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Client’s name:  
 

TERMS OF BUSINESS 
 
INTRODUCTION 
 
The following terms of engagement apply to all work carried out by Stevens Hewlett & Perkins (“SH&P”) for our clients, except as 
otherwise agreed by SH&P in writing. The expressions “we”, “us” and “our” shall be deemed to refer to SH&P and “you” and “your” 
shall be deemed to refer to our clients. 
 
Our intention is to provide you with the highest quality of service, handling your instructions with professional skill, care and 
attention.  It is our responsibility to: (a) practice competently, conscientiously and objectively, putting the interests of our clients 
foremost whilst observing the law and our duty to any Court or Tribunal; and (b) avoid any conflict of interest.  We will be liable to 
you for losses, damages, costs or expenses caused by our negligence or wilful default. 
 
Our Partners and qualified staff are members of appropriate professional bodies and will comply with their codes of conduct.   
 
Certain terms may not immediately appear to be relevant to you. Our objective, however, is to build a long-term relationship with 
you and we take the view that it is appropriate to provide you at the outset with the terms on which we provide all our services. 
 
CLIENT MANAGER 
 
We shall decide upon and appoint your Client Manager, namely, a patent or trade mark attorney who will maintain an overview of 
your intellectual property (IP) which term, for the avoidance of doubt, shall be deemed to include patent, design and trade mark 
matters, as appropriate, and who will have overall responsibility for endeavouring to ensure that your requirements are met. We 
shall notify you of his or her name as soon as practicable after commencing work on your behalf.  We will try to avoid changing your 
Client Manager, but if this cannot be avoided we will notify you as quickly as possible. 
 
We shall report to you all correspondence received, matters arising and deadlines by which action must be taken with regard to your 
IP and, if requested, agree with you a method of reporting that is specifically suited to your needs. For the avoidance of doubt, you 
agree that the final decision as to suitability shall be our own. 
 
RECORDS 
 
We shall keep computerised records of all of your IP which is registered and/or applied for, provided that we are aware of that IP.  
On receiving a reasonable request from you, we shall provide from time to time, as mutually agreed, schedules of such records.  
 
DATA PROTECTION AND PRIVACY POLICY  
 
We take our responsibility for personal data very seriously and understand the importance of this issue to the individual.  By using 
our services you will likely be entrusting us with your personal data (or the personal data of your clients) which we will use in the 
delivery of our professional services to you.  Some of our service providers will have access to this personal data and, depending on 
your requirements, we may need to share the data with third parties and possibly transfer it outside of the UK.   
 
We will handle personal data in accordance with our Privacy Policy.  A copy of our Privacy Policy is attached.  This document is 
important and we would ask that you read it carefully.  If you have any questions or require any further information please raise this 
with your contact at SH&P or the SH&P Contact for Privacy as set out in the attached.   
 
Please note that a copy of our Privacy Policy is posted on our website and further copies can be obtained from the SH&P Contact for 
Privacy.   
 
STORAGE OF DOCUMENTS 
 
After completion of the matter and payment of our costs (including disbursements) in full we will not return to you any documents 
you provided to us for the purposes of the relevant matter and any other papers to which you are entitled, unless instructed in 
writing by you to do so.  Unless agreed in writing by us we do not agree to deposit any documents in safe custody and normally store 
all documents and our file of papers for a minimum of 5 years and thereafter we reserve the right to destroy them.  We will assume 
that you are content with this arrangement.  We also reserve the right to store files in any way including storage on any electronic 
medium.  If we retrieve papers or documents from storage in relation to continuing or new instructions to act on your behalf we will 
normally charge for such retrieval.  We may also levy a charge based on time spent producing the stored file or documents to you or 
another person at your request.  We may also charge for reading, correspondence or other work to comply with instructions given by  
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you or on your behalf.  In the event you instruct the transfer of your work to other professional advisors, we will copy such of the 
files relating to your work as you request (at your expense) and release the copy file(s) when all our charges have been paid. 
 
INSTRUCTIONS 
 
Whenever you, as our client, instruct SH&P or call upon the services of SH&P, we deem that you have read these Terms of Business, 
or any later version as made available on our website www.shandp.com, and accept them in full. 
 
