
PROV I D I N G YO U W ITH A 
LIT TL E E X TR A S U PP O R T 



We may need extra support at any stage in our life, for different reasons. Living with or 
developing health conditions can make it more difficult to be able to manage finances. 
Personal circumstances like divorce or bereavement can leave us needing to use our 
money in a different way from how we’d planned.

At Family Building Society we strive to cater for all our customers’ needs. Our 
Customer First Team aims to support customers who may need some extra help, with 
compassion and flexibility, in response to their personal circumstances. 

If you need a little extra support managing your account(s) or a family member’s 
finances, they can talk to you about the different options available.

WHO IS IT FOR?
There are many reasons why you might want or need a little extra help, 
such as:

–	 You’re living abroad 
–	 You can’t leave the house easily 
–	 Short-term or long-term illness 
–	 Injury 
–	 Failing eye sight or hearing 
–	 Poor mental health 
–	� Communication difficulties (for example, if English is not your first language 

or you find it difficult to talk)
–	 Change in circumstances (for example, bereavement, divorce or job loss)
–	 You’re a victim of economic or financial abuse (for example, another person is 

controlling your financial decisions, or access to your funds).



Third-party mandate 
You can appoint a trusted third party to 
authorise payments from your account.

Authority to Release Information
You can appoint a trusted third party to 
obtain information about your account. 

Ordinary Power of Attorney (PoA)
You can appoint a trusted person (your 
attorney,) to make financial decisions on  
your behalf.

Lasting Power of Attorney (LPA)
You can give a trusted person the legal 
authority to make decisions on your 
behalf if you no longer want to make 
decisions yourself or if you lose the 
mental capacity to do so.

Court of Protection
If you lose capacity to operate your 
finances and do not have a LPA in 
place, an application can be made to 
the Court of Protection for a friend or 
family member (or a solicitor if there is 
no appropriate person), to take control 
of your account(s).

Department for Work and Pensions 
(DWP) appointee 
If you find it difficult to manage your 
benefits, for example, because of loss 
of mental or physical capacity, a family 
member or friend can apply to the DWP 
to become your appointee and can 
claim and manage your benefits on your 
behalf. 

YOUR OPTIONS

If you want to speak to the Customer First Team, please contact our Family 
Service Team who’ll be able to put you through. If you're a savings account 
holder, please phone 03330 140144. If you’re a mortgage holder, please phone 
03330 140146.



Please see our website familybuildingsociety.co.uk/help-and-extra-support  
for further details about getting extra help. 
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If you need this document in an alternative format please call our Family Service Team on 03330 140144. 
To find out more, please contact our Customer First Team:

Type of 
Vulnerability

Recommended 
Support Services How they help

Contact  
numbers

Mental Health 
Struggles / 
Suicidal thoughts

Samaritans 24/7 emotional 
support for people  
in distress

116 123

Mind Mental Health 
advocacy, advice and 
local services

0300 102 1234

Financial
Hardship / Debt

StepChange Free debt advice, 
repayment plans

0800 138 1111

Christians Against 
Poverty (CAP)

Debt counselling & 
budgeting support

01274 760720

PayPlan Free financial & 
debt management 
solutions

0800 316 1833

Bereavement Cruse Bereavement 
Support

Help coping with 
grief and loss

0808 808 1677

Serious illness /
Disability

Macmillan Cancer 
Support

Financial and 
emotional support for 
those with cancer

0808 239 9397

Scope Support for people 
with disabilities

0808 800 3333

Domestic Abuse Refuge / Women's 
Aid / Men's Advice 
Line

Support for those 
experiencing 
domestic violence

0808 2000 247

ADDITIONAL SUPPORT IS AVAILABLE

https://familybuildingsociety.co.uk/help-and-extra-support

