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Introduction 

What is the price of a Co-operative Will? 

How do the public write a Will through Co-operative Legal Services  

How do member charities promote the Co-operative Legal Service Will?  

What are the advantages of writing a Will with CLS compared with other Will-

writing services? 

What is the process for writing a Will? 

How do you guard against undue influence?  

What if someone lacks mental capacity?  

How does The Co-operative know that the person calling to make a Will is who 

they say they are? 

What is the call centre structure?  

Does The Co-operative have indemnity insurance?  

What service does The Co-operative offer in Scotland?  

Does The Co-operative record its phone calls?  

Does this partnership comply with the Institute of Fundraising’s Code? 

 

 



Introduction 

One of the biggest barriers to growing the legacy market is that most solicitors and Will-writers 
don’t talk about charitable giving during the Will-writing process.  

Only one in four advisors makes the charitable prompt. We know from our research that this 
has an adverse affect on the number of charitable Wills written. We want to change this and 
make clients aware of all the options available to them.  

The official partnership between Remember A Charity and The Co-operative Legal Services (CLS) 
has brought two like-minded, trusted and ethical organisations together to promote the 
importance and benefits of writing a Will and, in doing so, encouraging more people to leave a 
charitable legacy. 
 
As part of the partnership, the CLS team of qualified Will-writers, headed up by a senior 
solicitor, will always ask the charitable question during the Will-writing process.  

They will also provide management information to our members on response rates and referral 
volumes. This will give valuable feedback to ascertain the response volumes from any legacy 
marketing – all year round.  
 
Key data available to our members will include: 
 

 Referral volumes – outlining how many enquiries have been received 

 Referral channel – where the customer found the contact details 

 Conversion rates – what volume of referrals have subsequently led to a Will being 
written 

 Legacy data – subject to the customer’s consent, we will be able to provide data 
showing which charity the legacy has been left and the value 

 
CLS - part of the world’s largest consumer cooperative, The Co-operative Group - has ambitious 
plans over the next 3-5 years to become the largest consumer law business in the country. 
 
It is hoped that the ambitious scale of this growth, combined with the ethical values of the 
partnership agreement, will generate thousands of charitable Wills a year.  
 
 

What is the price of a Co-operative Will? 

CLS will offer a Single Simple Will to customers referred via Remember A Charity, or one of its 
charity members, for £100. This is a £25 discount on the market rate for CLS Wills.  
 
For all other Will types/products, such as Mirror Wills, Trust Wills, CLS will offer the same 
customers 15% off the standard cost of their Wills. Further information is available at www.co-
operative.coop/legalservices 

http://www.co-operative.coop/legalservices
http://www.co-operative.coop/legalservices


 

How do the public write a Will through Co-operative Legal Services?  

Call 0844 252 9965 for free, expert advice. Please quote reference RACWILLS01 for the 
discount. 
 
Lines are open 8am – 8pm Monday to Friday, 9am – 1pm on Saturday.  
 
 

How can member charities promote writing a Will with Co-operative Legal Services? 

The CLS Will-writing service will be initially promoted on Remember A Charity’s website.  

Remember A Charity will then issue standardized copy for every member charity to use. The 

copy will be available to members from mid July 2012. It will outline the benefits of writing a 

Will with the Co-operative Legal Services; a special marketing code for supporters to receive a 

15% discount; and suggestions of alternative solicitors and Will-writers, thereby ensuring that 

we comply with the Institute of Fundraising’s Code of Practice.  

 

 What are the advantages of writing a Will with CLS compared with other Will-writing 

services? 

 

 Co-operative Legal Service will introduce the charitable legacy question during every 
Will that they write. Only one in four solicitors and Will-writers currently does this 

 Management Information for all members, reporting on all referral volumes and 
channels, conversion rates and legacy data 

 Free advice and call centre opening hours 

 Solicitor oversees all Wills referrals and Wills written 

 Full suits of Will-writing products and services, including Standard Wills, Trust Wills, 
Living Wills and Lasting Power of Attorney 

 Benefit from the strengths and shared ethical values of the Co-operative brand 



 

What is the process for writing a Will?  

