
What you can expect from us

It is very important that you understand how advice4debtNI can help you with your current financial problems.   

1. The service is funded by Department of Enterprise Trade and Investment (DETI) and will therefore be provided to you free of charge.

2. The service we offer is fully independent and the advice we give you will be for your benefit only.

3. All Debt Advisers working for advice4debtNI receive regular training and supervision.   We will always endeavour to offer advice that is correct and appropriate.   If we do not have an immediate answer or solution to a problem we will tell you so and either refer the matter to a supervisor or carry out research on the issue on your behalf.

4. If we are unable to assist you with a particular issue we will endeavour to find an agency that will be able to help you and make the necessary referral on your behalf.

5. The information you give us will be used by advice4debtNI and shared only with legitimate Organisations in accordance with the laws of the United Kingdom.   Advice4debtNI in compliance with the Data Protection Act of 1998 will retain the details provided.   The information you provide will be entered and held securely on advice4debtNI database systems.   

6. If something is said or takes place that leads your Adviser to suspect that a vulnerable person is being harmed in any way he/she will have no option but to discuss the issue with their supervisor who may decide to pass on this information to the relevant authorities.   

If we suspect that benefit fraud or any other crime is being committed we will terminate the advice being provided.

What we expect from you

That you give us full details of all your debts and that you try and be as honest and open about your situation as possible. If you do not provide Debt Advisers with all relevant information there is a possibility that you will receive incorrect advice for your individual circumstances.

Comments

Your feedback about our service is always welcome and your comments, be they compliments or complaints, will be acknowledged in writing within 48 working hours.  We aim to reply to you in full within 15 working days.  If we are not able to resolve your issue within this time frame we will agree with you a mutually agreeable date for completion.

Compliments

If you would like to compliment the service you have received you can:

· complete an evaluation questionnaire available from our Debt Advisers

· or email Sinead Murphy, Contract Supervisor on smurphy@a4e.co.uk

· or contact our Head Office, A4e Ltd, Queens House,105 Queen Street, Sheffield , S1 1GN 

Complaints 

We always strive to provide a quality service.  Advice4debtNI want to show all clients that we welcome complaints.  A blame culture, where members of staff are criticised for being the subject of complaints, only leads to a situation where staff fear complaints.  They then try to brush them under the carpet, and deal with them negatively or even with hostility.  

To avoid this, advice4debtNI will:

· Have staff who are given the power to deal with complaints, so that they feel they ‘own’ them.

· Provide suitable resources (including training) so that staff can handle complaints properly.

· Make sure that complaints handling has status within the organisation.

· Recognise complaints handling as an important part of everyone’s job.

· Display action taken to improve services as a result of complaints.

What to do if you wish to make a complaint:

· In the first instance please raise your concerns with the Debt Adviser who has provided your advice.

· If your complaint relates to the Debt Adviser you can email directly to Sinead Murphy, Contract Supervisor on smurphy@a4e.co.uk.
· You will receive a written acknowledgement of your complaint within 48 hours.

· If the complaint cannot be resolved within 15 working days you will receive further correspondence to explain the reasons for the delay.

· If your Debt Adviser is unable to resolve your complaint, it will be referred to the Contract Supervisor.

· If the Contract Supervisor is unable to resolve your complaint it will be referred in turn to the Service Manager and then to the Head of Advice Services.

· In the event that the complaint has still not been resolved, advice4debtNI will work with an External Body to resolve your complaint.

· Once your complaint has been resolved you will receive a letter detailing the actions we have taken.

· If you are unhappy with the resolution of your complaint you have the right to appeal against the outcome in writing to Joanne Cameron, Head of Operations, Studio 2, Jennymount Court, North Derby Street, Belfast, BT15 3HN
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