
1

Duncan* – a wealthy confident man with underlying 
vulnerability

Duncan is in his early 60s and lives with his wife. He is semi-
retired, having built up – and then sold – a portfolio of properties
in London. He has a solicitor he prefers to use, and she has
worked with him for years in his business ventures.
Recently he and his wife had been looking after the affairs of his
wealthy elderly uncle, who is in the early stages of dementia. He
was worried the family might think they were abusing his uncle’s
trust, so wanted to make sure everything was ‘above board’. He
agreed to use his uncle’s lawyer to formalise the arrangement.
Duncan comes across as confident, bright and assured. However,
he reveals that he is dyslexic, which affects his ability to take on
new technical information and to read large amounts of text. He
says that going to an unfamiliar lawyer caused him significant
stress and anxiety. He was worried that they would not trust him,
think he was ‘thick’, or want to scrutinise his finances and affairs.
He also worried that the lawyer would use terms and language
he wouldn’t understand, and this turned out to be the case.
To manage this, he relied heavily on his own solicitor, asking her
to vouch for him to his uncle’s lawyer, and asking her to explain
the process and terms in words he can understand.

“I would feel vulnerable if I didn’t know our family 
lawyer, because she knows us so well… She’s sold 

property for us that’s worth quite a lot of money, so 
she knows we’ve got money.  If we walked into 

somebody strange or somebody that didn’t know us, 
how could they know us from Adam? Do they want to 
see our bank books, they want to see online statements, 
what do they want to see? So, I would feel vulnerable." 

"If I didn’t have our lawyer... it would be a nightmare, I’d 
be dreading it, I wouldn’t sleep. I’m come out the office 

thinking what the hell have I just done?”

"My family lawyer…is excellent. And she knows I’m not 
the brightest star in the sky. So, anytime we’ve had 
dealings with her she says, ‘Just leave it with me, I’ll 

deal with it’, and she explains it. I’m very ‘monkey see, 
monkey do’. So, she’ll speak in normal terms." 

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Annie* – a woman fleeing an abusive relationship with 
her children
Annie is in her 30s and works part-time in local government. She is a
single parent and is registered disabled. A year ago she fled an
abusive relationship where her ex-husband emotionally and sexually
abused her and used her disability to demean and coerce her.
When she fled the family home with her children, she sought help
from a domestic abuse charity, who referred her to a solicitor. Annie
says that – at that point – she was acutely vulnerable – her safety
(and that of her children) was under threat, she had nowhere to live,
and she was a ‘shell’.
However, the solicitor had limited understanding of domestic abuse
and how Annie’s disability affected her. The solicitor did not seem to
recognise the urgency of her situation, and did not prioritise getting
the orders Annie needed to protect herself and her children. The
solicitor also forwarded on abusive emails from Annie’s husband. She
also did not challenge controlling behaviour from her husband’s
solicitor in court. This perpetuated the emotional abuse Annie was
trying to escape. The solicitor did not apply for legal aid, so Annie
took out a loan to pay the legal fees.
She eventually found another solicitor, who quickly obtained legal aid
and non-molestation and occupation orders for her. However, Annie
is left with £3,000 debt needed to pay the first solicitor.

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.

"I felt so angry that, not only had they‘d dragged their 
feet on the non-molestation order and occupation order, 
she hadn’t fought hard enough in court for my children to 

be adequately protected against their dad."

"She [solicitor] was clueless about a non-molestation order, 
an occupation order. To her that didn’t seem relevant, it 

didn’t seem important, it wasn’t a pressing issue."

"Nobody understands the impact of [domestic abuse], the 
seriousness of it, the damage it does to your self-esteem, 

your self-worth… when I left him, I was like a shell, he had 
stripped me [of] everything."

"She didn’t understand my specific needs because of my 
[disability].  She didn’t understand the severity of the 

abuse that I received from my perpetrator because of my 
[disability]… I don’t think she had a lot of experience of 
domestic abuse but most certainly she didn’t have any 
experience… about dealing with people with disabilities."
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Pete* – a man on a low income faced with debts 
following his father’s death
Pete is a retired postal worker in his late 60s. He lives in a house
he shared with his father until his father died two years ago.
His father died without leaving a will, and left a few thousand
pounds of debt on several credit cards. At that stage, Pete was
living on a low income and had no savings. He was really worried
that the house would have to be sold to pay off his father’s
creditors, leaving him with nowhere to live. There was also no
money available to pay for his father’s burial.
Pete initially sought help from Citizens Advice, who referred him to
a solicitor who could offer a 30-minute free consultation. Pete was
anxious about this meeting and concerned what the solicitor would
think of him. However, he found the solicitor friendly, helpful and
non-judgemental. He advised Pete about applying for a grant to
pay for the burial, and reassured him that the debt was not large
enough to force a sale of the house.
His experience with his father’s affairs prompted Pete to get a will
– he didn’t want his children to go through what he went through.
Pete returned to the same solicitor because of his previous good
experience. He was again impressed with the solicitor’s
sympathetic and straight-forward approach, and very happy with
the will he drafted.