Unless otherwise agreed, we will assume that any person within your organisation may instruct us on your behalf, unless they clearly 
do not have the appropriate authority.  Having said that, it is often helpful if you can nominate an individual within your organisation 
to act as a primary point of contact for us and keep us updated if this changes.  We rely on our clients to give us timely, complete and 
accurate information and instructions.  We prefer, where possible, to have oral instructions confirmed in writing in order to avoid 
any potential misunderstandings.  If you cannot avoid providing us with oral rather than written instructions, we will confirm in 
writing the instructions we have received, as we understand them. 
 
Patent Offices often impose time limits and failure to meet these limits can be fatal to the rights concerned. Whilst it is our 
responsibility to keep you informed of any relevant time limits, we cannot accept responsibility if you fail to provide us with 
instructions that are clear, complete and early enough to allow us to act within such official time limits.  We will endeavour to inform 
you of time limits and of actions or instructions that are required, but we do not undertake to give further reminders, incur costs on 
your behalf, or take other action in the absence of instructions to do so.  In this situation, your rights may be lost irrevocably.    
 
If we receive late instructions we may not be able to implement them in time.  In which case, again your rights may be lost 
irrevocably.  In the event of late instructions or late payments to us, urgency charges may be incurred which we shall have to pass on 
to you. 
 
It is important that you inform us promptly of any change in relation to (a) any primary contact; (b) your name, address, telephone 
numbers and e-mail address; or (c) any change of ownership or your patent, trade mark or other relevant rights.  Many such changes 
have to be officially registered.  Please remember that there may be little activity for long periods followed by a situation which 
requires immediate action.  We cannot accept responsibility for any loss of rights as a consequence of your failure to inform us of 
such changes. 
 
During our work for you we may need to instruct third parties (e.g. attorneys in other jurisdictions) to act on your behalf.  We may 
instruct such third parties directly on your behalf, or alternatively you may need to sign a power of attorney or similar appointment 
to engage such third parties.   
 
Such third parties are not part of SH&P.  Whilst we shall endeavour to select third parties we regard as being of good quality, we will 
not be liable for any default or negligence by such third parties.  Given that in many countries professional indemnity insurance or its 
equivalent does not exist, in the event of any default or negligence by a third party you may not be able to obtain full compensation 
for any loss sustained.  We shall, of course, monitor such third parties on an ongoing basis to ensure that the required service is 
provided and that the quality of their service is maintained.  Where third parties are to be instructed to act on your behalf, it is 
important that you inform us if the existence or extent of third-party compensation is to be a factor in the selection of the third 
party. 
 
We shall not be responsible for any failure to advise or comment on any matter which falls outside the scope of your written 
instructions. 
 
Advice rendered by us is provided for the purpose of the instructions to which it relates and for your benefit. It may not be used or 
relied on for any other purpose or by any person other than yourself without our prior agreement in writing. 
 
E-MAIL COMMUNICATION 
 
If you have the necessary facilities we will be happy to use e-mail for communication with you unless you tell us not to.  There are 
some specific points of which you should be aware: 
 
Where it has been agreed that we are to communicate with you by e-mail, all types of information and documentation may be sent 
to you by e-mail, unless you identify in writing those types of information that should not be sent over the Internet.  Given that 
communications over the Internet are not completely secure and there are also questions surrounding the confidentiality of e-mail 
communications, we cannot accept responsibility for any corruption in the information communicated to you or its disclosure to 
other parties as a result of the interception of such communication.   
 
Viruses or other harmful devices may be spread over the Internet. We take reasonable precautions to prevent these problems by use 
of virus-checking software. As a precondition of our communicating with you by e-mail, we ask you to do likewise. 

https://www.shandp.com/
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E-mail is a “reasonable endeavours” communication method.  This means that although the message may have been sent, we cannot 
accept responsibility for non-receipt or late receipt by you of such communications. 
 
 
CHARGES 
 
Our time and expertise are the core elements of our service. Hence, our charges are normally calculated by reference to the current 
hourly rates of the staff member concerned applicable at the time the work is done and whether or not the work is completed.  
However, fixed charges may alternatively or additionally apply in relation to specific tasks.  Hourly rates vary according to the level of 
seniority of each staff member and expertise required and your instructions will be carried out at a level we consider appropriate to 
providing an efficient and economic service. Hourly charging rates are reviewed periodically and may be increased automatically at 
that time.  In any event, if requested, we will advise you of the current rates applicable to your work. 
 
