A Guide to your Life Plan

Financial services for taking control of your debts




Contents

Welcome

Family Protection Pack
Bank Account

Debt Management
Shrink your bills
Customer Charter

Fees Explained

Things To Consider

What happens next

Call us on: 08000 433 433
Visit our website: www.moneyvillage.co.uk

Money Village® is a trading style of Debt Management Associates Ltd., registered in England number 3711687.
Consumer Credit Licence number 473207.

13

15

17



Welcome to

Money Village®

When money becomes a major problem
it can be hard to find your way back to

financial health on your own.

A supportive community, where
expert advice is readily available, can
provide you with the tools you need to
make that journey.

Money Village® has been built to
provide you with those tools, to help
you create a blueprint of the financial
future you want and point you in the
right direction as you move towards
taking control of your debts.

As with most of life's most challenging
experiences, facing the fact that there’s
a problem with your finances is the first
step towards that recovery.

This guide explains, clearly and
concisely, how you can reach your goal.
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It will take you through the options
available to reduce your debts, the

ways in which you can reduce your
outgoings and explain how you can
begin to improve your credit rating.

In these pages you will find valuable
information about the routes to taking back
control of your debts - debt management
plans, bankruptcy and Individual Voluntary
Arangements (IVAs) - what they are,

how they work, the advantages and
disadvantages of each, enabling you to
make decisions that are right for you.

Learn, too, how to reduce your bills
and take control of your money.



The

Family Protection Pack

To welcome you to the Money Village® community
we are giving you two valuable financial products

to safeguard you and your family.

Especially for you, we've sourced
two insurance policies designed to
eliminate the stress caused by the
unexpected.

Family legal insurance

A policy that eliminates the anxiety of
unexpected legal costs that may arise
for any number of reasons - personal
injury or employment disputes for
example.

Motor legal insurance protection

With this policy, one call to the number
on the key-fob provided will take care
of everything that needs doing if you're
involved in a motor accident.

A panel of expert solicitors will handle
it all, from negotiating the best
settlement from your insurance
company to claiming costs from a third
party and, if necessary, representing
you in the case of personal injury.

Call 0845 459 5959 now to activate
your FREE family protection pack.
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Bank Account

At Money Village® we understand ‘
that if you are having some financial 3365 Bekbrll Suyl

P

difficulties, it is likely that you experience

some problems with your bank.

It can be a stressful situation if your e Chip & PIN MasterCard®
main bank is also a creditor with prepaid card
your wages going to an institution N

Accepted at over 28.5 million

that you may not be on the best of outlets including overseas

terms with. _ . .
e 24/7 online banking with internet

) . and telephone banking services
Money Village® has partnered with

Secure Trust Bank to solve this o )

All this in an account designed to help

problem for you. .
you keep control of your finances.

, Regardless of situation, everybody
Imagine a bank account that offers :
needs a bank account they can rely on.

No credit checks Finally, welcome to a bank account

»  Never go overdrawn again designed for your specific needs!

e No charge for bounced

. . Terms and Conditions apply. One off set up fee.
direct debits Monthly Management fee applies

Secure Trust Bank PLC is registered in England and Wales.
Registered number 541132, Registered Office: One Arleston
Way, Solihull, B90 4LH. Authorised and regulated by the Financial
to Manage your money Services Authority. This card is issued by Secure Trust Bank PLC
pursuant to a license by MasterCard International Incorporated.
MasterCard is a registered trademark for MasterCard International

e Flat fees - no hidden charges Incorporated.

e Use automated transfers
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Managing your Debt

When you find yourself in debt and unable to pay

what you owe, there are a number of options available,

some of which you may already have explored.

Before making any final decision about
your financial future, our experienced
advisor will carefully review all your
finances, making sure that you know
everything you need to be sure you're
taking the right road.

If refinancing is an option, we will help
you to do that. If not, the alternatives
of bankruptcy, an Individual Voluntary
Arrangement (IVA), a debt management
plan, or Debt Relief Order (DRO) will be
discussed.

An IVA is a formal agreement between
you and your creditors and offers an
alternative to bankruptcy, though if it
fails, you will be made bankrupt. To
qualify, you must owe at least £15,000
to three or more creditors, and 75%
(by value) of those creditors must agree
to the IVA.

Bankruptcy is a legal way to clear
your debts when all other options
have failed. It can offer an escape from
overwhelming debts and allow you to
make a fresh start, but the impact of
bankruptcy on your life can be serious
and long-lasting. It can involve the loss
of your home, your assets, including
pensions, and your credit rating.

