
Putting you first:  
Financial Support



What we offer
At BT, the services and support we provide 
to our customers have never played a more 
important role and we never stop working to 
keep our customers connected.

Personal and local support is 
important for every customer, but 
none more so than our vulnerable 
customers and their carers, who we 
treat as a priority. We’re committed 
to doing our very best to ensure 
our customers get the support they 
need, when they need it and in the 
way they need it.

To this end, if you have money worries, 
just contact us and we’ll work out a 
way to ensure you still get the very 
best from our services.

Whether you need help managing 
your account, controlling your calls 
or staying connected on a budget – 
we’re here for you.
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Protected Services 
Scheme
We want to make sure you stay safe and connected –  
even if you miss paying your bill because you’re 
in hospital.

Under our Protected Services 
Scheme, you can choose someone 
to be your second point of contact 
for anything to do with your bill. So 
if you’re not around to pay it when 
it comes, we’ll know who to get in 
touch with instead. 

The person you pick to be our second 
contact won’t be responsible for 
anything you owe – they’re just 
someone we can get in touch with if 
we need to. If they won’t be available 
for a long while, they’ll need to let us 
know, so we can sort out something 
else. And we’ll protect your phone, 
so it’ll still be there for you when you 
get back.

There are three ways to register for 
this scheme:

• Fill in a form 
(you can download one at 
bt.com/pss)

• Email us at ncc.g@bt.com

• Call us on 0800 919 591 
(8am-5pm, Mon-Fri).

If you haven’t paid your BT bill, or 
you don’t reply to our letters, emails 
or calls, we’ll get in touch with your 
second contact and try to sort out why 
we haven’t been able to reach you. 
We’ll work with them to do all we can 
to help you keep your phone service.
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Breathing 
Space
Breathing Space is a government scheme 
which can help relieve the pressure and 
stress caused by being in debt.

There are two parts to the scheme: 

• Standard Breathing Space – which you apply for through 
a debt advisor, and which lasts up to 60 days with a review 
between days 25 and 35.

• Mental Health Crisis Breathing Space – which is 
specifically for people in mental health crisis treatment 
and can only be applied for with an approved mental 
health practitioner. It lasts for the duration of your 
treatment, plus 30 days.

You can only apply for Breathing Space through a debt 
advisor. It’s not a payment holiday, so you’ll have to pay 
your debts during this time, but it does prevent action 
being taken against you if you’re unable to pay.

More information on organisations 
that can help with Breathing Space 
is available on Page 12.
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Contact Centre support
If you’re struggling with your 
bill, we’ll do everything we 
can to help. Speaking to 
us early will help prevent 
late payment charges and 
possible restrictions to 
your account.

If you owe money now 
you’ll probably have to 
pay part of your bill first. 
You can pay your bill 
immediately online with a 
credit or debit card – it’s 
secure, quick and easy.

Pay your bill now 
You can contact us on 
0800 800 150 to discuss 
your options.

Have you thought about 
setting up a direct debit? 
Paying your bill by direct 
debit is:

• Convenient – know your 
bill is always paid on 
time, so you don’t need 
to worry about it.

• Secure – all direct debit 
payments are protected 
by the Direct Debit 
Guarantee.

There are two types of 
direct debit you can set up:

• Whole Bill Direct Debit 
Automatically pay the 
whole of each bill when 
it’s due. We give the 
date when we’ll collect 
the payment on the 
bill (which will be a 
minimum of 8 days after 
the bill date).

• Monthly Payment Plan 
Spread the cost of your 
bills over the year by 
paying a set amount 
each month, on the day 
you choose. You’ll need 
to pass a credit check 
before you can get a 
monthly payment plan.

To set up a direct debit, 
login (or sign up) at 
bt.com/managepayment

Alternatively, call our 
automated telephone 
service on 0800 44 33 11.
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Call Barring
If you need to control your spending on 
outgoing calls, we offer a range of services 
that can help. 

Premium Rate Service Call Barring 
Bar calls to premium rate service numbers beginning with 09.

Network Controlled Calling
Set up a list of 10 UK numbers that can be called from your 
BT landline. This list can be changed every six months by 
contacting us. You’ll only be able to call your 10 numbers, 
emergency services (999 or 112) and our fault repair 
service (151). Incoming calls aren’t affected. 

123 and 118 Call Barring
Bar calls to 123 and numbers beginning 118 for the 
speaking clock and directory enquiries. 

BT Basic Call Barring
Allows a monthly price cap on your outgoing calls. 

To find out more about these services, call us 
on 0800 919 591 Monday-Friday 8am-5pm, 
or email: ncc.g@bt.com
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Power of Attorney
Power of Attorney is a legal document that lets one person (the attorney) make 
decisions on behalf of another person (the donor). Once we’re satisfied that 
someone is acting as an attorney we’ll treat them as the account holder. In other 
words, the donor will no longer be able to manage their account. So if you’re the 
donor, please make sure you’re ready to hand over control of your BT account 
before you apply to us. 

The types of power of attorney we accept are: 

Types of power of attorney Conditions

Lasting Power of Attorney (LPA). There are two types of LPA: 
health and wealthfare, and property and financial affairs. 
We only accept the property and financial affairs LPA.

