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$ PARQ DI DIOWN HAIFDGEFHGHQW $Y0 $ LVWH RQO
8. FKKDUW VRGO GHGEFEDWG WR VXSSRUMI SHRSOGH

DI THAMG E\ DYRIGDE®I P HGALFEDCKDULP
. HSWRYIGHH SHIDGYIEH DQG VXSSRUANR KHS

IOGIYIGXDY 1 LQG DQVZ HY DQG HOVXUH WHUYRIEHV DUH
KHDLG : HXWHZ KDAZ HBDLD ILRP WRWH Z HVXSSRUN

VR 1QI XXHOFH SRAR FKDQIHV XMIQJ WHVH IO KW \R




0 HGIFDOKDUWP  FDQ EH GHYDWIMQJ ,Q DQ
RYHUMHVIAKHG DQG FKDEBIQI HG KHDOMFDUH i VWP

Z I W | XQGHUKXJIH SUHWXUH SDWHOW FDQ RIQ

| HHOXQFHURLQ RI QH WWAMSY DQG DBRQH DIVMUP HGLFDO
KDWP KDV RFFXUHG

6HDUFKIQJ 1RUDQVZ HUY Z KIOMFRP 1QJ VR VALP V Z IWK
DOLOMUY  SK\ MIFDO SV FKR®JLIFDCRUERW  DQG
QDYLIDWQJ DFRP SO WHGIHW W WP LOFOXGLQU
®UDOFDQ | HHCRYHZ KH® LQJ
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( (P SRZ HU3DWHQW

3URYIGH [ UHH DGYIEH DQG lQIRUP DWRQ
DQG VXSSRUNQGMGXDA DQG I DP 1AHV
WURXIK FDVH Z RN DQG KHDOMFDWH

LHDWG LQT XHW |

0 DNH + HDAQWFDUH 6DI HU

HH DAWR
$Y0 $ DP VR HOVXIH WDWDYRIGDE®!I KDUP

3UHYHOQWA DLP
IV DANQRZ BIGIHG SURP RWQJ | DILHU . UYH KOOI HWURXIK SRR Z RINDOG
A VWPV DQG DFFHW VR LHGUHW VR WDW

SXE@ FOP SDUIQV
WRVH DI HAMG DIHHP SRZ HHG —

XQGHUMRRG DQG H I HPAWYH®D VXSSRUMG

[ HDUWQ DQG IP SLRYH | LRP
DYRLGDE® KDUP

. 3WRP RW DQG 1QI XXHOFH EHVWBLDPWAH 1Q
DGYRFDWJ |RUKDUP HG SDWHOW







( P SRZ HUQJ 0 DNLQJ QI OXHOFIQJ
3 DUHOW + HDOKFDUH 6 DIHU o/4HVB LDFWFH

.~ 1HZO\ DSSRLQWHG
|N 6SHFLDOLVW &OLQLF
1HJOLJHQFH 6ROLFLYV
3HRSOH VXSSRUWHG
WKURXJK RXU KH|OSO

NI{’I‘ O FDVHZRUN

A 5SHVSRQGHG WR PDNRU SROLF\

G
O FRQVXOWDWLRQ WR_\LQIOXHCNIN 4 DEEUHGLWHG 6SH

KHDOWKFDUH SROLI 8OLOLFEDO 1HJOLJIHOI
IDZ\HUV

6SHFLDOLVW &OLQLF
H[FHHGHG WKHLU () PHGLD VWRULHV RQ SDWLHQW)x Q
LF

6DLG $Y0$ PHW RV . &RQWULEXWHG WR QDWLRQDO $Y0$ SFFUHGLWHG
H[SHFWDWLRQV - I 1HJOLJHQFH 3DQHO

VDIHW\ DQG V\VWHHF

UHIRUP 6ROLFLWRUYV
A A | KK X ) 3uriHVVLRQDOV WuD
XIOOO ... (QIDJHG ZLWK RYH
6HOI KHOS JXLGHpV Nl RUJDQLVDWLRQV KHOSLQJ WR
- GRZQORDGHG VKDSH WKH SDWLHQW VDIHW\_ 9ROXQWHHUV KRXUYV
ODQGVFDSH ||O | . FRQWULEXWHG E\ OH
YHWZHHQ -XO\ ODUFK GXH WR FKDQJHV LQ DQDO\WLFV V\VWHPV

