West View Advice & Resource Centre
Client Charter

Our Commitment to You

e At West View Advice & Resource Centre, we are committed to providing a high-
quality, professional and client-centred advice service.

e We aim to ensure that everyone who uses our service feels respected,
supported and able to make informed decisions.

What You Can Expect From Us
1. Confidentiality

+ Allvisits, discussions and correspondence are treated in strict confidence
« We will only share your information with your consent, unless required to do so
by law or where there is a risk of serious harm

2. High Quality Advice

« We provide advice that is accurate, up to date and based on your individual
circumstances

o Our advisers are trained, supervised and supported to maintain high standards

e Ourwork is regularly checked to ensure quality and consistency

3. Respect and Fair Treatment

e You will be treated with dignity, respect and without judgement

o Our service is free, independent and impartial

¢ We will not discriminate on the basis of age, disability, gender reassignment,
marriage and civil partnership, pregnancy and maternity, race, ethnic origin,
colour, nationality, religion or belief, sex or sexual orientation

4. Clear Communication
* We will explain your options clearly, including any risks and benefits
+ We will support you to make informed decisions about your situation
+ We will agree next steps with you and explain what will happen

5. Access to Our Service

 We aim to provide a welcoming and accessible service
« Reasonable adjustments will be made where needed to support access



¢ We will explain any waiting times and keep you informed
6. Appointments

+« We aimto see you as close as possible to your appointment time
« Ifthere is a delay, we will explain and apologise

7. Involvement of Trainees

e Trainees may be involved in your case for training purposes
o This will only happen with your permission
e You are free to refuse without any impact on the service you receive

8. Safe and Comfortable Environment

e You are entitled to a safe, respectful and smoke-free environment
e We expect all clients and staff to treat each other with respect

9. Feedback and Complaints

o« We welcome your feedback to help improve our service
» You can provide feedback through forms, online or by speaking to a member of
staff

If you are unhappy with our service, you have the right to make a complaint:

Write to:

Valerie Evens, Centre Manager

West View Advice & Resource Centre
Miers Avenue

Hartlepool

TS24 9)Q

Your complaint will be investigated fairly, impartially and without prejudice
We aim to respond within 25 working days
10. Your Responsibilities
To help us provide the best possible service, we ask that you:
e Provide accurate and complete information
« Keep appointments or let us know if you cannot attend

« Treat staff and other clients with respect
o Follow agreed actions where possible
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Continuous Improvement

We regularly review our service using:
e Clientfeedback
» Outcomes achieved

« Complaints and compliments

This helps us improve and ensure we continue to meet the needs of our community.
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