In appointing us to act on your behalf, you are also authorising us, unless you instruct us to the contrary in writing, to incur such 
expenses and disbursements as we consider necessary which you will be required to reimburse to us.  We will endeavour to consult 
you before incurring any significant expenses or disbursements.  You will be responsible for any expenses and disbursements we 
incur on your behalf.   
 
Examples of disbursements include, but shall not be limited to, patent office fees and charges from attorneys in other jurisdictions.  
 
We reserve the right to charge expenses of travel, accommodation and meals while travelling away from the office and also for 
postal, telephone and photocopying costs incurred on your behalf.  
 
Whilst our fixed charges and hourly rates are predictable, you should appreciate that other attorneys’ charges and official fees are 
outside our control since they may be changed without notice and vary with exchange rate fluctuations.   
 
When requested, and wherever possible, we shall provide, in advance, estimates for work to be carried out on your behalf in good 
faith based on our knowledge at the time.  However, as charges may be affected by matters beyond our control and the amount of 
work involved often cannot be accurately forecast, such estimates will not be binding unless otherwise agreed by us in writing.  Only 
some classes of work are suited to a firm advance quotation.  If your instructions change or a matter becomes more complex or 
time-consuming than envisaged or the circumstances change significantly during the course of the matter, then we will advise you in 
writing of any revision to our estimate. 
 
We reserve the right to submit invoices to you at stages we consider to be appropriate in the conduct of any matter.  Your Client 
Manager is willing to discuss with you the most appropriate accounting procedures for any particular matter. 
 
We would be happy to render invoices to and accept payment from another person nominated by you (for example, another 
company in the same group).  However, please note that ultimate responsibility for making such payment will remain with you. 
 
We reserve the right to request payments in advance on account of fees and disbursements, particularly in respect of large items 
such as charges and expenses to be incurred in foreign filings.  When we make such a request, we will usually not carry out any 
instructed work until the requested payment has cleared into our bank account, so advance payments should be made in good time 
before the due date for the actions required. 
 
We shall maintain a separate client account for any monies paid by you in advance in respect of proposed work and any monies we 
receive on your behalf in respect of refunds or 3rd party payments.  Monies relating to payments in advance will be held in the client 
account until the proposed work has been completed and will only be transferred from the client account once an invoice for the 
work has been issued to you, in part or full payment of the invoice.  We reserve the right to use monies held in the client account 
relating to refunds or third-party payments we have received on your behalf to pay in part or in full amounts owed to us by you.  All 
interest earned on monies held in the client account remains our property and is not payable to you. 
 
VALUE ADDED TAX (applicable to clients based in the United Kingdom)  
 
Any estimates or quotations given by us are net of VAT, which will be charged as applicable and at the applicable rate when the work 
is done, on our fees and on those expenses and disbursements that are liable for VAT. 
 
PAYMENT 
 
Payment is due within 30 days of the date of our invoice unless we have told you in writing that a different payment date will apply. 
If an invoice is not paid by the due date, we shall be entitled to charge interest on the amount outstanding (including any expenses 
and VAT) at 4% over bank rate from 30 days after the date of the relevant invoice.  Interest will be charged on a daily basis. 
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If an account is overdue for payment, we reserve the right to suspend work until all sums outstanding to us are paid in full.  You will 
be responsible for the consequences of the suspension of work, which may include irrevocable loss of, or failure to obtain, rights.  
Please note that no documentation will be transferred to any other firm nor released to you until payment of our invoices in full, 
subject to any legal or regulatory obligations applying to us. 
   
If you instruct us jointly with someone else, you will both be liable for the full amount of our costs. 
 
SEARCHES 
 
Any searches you request may be carried out by ourselves, by Patent Offices or by an independent specialist searching firm.  Due to 
the limitations and occasional errors in classifications, indices, computer databases and official records, no search can be guaranteed 
for comprehensiveness or accuracy.  We will endeavour to point out any particular limitations when reporting search results and 
may recommend extending the search. 
 
INDEMNITY FOR THREAT OF INFRINGEMENT PROCEEDINGS 
 
Before we send any warning in writing on your behalf to a third party, we will ask you to indemnify us against the risks of our being 
sued for making an unjustified threat of infringement proceedings.  The aim of this request is to maintain our objectivity in 
contentious matters, which would diminish if we were to become a party to any proceedings.  We may refuse to act for you if you 
are not able to provide the requested indemnity. 
 