An alternative to Bankruptcy may be the
Debt Relief Order This resolution is
subject to strict criteria and will only suit
individuals with specific circumstances.

If you don't qualify for an IVA or
bankruptcy, or you prefer to avoid taking
either route, A Debt Management Plan
can offer the ideal alternative solution.

In challenging circumstances, a debt
management plan offers a solution that
eases the stress by providing a
structured repayment programme,
giving you back a sense of control.
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What happens next?

If you decide that a debt management plan is the route you want to take and
your creditors agree, the process is simple, straightforward and you’ll be supported
all the way. All you will have to do is make a single, affordable payment each month.

1. You will have access to a team of 6. Your situation will be regularly

personal advisors who will all have
expert knowledge of your

circumstances.

. An advisor will go through your
income and expenditure in detail
with you to establish how much you
can afford to pay each month.

. Your creditors will be contacted
and asked to freeze or reduce the
interest on your accounts. In the
majority of cases they will agree.

. An advisor will handle all further
negotiations with your creditors
and deal with all correspondence.

. You pay a single affordable sum
to the debt management company
each month and they pay your
creditors the amounts that have

been agreed.
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reviewed and further advice

offered if it's needed.

“I'really didn’t know where to
turn. Since my husband lost his
job earlier this year, things just
seemed to spiral out of control.
At first, | ignored any official
looking letters, hoping it would
all just go away. Of course it
didn't, it just got worse, because |
didn’t do anything about it.

I am now working with you to
pay off my creditors and feel that
our lives are worth living again.
Thank you so much!”

Mrs S, Yorkshire



The Bill Shrinker

Shrink bills effortlessly

Imagine saving hundreds of pounds...
with someone else doing all the work.
What's stopping you now?

Moving to new utility providers,
changing your mobile phone contract

or opting for a different insurance N

policy can save hundreds of pounds -

every year, but doing the money-saving

work can be time-consuming and you’ll be given your own personal

stressful. financial assistant who'll do it all for
you. If you want to save, but don't

Register with us and your personal have the time or the energy to traw!
financial assistant will discuss your through dozens of sites or you're not
outgoings in detail, research the confident of finding the very best deal,
market and deliver the ideal money- The Bill Shrinker offers a real solution
saving solutions - and once you've by providing you with someone who
completed your registration form, will take the stress out of searching
you can say goodbye to form-filling, and switching.

computer crashes and stress.

With dozens of sites and thousands of
What makes The Bill Shrinker so prices researched and compared daily,
different? you can be sure that the deals your

, assistant finds are the best ones for you.
The personal touch is what makes us

stand out in the switching crowd -
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A decision based on price alone can
leave you without the cover you need,
or without some elements of the
services you're looking for.

The Bill Shrinker guarantees to find you
not just the cheapest options, but the
options that meet your needs exactly.

And we'll keep on checking every day,
so that you can be confident that
you're always making the maximum
savings on your bills.

What's the catch?

The Bill Shrinker offers all the pluses of
switching, none of the minuses and the
added bonus of someone to do it all
for you. There are no catches and no
costs.

In common with all switching services,
providers pay commission to The Bill
Shrinker, ensuring that the service is
free to you, the customer.

What they say about us

Thousands of people are already
makings savings thanks to the simple
solution offered by The Bill Shrinker:

www.moneyvillage.co.uk

“Thank you Money Village®. It
was fantastic to realise that
people are there to help, the
service has been great and

to date you have saved me
£418.76. | can’t wait to see how
much better off you make me

”

throughout the next 12 months.

Mrs M, Angus

“Absolutely brilliant. Nothing
seems to be too much trouble.
The agent did so much work on
my behalf, even staying after his
working hours to ensure my case
had been dealt with. | feel much
more confident with my money
now. | can’t believe | had been
paying so much for my utilities
and insurances - thanks for
saving me £853.30.”

Mrs W, Wigan



Customer Charter

Money Village® firmly believes in

delivering an excellent service.

We will always communicate clearly
with customers - what we will do for

you, what we don’t do, the services we 5.

offer, the standard of those services,
and what you can do if you believe we

haven't delivered. 6

What we do for our customers

1. We offer a face to face consultation
where the advisor will complete a
full financial analysis and will give
best advice based on that analysis.

2. We provide expert knowledge and
professional service.

3. We will make sure that you under-
stand your options and the service

we provide.

4. We recommend what we believe
is the most suitable product for
you, but leave you the freedom to
choose from any of the available
options.

—_

We will give you regular updates
on your plan, ensuring that you are
always fully informed.

If we make a mistake at any point,
we promise to do our best to fix it.

What we don’t do

We don't provide all of our services
for free.

