professionalism and competence of CILEX members
OR
· To continually maintain, improve and broaden knowledge, skills and qualities necessary for the proper performance of professional and legal duties to be sure that clients will be receiving the best and most up-to-date legal services – reassurance to supervisor/employer and clients.

2. TWO ways….
· Reading articles about law
· Attending training courses online or in person
· Communicating their requirements to their supervisor so that they are aware of your needs and can factor them into work allocation
· Self-appraisal and obtaining feedback
· Completing a SWOT analysis to identify what CPD would be beneficial
· Preparing and maintaining a Personal Development Plan to plan and track development based on wider career ambitions

Credit would be awarded to other sensible suggestions.

This topic is addressed in the Module Outline at 3 and considered in the Coursebook at 3.1 - 3.5.



SECTION B: Part 3


The firm has received an instruction from two new clients, Brenda and Tom Dann. Please read the email from Dima Albagali and the attached attendance note (Documents 1 and 2, provided at the end of this word document).

Question B7 (2 marks)

Dima has expressed some concern that you have been late to the office on a couple of occasions. She wants to be assured that you know the importance of being punctual before trusting you to attend a follow-up meeting with the Danns at the firm’s office next week. The meeting is to prepare replies to enquiries for the sale of 16 Camden Lane with the clients.

Explain TWO reasons why it is important to be punctual as a paralegal.

2 marks


Potential answer content
An answer could include any two of the following:

· It is professional etiquette - an essential trait in the legal profession
· It shows reliability – arriving consistently on time can enhance a reputation for being dependable
· It shows respect for others - being late wastes others’ time
· It contributes to overall efficiency of service – time management is crucial in the legal profession

Credit would be awarded to other sensible suggestions.

This topic is addressed in the Module Outline at 1a and considered in the Coursebook at 1.2 and 1.6.




Question B8 (2 marks)

Explain TWO ways in which you would conduct the meeting with the Danns to ensure that they feel at ease and that you obtain the information needed to complete the replies to enquiries.

2 marks


Potential answer content
An answer could include any two of the following:

· Hold the meeting in an accessible room - so that clients can easily attend (attendance note states Tom uses a wheelchair, and both are elderly)
· Hold the meeting in a private room - so that conversations will not be overheard - protect client confidentiality
· Meet, seat and greet – friendly, professional manner - to put clients at ease
· Use non-verbal communication (eye contact, smile, relaxed and approachable body language) – to put at ease
· Speak naturally and sincerely - ‘playing the lawyer’ can be off-putting to clients
· Establish a free-flowing conversation before turning to the replies to enquiries – to encourage information to be forthcoming
· Explain the enquiries and information needed using appropriate language – important that clients fully understand what is required – they may be vulnerable
· Use open and closed questions (as appropriate) to elicit the information (funnelling also)
· Actively listen to the clients’ responses – shows engagement, puts clients at ease and will obtain information
· Have a template/checklist to record replies to enquiries in the meeting but avoid a ‘tick-box’ approach – although a template/checklist is likely to ensure all information is obtained and replies completed, it risks alienating the clients (lack of eye contact)

Credit would be awarded to other sensible suggestions.

This topic is addressed in the Module Outline at 7b – 7d and considered in the Coursebook at 7.4.



Question B9 (15 marks)
A participant in the firm’s Social Impact Scheme (Naomi) has been doing work experience with Dima. Dima asked Naomi to draft an email to Brenda and Tom Dann in connection with their sale using a template to help her get started. Dima has asked you to review Naomi’s draft email.

Dima’s emailed instructions are in Document 1; and an attendance note of Dima’s online meeting with the Danns is in Document 2.

Naomi’s draft email is immediately below.

Review the sections of Naomi’s draft email (highlighted in red) and write your answers in the comment boxes as instructed below.

15 marks

………………….



From: AParalegal@greensllp.co.uk
To: BrendaThom@gmail.com
Subject: Today 

Hi Brenda and Tom

	From:



	To:



	Subject:



	Opening: 


(3 marks)

Further to your recent meeting with Dima Albagali, I am writing to confirm your instructions, who will be acting for you and what steps we will need to take so we can progress your matter.

We will follow this email up with a letter which will set out all the important information about our professional relationship with you as well as our terms and conditions. It is vital that you read the letter carefully when you receive it and return a signed copy of it to us.