CLIENT’S PRIVILEGE 
 
In general, communications between a UK Patent Attorney and his or her client are privileged under Section 280 of the Copyright, 
Designs and Patents Act 1988 and communications between a UK registered Trade Mark Attorney and his or her client are privileged 
under Section 87 of the Trade Marks Act 1994.  This means that other people, including the courts, are not entitled to discover the 
content of such communications where they concern professional advice.  However, you should note that there are circumstances in 
which the privileged status of a letter or other document can be lost.  Please let us know if you would like us to give you further 
information on this area.   
 
CONFIDENTIALITY 
 
All information regarding your business and affairs will be regarded as, and kept, confidential at all times, and will not be disclosed to 
third parties, unless you instruct us to disclose information or we are compelled to disclose it by law or regulation or in other 
exceptional circumstances. However, if, on your authority, we are working in conjunction with other professional advisors, we will 
assume that we are entitled to disclose any aspect of your affairs to them which seems reasonably required for the purposes of the 
matter on which they are instructed. 
 
In general, we recommend that you restrict the release of, and maintain strict control over, any information not already in the public 
domain connected with instructions we receive.  We would be happy to advise you on the desirability of releasing confidential 
information to the public in specific cases. 
 
CONFLICTS OF INTEREST 
 
We cannot act simultaneously for two clients whose interests in the matter on which we are advising conflict, unless (exceptionally) 
both clients consent to such an arrangement.  When potentially taking on a new client, we try to identify conflicts of interest that 
may preclude us from acting.   
 
Sometimes, conflicts arise later because, for example, our clients acquire new companies or diversify into new areas of business.  In 
such circumstances, we reserve the right to decline to act further, at least in relation to the area of conflict, for one of the clients in 
question, generally the client with the shorter relationship with us.  Because of obligations of confidentiality it is often not possible 
for us to identify the other client or the subject matter involved when we advise a client that we can no longer act for them. 
 
If a conflict situation arises during our dealings with you, we will discuss the position with you (subject to our obligations of 
confidentiality) and determine the appropriate course of action.  In order to protect your interests, our professional rules may 
require us to stop acting for you on that matter. 
 
DISTANCE SELLING REGULATIONS 
 
Where the Consumer Contracts (Information, Cancellation and Additional Charges) Regulations 2013 apply, you will have the right to 
cancel our engagement or your order for services in accordance with the following provisions.  
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Where the right of cancellation applies, you may cancel our engagement or your order for services without charge, at any time 
within 14 (fourteen) days of receipt of these Terms of Business.  You must inform us of your decision to cancel in writing (for 
example by post or email), sent or delivered to SH&P.  We will refund any amounts you have paid to us on account of fees, expenses, 
disbursements or otherwise within 30 days of cancellation. 
 
Please note that your right to cancel our engagement will not apply if you agree to us beginning work in relation to your instructions 
during the relevant cancellation period.   
 
THE MONEY LAUNDERING, TERRORIST FINANCING AND TRANSFER OF FUNDS (INFORMATION ON THE PAYER) REGULATIONS 2017 
(AS AMENDED) 
 
 We are required to comply with anti-money laundering and financial crime legislation. This may require us to verify your identity 
and, in certain circumstances, to report suspicions of money laundering, terrorist financing or other criminal activity to the relevant 
authorities, including the National Crime Agency. The law may prevent us from telling you that such a report has been made or 
discussing the matter with you. Accordingly, there may be circumstances in which we are unable to explain why we cannot proceed 
with instructions or provide further information. 
 
CLIENT CARE AND COMPLAINTS 
 
We value our good relationships with our clients.  However, we accept that, from time to time, difficulties or misunderstandings may 
arise. If you have any comments or concerns about the services that we provide, you may in the first instance raise these with (i) the 
staff member dealing with your work; (ii) your Client Relationship Partner, if you have a nominated one; or (iii) the Managing Partner 
of the firm or (iv) any other Partner of the firm. 
   
Our Formal Complaints Policy, which forms part of these Terms of Business, sets out how formal complaints may be made, how they 
will be handled, who will deal with them, the stages of review available and the possible outcomes. The procedure is free of charge 
and is available on our website or on request. 
 
We aim to handle formal complaints promptly, fairly and transparently and to resolve them as quickly as possible, normally within 
eight (8) weeks. 
 