We don’t promise to write off your
debts.

While we promise to negotiate with
your creditors, we do not guarantee
your creditors will stop interest and

charges on your debts.
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Our Service

Fact Find

This is the most important part of the
whole process and is where it all starts.
We will spend as long as it takes with
you to obtain all the relevant
information about you and your
financial situation.

It is essential that you continue to pay
your ‘priority debts’, such as your
mortgage, rent and utility payments.
The information we gather is then used
to recommend the most suitable
solution for you.

We believe we have a solution for
everyone. Where we don’t have a
solution for you, we'll try and help you
find someone else to help you.

Debt Management Plan

If a debt management plan is the
recommended solution, once the first
fee payment has been received, we will
contact your creditors to advise them
that we are dealing with your financial
affairs.

www.moneyvillage.co.uk

When the balance of the fee has been
paid, we will send your creditors a full
Statement Of Affairs (SOA), with offers
of repayment that we have calculated
based on your individual Monthly
Disposable Income (MDI).

At this stage we will ask your creditors
to freeze all interest and charges on your
debts, although no organisation can
guarantee that they will agree to this.

Creditor Negotiation

There is quite often a series of negotia-
tions that takes place with some or all
of your creditors before they will accept
the reduced offers of repayment.

We will deal with all of this negotiation
for you. As we receive notification from
each creditor, we will advise you of the
outcome and let you know the next
course of action.

In the unlikely event that a creditor
refuses to negotiate with us, we will let
you know (creditors are legally bound
to accept the payments from us, but
they may refuse to negotiate with us
and continue to pursue yourself).
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Payments to creditors

It is essential that you maintain your
monthly payments to us so that we
in turn can make regular payments to
each of your creditors.

Phone calls and letters from your
creditors are much more likely to lessen
or stop if they are receiving regular
payments on time.

Regular reviews

We will carry out a regular review of
your financial situation. If your income
increases, you should be able to
increase your regular payment to
reduce your debts more quickly. After
your regular review, we will write to
your creditors with an updated
financial statement and revised offers
of repayment if applicable.

Individual Voluntary Arrangement

Where an Individual Voluntary
Arrangement (IVA) is identified as an
appropriate solution, either at the initial
Fact Find stage or later on

following a regular review, one of our
IVA specialists will call you and discuss
the advantages and disadvantages of

1

that solution with you. If you decide
to proceed, we will support you as an
Insolvency Practitioner works with your

creditors to come to an agreement.

Whilst this process is underway, we will
continue to support you in your debt
management plan, if you have started
one, so that creditors continue to
receive regular payments.

Our service
standards explained

We aim to provide a professional serv-
ice at all times and a Personal
Advisor aims to meet the following

service levels.

Incoming Post

We aim to deal with and/or reply to
any incoming correspondence within 5
working days of receipt.

In most instances, we receive a copy of
any correspondence that your creditors
send to you, so you don’t need to send
us every piece of post that you receive
from them.
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Generally we only require letters that
refer to legal or court action, but if
you are in any doubt then speak to a
Personal Advisor who will be able to
help you.

Email

Wherever possible, it is best to email
us if you have a general query that
does not require an immediate answer
by telephone. We aim to respond to
emails within 48 hours.

Telephones

We do not operate a large inbound call
centre, but instead prefer to use small
teams of highly skilled Personal
Advisors who can deal with all aspects
of your case. Our advisors work in
teams which means that there should
always be a Personal Advisor available
who knows your case and can help

with your enquiry.

www.moneyvillage.co.uk

Voicemails

If you call us outside normal office
hours, or choose to leave a message
rather than wait for a Personal
Advisor, we will return your call by the
end of the next working day.

What to do if you are not happy
with our service

We are committed to providing a
professional and ethical service to all
our customers, but if you are unhappy
with any of the services we provide or
with any other aspect of our business,
we want to know.

If you would like to give us feedback or
want to make a complaint, please
contact a Personal Advisor for
information on how to proceed.
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Fees Explained

Money Village® aims to be totally
transparent in its fees and charges.

Money Village® recognises that
customers have a wide range of choice
across both public and private sector
organisations offering debt help.

An Initial Instruction Fee of £495 is
payable to cover the costs of setting

up the Lifeplan.

This can be paid in one lump sum, or
spread over a period of 2, 3 or 4 months,
interest free.

Where the payment is spread over 2, 3
or 4 months, this will result in lower
repayments being made to your
creditors for that period. In order to
show commitment to your creditors, a
payment of £5 per creditor per month
is required during the fee payment
period.