Your matter
You would like us to act on Camden.
 
	Details of your matter (3 marks)







Who will be working on your matter?
I will be the person responsible for the work on your matter. I am on work experience in the Residential Conveyancing Department.

	The person(s) who will be working on your matter (2 marks)







How much will your matter cost?
To be advised.

	Details of how much your matter will cost (3 marks)









Anti-Money-Laundering Requirements 
To comply with the law on money laundering, we need to obtain evidence of your identity before we can proceed with your matter. At least three pieces of personal identification are required. Examples of acceptable evidence of identity are a passport, driving licence, a recent utility bill, a bank statement.

Note to candidate: Summarise, in the box below, the three next steps that the client must take before Fletchers LLP can commence work for them.

Our next steps
The next steps we will take for you once we have verified your identity are: 

1. Carry out our due diligence
2. Draft a contract to send to the buyer
3. Complete some forms with you

	Our next steps (3 marks)
Rewrite the Our next steps section of the email in this comment box to reflect the available information
1.
2.
3.





Once we have completed the above steps, we will send all relevant documentation to the buyer’s solicitors.

If there is anything you would like to discuss or you would like this information in a different format, please contact me or Dima.

	Include a sign off (1 mark)






Paralegal
Greens LLP
Telephone: 01908 213375
Mobile: 07985 320111



Potential answer content
From: AParalegal@greensllp.co.uk
To: BrendaThom@gmail.com
Subject: Today 

Hi Brenda and Tom


	From: AParalegal@greensllp.co.uk (this is correct)



	To: BrendaTom@gmail.co.uk (Email address was wrong)



	Subject: Sale of 16 Camden Lane, London NW9 67A (Candidates must include an appropriate subject line)



Note: If candidates define the Property in the subject matter or in the email’s body, then they must use consistently.

	Opening: Dear Mr and Mrs Dann (These are new clients - a more formal tone is appropriate)


(3 marks)

Further to your recent meeting with Dima Albagali, I am writing to confirm your instructions, who will be acting for you and what steps we will need to take so we can progress your matter.

We will follow this email up with a letter which will set out all the important information about our professional relationship with you as well as our terms and conditions. It is vital that you read the letter carefully when you receive it and return a signed copy of it to us.


Your matter
You would like us to act on Camden.
 
	Details of your matter (3 marks)
You would like us to act on the sale of your residential property at 16 Camden Lane, London NW9 67A for £950,000 to Karen Blunt. [Candidates may mention that there is no related purchase.] You also want us to attend to the discharge of the existing mortgage in favour of Local Bank Ltd. 

You gave clear instructions on the terms agreed with the buyer. However, please let me know if you have now decided whether to accept a 5% deposit from the buyer.



Who will be working on your matter?
I will be the person responsible for the work on your matter. I am on work experience in the Residential Conveyancing Department.

	The person(s) who will be working on your matter (2 marks)
The person responsible for the work on your sale and discharge of the mortgage is Dima Albagali. Dima is a partner in the Residential Conveyancing Department. I am a paralegal and will be assisting Dima on your matter.





How much will your matter cost?
To be advised.

	Details of how much your matter will cost (3 marks)
We offer fixed fee options for a sale of a residential property and discharge of an existing mortgage at 0.1% of the sale price so that you know at the outset what you will pay. Based on the sale price of £950,000, the fixed fee would be £950 plus VAT and disbursements (Dima explained these at your meeting and gave you a handout). 

From your initial meeting with Dima, this matter looks to be straightforward.  If, however, on investigating the title to the property, the matter becomes more complex than suggested then we would need to move to a service charged on an hourly rate basis, plus disbursements. Dima’s hourly rate is £295 (plus VAT). Paralegals are charged at £95 (plus VAT) per hour.




Anti-Money-Laundering Requirements 
To comply with the law on money laundering, we need to obtain evidence of your identity before we can proceed with your matter. At least three pieces of personal identification are required. Examples of acceptable evidence of identity are a passport, driving licence, a recent utility bill, a bank statement.

Note to candidate: Summarise, in the box below, the three next steps that the client must take before Fletchers LLP can commence work for them.

