
 
 
 
 
 
 
 

CALL FOR EVIDENCE 
 
 

 
Will writing case studies from sources other than members of the 
public and lawyers 

 
The Panel is grateful to the individuals and organisations who contacted us with their 
experience as part of our call for evidence. We have summarised the main features of the 
cases below, and anonymised the parties, in order to share our evidence base with all those 
with an interest in the outcome of the investigation. 
 
The anonymised case studies cited represent the Panel’s reasonable efforts fairly to 
summarise the responses that we have received. The opinions expressed in the studies are 
those of the respondents and not those of the Panel. The Panel has made no attempt to 
check the accuracy of the assertions made by the respondent as to law or as to facts.  
 
 
Trading standards departments 
 
001 Hertfordshire  
 

Mrs J had employed a will writing company to write her father, Mr P’s, will. The will 
writing company said that she was not able to be executor as she was a beneficiary. 
At the will writing company’s suggestion, they were appointed as executor. Only 
when the firm’s accounts for probate were presented, did Mrs J realise the cost of 
these services and that she had been given incorrect information about her ability to 
act as executor. The probate fees were over £2,000 for an estate totalling £17,000. 
The accounts also included a deduction of £475, listed as HMCS Court Fees. 
However, the probate cost levied by HMCS was £90 for the process, and £1 for each 
copy of the grant of probate obtained – in fact, these fees were shown separately on 
the accounts. There was also an amount shown as a VAT deduction when HMCS 
probate does not attract VAT. Following several letters of complaint, the will writing 
company eventually refunded £1000 of the fees and sent her details of other people 
who had used their service. Hertfordshire Trading Standards contacted these people 
and found evidence of similar problems. On interviewing the will writing company, it 
transpired that staff get higher commissions if the company is appointed executor. 
Furthermore, the company explained that the HMCS Fees were for attending the 



probate office to swear the oath; the company eventually agreed that the fees 
leaflet and accounts could have made this clearer. 

 
002 East Riding of Yorkshire 
 

Problems first originated several years ago with a firm targeting elderly, vulnerable 
people - they seemed to have an unerring habit of going for those who had no close 
family - and sold them wills and protective property trusts. They advertised wills at 
£20 but no-one ever paid this little. Fees ran into hundreds and sometimes 
thousands of pounds. We had an incident where they tried to pressurize an elderly 
lady with terminal cancer into selling up £45,000 worth of premium bonds to buy 
into a 10 year investment. This "investment" involved the buying of properties which 
were to be in the name of the executor who coincidentally was the man running the 
will writing company. Another incident involved the setting up of a protective 
property trust which, had not the problem been spotted, would have meant that if 
one partner in a marriage died the house would be left to a relative rather than the 
surviving spouse. There have been in excess of 150 complaints about this firm 
although that includes some duplicate complaints and approaches received in 
response to press interest after trading standards took Enterprise Act action against 
the firm. The team had insufficient evidence for prosecution; however, following 
their action the firm stopped trading. 

 
003 East Riding of Yorkshire 

 
Complaints about two will writing companies have been received relating to 
complaints relate about a failure to comply with the cancellation provisions of the 
Doorstep Selling Regulations. One firm is local and trading standards had held a 
meeting with them to advise them on compliance. The initial complaint about the 
second firm (in a neighbouring authority) was again failure to provide cancellation 
rights but after speaking to the company and passing details of the complaint to 
their local authority, the team has received a further complaint that they are 
pressuring elderly people with scare stories about care home fees and are trying to 
sell protective property trusts. The matter was referred to the company's local 
trading standards, which is currently in the process of dealing with the matter. 

 
Independent Financial Advisor 
 
004 An IFA reported a will prepared by a solicitor’s firm for his father. The complications 

created by dreadful engagement of English, ambiguity of the law and confusion in 
relation to ademption and a host of other issues, led to legal challenges by his 
siblings in relation to the discharge of the Estate. 

 
Telford Citizens Advice Bureau 
(Each case study is about the same will writing company) 
 
005 After receiving numerous phone calls, the clients decided to accept the offer of a will 

costing £70 each. They have stated that they felt pressured and confused by the sale 



tactics. They were charged £340 for two wills and consultation and a further £200 for 
a severance of joint tenancy. The day after they had their will written, they decided 
to cancel the cheque, and go to the company premises, and cancel their will. They 
state that they were treated appallingly by the director of the company who accused 
them of wasting his time, and who said that he had already done the will so they 
might as well sign it, and he would also "knock off the cost of the joint tenancy". The 
couple then re wrote a cheque for £340. 