CLS offer a convenient way to have a Will professionally written. Their telephone based Will 
Writing Service is provided by an expert Will writing team, giving professional support and 
advice which is affordable and convenient. Their service includes: 

 Free initial advice and support on writing a Will 
 A convenient way to have a Will professionally written 
 Free storage of the Will in a secure, fire and waterproof area 
 Free ongoing support and advice 
 A professional Executor Service  

All of the services are backed by The Co-operative Group’s ethical values of openness, honesty, 
social responsibility and caring for others. 
 
All personal details and a password are taken from the individual booking the Will 
appointment.  Correspondence confirming the appointment is sent to the address provided.   
 
CLS has a rigorous, question-based test which is conducted on every occasion that Will 
instructions are taken.  The questions ensure that the individual understands what writing a 
Will achieves, comprehends all the assets they own and are not suffering from any mental or 
physical illnesses which would impair their decision making ability.   
 
Any wishes that appear irrational on the face of it will be interrogated, as will the desire to 
exclude any obvious beneficiaries and the wish to depart, without good reason, from previous 
wishes.   
 
When any subsequent conversations are had with the individual over the phone in relation to 
the matter the agreed password is to be requested.  At the end of the appointment, payment is 
taken over the telephone. 
 

How do you guard against undue influence?  

All appointments to take Will instructions are booked in advance.  Appointments cannot be 
made on behalf of anyone else and can be cancelled by the client at any time prior to the 
appointment without any charge being made.   
 
CLS inform clients that they must be alone at the time of giving their Will instructions and check 
this with the client in every instance.  At a client's request another individual can be in the 
house but they must leave the room whilst instructions are being given.   
 
If CLS’s Will Writers believe that a client is being influenced and or reading from any prior 
prepared document at any time they will terminate the appointment.  



 
If CLS’s Will Writers merely suspect any influence they will make a second unarranged call to 
the client to ensure that the wishes they give are the same now they are alone. 
 

What if someone lacks mental capacity?  

If a Will-writer has any doubt as to the testamentary capacity of the client they will terminate 
their appointment and tactfully recommend that the client uses a face to face service. This is in 
the best interests of the client and is in line with the ethos of CLS.  

In cases where instructions are rational and the customer appears mentally able but is 
particularly elderly or has an illness that may affect their decision making, CLS would instigate a 
letter being written to the individual’s GP to request their confirmation of that individual’s 
ability to make a Will. 
 

How does The Co-operative know that the person calling to make a Will is who they say they 

are? 

All Will Writers are briefed to be alive to the possibility of a client being impersonated by 
another family member.  The details asked of the client are by their very nature personal to the 
client and any hesitation in answering these questions would alert the Will Writer to this 
potential issue.   
 
Payment is taken at the end of every appointment either by credit/debit card and or cheque.  If 
the name on the card or cheque does not match that of the client then the matter will be 
escalated to a team leader who will carry out further checks.  We have access to electronic 
identification software and will use this in cases where there is any doubt. 
 

What is the call centre structure?  

All Will Writers undergo an induction programme and must sit a written legal examination and 
attain a pass before they can advise clients. 
 
All of CLS’s Will Writers are encouraged to sit the STEP Advanced Certificate in Will Writing 
Preparation which is a level 6 (degree level) qualification and the highest level Will specific 
qualification available.   
 
The team is managed by a solicitor who specialises in the field of private clients.   
 

Does the Co-operative Legal Services have indemnity insurance?  

Yes. The Co-operative Will Writing Service adheres to the Solicitors Regulation Authority Code 
of Conduct and has £3,000,000.00 worth of indemnity insurance per claim. 
 



What service does The Co-operative offer in Scotland?  

CLS use Miller Samuel Solicitors in Glasgow.  Their service mirrors The Co-operatives in its 
entirety - before selecting Miller Samuel, a search of the market place was conducted and due 
diligence completed.  
 

Does the Co-operative Legal Services record its phone calls?  

Yes. All calls are recorded, irrespective of their type and kept for two years. 
 
Once someone becomes a client of The Co-operative Will Writing service their records and a 
copy of the Will are retained indefinitely.  Records must be retained indefinitely to ensure that 
sufficient evidence of client intent is available should a dispute arise as to the contents of the 
Will. 
 

Does this partnership comply with the Institute of Fundraising’s Code? 

Yes. Remember A Charity and CLS will always provide customers with an ‘optional choice’ via 
our links with the Society of Trust and Estate Practitioners and our network of solicitors and 
Will-writers.  
 