Our next steps
The next steps we will take for you once we have verified your identity are: 

1. Carry out our due diligence
2. Draft a contract to send to the buyer
3. Complete some forms with you

	Our next steps (3 marks)
Rewrite the Our next steps section of the email in this comment box to reflect the available information
1.Obtain the title documentation for 62 Camden Lane from HM Land Registry 
2.Draft the sale contract
3.Contact you to arrange a meeting at these offices at a suitable time for us to complete a Property Information Form and Fittings and Contents Form with you, which you must provide to the buyer 




Once we have completed the above steps, we will send all relevant documentation to the buyer’s solicitors.

If there is anything you would like to discuss or you would like this information in a different format, please contact me or Dima.

	Include a sign off (1 mark)
Yours sincerely - only awarded if salutation correctly linked to correct ending



Paralegal
Greens LLP
Telephone: 01908 213375
Mobile: 07985 320111



Marking guidance
The drafting of a well-written email to the client will require candidates to communicate effectively. The suggested content is based on the information provided in the email and attendance note from Dima Albagali (Documents 1 and 2). 

A well-drafted email should recognise:

· The importance of effective communication with an external client. These are new clients that have had limited contact with the firm. The email should be formal in tone and use professional language.
· If sending information via email, the email address must be double checked as even one typo could mean the email gets sent to the wrong person.
· The need to create a positive impression – the email should include an appropriate greeting and closing and be free of spelling and typographical errors. The paralegal should appreciate the importance of attention to detail when communicating with external clients. 
· The need to include a clear and accurate description of the matter - the email should be concise but include all the key information. The email should not be lengthy, challenging to read or difficult to action. Short, simple sentences will be an effective way to communicate with the clients.
· Professional and ethical obligations – the firm needs to take several steps when working for a new client. Most important of these are linked to ensuring that client care requirements and legal and regulatory obligations are complied with.

Credit may be given for sensible reference to other relevant issues not specified in the materials, but which could logically be included. 

This topic is addressed in the Module Outline at 7e and 7f and considered in the Coursebook at 1.2, 1.5 and 7.5.



[END OF PAPER]







DOCUMENT 1
Email – new client (Brenda Dann and Tom Dann)


From: dalbagali@greensllp.co.uk
To: paralegal@greensllp.co.uk
Date: [Today]
Subject: New Client – Brenda Dann and Tom Dann

Dear Paralegal
I had a Microsoft Teams call with Brenda and Tom Dann on [2 working days before today’s date]. They want us to act on the sale of their freehold residential property in London. A copy of the attendance note of the meeting is attached (at Document 2).

I’d asked Naomi, who is with us for work experience, to read the attendance note and draft an email to be sent to the clients in your name. I’d asked Naomi to set out our immediate next steps once we’d verified the Danns’ identities so that the Danns know what to expect. We’ll obtain the title documentation from HM Land Registry, draft the sale contract and (as the Danns wanted) have a meeting with them to complete the Property Information and Fittings and Contents Forms. Once we have completed those steps, we can send all the relevant documentation to the buyer’s solicitor.

I told her that I’ll be the lead fee earner and that you will assist me. We can offer a fixed fee for this sale – 0.1% of the sale price - plus VAT and disbursements. However, if the matter is more complex than the initial meeting suggests we will need to work on an hourly basis. My rate is £295 per hour and yours is £95, also plus VAT and disbursements.

Naomi’s attempt is attached (See Question B9). Please amend it as necessary so that we can get it off to the clients early next week and provide feedback to Naomi before she leaves the work experience programme tomorrow.

Thanks
Dima

Partner, Residential Conveyancing Department
Greens LLP 
Telephone: 01908 213374
Mobile: 07978302223



DOCUMENT 2
Attendance Note (Microsoft Teams Call)


Date: [2 working days before today] 
Attending Solicitor: Dima Albagali
Clients: Mr Tom Dann and Mrs Brenda Dann
Matter: Sale of 16 Camden Lane, London NW9 67A (the Property)

Purpose of Meeting:
Initial online meeting to receive instructions from Mr and Mrs Dann regarding the sale of the Property. ________________________________________

1. Background:
· Mr and Mrs Dann are both retired. Mr Dann uses a wheelchair.
· Both live in residential care in Milton Keynes - wish to sell the Property in London. Therefore, no related purchase.
· No tax advice required - accountants advising.
· Next meeting to be at our offices at clients’ request.