If, following the conclusion of our formal complaints procedure, you remain dissatisfied with the outcome of your formal complaint: 
 

(a) Complaints concerning an alleged breach of our professional obligations may, where appropriate, be referred to the 
Intellectual Property Regulation Board ("IPReg"). Information about IPReg's complaints process is available at 
https://ipreg.org.uk/if-things-go-wrong/making-complaint; and 
 

(b) Eligible complainants may be entitled to refer complaints relating to the service we have provided to the Legal 
Ombudsman. Information about the Legal Ombudsman scheme is available at http://www.legalombudsman.org.uk. 
Where relevant, our final written response will explain whether these options may be available and provide details of any 
applicable time limits. 

 
TERMINATION 
 
You may withdraw your instructions at any time by written notice to us but we will be entitled to keep your papers and documents 
whilst there is money owing to us for our costs. We may decline to act further by giving you written notice if we consider it necessary  
 
to do so (including, but not limited to, failure by you to settle invoices in full on the due date or to make payments in advance when 
so requested). We will give you reasonable notice that we are stopping acting for you.  
 
THIRD PARTY RIGHTS 
 
It is not intended that any terms of our relationship shall be enforceable by a third party, whether under the Contracts (Right of Third 
Parties) Act 1999 or otherwise. 
 
SEVERANCE 
 
Should any of these terms be held invalid the remainder shall continue with full force and effect. 
 

https://www.shandp.com/our-people/?_people_filter=partners
https://www.shandp.com/our-people/?_people_filter=partners
https://www.shandp.com/complaints-handling-policy/
https://ipreg.org.uk/if-things-go-wrong/making-complaint
http://www.legalombudsman.org.uk/
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JURISDICTION 
 
These terms shall be governed by and construed in accordance with the laws of England. The High Court of England and Wales shall 
have non-exclusive jurisdiction to settle any dispute which may arise between us.  To this end, you and we irrevocably agree to 
submit to the jurisdiction of the High Court of England and Wales and irrevocably waive any objection to any action or proceedings 
being brought in that Court or any claim that any such action or proceeding has been brought in any inconvenient forum.  Judgement 
in any suit, action or proceedings brought in the High Court of England and Wales shall be conclusive and binding and may be 
enforced in the courts of any other jurisdiction. 
 
 Stevens Hewlett & Perkins 

First Floor 
St Bartholomew’s House 
Lewins Mead 
Bristol  BS1 2NH 
United Kingdom 

 
This is an important document. Please keep it in a safe place for future reference. 
 
I have read, understood and accept the terms as set out above. 
 
 
 
Signed ………………………………………………………   Dated: ……………………………………. 
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Privacy Policy  
 
This is an important document and we ask that you read it carefully and raise any questions or concerns you may have on the 
content with the SH&P contact referred to below.  
 
In the course of our business we collect personal data relating to clients of the Firm, professional contacts and service providers.  We 
take our responsibilities in relation to such data very seriously and understand the importance of this issue to the individual.   
 
SH&P is a data controller for the purposes of the UK General Data Protection Regulation and the Data Protection Act 2018.   
 
“Personal data” is any information relating to an identifiable individual or from which an individual can be identified.  The following 
sets out what personal data we may hold in relation to clients of the Firm (or passed to us by clients of the Firm in relation to their 
clients) and how it is handled.   
 
What Personal Data Do We Have?  
 

 
Name & address, telephone & fax Nos., email address, position 
 
Government identification documents (in relation to money laundering checks) 
 
Proof of residential address (in relation to money laundering checks)  
 
The subject matter on which you instruct us  
 
For users of our online software we hold the following additional personal data: 
 
Users of MySH&P: Your password to your account  
 
Users of Online Renewals: Your password to your account.  
 
Payment card – cardholder’s name & address, billing address and delivery address  
 

 
In all cases, the information above is supplied by the client.   
 
Additionally, we may collect personal data via the use of Cookies on our website or in software programs offered through our 
website.  For details of this please see our separate Cookies Policy.   
 
Why Do We Have The Personal Data?  
 
