Customer Charter

We are here to help. This charter sets out what you can expect from us.

FINANCIAL
SOLUTIONS

) We will keep it simple

« We won't use jargon.

+ We will aim to make things as easy as possible by ensuring all communications are
accurate, clear and informative.

« We will provide access to easy to use self-service tools.

« When you want to talk, we will be polite, friendly, professional and helpful.

) We will listen

We will listen, be empathetic and take the time to understand your needs.
We will never judge you or your situation.
We will treat you fairly, with understanding and compassion.

% We will focus on you

« We will work with you to identify the most suitable options for your circumstances.
+ We will provide accurate information and, where it benefits you, advise you of not-for-
profit organisations that can offer further specialist support.

C> We will be accountable

« We will make it easy for you to provide feedback which we use to help improve our
services.

« When we don’t get things right, we'll make it easy for you to let us know and will fully
investigate and resolve complaints promptly.