"Your mind is not thinking straight, is it? And you think is 
he judging me now, is he thinking we should have made 

provision and not rely on other people to bury your 
father? But he didn’t make me feel like that at all."

" [The solicitor] really made me feel at ease… He made me 
worry less you know. I felt a lot better when I came out 
from speaking to him… He really reassured me, he was a 

really, really nice man. He didn’t judge me at all."

"In the beginning you don’t know where you are. Especially 
when you think, am I going to lose this house now?  Where 
am I going to live? That was a massive problem which will 

affect your decision."

"He was really sympathetic to me, and he understood I 
didn’t have a lot of money to waste. So, he did [the will] 
as economically, as legally, and as watertight as he could."

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Mark* – a man facing redundancy

Mark is a pilot and father of two in his early 40s. In 2020, his
firm told him they were making him redundant. However, they
only offered him the bare minimum redundancy settlement, so
he wanted to challenge the offer. He joined a union, which had
a legal department.
Mark described the stress he felt under being made redundant
at a time when nobody was hiring pilots. He still had bills to pay
and a family to support. Throughout the process he felt in
constant emotional turmoil that took its toll on his mental
health.
However, his legal team did everything they could to reassure
him. They set out their fees from the start, and how these
would be covered out of his settlement. They helped explain the
legal implications of his case so that he could easily understand
it.
Mark was delighted to win his case, and although it was a long
and stressful process, he was pleased to have taken it on and
had the support of his lawyers and union.

"Normally when you get made redundant, it’s a bad time, 
but you know there are generally jobs elsewhere, but as an 
airline pilot there were no jobs at all...it was a very difficult 

time.  Young kids, running a home, bills still the same, 
nothing had changed… there’s a lot of stress going on in the 

background."

"I found them very professional... They were very thorough. 
They knew the laws and regulations… They clarified the 

arguments, because I think I made it quite complex in my 
head and they were able to unravel it and make it easier 

and were able to help argue my point and my position. And 
they made it very clear."

"Because I wasn’t working I was sat around at home a lot. 
My mind was racing, I didn’t have much to take up my time 
other than my family. So, when they were going to school or 
my wife was going to work, I was sat there [in those] four 
walls, very quiet, and just thinking about it all the time. It 

took over my life… It’s a very stressful time."

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Asif* – a man with a life-limiting illness who is co-
executor of his parents’ estate
Asif is in his late 50s and has a chronic degenerative condition. His
illness means he has low energy, fatigue, speech difficulties and a
cognitive impairment. Two years ago his parents died, and the will
named Asif and his brother as co-executors of their estate.
Without his knowledge, his brother instructed a solicitor to deal
with the probate. The first he knew of it was when he received a
letter from the solicitor informing him they had been instructed,
and that he needed to sign paperwork.
His brother and the solicitor agreed a plan to try and limit
inheritance tax liability, but this meant delaying inheritance
payments. However, because Asif’s prognosis is not good, he
wanted the inheritance payments to be made as soon as possible,
even if this meant paying more inheritance tax.
When he challenged the approach, Asif found the solicitor
defensive and she refused to take him through her methodology.
He felt that she had sided with his brother, even though they were
meant to have joint influence on how the estate was managed. He
ended up raising a complaint against the solicitor, which took a lot
of energy. The complaint was rejected because his co-executor was
happy. Asif was left feeling disenfranchised and worried he won’t
see the benefits of his inheritance before he dies.

"The [law firm] did write to me and say, ‘You will have 
heard by now that you’re a co-Executor to your 

parents’ will’.., and ‘We’ve been instructed by your 
brother. If you want to have access to the papers, please 
sign on this paperwork’. And it came out of the blue, it 
was a whirlwind. I didn’t understand what power I had. 
But I actually had the power to say, ‘No, I don’t want 
to use you, I want to think about other options.’… I just 

felt that I wasn’t given a choice."

“The partnership between my brother and her was 
difficult and I was the only person fighting the 

professional with the knowledge and he’s the client.  He 
trusted her.  I didn’t have a chance.”