We will only hold and use your personal data when the law allows us to.  We may process your personal data without your 
knowledge or consent where this is required or permitted by law. Most commonly, we will use your personal data for the following 
purposes:  

• Performance of contract – where it is necessary for us to process your personal data for the performance of a contract to 
which you are a party or to take steps at your request before entering into such a contract; 

• Legal or regulatory obligation – to comply with a legal or regulatory obligation to which we are subject, for example 
carrying out anti-money laundering checks; 

• Legitimate interest – where it is in our legitimate interests or that of another third party. We will always make sure we 
consider and balance any potential impact on you (both positive and negative) and your rights before we process your 
personal data for our legitimate interests. We do not use your personal data for activities where our interests are 
overridden by the impact on you (unless we have your consent or are otherwise required or permitted to by law); 

• Consent – generally we do not rely on consent as a legal basis for processing your personal data. If we do, you can 
withdraw your consent at any time. 
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Set out below is the personal data we may hold on you and the legal basis for having and using it:  
 

The Data we may have 
 

The Legal basis  

Name & address, telephone & fax Nos., email address, position 
 

To fulfil the Contract for Services we have with you or 
to act on a request from you prior to entering into a 
contract 
 

Government identification documents  To comply with our legal obligations under the money 
laundering regulations 
 

Proof of residential address 
 

To comply with our legal obligations under the money 
laundering regulations 
 

The subject matter on which you instruct us or request advice 
or assistance  
 

To fulfil the Contract for Services we have with you or 
to act on a request from you prior to entering into a 
contract 
 

For users of our online software we hold the following 
additional personal data: 
 

 

Users of MySH&P: The password to your account  
 

To fulfil the contract we have with you to provide 
access to your records 
 

Users of Online Renewals: The password to your account.  
 

To fulfil the contract we have with you to renew your 
rights online 
 

Payment card – cardholder’s name & address, billing address 
and delivery address  
 

To fulfil the contract we have with you to renew your 
rights online 

 
As part of the contract for services we have with you we will endeavour to notify you of changes in the law affecting your intellectual 
property or related to advice we have given you in relation to intellectual property which might require action by you or be of 
interest in terms of strategy or future decisions on such matters.  Similarly, we may notify you of any offers we may make in relation 
to service charges or any new intellectual property service we may introduce which may be of interest to you.  To do this, we may 
use your personal data as described above.  
 
Regarding communications which are exclusively for the purpose of marketing or promotion you have the right to opt out of 
receiving them at any time by:  
 

• Emailing us at clientcare@shandp.com stating ‘opt out’ in the subject matter, or 

• Using the “unsubscribe” option in the relevant communication  
 
Who Do We Share Your Personal Data With?  
 

(i) In certain circumstances, we may have to share your personal data to fulfil our contractual obligations to you in 
relation to your intellectual property, because a dispute has arisen between us or because we are obliged to do so in 
law.  In all cases, the data supplied is only that necessary to fulfil the purpose.  In selecting third parties to act on your 
behalf we only use individuals or organisations known to or recommended to us and so long as we are satisfied that 
they take appropriate measures to protect your personal data. The external bodies/persons with whom we might share 
your personal data under the circumstances described are:  

 

• National and International bodies set up to register, administer or enforce intellectual property rights.   
 

• Overseas Attorneys whom we appoint to act in relation to your intellectual property 
 

• Other members of the legal profession appointed by us (with your consent) to act on your behalf 
 

• Other individuals or organisations to solicit evidence or assistance in relation to a particular case 
 

• Our communications services providers 
 

• The Firm’s solicitors (in case of dispute)  

mailto::clientcare@shandp.com?subject=Opt%20Out
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• Our insurers 
 

• Government law enforcement bodies  
 

• Professional regulatory bodies 
 

(ii) There are others who may have access to the personal data we hold electronically, incidental to maintaining our 
systems and software or facilitating payment for services on our behalf.  These will be: 

 

• Our IT service providers  
 

• Our software developers  
 

• Our payment facilitator (for use of Online Renewals)  
 

These service providers have access to our systems only to the extent necessary to perform their contractual obligations to us.  We 
require all our service providers to respect the security of your personal data and to treat it in accordance with the law and the terms 
of the contract we have in place with them. We do not allow them to use your personal data for their own purposes and only permit 
them to process your personal data for specified purposes and in accordance with our instructions.   

We will not disclose or sell your personal data to any other third parties for marketing purposes. 

Sharing Your Personal Data Outside The UK  

Some of our external third parties are based outside the UK so their processing of your personal data will involve a transfer of 
personal data outside the UK. Whenever we transfer your personal data out of the UK, we ensure a similar degree of protection is 
afforded to it by ensuring at least one of the following safeguards is in place:  

• We may transfer your personal data to countries that have been granted an adequacy regulation by the UK Secretary of 
State confirming that the country in question provides an adequate level of protection for personal data (for example, the 
European Economic Area countries); or 

• We may use the UK approved International Data Transfer Agreement or the UK Addendum to the EU Standard Contractual 
Clauses to ensure that personal data is adequately protected. 