PHGLFDO SURIHVVLR
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(P SDWHWE &GDUDQG $ PARQDE®! 6XSSRUN

2 XUWNI | DQG YRXQWIHUYY GHOYHUVILARHG HP SDWHWE FBIDU DQG

DRPARQDE® VXSSRUNKDWY FROVMMQWD Z HOUHFHLYHG E\ WH SHRS G
Z HVHUYH

VWOIG$Y0 $ P HARUH FHHGHG H SHRVIDVIRQV
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3oimegs O @55 8N ‘he advice I received was really thoughtful
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as given options of what I could do, and |

felt that I was listened to, understood, and | now know what

TKHSHIRQ, VSRN\HWR ZDV

I’'m going to do in terms of making the complaint. I feel much

YH) FD® DQGP HDWXUHG TKDON\RX YH) P XK IRU <RXURKDUW KDVEHHQ D
6KHJDYHP HDO@KH \ RXUWKSSRUINV<RX JDYHP H QHIOHIRUP HVRGDL $IWUDQ better for having phoned, and I'm very grateful for the advice
IORP DWRQ, GHEHG Z W FEDUMWSVRQKRZ \R SURAHHG LOTXHWMDWEIGQWIR P \ ] . .
RP SD\MRQDQQGM |V ZIW P\ FRP SDIQMQFOGQ] ZD\ , IHVARP SGWD DWD you have given both on the helpline and the website. Thank
P XFK EHMAJDIWMZ DUGV Z KRR FROBANDQG Z KDWR AW 6SHONQJ VR \RP HRQH "
60 § + HEHFLDU \D KHSHG HORIP RXO you so much.” $Y0 $ +HSQQH FDBU
/ $Y0 $ + HS@H FD®U ) $Y0 $ + HSMH FDGU
NG NG
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2YHU 1Q SHRS® Z KR FROVDPWRXUKHS@OH KDYH
DQHDG\ EHHO VWUDHG GRZ QE\ D VRIFLYRU

. HVXSSRUASHRS® Z KR KDYH DQHDG EHHQ WUWQHG DZ D\ E\ WH
®1J DO WHP

$Y0 $ VXSSRUN WHVH LOGLYIGXDY E\ FGDUD H SMIQIQI WH
DOMLODWYHV VR @AJ DWRQ LOFOXGIQJ P DNIQJ D IRWP DOFRP SOIOW
WURXJK 1 +6 RUHIX@VWRU ERGIHV : H DUHDOR Z RINQJ VR LDIVH
JUHDWUDZ DUHOHW Rl P HGIDWRQ DV D SRWQWDOSDWZ D\ R
UHVROMRQ

%4 Z RINQJ Z IW RWHURWI DOVDWRQV VR [P SLRYH HDUD VLI QSRWMQJ
Z HDUH KHGLQJ P RUH KDUP HG SHRS®! DFFHW WH VXSSRUMNMH\
QHHG EHI RUH FUMFDOGHDGOOHV DUH P DAHG

As a family , we are extremely grateful for the expert advice,
diligence, support and empathy you have shown to our
family throughout this difficult period when all other options

had been exhausted. AvMA were the only service prepared to

help us navigate a very difficult and traumatic situation, and

at very short notice.
Client feedback, January 2025
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LOGIMIGXDY UHFHLYHG LQ GHSW FDVHZ RUN VXSSRUNV
LOFUHDVH RYHU@W\ HDU
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QT XHVWAFDMAV Z HIH VXSSRUMG D WJ QULFDQW
UVH ILRP W HDU