“One year I had absolute hell. I dreaded each time either 
my co-Executor or the solicitor would write to me 

because it was like a thing that weighed deep ganging up 
on me.”

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Tina* – a woman on a low income looking for a fair 
divorce settlement
Tina is in her early 60s and has lived on her own since her children
left home. Her husband left her several years ago after 32 years of
marriage. At that point, she was struggling with her physical and
mental health and did not have the energy or inclination to initiate
divorce proceedings. Her friend told her she needed to get it sorted,
and walked her into a local solicitors office. The solicitor was
empathetic in early meetings and agreed to a low monthly set
payment, which Tina found helpful as she was on benefits.
However, as time went on, things took a turn for the worse. Tina’s
husband was obstructive, and hid assets that should have formed part
of the settlement. It became apparent to Tina that her solicitor did not
have the necessary expertise for her divorce case. She wasn’t able to
challenge Tina’s husband effectively or to stand up for Tina in court.
The solicitors fees also started mounting up as the correspondence
with Tina’s husband increased, though Tina was never clear what was
being charged or why.
Tina felt that her limited income meant that she had very little choice
of lawyers. The case took three years to settle, and she was not
happy with the settlement she received. She believes it would have
been quicker and her settlement higher if she had been able to afford
a more experienced legal professional.

"Not knowing anything about solicitors, I didn’t know 
how they worked and I didn’t even think anything, I 
just thought I need to do this.  But at the end of the 
day, I needed a better solicitor for what I needed to 

get out of the divorce.”

“I couldn’t have gone in and said “how much is that 
going to cost me” because I didn’t feel confident 

enough to do it.  Because when you’re going through a 
divorce, your confidence goes, you’re very stressed 

because you’re stressed with coping with the family.”

“If I’d gone with a [different] solicitor and paid more 
money, it wouldn’t have took as long, but I didn’t feel 
I had that option because I had to go with someone I 
could pay monthly rather than go and pay someone a 

lump sum.”

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Melanie* – a first time buyer

Melanie is in her mid-20s and has recently bought her first flat.
She knew that she needed a solicitor because her parents
advised her. She decided to go with the law firm recommended
by her estate agents.
Looking back, she found the whole process fairly overwhelming.
It was all new to her, and she hadn’t known what to expect. She
was working full-time and studying at university in the evenings,
and found there was a lot of demand for her to complete and
return paperwork and documents. She had to use work breaks
for calls with the solicitors, and relied on her mum for scanning
and returning documents on her behalf because she couldn’t do
it from work.
However, the process was fairly quick, and her solicitors used an
online portal which helped. She could upload documents to the
portal, use it to check progress, and to contact her solicitor. She
also found the solicitors professional and efficient. In spite of
that, she was still vulnerable due to the stress of an unknown
process, the high stakes, and because the demands of the
conveyancing process did not fit around her busy work life.

"I think for me it was just sort of the unknown. I 
didn’t really know what made a good solicitor and 

what didn’t."

"Trying to get bits of paperwork and things over to 
them and getting contact with them was quite 

difficult.  Because obviously, they are only really open 
the same time as I was at work. So, that was a bit of 
a problem, but I just had to phone on my break or 

get my mum to scan things over if I needed 
anything."

"It was a little bit overwhelming because there’s a lot 
of information that needed to be sent over quite 

quickly and payments needed to go through...I was 
prewarned by quite a few people that buying a house 
was very stressful and I think I was expecting it to be 

a lot worse than it actually was, but I think that’s 
because my process was so quick."

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Diana* – a woman threatened with dismissal from her job

Diana is in early 40s. She has worked for the same care company for
years, but found herself threatened with dismissal shortly after it was
taken over by new management. It took her completely by surprise,
as it related to something she had done that was considered standard
procedure under the previous management. She felt that they just
wanted her out of the company, and wondered whether their action
was partly motivated by her race.
She felt highly stressed and vulnerable, particularly because she relied
on the job to pay her rent and support her family. She read around,
talked to friends and realised she might have legal rights. A family
friend recommended a solicitor they had used in similar
circumstances.
When Diana first spoke to the solicitor, he explained her rights and
options in really clear terms. He gave her very clear advice about
what her options were, which really reassured her and helped her
make decisions. The solicitor accompanied Diana to the meeting with
her employers, which gave her confidence. Her employer withdrew
the allegation. Diana decided not to pursue a case of race
discrimination, based on her solicitor’s advice that it would take a long
time and involve more risk.

"It caused a huge amount of anxiety and stress.... my 
livelihood is very important, its my income, its our 
financial stability, it was keeps everything ticking 

over... I actually did take maybe two weeks off of sick 
leave because it was quite overwhelming... I wasn’t 
aware that there was a problem, and now all of a 

sudden, I feel like my whole livelihood was in 
jeopardy."

