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tailored assistance plan 

Money Matters Awards 

OUR AFFORDABILITY OFFERING 
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REACHING THE VULNERABLE 
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AFFORDABILITY 

ACTION PLAN 

IMPROVING INFORMATION – 

for customers and staff 

WIDER PROMOTION – 

multiple channels, multi-

media, often with partners 

EXTENDING NETWORK 

OF PARTNERS – inside 

and outside debt advice 

REFERRALS PROCESS – 

online application forms, 

hotkeys, funding structure  
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TRAINING INITIATIVES TO DEAL WITH 

VULNERABLE CUSTOMERS 

• Often one opportunity to get it right 

 

• Giving staff more confidence and ability to: 

– Spot signs of vulnerability when 

interacting with customers 

– Resolve the customer’s query or 

problem 

– Signpost to specialist organisations 

– Promote our register of additional needs 

 

• Will achieve full compliance with BS18477 

standard for inclusive services by end April 

– Demonstrates our commitment to 

vulnerable customers 
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SUMMARY 

• Affordability is a much wider problem than water 

– Holistic advice is key 

 

• Tailored solutions for customers who are having difficulty paying 

– No one size fits all 

 

• Reaching vulnerable customers is a challenge 

– Community engagement and partnerships do work 

 

• Need to give staff the right tools and training 

– Often only one opportunity to get it right 

 

• Benchmark yourself or go for compliance with the BS Standard 

 

• Overall approach builds trust and confidence in the sector and raises its 

reputation 

 

 

 

5 


