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If you struggle with keeping your home warm, dry and comfortable, or are worried 
about your gas and electricity bills, we can help. We give free, confidential and 
impartial energy and fuel billing advice to households. 
 
We can: 

 Provide you with advice, information and support over the phone, mail and 
email 

 Visit you in your home  

 Meet you at a specified advice surgery 
 

What you can expect from us: 

 Professional, impartial and free energy saving advice, and support to help you 

stay warm in your home at an affordable cost.  

 Impartial advice and support in making the most of what your energy supplier 

can offer you – including switching to a different supplier, or alternative ways 

of paying off a fuel debt. 

 When available, help to access funding for improvements to your home that 

will help you heat your home at a more affordable cost.  

 Support in talking to your fuel supplier / landlord / installers to make sure you 

don’t miss out on any services you could benefit from. 

 Referral to other organisations who can provide appropriate services to you. 

 A respectful, fair and honest service, which is easy for you to access whatever 

your personal circumstances. 

 

Complaints: 

 Should you have a complaint about our service, we will attempt to address it 

swiftly and efficiently.  In the first instance please tell your advisor about any 

problems, if you are not satisfied with the help they provide, you can contact 

the team coordinator at the number below. If you request it we can provide 

you with our full complaints policy. 

 
Kirsten Cook 
Affordable Warmth Team Manager 
Direct Dial telephone: 0131 468 8654  
Reception: 0131 555 4010  
Address: Changeworks, 36 Newhaven Road, Edinburgh, EH6 5PY 

 

 



CHANGEWORKS Resources for Life Ltd. is a company registered as a charity in Scotland 
and limited by guarantee. Charity No. SC015144. Registered Office: 36 Newhaven Road, 
Edinburgh EH6 5PY.                                                           
Last updated 16 February 2017 

What we expect of you: 

 To provide honest and complete information to the best of your knowledge to 

help us provide the best possible advice and support for you. 

 Working with the support and guidance of a Changeworks advisor, take a 

certain level of responsibility for resolving any issues or problems you may 

have with your energy use/bills. 

 To attend meetings and appointments at agreed times. Please let us know in 

advance if you cannot attend an agreed meeting.  

 Changeworks staff has the right to work without fear of aggressive behaviour, 

assault or abuse. Any threatening behaviour towards staff may result in a 

withdrawal of service and possible legal action. 

 
Confidentiality:  
Changeworks provides a confidential service. We keep a safe and confidential record 

of your details, your enquiry and any advice given and action taken. You can request 

to see the information we hold about you at any time, by writing to the Data Controller 

at the address overleaf.  

 

We will not share your details with a third party, unless you have given us permission 

to do so for a specific purpose. Only in exceptional circumstances, where there is a 

legal duty, will we share your details with a third party.  

 

If you have a carer, or receive support from a friend, family member, social worker or 

another person, and you would like us to liaise with them, please tell your advisor. 

Likewise, if you would prefer us to not communicate with them regarding your case, 

please tell your advisor. 

 

Data Protection: 

Changeworks will retain the information you have provided in a secure location for a 

period of 6 years. We must report our project results to our funders and external 

auditors, however your data will not be shared with third parties unless you have 

given us permission to do so for a specific purpose. Only in exceptional 

circumstances, where there is a legal duty, will we share your details with a third 

party. You have the right to see any information held on request. We may also from 

time to time contact you to ask your opinion about the services we provided you, or to 

provide you with further energy advice and information which may help you in the 

future.  

 

 