“So, I thought that I had less rights than what I 
actually did until I was advised [that] actually, legally 
they can’t do this… And it did go from them talking 
about instant dismissal to ‘No further action’. And I 

feel that that was because I did seek legal 
representation and they saw somebody, they basically 
maybe saw the lengths I was willing to go to if I was 

to lose my job.”

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Farooq* – a man investing in a buy-to-let property for the 
first time

Farooq is in his 30s, works in IT and has a young family. Recently, he
and his wife decided to invest in a buy-to-let property. He knew he
would need to use a solicitor at some point, but was unclear what the
process was or how to choose one. He found there was a big range in
the costs he was quoted, but he didn’t really know why.
In the end they went with a solicitor recommended by the mortgage
broker. In general, he found them pretty good – they set out their
costs clearly from the start, they were fairly responsive, and they
explained processes to him when he asked.
In spite of this, Farooq found the whole process overwhelming. He
says he struggled with the amount of paperwork, and did not
understand what was happening a lot of the time. The solicitors were
efficient, but he felt they assumed he knew what he was doing. There
was no guide to the process or what to expect, and the solicitors only
explained things if Farooq asked.
As a result, the process was stressful, and Farooq did not feel in
control of it. In the end, the sale went through, and he and his wife
got what they wanted, but he wished he had had a bit more guidance.

"There was loads of paperwork and I’d not dealt with 
any of this before. Literally I was just signing things 
that I didn’t really know what I was signing... it was 
kind of we were going in blind. There was not really 

much information and I think they [solicitors] 
assumed that we knew what we were doing."

"Most of the communication was done by post. It was 
almost automated, we didn’t really have much 

communication with them, other than I think the 
conversation about the surveyor and a conversation 

about the stamp duty... Everything else was kind of a 
hands-off approach."

“You’re going through the motions but without the 
understanding of what you’re actually doing… I was in 

a constant state of confusion throughout the whole 
process."

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Andrew* – a man in a dispute with his insurance 
company following a motorway accident
Andrew is in his early 50s and holds a senior position in a
multinational company. He was recently involved in an accident on a
motorway. He driving a sports car, and was hit from the side when a
large lorry pulled into his lane without seeing him. The car was a
write-off, and Andrew’s leg and arm were injured. The lorry driver
apologised profusely, admitting it was all his fault.
Andrew contacted his insurance company, assuming that it would be a
straightforward claim. When the insurance company started delaying
and asking questions, Andrew got in touch with a solicitor
recommended by his sister.
Although he regularly deals with lawyers in his professional life,
Andrew felt apprehensive meeting this legal professional for the first
time. He worried he might not be believed, and that there was still a
risk of the claim not going his way, even though it seemed clear-cut.
After the accident, Andrew experienced some nightmares and
flashbacks, and he was also worried that having to talk about it might
bring these back.
The solicitor very quickly allayed his fears. He was empathetic and
understanding and managed Andrew’s expectations about costs,
timelines, and communication. The matter was settled quickly and the
insurance company paid out.

“It was like a lawyer version of therapy in a sense…
I felt that after that session, [there’s] nothing to worry 
about, this is going to be ok. You know, I can carry on 
putting this behind me and getting on with my life."

“The memory of [the accident] is very fresh at the 
time, so you’re having to get the lawyer on board at 

the same time as really you want to forget what 
happened… I did have some sort of dreams/ 

nightmares about it [at the time], and I [didn’t] want 
to set that off again, because it was just so vivid… 
[In the meeting with the solicitor], there was no 
pressure, there was no sense at all that there was 

anything else going on other than me, and addressing 
my issue.  I found that a great comfort"

“I felt good, because I felt confident that this person 
[the solicitor] understood me, understood the 

situation, understood my frustration… I liked the… 
expectations management, which is really important."

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Grace* – a woman trying to put her mother’s affairs in 
order during her final weeks

Grace in in her late 30s. Last year, her mother died after a short
illness. When Grace’s mother received her prognosis, she asked Grace
to correct some errors in her will and to set up Lasting Power of
Attorney (LPA) so Grace could manage her affairs during her final
weeks.
Grace had never heard of LPA, and had no idea about setting one up.
She searched ‘power of attorney’ online and contacted the first
solicitor who came up in the search. They told her it would take six to
eight weeks to set up, and when Grace told them she didn’t have that
long, they were no help. She felt she had to work out what to do by
herself, and the solicitors lacked empathy or any sense of urgency.
Meanwhile, Grace was struggling to deal with another solicitors firm,
who had made mistakes with names in her mother’s will. She could
not speak with them directly, as they insisted everything had to be
done by email in writing. Grace found her dealings with legal
professionals highly stressful. Her mother died before the LPA was set
up, and Grace is now struggling with the probate process, because
there are still mistakes in her mother’s will.