O |DP LOHV Z HUH DWIVMG Z I SDWHQUWDI HW
:.i LOYHVM DAWRQ SLRFHWHV D GHYH®RSIQJ DQG YIViZO
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-XQH DQG 7UADVWRU IVRQHRI P DQ. WDWKRZ KRZ

NORZ BIGIH VXSSRUADQG HP SDW\ FDQ P DNH D @WAQJ
GLLI HUHOFH

. KHQ -RKQ GLHG XQH SHAWMGO LQ WH KRVSIMBCRQKLY W EIUMGD. KLV
GDXJIKWLY 7UAD DQG -XQH Z HIH GHYDWIDMG $OMRXJK ROHRI WHP KDG

SWRIHWMRQDCH SHUHQAH Z IW LOTXHWW WH NOHZ WY SHIVRQDOWYDURQ
FD@IG IRUH SHYWXSSRUV

$IWUFRQWIPAQI $Y0 $ VKHSOOH DQG VXEP IMWQJ DQHZ FTHONRWPP  WH\
Z HUH FRQOHAWG Z IW D P HGIER B DADGYIVHUZ KR SURYIGHG FD®

HP SDWHWE J XLGDORFH WIRXJK WH &RURQHUV + HDUQJ SURFHW

6KHZ DVD UHUHWKIQ) YRIEHGXUQJ D YHY HP RARQDOAP H +HUNQRZ BIGIH
P DGH D KXJH GLLIHHOFH DQG Z DV HWHWDCEHDX\VH Z HFRX@OWDI | RUG BU DO
USUMVHOEMRY WH VKDUHG

: MK $Y0D $ VKHS WH Z HH DEGI R SUHSDUH DQG SUHVHQWAKHU
TXHVRQV DAWKH LOT XHVW7KH &RURQHUXOP DMO FKDQIHG WH FDXVH R
GHDW( ILRP  QDWIDCFDXVHY R DFRGHQWROGHDW D UHVXOWKDWEHWAU
UH BPWG Z KDAKDG KDSSHOHG DOG ELRXIKVWRP HP HDVXUH RI FRVXUH

3KRWR -XOH DQG 7UADVIDWHU-RKQ ( : HQQHD) DP 1® DUFKLYH

gal adviser was a refreshing voice, always
red much understanding and empathy for

going through. Her knowledge made a huge

difference and was essential because we could not afford

legal representation. - June and Tricia shared
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$Y0 $ VH SHUAVH LV VKDSIQI QDWRQDCFRQYHUWDWRQV RQ SDWHOWDI HW
WDQVSDLHOR  DQG LHGLHW  LIQIRWP 1QJ SRR 1QI XHOFLQI UHI XOVRY
LHRWP DQG DP S@\ IQJ WH YRIFH RI KDUP HG SDWHOW DWIKH KL KHVAGIYHY

N 4 N 4
@ 3°3 N -~ N8&VNE N o OOP3 oAV nos
P DRUSRIR
FROXGMEOW QDWRQDCP HGID WRUHV 2 LI DQVDWRQV KHSLQ]
O DK RQ SDWHQMWDI HW DQG R VKDSH WH SDWHOW
”Q'S'R'GR FUH i VWP E LHRWP VDI HW @QGVFDSH
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$33* 6HFUHVIDUDWS RGH
* Q $Y0 $ DRQI Z WK V¥ R RWHURKDUMWHY |RWP HG WH VHRUHVBUDWRI W(H $ @3 DUV 3DUWIDP HQWU * LRXS $33* RQ 3DWHQW

6DIHW FKDUWHG E\ 6LlU-HUWHP \ + XQWO 3
e 7KH$33* EUQIVWIHWHUO 3V SIRIHWMRQDCERGIHY DQGH SHUWW W IP SIRYHVDIHW E\ DGGUHWQJ M\ WMP  Z LlGH DWWXHY DI THRAQY]