2. Instructions Given:
· Property Type: Freehold; Registered Title
· Buyer’s Details: Karen Blunt, Flat 3, 73 Hanley Crescent, London N3A ZZY (no related sale)
· Estate Agent: Malinsons, 34 Camden Road NW9 5PP
· Agreed Sale Price: £950,000
· Mortgage: Yes – Local Bank Limited – LBL@outlook.co.uk - A/C 9805789654 - instructed to deal with discharge of mortgage as well as sale
· Special Conditions: 5% deposit suggested by buyer – clients to consider if acceptable and let us know ASAP (advised on risks)
· Email address: BrendaTom@gmail.com

3. Costs:
· Quoted fixed fee of £950 plus VAT for sale of the Property and discharge of existing mortgage (subject to matter being straightforward).
· Explained likely disbursements – gave our standard handout.



DOCUMENT 3
Email – Formal Complaint


⚠️ WARNING: This email originated from outside Greens LLP
From: JPye@google.com
To: paralegal@greensllp.co.uk
Date: [Today]
!!Subject: Formal Complaint!!

I am writing to formally complain about the handling of my property transaction. The service has been below acceptable standards, with repeated delays and poor communication. This has caused me stress and frustration.

To make matters worse, I have been trying to get through on the telephone to your offices for several days to voice my concerns but all I get is an automated response. It’s just not good enough.

Call me.

Also email me another copy of your complaints procedure so I know what to do to escalate this.

Jonathan
09478302533



DOCUMENT 4
Requisition for Information


From: dalbagali@greensllp.co.uk
To: paralegal@greensllp.co.uk
Date: [Today]
Subject: 76 Carshalton Avenue, Cranfield MK42 3ZZ

Fintan is off sick this week and won’t be back for a while. I’ve just seen the attached requisition relating to one of the matters he’s dealing with for me. Please deal with it in his absence – can’t understand how this was missed.

Dima
Partner, Residential Conveyancing Department
Greens LLP 
Telephone: 01908 213374
Mobile: 07978302223


Attachment
HM Land Registry - Requisition for Information

Title Number: AB123456
Application Reference: FLDA/20##/00345
Application Type: Transfer of Part (TP1)
Application Lodged By: Greens LLP
Date Issued: [15 working days before today]

Points requiring attention
1. The plan attached to the TP1 does not show the property clearly edged in red. Please lodge a revised plan that meets Land Registry plan requirements (clear edging, scale, orientation, sufficient detail).

Response
You must reply to this requisition by [date 5 working days from today] 

If you fail to comply by this date, the application may be cancelled under rule 17 of the Land Registration Rules 2003.

Responses should be submitted via the Land Registry Portal or by post to the address shown on your portal correspondence.  Work Management > Reply to Requisition





DOCUMENT 5
Residential Property Insider Review of the Year


From: ITSecurityDesk@greensllp.co.uk
To: AParalegal@greensllp.co.uk
Date: [Today]
Subject: Action Required Regarding Recent Email Incident

Dear Paralegal
We’ve identified that you recently interacted with a phishing email that was disguised to look legitimate. 

To keep your account and our systems secure, please change your password right away and ensure it is strong and unique.

You must report any further suspicious emails directly to us by forwarding them to ITSecurityDesk@greensllp.co.uk

Within the next month, you must also schedule a short refresher session with us to review common phishing red flags and give you tips to spot them quickly. 

Kind regards

IT Security Team
Telephone: 01908 213398
Mobile: 0767837443


DOCUMENT 6
Email – Residential Property Insider Review of the Year


⚠️ WARNING: This email originated from outside Greens LLP
From: editorprop@lexmoderna.com
To: AParalegal@greensllp.co.uk
Date: [Today]
Subject: ✅ Residential Property Insider Review of the Year

[image: A logo with a scale and text

AI-generated content may be incorrect.]


Please click the above logo to access our Residential Property Insider Review of the Year. 

This collates all the research articles that have been submitted to us in the last year and which have been emailed to you in our Insider Weekly Updates.

Any questions?  You can email us at info@lexmoderna.com or phone us on 059609 550 150

Don't forget to connect and say hello on social media!
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