 
006 The client was cold called via phone and agreed to have a will, for the bargain price 

of £70. She said that Mr W was in her house for only about 30mins, and in that time 
she had trouble understanding everything that was being told to her. As she couldn't 
find her original will, Mr W told her that a will wasn't the most important thing, but 
Lasting Power of Attorney was. She agreed to have an LPA, was charged £340, 
broken down as follows: LAST WILL & TESTAMENT (INC £35 HOME VISIT, 
CONSULTATION FEE) £90; LASTING POWER OF ATTORNEY £200; VAT £50.75. Note 
that the client was charged for a will that she didn't have! The client paid by post 
dated cheque, which she cancelled on 23/7/10, sand he also rang the provider to 
cancel their services. On 28/07/10 a representative of the provider came to her 
house to say that the LPA was already done, so she agreed to pay a reasonable 
amount for the time involved in doing the LPA, £200. The client read the LPA and 
noticed that her name was spelt wrong, they had added a middle name that wasn't 
hers, and none of it was stamped, and therefore wasn't legally binding. On 02/08/10 
the client wrote to the provider asking for a refund of the £200, but to date she has 
had no response. 

 
007 The client received a phone call at home from a local firm who offered to draw up a 

will for a special offer of £70.00 instead of the usual £150.00. The client accepted the 
offer and was told he would need to pay cash when the reps called at his home over 
the next few days, to which the client agreed. The Director and his son called at the 
client's home and spent half an hour taking down details of what the client wanted 
in his will.  They also took away his previous will saying it would need to be done 
properly.  The client then offered £70.00 cash as directed but was told by the 
director that as he did not have his receipt book he could not take the cash at that 
moment.  The client signed a direct debit for the company to take out a £25.00 
storage fee for keeping the will, which the company took before the will had been 
drafted. The client believes he signed a permission form to allow them to do the 
work and they also requested the names and addresses of his 8 children. Two days 
later, client received a letter advising him to pay within 7 days.  The client rang to 
find out where he would need to go to pay his £70.00 and also to sign the draft copy 
of will. The client spoke to a lady at the company who told him that the amount 
owed was £417 which the client refused to pay, so they immediately dropped the 
amount to £182 which the client again refused to pay. The client then went to local 
solicitors to have a new will drawn up and has paid £120 for this. The client has been 
sent a demand from a debt agency requesting £518.12. The client is disputing 
amount owed and has offered to pay £45.00 which he believes is fair for the work 
done; £70.00 minus the £25.00 taken for storage which was never provided. The 
debt collection agency refused this amount, as did the provider. 



 
008 The client was rung 3 or 4 times, before agreeing to have a will done. He was told on 

the phone that the will would cost £70-£150, which he thought was reasonable. This 
was on 7/07/2010. The client states that the provider was at his house for approx 
90mins, during which time the client gave him all the information that was required 
for the will. The client is quite specific in his will on his beneficiaries. The firm’s 
representative then apparently itemised everything and gave the client a bill for 
£682. The client paid by cheque, however on 13th July he went to bank to cancel the 
cheque as he felt uneasy about paying such a large amount, but the cheque had 
already been cashed. Later that day he received a copy of his draft will, which had 
some mistakes in; these were corrected and the will sent back. He also phoned the 
firm to cancel the will, but was told that he couldn't cancel the agreement after 7 
days (even though the client had tried to cancel by phone on day 6!!). The client has 
sent letters to the firm asking for a refund, breakdown of the account, and has also 
threatened to involve the firm’s trade association, to which the firm replied by 
stating "any further allegation or statements from yourself whether written or verbal 
will result in us pursuing legal action against you". 

 
009 On 4th June, 2009, the client went to the firm to, amongst other things, arrange for 

the preparation of two Wills – one for him and one for his wife. He was happy with 
the service, however this year he needed to get his will out of storage, but could not 
get any answer from the firm. He went to their address, but they had apparently 
moved. He managed to get hold of their new address and phone number, but 
despite leaving countless messages he could never get a response. The CAB wrote to 
them asking if they could contact their client to arrange retrieval of the will. When 
contact was made the client was told that it would cost him £45 to get the will out of 
storage. This he paid as he was eager to get his will to his solicitor, who would then 
store it for him free of charge. 

 
 