We may otherwise rely on a specific exception applicable under data protection law.  

Please contact us (see “Your SH&P Contact” below) if you want further information on the specific mechanism used by us when 
transferring your personal data out of the UK. 

Where Is The Personal Data Stored And How Is It Secured?   
 
The personal data referred to above is held at our offices and the offices of the third parties referred to under “Who Do We Share 
Your Data With?” above.   
 
The data held by SH&P is kept on hard copy files and in password protected electronic files and record systems.  Access at SH&P is 
limited to those who need it in order to fulfil our service obligations to you.  Our staff have been made aware of the importance of 
personal data and the Firm’s obligations under the GDPR and other relevant data protection legislation.   
 
SH&P’s IT systems are protected by a firewall at the perimeter and anti-virus, anti-malware and content filtering software.  Our 
systems are backed up to The Cloud via a leading cloud service provider at a certified managed hosting location.   
 
Sensitive personal data, e.g. photo identification and proof of residential address is kept separately by a Partner of the Firm in hard 
copy only in a secure location.   
 
For information on the security of personal data that we share with third parties please see “Who Do We Share Your Personal Data 
With?” and “Sharing Your Personal Data Outside The UK” above.   
 
How Long Do We Keep It? 



 
 

Stevens Hewlett & Perkins - Terms of Business - 2026 

 

 

 
 
Subject to the points below we will retain your personal data for so long as you are a client of the Firm or the contact for a client of 
the Firm.  This will include the lifetime of any intellectual property you own where we remain responsible for maintenance and 
record keeping.   
 
We may keep your personal data for a period after that described above in order to respond to any questions or complaints from 
you or your representatives regarding the nature and quality of the services provided by us for you or to comply with any legal 
obligations regarding the retention of records.  During this period the personal data will be retained only for these purposes.   
 
When it is no longer necessary to keep your personal data for any of the reasons described above we will delete it.   
 
Please also see the section “Your Rights” below.   
 
Your Rights  
 
You have certain rights in relation to your personal data.  In addition to the right to be informed about the personal data we hold and 
the use we make of it (as described in this Privacy Policy) you are also entitled within certain parameters to: 
 

• Access the personal data we hold  
 

• Rectify inaccurate or incomplete personal data we hold  
 

• Request deletion of the personal data we hold (in certain circumstances)  
 

• Restrict processing of personal data (in certain circumstances)  
 

• Obtain and reuse the personal data that we hold (in certain circumstances)  
 

• Object to the processing of your personal data (in certain circumstances)  
 

• Prevent automated individual decision making and profiling (in certain circumstances)  
 
For further information on these rights please contact us (see “Your SH&P Contact” below) or refer to the UK Information 
Commissioner’s Office (ICO) website. 
 
Should you wish to exercise any of the rights referred to above please contact us (see “Your SH&P Contact” below)  
 
Your SH&P Contact For Privacy  
 
If you have any questions or concerns regarding this Policy please contact the Partner responsible for data protection within the Firm 
as follows:  
 

Camille Bates  Tel No. 0117 922 6007 
Stevens Hewlett & Perkins  
First Floor 
St Bartholomew’s House 
Lewins Mead 

Email: cbates@shandp.com 

Bristol BS1 2NH  
United Kingdom  

 
Complaints  
 
If you have made a complaint to us about how we handle your personal information that we have not been able to resolve, you have 
the right to complain to the ICO at https://ico.org.uk. 
 
 
 
SH&P 
2026  
 
 

mailto:cbates@shandp.com
https://ico.org.uk/
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FORMAL COMPLAINTS 
SH&P’S HANDLING POLICY AND FIRST-TIER FORMAL COMPLAINTS PROCEDURE 

 
We are committed to providing high-quality intellectual property services to our clients. If something goes wrong, or if you are 
unhappy with any aspect of our service, we want to know about it. We operate a formal complaints procedure to ensure that such 
complaints are handled promptly, fairly, transparently and free of charge. Our formal complaints procedure is intended to be clear, 
accessible and easy to use. 
 
If you require this policy in an alternative format or require assistance in making a formal complaint, please let us know. 
 
How we will handle your formal complaint 

 
If you have raised concerns informally with your primary contact within SH&P, your Client Relationship Partner if you have a 
nominated one, or a Partner of the firm and the matter has not been resolved to your satisfaction, you can raise a formal complaint 
as described below.  
 