SDWHOW [DP LGHV DQG | LRQWIOH \WDI |

+ DUP HG 3 DIHQWE DVIKZ D\
e &ROWQXHG VR FR ®IDG WH GHYHRSP HQARI WH + DUP HG 3DAWHQWBDWZ D\ Z WK WH VXSSRUARI VKH + DLP HG 3 DWHOQW $ @DQRH

GHWI QHG VR SLHYHOQW XUMHUHP RMRQDCDQG SV FKRRJ LIFDCKDLP DIVWAUD P HGLFDAOQAGHQW
* .Q $Y0 $ FROVXOMG WINHKR@GHU/ RQ WKH FRUH FRP P IW HOQW Z KIFK DIH J UIRXQGHG LQ LHWRIDWYH SIDRWEHY DQG SURUWWH

WXVWWMDQVSDUHQR.  DQG LHDMRQDOKHDAQY : HUHFHYHG OHDU®  LHVSRQWHVILRP SDWHQW DQG SIRIHWIRQDY  WH @UI HW
UHVSRQVH VR DQ $Y0 $ FROVXGIMRQ
e $ SIRWSRIWDP P H LV SOQQHG IRU

&QOLFDOL HI @I HOFH &MLP V$ JUHHP HQW &1 &$
e : RUNHG LO SDUHUKIS Z MK 1 + 6 5HVROMWRQ DOG WH 6RAHW Rl &OQIFDOQNU / DZ\ HWY 6&,/ R FR GHYH®RS D VXFFHWRUVR WH

&RYIG  FOQIFDOQHI @ HOFH SLRVRFRO
o / DXQFKHG LQ $ XIXW WH DI UHHP HOWHW RXWEHVWSUDPWEH | RUFREERIDWYH Z RUNQJ EHVE HHQ WH GU DCDOG KHDOKFDUH

VHRVRY/ HOFRXUDJLQJ HDUD HQIDIHP HOWIX@GMVFRVXUH DQG P HDOQLQJ | XCDSR®RI IHV Z KHUH CDELON LV DGP MWMG VWP DUNV D
OXLDOVKLVWRZ DLEV J UHDWIUMDQVSDUHOR, DQG GDURIQI ILIRP KDLP Z IMKIQWH 1 + 6
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$Y0 $ HAWEEQAKHG FOQUIFDAQH] @ HQAH DV D LHFRIQVHG
GUDOSHADDP [QWHS. E\ FUHDWQI WH [ LUAV
6SHADDMECRIFDAL HI @ HOFH 3DOHRI VRIEVRWY 1O

D SIROHHUQJ AMS VR HQVXUH SHRS®! DI I HPWMIG
E\ DYRIGDE®I P HGFDOKDLP  FDQ DFRHW DFRUHGIWG
H SHUABU DOXSSRUN

7RVIDOQXP EHURI
SDQHORTAVRY/

2 YHUWH SDWN HDU Z H XSKH@ WH TXDON DQG UHDRK RI RXUVSHADDAV
GUDOSDQHO: W QHZ DSSRIQ® HOVDQG  IH DAFULHGMVWRQV RXU
WDP  Z RUNHG VR HQVXUH RQD WRVH P HHWQI WH KL KHWARQGDLGV
UHP DIQ DFRLHGWG  7KHVH ULHSUHVHQWS YO $ V GHGIFDWRQ R | DIUDFFHW \R U @-V® N° U nx @°-%EN5e °
MVMEH TXDQN DWXWDOQRH DQG VXSSRUANRUKDUP HG SDWHQW DRLRW WH KoY E°@ N° @ °No @ °PAYA®
8. wurndN 8Ye @ne @°t5°8% ©« 3 g o0@R30°P
AYO R O KXe n°8uYe55ue 3 O8N IN u Ve«iR
j  nx ROB@E° —eiif 8B PO




Q $Y0 $ GHOYHUIHG M FRQIHUHQRHV DQG QIOH Z HELQDLY/
UHDFKLQ) RYHU SURIHWRQDY 7 KHVH VHVWMRQV VMWHQIWHQ WH
GUDORP P XQW V DELON VR DGYRFDW H I HARYH® | RUKDUP HG SDWHQW