There is a Monthly Management Fee
to cover the cost of administering
payments to creditors, providing a
dedicated Personal Advisor, and dealing
with subsequent queries from creditors.
This fee is £30 if you have 1 or 2 debts,
£35 if you have 3 debts and £40 if you
have 4 or more debts.

13

Typical Examples

This section contains examples of

situations where Money Village® could

help clients. In all 3 examples the

details are as follows:

e The total debt is £30,000

e The Monthly Disposable Income
(MDI) is £200

e The number of creditors is 3

Payment Schedule

Month 1 the customer will pay £200 of
which £185 will be taken as part of our
fee and £15 will be paid to the creditors.

Month 2 the customer will pay £200 of
which £185 will be taken as part of our
fee and £15 will be paid to the creditors.

Month 3 the customer will pay £200 of
which £125 will be taken as the final
instalment of our fee and £75 will be
paid to the creditors.

After this the customer will pay £200

each month, of which £165 will go to the
creditors on a pro-rata basis and £35 will
be taken as the Monthly Management Fee
by Money Village®. This arrangement will
stay in place each month but will be
subject to scheduled reviews.

mone!.rt‘



In all of these examples it is assumed that the customer will pay the initial fee over 3 months.
Therefore in the first 12 months, the customer will only pay 9 installments of the Monthly
Management Fees.

Example 1
In this example the client is placed on to a Debt Management plan. During the plan the client’s

circumstances change and they are able to borrow a lump sum from a family member.

Total Set-up Monthly 1st Year Subsequent Full & Final
Debt Fee Management Fee Cost Yrs Cost Settlement
£30,000 £495 £35 (payable from month 4) | £810 £420 £16,500*

* Full and final settlement figure includes a
Total amount paid 10% fee or £1500

After Year 1 After Year 2 After Year 3

£17,310 £17,730 £18,150

Money Village® could negotiate a 50% debt write off with the creditors or £15,000 off the total debt. This is an example and the
amount of debt written off in a Full and Final offer can vary.

Example 2
In this example the client was placed on a debt management plan and at their 12 monthly

audit the client’s circumstances have not changed.

Total Set-up Monthly 1st Year Subsequent Yearly Debt
Debt Fee Management Fee Cost Yrs Cost Paid Back
£30,000 £495 £35 (payable from month 4)  £810 £420 £1,980

For specific fees relating to your personal plan, please see the worked example in your important document folder

Example 3
In this example the client was placed on a debt management plan but after the first year their

circumstances changed in a negative way. Given that the client now had a high negative
Monthly Disposable Income the client chose to go bankrupt in order to have the debts discharged.

Total Set-up Monthly 1st Year Receivers = Court Total_ d

Debt Fee Management Fee  Cost Cost Fee Repaid to
Creditors

£30,000 £495 £35 (payable from month 4)  £810 £420 £150 £1,485

www.moneyvillage.co.uk 14
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Full and Final
Settlements

A Full and Final settlement is an offer
made to your creditors for an amount
of money that would pay off an
amount of debt in return for the bal-
ance of the debt being written off. It
may be that a family member lends you
the money. If you find yourself in that
position, Money Village® will negotiate
with your creditors on your behalf to
write off a percentage of the debt.
Money Village® will charge a fee of 10%
of any saving you make in this situation.

Our Creditor Liaison Team have years of
experience negotiating for our clients
to maximise the amount of debt that

is written off and minimise the amount
our clients have to pay.
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Things to
Consider

Cooling Off Period

You have an initial cooling off period of
14 days from the date we receive your
signed contract, during which you can
change your mind and receive a full
refund of any monies paid to us. If you
wish to cancel your plan at any time after
this, then an assessment of the work we
have undertaken against the fee pay-
ments received will be carried out. You
will be notified of the outcome of this
assessment. Any fees that are due to be

refunded will be done so within 14 days.

Your Credit Record

If you have maintained all of your
monthly debt repayments (for example
the minimum payments due on your
credit cards and loans) in full before
entering a plan, your credit record is very
likely to be adversely affected by entering
the plan. This is because under the plan,
you will not be paying the full monthly
debt repayments, and this information is
shared with credit record agencies, who

keep this infarmation for at least 6 years.
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Companies look at an individual’s credit know that we are dealing with your

record to assess whether potential financial affairs.
customers are ‘good risks’. Examples

might be mobile phone companies, as Where creditors decline to freeze charges and

well as banks and building societies. interest during this period, or indeed during

the plan, one consequence is that the amount
If companies do not believe you are a owed will increase and therefore the length of
‘good risk’ they may not allow you to time required to repay your debts will increase.

access their goods and services, or

require some sort of deposit before they
do. In general, no company - including
Money Village® - can guarantee that
your credit record will not be adversely
affected.