All formal complaints will be documented; SH&P will keep records of complaints so that we can monitor themes, outcomes and 
service improvements.  

 
1. Raising your formal complaint 

 
If you wish to make a formal complaint, you may do so in writing by email to complaints@shandp.com. A copy of this policy is 
attached to our Terms of Business, is available on our website and will be provided on request or on receipt of a complaint. 
 
Your complaint will be passed on to SH&P’s Managing Partner (or an alternative Partner where more appropriate – the Complaints 
Manager), who will supervise the handling of the complaint and ensure that this procedure is applied consistently.  
 
2. First response 
 
Often it will be possible to resolve a complaint immediately. If your complaint cannot be resolved immediately, we will investigate 
it under this procedure. We will endeavour to send you, within three (3) working days, a written acknowledgement of receipt of 
your complaint, together with confirmation of the next steps, the person dealing with your complaint, and when you can expect to 
hear further from us.  
 
3. Initial investigation 
 
The initial investigation will usually involve the details of your complaint, together with any additional relevant information, being 
reviewed by the Partner responsible for the relevant department, or by another appropriate person nominated for that purpose. 
The Partner responsible for reviewing your complaint (or someone authorised by them) will consider the complaint objectively and 
will provide you with a written response setting out the outcome of the initial investigation and any proposed resolution.  
 
4. Outcome 

 
We will endeavour to do this within fifteen (15) working days of sending the initial acknowledgement. If further information is 
required from you, or if additional time is needed to complete the investigation, we will keep you informed of progress and explain 
why additional time is required. Possible outcomes may include an explanation, an apology, clarification of what has happened, 
confirmation of any corrective action, or any other appropriate resolution.  
 
5. Further review 
 
If you are not satisfied with the outcome of the initial investigation, you may ask us to review both the handling of the complaint 
and the outcome reached.  
 

• We will endeavour to acknowledge receipt of your request for review within three (3) working days.  

• We will then arrange for the Complaints Manager to review the complaint, the investigation and its outcome. If the 
Complaints Manager is already connected with the matter, the review will be carried out by another Partner who has until 
then not been directly involved in the matter.  

• We will endeavour to write to you within fifteen (15) working days of acknowledging your request for review, confirming our 
final position on your complaint, the reasons for that position, and any final proposed resolution.  

 

mailto:complaints@shandp.com
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We aim to resolve complaints as quickly as possible and normally within eight (8) weeks of receipt. If we are unable to do so, we 
will explain why and keep you updated. We may use feedback from complaints to improve our services and internal processes.  
 
6. Legal Ombudsman 

 
If we are unable to resolve your complaint to your satisfaction and your complaint relates to the service we have provided, you may 
be able to refer it to the Legal Ombudsman. You may normally refer your complaint to the Legal Ombudsman after receiving our final 
written response or if we have not resolved your complaint within eight weeks of receiving it. 
 
Please note: 

• The Legal Ombudsman generally deals with complaints from individuals, microenterprises, charities, trusts, clubs and 
associations falling within its jurisdiction. 
•In our final written response, we will mention that you may be able to refer your complaint to the Legal Ombudsman and provide 
the applicable time limits and the Legal Ombudsman’s full contact details.  
• A complaint to the Legal Ombudsman must normally be made within six months of the date of our final written response. Other 
time limits under the Legal Ombudsman Scheme also apply. 
• You can contact the Legal Ombudsman at: 

Legal Ombudsman 
PO Box 6167, Slough SL1 0EH 
Website: www.legalombudsman.org.uk 
Telephone: 0300 555 0333 
Email: enquiries@legalombudsman.org.uk 
 

7. Intellectual Property Regulation Board 
 
If your complaint relates to professional misconduct or an alleged breach of the applicable professional rules, you may also have the 
right to complain to the Intellectual Property Regulation Board (“IPReg”): 
 

• We will identify this in our final written response where relevant.  

• IPReg deals with complaints about regulated persons or firms where there is evidence of a breach of IPReg’s regulatory 
arrangements.  

• Information about making a complaint to IPReg can be found on the IPReg complaints page.  

• In some cases involving European Patent Attorneys, a complaint may fall within the remit of the European Patent Institute 
(EPI). 

  
 

******************************* 
 
  

http://www.legalombudsman.org.uk/
mailto:enquiries@legalombudsman.org.uk