) HHGEDPN FROVMMQWD KLIK@I KWG WH YDOXH RI RXUH SHUAGBIG WDIQLQJ
IOP DNQJ FRP SG{ ®UDIDQG FAQIFDAWXHY DFFHVME®! DQG DPARQDE®!
HVSHAD® |RUHDUD FADUHHUSIRIHWMRQDY : W QHDW®  DGGIMRQDO
SRWHYHQUWIHZ LQIV RXULP SDRAFRQWOXHY BQJ DIWUHDRK. HYHOWHQGV
KHSIQJ HP EHG D FXOXUH R GDUQIQ) MVWFH DQG SDWHQWDI HW DAIRW
WH VHRRU

- N N B

SR HWMRQDY

FR
Z HELQDU QI HUIHORH G

W ZLOO FHUWDLQO\ KHOS PH WR HQVXUH
ULJKW TXHVWLRQV y &RQIHU

“It was incredibly helpful and although clearly we as solicitors are
not meant to be experts, having this type of input is useful to triage
cases and ensure that we give our clients the best service possible.”

— Conference delegate

7KH VSHDNHUV ZHUH H[FHOOHQW 6R PI
H[SHULHQFHG LPSRUWDQW SHRSOH VR WKH
WLPH WR VSHDN WR XV MXQLRUV ZDV YHU\ F
VHHPHG WR UHDOO\ FDUH DERXW HGXFDWLQ
ZHUH QRW FRQGHVFHQGLQJ DW DOO ,W ZD
WKHP
§ ' HBUDWIHHGEDANILRP WH&QQFDAL HIQIHQRH / DZ 3WDPWEHDQG
3URFHGEXUH FRQHHORH I RUWRVH QHZ VR FOIFDOQH QI HQRH @7
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. HRRX@GOWGR WL Z RINZ WRXVRXURRP P XQW Rl 7TKHDG , VSRNHWR Z DVH WHP HO KHSIXADQG XQGHUMIQGIQ) DQG
VXSSRUMLY/ FDUQJ , Z DVYHY JUDWIXQRUKHUWP H HVSHAD@ NQRZ Q) WIDWAWZ DV
D YROQWU RGI 6KH UHD@ FDLHG DQG IWP DGH P H I HHOKHDUG DQG

VHQ

ORXQWHWY 3R YROR 3 R HWMRQDY $Y0 $ +HSOH FD®U

, MWAZ DOWR VD KRZ EU@PQW RXUDGYIVHUZ DV 6KHVRRNWP H Z W

9HKIQG HYHY FD@DQVZ HUHG DQG HYHU 1DP 1O VXSSRUMG LV D P H QAMOHG VR HYHU WKIQJ . KDGVRVD, DOG JDYHP H\R P XFK
GHGLIFDWIG QHVE RINRI YROXQWHUY RI THUQJ SLR ERQR DGYIFH JXIGIQ) IORWP DARO <RX FRX@ WOWKH UHD® NOHZ Z KDWAKH Z DV GRICU
FD@IY WILRXJIK WHURSWRQV | RGRZ LQJ DYRIGDE®! P HGLFDOKDLP 7KDON\ RX |RUP DNQJ WLV DYDIDE®!

$Y0 $ + HSOH FD@U

\ / \ , | HOMMMAOHG WR DQG VXSSRUMG 7 KH DGYIVHUG GOVWAVNLHDG D VRUSW
WH VSRNHW P HONHDKXP DQ , ORZ NOQRZ Z KDWMMSV WR VIINH
$Y0 $ + HSOH FD@U

