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1. Our promise to you 

We want everyone to get the most from their mobile service. If something in your life makes it 

harder to use our services – whether short‑term or ongoing – we’ll make reasonable 

adjustments, offer extra support and communicate in a way that works for you. Every human 

connection matters, and our aim is to offer a fair, clear and accessible service for every 

customer, every time. 

This policy is regularly reviewed and updated to make sure it remains relevant and up to date. 

You can check the latest available version at: https://www.tescomobile.com/help/managing-

your-account/additional-support-for-customers. If you check the date at the top of this 

document, you’ll be able to confirm if you have our latest policy. 

2. Who might need extra help? 

You may need extra help because of your health, a life event (like bereavement), money 

worries, lower digital confidence or other circumstances. Support can be temporary or ongoing 

– and you don’t need to identify as (or use the word) vulnerable to ask for help. 

3. How we record your support needs 

If you tell us about any support you need (such as extra time in conversations, written 

follow‑ups or a preferred contact channel), we can add, with your explicit and informed consent, 

a marker to your account. This means you won’t have to tell us every time you contact us. You 

can update or remove this information from your account at any time. We only record what’s 

relevant to supporting you and we protect your information in line with UK data protection law. 

4. Ways we can help 

• Contact us in the ways that suit you: by phone, web chat, social media or in-store – we’ll 

match your preference wherever possible 

• Bills and key documents are available in alternative formats, including large print, audio or 

Braille 

• Relay UK and assisted services if you’re deaf, hard of hearing or have speech difficulties. 

• Extra time and a slower pace during conversations when needed 

• We also have an Assisted Support team for complex or sensitive situations 

 

You can find out more about using Relay UK at https://www.tescomobile.com/help/device-

help/relay-uk-text-relay-service. 

5. Managing your account your way 

Carers, friends or family can help, with your permission. We also support formal arrangements 

such as powers of attorney or other court‑appointed authorities. You can also nominate a 

trusted person on your account to make day‑to‑day tasks easier. 

https://www.tescomobile.com/help/device-help/relay-uk-text-relay-service
https://www.tescomobile.com/help/device-help/relay-uk-text-relay-service
https://www.tescomobile.com/help/device-help/relay-uk-text-relay-service
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6. Money worries and payment support 

If you’re finding it hard to pay, talk to us early. We may be able to provide additional support 

such as bill deferral, affordable payment plans, and helping you to find free independent debt 

advice. 

More information on billing help can be found at: https://www.tescomobile.com/help/billing-

and-payments/unable-to-pay-bill.  

7. Device options 

We offer a wide range of phones with built‑in accessibility features.  

We also support the Global Accessibility Reporting Initiative (GARI), which lists accessibility 

features across many mobile phones (although we may not stock every model). If you tell us the 

features you need, we’ll do our best to help you find a suitable phone. 

Explore the GARI phone database at: https://www.gari.info/findphones.cfm  

You can get free help and advice in-store – from backing up your data, to setting up accessibility 

features. 

8. Safety, fraud and account security 

• If you’re worried about scams, or someone else controlling your device or account, tell us so 

we can review your settings and add safeguards 

• We look out for warning signs of fraud and financial abuse, and will act to protect your 

account where appropriate 

• For urgent safety concerns, please contact the emergency services on 999 (or use 

Emergency SMS / 999 BSL if applicable) 

9. Appointing someone to act on your behalf 

We offer third‑party bill management so a trusted person (for example, a family member or 

close friend) can make an overdue bill payment on a one‑off basis, after we have performed 

security checks.  

This is different from the registered power of attorney as you retain full control of your account. 

To use this service, please call our Customer Care team on 0345 301 4455. 

If you’ve appointed, or become, a power of attorney, please get in touch so we can update your 

account. We’ll ask for a copy of the legal document with a covering note. 

