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Working4U Money                                                              Customer Charter/Service Agreement






Working4U is a service which supports West Dunbartonshire residents seeking employment opportunities, provide assistance with benefits and debt issues, help to access learning, gain qualifications and improve digital literacy.

Our aim is:
"to support customers and communities to improve their skills, learning and financial situations, assisting them on their journey into work and protecting the rights of our citizens"

Who are we?

The Working4U Money service is free, confidential and provided by a team of skilled advisors.  Our aim is to ensure your income is maximised and help you gain control of your financial affairs. 

In order for you to gain the maximum benefit from our service, it is essential that you have an understanding of what the service can do and what will be expected of you.

We will:
· Treat everyone equally and fairly by not discriminating against clients on grounds of race, gender, religion, disability, sexual orientation or age. 
· Assess your income and advise where appropriate, how this might be increased.
· Discuss your options based on your individual circumstances and help you make informed choices based on these options.
· After our discussions, if agreed, we will contact your creditors on your behalf and if appropriate request they suspend recovery action and freeze any interest charges on your account.
· Advise or refer to other services that may be available to make your daily living easier.
· Keep you informed with progress we are making on your case.
· Withdraw our services and not act on your behalf should you fail to maintain this agreement. In such circumstances, creditors would also be informed. 
· Issue customer satisfaction surveys to our clients to let us know how we are doing as we are always looking at ways to improve our service.

What we expect of you:
· Attend all appointments or advise us if unable to attend (Failure to attend or to tell us that you cannot attend appointments may force us to withdraw our services).
· Supply accurate details of your circumstances, including all income and outgoing expenditure. (We will need to see your payslips or benefit award letters etc.). We need this information so we can give you and your creditor’s correct advice and information.
· Obtain supporting evidence where appropriate
· Keep us informed of any changes in your circumstances that could impact on the assistance we can provide.
· Sign an authorisation mandate allowing us to contact your creditors and act on your behalf.
· Keep us informed of any updates, decisions or correspondence you receive in relation to the assistance we are providing.
· Not to enter in to separate agreements with creditors and not take out further credit without discussing with your money advisor. 
· Keep us informed if you decide that you want to approach another money advice service other than ourselves, as it is not beneficial to you to have more than one agency acting on your behalf.

What our advisers can not help you with:

Although we can refer you to appropriate partner organisations, the service cannot directly assist with the following:
· Providing regulated financial advice (e.g. advice related to investing, retirement, insurance, college savings, estate planning, taxes etc)

How will we use your personal data?

West Dunbartonshire Council is committed to protecting your privacy when you use our services.  This short form Privacy Notice is provided for the purposes of the General Data Protection Regulation (GDPR) and is provided for all West Dunbartonshire Council services.  

We will use your personal details (known as Personal Data) to provide you with the service(s) which you or someone else (with your consent) have asked us to provide as part of a contract or where we are under obligation to do so (public task or legal obligation). We will also use your personal details for purposes of crime prevention and crime detection and/or when required by law and will share it with other public bodies for that purpose.

We will only collect or share the personal information required assessing your needs and providing a service to you.  If we cannot use your data, we would be unable to deliver a service to you.  You may withdraw your consent at any time by contacting us.

We will not keep information for longer than it is needed.  The length of time will depend on the purpose for which it was collected and any associated legislative or funder requirements.

For a fuller description of how we handle your data, please visit: http://www.west-dunbarton.gov.uk/privacy/privacy-notice/

Under Financial Conduct Authority rules in the Dispute Resolution Handbook, if you feel your complaint has been unresolved using the above procedure, for most debt advice services you can refer your complaint to the Financial Ombudsman Service at www.financial-ombudsman.org.uk 

West Dunbartonshire Council is committed to providing the best quality services and aim constantly to improve those services. With your help, we aim to identify problems, to solve them quickly and efficiently and to prevent them happening again. 

Our Service Feedback form can be completed via:- W4U Money Service Satisfaction Survey

Our complaints procedure lets you tell us what you feel has gone wrong and helps us improve our services for everyone.
http://www.west-dunbarton.gov.uk/council/complaints-and-feedback/ 
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