"It really heightened my stress, because I’ve got my 
mum telling me to get it sorted,  [but] it just felt 

like I was getting nowhere with them... It had a big 
impact because… I wanted to say to my mother that 

it was sorted, that she didn’t have to worry… 
because it’s bad enough she’s dealing with everything 

else…She needed her mind set at rest... that her 
finances were going to be fine and that we were 

going to take over them... Unfortunately, that didn’t 
happen."

“[It was] very stressful, there’s not a direct number 
and it took me ages to get through.  When I did get 
through they weren’t very helpful, they were just like 
'oh, you’ve got to email, everything’s got to be done in 

writing'… yeah, it just wasn’t simple.”
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Angel* – a woman needing support to protect herself and 
her children from an abusive ex-partner
Angel is in her 30s and has two children. Her former partner had
mental health problems and was abusive over the course of 4-5 years.
Around two years ago, Angel experienced other difficulties: she was
made redundant and she developed a health condition which causes
her severe pain and is made worse by stress. Shortly after that, she
and the children had to flee their home on the advice of the police.
The police advised Angel to get a non-molestation order in place
urgently, and gave her the contact details for a solicitor. Ordinarily,
Angel would have thoroughly researched her options, but she had no
capacity to do that then. This added to her sense of powerlessness in
her situation.
She found the solicitors impersonal and unsympathetic. She felt
judged by them. She also ended up doing a lot of co-ordination
between agencies (police, social services, courts, solicitors), even
though she didn’t know what was happening. She felt this should
have been the solicitor’s job. Meanwhile, she was dealing with the
aftermath of trauma, poor health, and trying to run a household and
support her children through very challenging times.
Although she received the non-molestation order and retained custody
of her children, Angel did not get the support she needed from the
solicitors and would hesitate to seek legal advice again as a result.

"I would normally be the person to say to a friend or 
a colleague, 'Look, here’s some details, contact these 
people’… In that circumstance I don’t think I had the 

capacity to even to think about searching for 
reasonable priced lawyers or solicitors that could 

support me… The fact that I wasn’t able to do that 
for myself... it definitely made me feel that I had no 

control and that I was losing the battle, if you like.  It 
made me question my abilities." 

"I thought they were judging me, you know, 'Look at 
this woman in this situation... got children and in a 

domestic abusive relationship: silly girl!’"

“It’s normally a really personal situation or 
circumstance [when] you need that legal support… I 

keep using the word support, I don’t think it feels like 
it is support, it just feels like, 'We’re providing a 

service and this is how much it costs and this is what 
need to be done. Goodbye.'"

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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Joanne* – a woman fighting an unfair dismissal case

Joanne is a woman in her 40s. Last year, she was delighted to find
herself pregnant with her first child, and told her employer so they
could plan for her forthcoming absence. A week later, she received a
letter putting her on leave pending the outcomes of a disciplinary
investigation.
Joanne contacted her union, who supported her through the
disciplinary process. When her employers decided to dismiss her, the
union put her in touch with their solicitors.
She describes how emotional the process was – she was going
through pregnancy, but also worrying about losing her job and how
that would affect them financially.
Joanne said the solicitor appointed to her case was brilliant. She
understood Joanne’s perspective, understood the workings of her
employer, and could explain everything in layperson’s terms. She felt
reassured and more in control of her case as a result.
Joanne’s employers quickly settled out of court after the solicitor got
involved. Joanne would have preferred to still have the job she loved,
but she is happy with the outcome. She is now enjoying her time at
home with her new baby daughter.

“I felt like I was being bullied or used as a scapegoat… 
because I had no experience of dealing with any 
investigation or disciplinary before.  Plus I was 
pregnant and there was lots of hormone and 

morning sickness and all those things going on… Then 
obviously then you’re going through the emotions of 
losing your job with the financial worry and things 

like that. I was very vulnerable at the time.”

“It’s all very uncertain, you just don’t know what to 
expect.  [The solicitors] made it very easy for me. It 

was like a big hug around me… It was like they 
scooped me up and said, ‘Come on, we’re going to 
look after you and this is what we’re going to do.’”

* Case studies are based on the views and experiences of real people, although some minor details have been changed to protect identities.
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