Priority Debts

Your Debt plan does not include your
‘priority debts’. Payments such as your
mortgage, utility bills and council tax
(including any arrears) should be paid by
you — they will not be paid as part of

this plan.

Payments

Where customers choose not to pay their
initial fees up front, we allow fees

to be paid in 2, 3 or 4 instalments. As
stated on page 14, during this period. a

nominal payment of £5 is made to each of

your creditors. As a result of not making

full contractual payments to your creditors,

your account will go into, or further into,

arrears. We will, however, let your creditors

www.moneyvillage.co.uk

All companies that offer debt counselling
should tell you this, and no-one should
guarantee to you that this is not the case.

Creditor Activity

Once customers have been in a plan for
a few weeks, most of them experience a
reduction in the number of phone calls
and letters from creditors, in fact reduc-
ing creditor ‘hassle’ is one of the key
benefits of joining Money Village®.

Whilst in your plan, you should never
ignore letters from your creditors. Your
personal advisor will always be on hand
to advise you if you do not understand
why you have received a letter from
your creditor. Money Village® - like every
organisation offering debt counselling -
cannot guarantee that collection actions,
including default notices and litigation,
can be avoided; and that default notices
may incur costs that will be added to a
customer’s debt.
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What happens next?

Once our advisor has concluded the initial meeting with you, or you have

returned the paperwork to our offices, you have taken the first step.

To help you, we have detailed below a few of the next events, together with

expected timescales. These are approximate timescales and are based on your first

payment (or deposit) being paid on Day 1.

Time

Day 1

Day 1-3

Activity

Your signed contract, and associated paperwork is received at our offices.
Your 14 day cooling off period commences.

Your first payment needs to be made to us as soon as possible — this is when
we start to contact your creditors.

If your current bank is one of the creditors, it is recommended that you
change bank accounts, and we need details of your new bank account as
soon as possible.

When your case is received by us, we will contact you to confirm this.
We will let you know the name of your Personal Advisor, and will arrange
a convenient time for them to carry out a Welcome Call.

Day 1-5

We will start to process your application, but your creditors will not be
contacted yet (unless you have signed the section of the contract asking us to
do so). There are 4 main things we need before we can begin to act on your
behalf:-

= A signed contract from yourselves

= Your first fee payment

= Details of the bank account from which regular payments are to be made
= Correct account references for each of your Creditors.

Your Personal Advisor will make their initial Welcome Call to confirm the
above, let you know exactly what the next steps are, and guide you through

the first few weeks of setting up your Life Plan.

17

money"



. S

Day 1-5 You will also receive a call from Money Village®, who will look to start the Bill
Shrinker process - reviewing your various outgoings to see where savings can
be made.

Day 15 At the end of your cooling off period, once the first fee payment has been made

we will write to each of your creditors, asking them to confirm the balance
outstanding on your account, and we will ask them to freeze all interest and charges.

It is possible that other companies, similar to ourselves, may try to contact you
and persuade you into taking up their services. We suggest you simply tell
them you have already taken advice and don’t require their help.

At this stage, you may still receive contact from your creditors - until they have
received our offer of repayment, they may try to obtain payment directly from
you. Again, we suggest you simply advise them that you have taken advice
and that Money Village® will be in touch with them to discuss your account.

When Once we have received our initial fee, we will write to your creditors with the
initial fee Offer of Repayment, which is based on your monthly disposable income and
is paid the balance outstanding on each account - the creditors with a higher

balance will receive a proportionally higher payment

Your Plan is now fully set-up - all you have to do is maintain the regular
payments to us and we will do the rest.

As we receive a response from each of your creditors, we will advise you as to
whether or not they have accepted our Offer of Repayment. Even if they don’t
accept our Offer, we will still send payments to them (which they must credit
to your account) and continue to negotiate with them on your behalf.

www.moneyvillage.co.uk 18



©
L

74

money

Call us on: 08000 433 433

Visit our website: www.moneyvillage.co.uk
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The Lifeplan is brought to you by Money Village®, a trading style of Debt Management Associates Ltd.

Debt Management Associates Limited is registered in England (company number 3711687).
Registered office; Gallery House, 3rd Floor, The Headrow, Leeds, LS1 5RD
Consumer Credit License number 473207

DMA is a founder member of DEMSA (Debt Managers Standards Association). DEMSA are the first trade body within the
finance industry to successfully secure approval under the Office of Fair Trading Consumer Codes Approval Scheme
(CCAS).