EEER V4 V4V o Y o N\

11O 1K |

W DP D 1QJ WDWRP HROQH Z RX@ J LYH WHUWP HWR KHS P HZ IW

KRXW/1Q SR ERQR ®UDO WL , Z DvVADLHG DQG GGQWNQRZ Z KDWR GR 6KHH SMIOHG WIQIV
VR FODUW DOG AGOWXWK P H WP HDOWMH Z RUG

YROOWHY FROMEXWG DQG H SHYWXSSRUN
WHUWP H Z HUH GRODWIG E\ DU AREL AL
IORFUHDVH RYHU@WA HDU @7 \ HY/ WDWSDUWGHUHG
ZIW$Y0 $

\ / ) /
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. HRRX@OQWGER WL Z RINZ WRXV\RXURRP P XQW Rl
VXSSRUMY/

7KDON\ RX RUMIQGLQI Z I WRWH DI THRWAG E\ DYRIGDE®I P HGLFDO
KDWP

7KL\ HDU \ RXUJHQHLRVIW HODE®IG $Y0 $ VR VXSSRUARYHU
SHRS®! | DALQJ WH DIVMLP DWW Rl DYRIGDE®! P HGIFDCKDLP VR QI OXHOFH

QDVMRQDOSRIFR. RQ SDWHQWDI HW DQG VR FKDP SIRQ WH YRIFHVRI
WRVH VRR RIWIQ Gl WKQKHDLG

)WRP FXUY QLIKW DQG TX1 ] HV DQG WHDVXUH KXQW HYHU SGBIGIH
HYHUY HYHQWDQG HYHUY DPARI JHQHUIRVW P DGH D UHDOGLL I HUHQFH

/RIAWNHJIRUGDIHJ+ HOOMFDULH

<RXUVXSSRUNHDEGNV $Y0 $ VR BDGWHZ D\ 1Q UHGXAQJ P HAFDCKDLP
KHS3LQJ P DNH KHDOMFDUH VDI HUIRUHYHY SDWHOW

7KDQN\ RX VR RXULQPUHGLE®H | XQGLDIVHYY DQG VXSSRUMU/

( YHOW VKDWELRXJ KWSHRS®! VIR HVIKHU

3,& |RU\ RXUHYHUSRSX@U&XUW 1 LIKW DRRW!
(QIDQG
) IHG VKHU  |RU\ RXUQYHO 4 X1} 1 LIKWQ/ RQGRQ DQG
0 DOFKHVMU
/HIK' D IRU\ RXU7UHDVXUH + XQAIXQGLDVHULQ
0 DQFKHVMU
) GMIKHY 6RTFVRY/ | RUEUQIIQ] SHRS®HVRIHWHUDW
\ RXU&XWY 1 LIKWQ/ HHGV
%P H IRUKRWQI D GHIFRXVEXW 1 LIKWQ
/ LYHLBRRO
3URSHUV ,QUXWDQRH  TRU\ RXUSXWY 1 LIKWQ
0 DOFKHVMU

3%&KDP EHY/  |RU\ RXUI DQWWE &XUY 1 LIKWQ
6RXWDP SVRQ
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7R HYHU RQH Z KR VXSSRUMG RXUI IUWAMHYHU+ R@ -R@ SGIGIH DSSHDO\ RXUIP SDRWZ DVWKO KHDUAZ DIP 1] 2 XU
GRODWRQV Z HH P DGH XS R ERW FRUISRWDWA DQG LOGINIGXDAGRODWRQV ILRP WH IR@Z 1IQJ [LP V

- -
J @ s oe 3aneg” 3 0P 5 0 e
' DVHV  3DURQHWY
UZLQ OLWFKHOO'()(;;L?\L:'A(/S/[BZI_\QF/LVV JHIK D)
$VWRADWMV

7R HYHU LQGLYLGXDZ KR GRODWAG | XQGDIVHG RUVKDUHG RXUZ RWN

<RXUEHIH 1Q RXUP MMRQ VWHQIWHQV RXUUHVRGH DQG WHP LOGY WH SHRS®! Z H VXSSRUNMDWAMH  DUH QRWDBRCQH
7KDON\ RX RUEHCQI SDUARI W(H FKDQIH

| VY FROWOQXH EXIEHQI VDI HUKHDOMFDUH VR HWHU






















