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Protocol – Direct Debit/Membership Process

INTRODUCTION

The Trust is now registered as a Service User of the Direct Debit Scheme.  This allows us to collect regularly occurring payments direct from our customers. It is essential that all customer information is accurate and is processed and held securely in terms of Data Protection Legislation. This procedure is designed to ensure the Trust manage the Administration process by ensuring appropriate controls are in place.  

1. Processing Membership Forms/Direct Debit Instructions
The Membership Agreement Form must be completed by the customer.  Venue staff must ensure this is fully completed and signed by the customer.  Two forms of I.D. must be checked to verify identification; one photographic; one confirming the customers’ current address. 

The Direct Debit Instruction (Appendix1): Staff should ensure the direct debit instruction is completed with the following information

· Name/s of Account holder/s
· Bank/Building Society account number and sort code – this should be verified against a valid debit card or current bank statement to ensure customers bank details are correct
· Full postal address of Bank/Building Society including post code
· Form must be signed and dated

A copy of the Membership Agreement Form and Direct Debit Guarantee tear off slip must be issued to the customer as advance notice of the first direct debit collection due.

Venue staff will process the membership through the booking system and MUST ensure that the customers bank account details have also been obtained and processed at the same time the membership is being created.  The payment due date will be auto generated depending on the joining date. The booking system will auto calculate the interim payment due up to the first direct debit collection date. This payment will be processed as a basket item with payment being taken in the venue on the day of the agreement. 

Venue staff must complete the Membership Agreement Register Z:\Community\General Info\Sports & P&F\Booking System\8. Membership Agreement Register All Membership Agreement forms must be assigned a reference number from the register by selecting the next available number.  Columns B-L must be completed by venue staff.  Columns M-N will be completed on receipt of forms by the Organisational Culture.  

2. Secure Storage of Documents
Copies of the Membership Agreement and Direct Debit Mandate must be securely stored within the venue until uplifted.  All transfers of documents must be signed for on the Membership Collection Log by both parties involved confirming number of Membership Forms being uplifted. 


3. Amendments to Memberships
In the event of a customer requesting to upgrade or downgrade a membership, a new membership form must be completed and signed by the member to reflect the change.  All amendments must be processed through the booking system.  New monthly payments will be automatically generated to reflect the change.  Six monthly contracts cannot be downgraded until after the initial six months is complete.  An upgrade can be processed with immediate effect.  Venue staff must email ealdirectdebits@ayrshire360.com to inform them of any amendments.

4. Freeze Option 
Memberships can be frozen for a period of 1 – 6 months for the following reasons; injury/illness; extenuating working circumstances, as stated in the terms and conditions.  All freeze requests should be emailed to: ealdirectdebits@ayrshire360.com

5. Change of Bank Details 
Should a customer wish to amend the account details held for the direct debit collection at the venue they would be required to complete a new direct debit instruction and produce a valid debit card or bank statement.  Venue staff should update the customer’s details on the booking system immediately and email ealdirectdebits@ayrshire360.com to ensure BACS submissions are accurate.   

If a customer changes bank account through a bank switching service, no action is required by venue staff.  Notification will be received through the banking system and a designated member of the Organisational Culture Team will amend the customer account details on the booking system.

6. Cancellation of Membership/Failed Payments
The customer must email ealdirectdebits@ayrshire360.com to give notice of cancellation as per the Membership Agreement.

All cancellations and failed payments will be managed by the Finance Team who will update the booking system to reflect any notice period and effective cancellation date.  Venue staff will be responsible for ensuring that customers’ membership accounts are valid when accessing facilities.















Please ensure customer signs and dates direct debit mandate.
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	Instruction to your
bank or building society
to pay by Direct Debit

	Please fill in the whole form including official use box using a ball point pen and send it to:
	
	Service user number

	Ayrshire360
Wallace Chambers
16 John Dickie Street
Kilmarnock
KA3 1HW
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	FOR AYRSHIRE360 OFFICIAL USE ONLY
This is not part of the instruction to your bank or building society.

Ayrshire360 is a Scottish Charitable Incorporated Organisation.
Charity No: SC043987




	
	
	

	
	
	

	
	
	

	Name(s) of account holder(s)
	
	

	Mrs Jane Smith
	
	

	
	
	

	Bank/building society account number
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	Branch sort code
	
	Instruction to your bank or building society
Please pay Ayrshire360 Direct Debits from the account detailed in this Instruction subject to the safeguards assured by the Direct Debit Guarantee. I understand that this Instruction may remain with Ayrshire360 Trust and, if so, details will be passed electronically to my bank/building society.
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	Name and full postal address of your bank or building society
	
	

	To: The Manager
	Bank/building society
	
	

	Royal Bank of ScotlandPlease ensure all bank address details are completed fully.

	
	

	Address
	
	Signature(s) 

	John Finnie Street
	
	Jane Smith

	
	
	

	Kilmarnock
	
	

	
	PostcodeThis section will be completed by Finance

	
	Date

	KA1 1NY
	
	16/8/18

	Reference
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Banks and building societies may not accept Direct Debit Instructions for some types of accountDDI1



                                                                     This guarantee should be detached and retained by the payer.
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	[bookmark: bm_RevisedDDG_FINAL2doc]This Guarantee is offered by all banks and building societies that accept instructions to pay Direct Debits

	If there are any changes to the amount, date or frequency of your Direct Debit Ayrshire360 will notify you 10 working days in advance of your account being debited or as otherwise agreed. If you request Ayrshire360 to collect a payment, confirmation of the amount and date will be given to you at the time of the request.

	If an error is made in the payment of your Direct Debit, by Ayrshire360 or your bank or building society you are entitled to a full and immediate refund of the amount paid from your bank or building society
–	If you receive a refund you are not entitled to, you must pay it back when Ayrshire360 asks you to

	[image: Ddlogol]You can cancel a Direct Debit at any time by simply contacting your bank or building society. Written confirmation may be required. Please also notify us.

	






Record of Change:

	Version
	Authorised By
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	Distributed To
	Distribution Date

	1
	People & Finance Manager
	Oct 2018
	All Employees
	Nov 2018

	2
	Head of Corporate Services
	July 2020
	All Employees
	July 2020

	3
	Strategic Lead – Investing In Our People & Embracing Our Values
	Aug  2023
	All Employees
	Aug 2023
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