Once registered with the Office of the Public Guardian (OPG).

Enduring Power of Attorney (EPA)
No needto be registered by the OPG unless the donor no 
longer has mental capacity.

Living in Scotland
If accompanied by a certificate of capacity. Powers of 
attorney are called different names and are set up slightly 
differently in Scotland.

Living in Northern Ireland (PoA and EPA)
If correctly witnessed. Must also be registered if the donor 
no longer has mental capacity. Powers of attorney are set 
up slightly differently in Northern Ireland.

Deputyship order N/A
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Power of Attorney 
– continued
We’ll need the relevant BT account 
number (it’s on the bill) and we’ll need 
to see a certified copy of the Lasting 
Power of Attorney (LPA). This means 
each page will need a statement that 
it’s a ‘certified copy of the original’ 
and must be signed by the donor, who 
must still have mental capacity. The 
same applies to Enduring Power of 
Attorney (EPA). We can also accept 
access codes which need to be sent 
to us in the post. These will allow us to 
digitally verify your Lasting Power of 
Attorney. This service can be used if 
the LPA was registered on or after  
1 September 2019. 

If the donor has lost mental capacity, 
a solicitor will need to certify a copy. 

Send photocopies of the PoA – 
never send us the original – or access 
codes to: 

BT PLC 
PO Box 334 
Sheffield 
S98 1BT
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Skills for 
Tomorrow
This is a range of free courses we offer, to help you to feel 
more confident online and develop your digital skills. We’ve 
teamed up with the best online learning providers to help 
you make the most of your digital life, from learning how to 
manage screen time to finding a new job. 

Home Life 
Courses range from learning how to use a computer,  
to activities and games to help children learn new skills.

Work Life
Whether you’re job hunting or launching a new business, 
we’ve got courses and resources to help get you started.

Managing your finances can seem like a huge task but it 
needn’t be complicated. Dealing with your money online 
means you can manage your budget, make plans and take 
control of how you borrow. This saves you time, and gives 
you peace of mind that you’re making your money work 
for you. 

You can access our full range of courses online at 
bt.com/skillsfortomorrow
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Home 
Essentials
Home Essentials allows you to stay connected on a 
budget with our low-cost broadband and phone plans. 
Available if you’re on specific benefits, they’re perfect for 
everything from accessing services to video calls and 
streaming TV.

New or existing customers can apply. You’ll need 
to be receiving one of these benefits: 

• Universal Credit (all claimants)

• Pension Credit (Guarantee Credit)

• Employment and Support Allowance (eligibility 
rules apply)

• Jobseekers Allowance (eligibility rules apply)

• Income Support.

Unlimited Fibre Broadband from £15 per month, plus 
£9.99 P&P. Or get a call-only plan for £10 a month on a 
12 month contract. No early exit fees, so you’re not tied in 
if your circumstances change. With our eligibility check, 
you’ll find out immediately if you qualify. 

To find out more or to sign up go to 
BT Home Essentials. 
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Here For You
We’re committed to treating all our 
customers fairly and with respect, 
including those who are in vulnerable 
situations. We know that there are 
lots of different factors and life 
events which can cause vulnerability, 
whether it be long-term or on a 
temporary basis. 

Here For You brings together our 
wide range of products and services 
for those who need extra help in 
one easy-to-navigate place. It also 
includes information about the latest 
accessibility options and priority 
services for customers with long term 
illnesses or disabilities, advice on 
dealing with scams, and support for 
those struggling financially. 

Letting us know of any disabilities or 
vulnerabilities ensures you receive 
the best service when you speak to 
us. You can do so any time by calling 
one of our advisors on 0800 800 150. 
You can also register any disabilities 
or vulnerabilities through MyBT > 
Your Details > Edit Impairments. 

Additionally, we’ll contact you before 
the end of your contract to fully 
review your account, and make sure 
you’re getting the very best from your 
services. That could mean changing 
your plan, recommending additional 
equipment or updating your 
communication preferences; we’ll 
make sure you’re well looked after.

To log in or sign up go to bt.com/mybt
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Further support
If you need further help or support 
financially there are several 
organisations offering free, 
independent advice. 
These include: 

Citizens Advice Bureau 
citizensadvice.org.uk

StepChange 
stepchange.org

Money Advice Trust 
moneyadvicetrust.org

You can find lots more useful 
information on the products and 
services we can provide by visiting 
our Here For You pages at 
bt.com/hereforyou
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Offices worldwide

The services described in this publication are subject to availability and may  
be modified from time to time. Services and equipment are provided subject  
to British Telecommunications plc’s respective standard conditions of contract. 
Nothing in this publication forms any part of any contract. 

© British Telecommunications plc 2022. Registered office: 1 Braham Street, 
London E1 8EE. Registered in England No. 1800000.

January 2022

Need some more help?
If you need any further help, support or 
advice please contact us on 0800 800 150.

We’ve brought together lots of information 
about our products and services, help and 
support, news, advice, information and 
much more – all in one place, at 
bt.com/help/here-for-you
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