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Dear Client 

You have asked for debt advice from Money Lifeline. This agreement is to help you 
understand how we can best work together as well as the way we use and store your 
personal data. All advice offered by Money Lifeline is free and unconditional and will 
be tailored to your individual needs. 

Data collection and storage 

All information held by Money Lifeline about you and your circumstances will remain 
confidential to Money Lifeline and support staff from Community Money Advice (for 
case management and file auditing purposes). All paperwork will be locked away when 
not in use and any electronic records will be securely stored in full compliance with 
data protection legislation. 

You are free to see a copy of your case notes and correspondence at any time and your 
adviser will provide paper copies on request. We would normally store your personal 
data for a period of six years. However you can request that your data be amended, 
deleted and/or destroyed subject to any legal restrictions. 

We need to record your personal information and financial circumstances so that we 
can understand your situation, provide you with the best possible debt advice and 
correspond with your creditors and their agents. This information will only be disclosed 
to anyone outside Money Lifeline and CMA support staff with your permission. The 
details of your creditors will be revealed to other creditors on production of the 
financial statement. Exceptionally, there are specific circumstances in which we might 
be legally required to provide information to someone else, such as the police, social 
services, health workers or other relevant professionals. This might happen if you 
reveal that you may be about to cause or have already caused harm to yourself or 
others. If you would like further information about data protection and confidentiality, 
please ask to see a copy of our Security Policy and Privacy Notice. 

If you give us permission we will also record information about your health and use it 
to explain your situation to your creditors and any debt collectors. 

Referrals 

If, after discussing your situation, we feel it would be suitable to refer you to another 
agency for assistance we will seek your written authorisation before contacting them 
or releasing personal information to them. 

Initial interview 

After the first appointment we will make further appointments with you as we need 
to. Following the initial interview, you will be sent a confirmation of advice letter via 
your chosen method of correspondence, outlining what was discussed and any actions 
that were agreed. 

  



 

Credit Rating 

As you are asking for support with your debts, we need to find out as much as we can 
about who you owe money to. In order to help with this, we will be applying for your 
credit reports. This will not affect your credit rating at all. However, as a result of our 
involvement with your case, your credit rating may be adversely affected. This is 
because your creditors (and by extension the credit reference agencies) may become 
aware of your financial situation. 

 
Termination of advice 

You do not have to follow Money Lifeline’s advice and may stop asking for our advice 
at any stage. If you decide to do that, please let us know as quickly as possible. 

We may end our debt advice to you if: 

• It is mutually agreed that further appointments would not be of any further 
benefit to you 

• You fail to keep appointments without giving reasonable notice or explanation 

• You are involved in illegal activity or fail to comply with any legal requirements 
such as ensuring you carry out any actions necessary to prevent benefit or tax fraud 

• You take out further borrowing once the advice process begins, without 
speaking to us first 

• You seek advice from another debt advice agency, as two debt agencies cannot 
advise you at the same time 

• You threaten, harass or abuse a member of the Money Lifeline team or take 
action that may bring disrepute to the centre. 

If we cannot return any of your papers to you because we are no longer able to 
contact you, we may shred them three months after our last contact. 

If you ever feel unhappy or dissatisfied with the service you receive from Money 
Lifeline, or you decide to seek advice elsewhere, please speak to any adviser. If you are 
still unhappy, please ask for a copy of Money Lifeline’s Complaints Procedure. 

Your reference number is ...........................................  and your debt advisers are 

 .................................................................  and  ...................................................................  

Copy to be retained by client 


