Clear
Business

Additional support policy

Here at Clear Business, we understand that sometimes our customers may need additional support. We’re committed to:
e  Being flexible where needed to do the right thing for our customers
e  Making it straightforward to contact us
e  Taking a proactive approach to meet our customers’ needs

Our teams have been trained to identify signs that you may require additional support, such as frequently asking us to repeat ourselves
(which could indicate communication difficulties) or missing a payment (which could indicate financial hardship) and are empowered to
offer you the support that you need. We understand that personal circumstances can be complex and take a flexible approach on a case-
by case basis to make sure we’re doing the right thing for you. Whether you require additional support from us on a permanent or
temporary basis, we can support you by:

e  Communicating with you in a clear and easy to understand way

. Providing additional information and time for independent decision making

e  Allowing a nominated third-party, family member or friend help manage your account
. Offering financial hardship support, including payment plans

e  Ensuring that the services we provide meet your needs

We also offer specific services for customers who have accessibility needs. A full list of these services can be found at
www.clearbusiness.co.uk/accessibility.

If you want to talk to us about how we can support you, you can contact us by:

Scan the QR code to send us a message.
WhatsApp / Live Chat
Phone 0333 014 3131 (Mon-Fri, 9am to 5pm)
Email service@clearbusiness.co.uk
Relay UK :/ei:t:)h:()l;:log UK app on your smart device or computer or by dialling 18001 0333 014 3131 from your

If you use our energy for domestic purposes, you may be eligible to register with the Priority Services Register. The Priority Services
Register is a free support service that makes sure extra help is available to people in vulnerable situations that use energy for domestic
purposes.

You are eligible to register if you:
. have reached state pension age
. are disabled or have a long-term medical condition
. have poor mobility
e  have a mental health condition
e have young children living in the premises
e have extra communication needs

If eligible, you should contact your local network operator and ask about the free Priority Services Register. If you're not sure who your
network operator is, you can find your network operator here.
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Whilst we’re proud of the work we’ve done and the support we currently have in place, we’re always looking at how we can do better. As
well as using research and insight from the telecoms, water, energy, payments, and insurance sectors, we’re committed to listening to you,
our customers, to help us understand what other additional support we can provide. In the medium term, we’re committed to annually
reviewing this policy and providing refresher training to our customer facing teams to make sure they continue to identify where additional
support might be required, and in the longer term we’ll undertake a full review of our customer communications to make sure they’re
accessible. We’ll monitor our progress by tracking how many customers are identified as requiring additional support (whilst using this
opportunity to review whether that additional support is still required) and getting regular updates from our customer facing teams. we’ll
also continue to use of customer feedback tools to hear what you think.

If you need more support, we’ve also put together a list of some of the organisations you can contact for free and independent advice:

citizens
advice

NATIONAL
DEBTLINE

moneyadvice

Step. hange

Dabt Chlrlt'r

-
Yageux

Support and advice for anyone experiencing a mental health problem

Independent one to one advice for any problem, including consumer rights

Free and independent debt advice

Free, practical and ethical debt guidance to anyone experiencing financial hardship

Advice and support to help people achieve long-term financial control

Support and advice for people later in life

Please note. This information relates to broadband, mobile, voice, water, energy, and payments services offered by Clear Business. These
policies do not apply to our insurance services.
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