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The customer is struggling to pay
their bills or has missed payments  

Is the customer 
able to communicate 

on the telephone?

Is the customer
self-employed?

Is it convenient to speak to
a debt advice agency now?

Consider if referral needed
to Ôface-to-face debt

advice partnerÕ

Signpost to Ôbusiness
debt advice partnerÕ

OR
Arrange an Ôimmediate call backÕ

Warm transfer to Ôtelephone
debt advice partnerÕ

Signpost to moneyadviceservice.org.uk/en/tools/debt-advice-locator
to access sources of free debt advice online,

by telephone or face-to-face

No

Yes

Yes

Would the customer like 
a call back from a debt adviser?

Yes

Yes

No

No

No

Arrange a Ôscheduled call backÕ
from a debt advice partner
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