10. Dealing with bereavement 

We’re very sorry for your loss. Our colleagues are trained to make things as simple as possible 

and will work with you at your pace. Depending on what you need, we can help close an 

account, transfer a number to our Pay as you go Essentials service, or move a number to a new 

pay monthly plan (subject to a successful credit check). 

https://www.tescomobile.com/help/billing-and-payments/unable-to-pay-bill
https://www.tescomobile.com/help/billing-and-payments/unable-to-pay-bill
https://www.gari.info/findphones.cfm
https://www.gari.info/findphones.cfm
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When you’re ready, please contact us through our usual Tesco Mobile channels (phone, web 

chat or in-store) and let us know you’re getting in touch regarding a bereavement. If you need 

adjustments to help you communicate with us, tell us and we can make them. 

11. Specialist support for complex situations 

Some circumstances need more time and continuity. Our specialist Assisted Support team can 

take ownership of complex or sensitive cases, work at your pace, and coordinate the right 

support to ensure that you achieve a fair and optimal outcome. 

12. How to contact us 

Phone: 0345 301 4455 or 4455 (from your Tesco Mobile phone) – Hours: 8:00am–9:00pm 

Web chat: 7:00am–11:00pm – look for ‘Chat now’ on our help pages: Tesco Mobile Help 

(https://www.tescomobile.com/help)  

Social: Message us on Facebook (https://www.facebook.com/tescomobile) or X (Twitter) 

(https://x.com/tescomobile) – Hours: 9:00am–7:00pm 

Letter: Tesco Mobile Customer Service, PO Box 710, Darlington, DL1 9JU 

13. Relay UK 

If you’re deaf, hard of hearing or speech impaired, you can use Relay UK to make calls. A trained 

relay assistant will read out your message to the person you’re calling, and/or type out their 

reply for you to read. Use the Relay UK app (Type & Read, Speak & Read or Type & Hear) or a 

textphone. 

Our rates for the service are as follows: 

• 18000 – free 

• 18001 – calls to standard UK landlines and mobiles, free 

• 18001 – calls to non‑standard numbers (for example, non‑geographical or premium rate) – 

you get 60% off the cost of the call 

 

Download the Relay UK app: 

Relay UK on the Apple App Store (https://apps.apple.com/gb/app/relay-uk/id1483202788)  

Relay UK on Google Play Store (https://play.google.com/store/apps/details?id=com.bt.relayuk)  

14. 999 BSL — Emergency Video Relay Service 

999 BSL enables deaf British Sign Language (BSL) users to contact the emergency services 

through a BSL interpreter. Use the 999 BSL app (iOS or Android) or website. The interpreter will 

call the 999 operator and relay your conversation.  

https://www.tescomobile.com/help
https://www.tescomobile.com/help
https://www.facebook.com/tescomobile
https://www.facebook.com/tescomobile
https://x.com/tescomobile
https://x.com/tescomobile
https://apps.apple.com/gb/app/relay-uk/id1483202788
https://apps.apple.com/gb/app/relay-uk/id1483202788
https://play.google.com/store/apps/details?id=com.bt.relayuk
https://play.google.com/store/apps/details?id=com.bt.relayuk
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We won’t charge you for calls to emergency services via 999 BSL, and your mobile data won’t be 

used. If you run out of data, you’ll still be able to make a call via the 999 BSL service. 

Find out more at the 999 BSL website (https://999bsl.co.uk/).  

15. In-store experience 

All Tesco Mobile shops are designed and arranged to be accessible for everyone. Inside you’ll 

find a range of phones, tablets, smart tech and accessories. Speak to our teams, and we’ll help 

you find and set up a phone to suit your needs. If it isn’t right, bring it back and we’ll help you 

find the right one. 

For more information on returning an order (https://www.tescomobile.com/help/getting-

started/orders-and-delivery/returning-an-order).  

• We recognise the Hidden Disabilities Sunflower. Wearing one lets our colleagues know you 

may need a little extra time, space or support – just tell us what would help. 

• Ask at the Tesco Mobile desk for our Sensory Support Box. These typically include ear 

defenders, sunglasses, fidget tools and communication/emotion cards. 

• Every Tesco Mobile phone shop has a hearing loop. Look for the symbol or ask us to switch 

it on. 

• We can request key documents (bills or contract information) in Braille, large print or audio. 

We’re happy to use Relay UK if you have difficulty speaking or hearing. 

• Prefer a calmer time to visit? Tesco stores run a quiet hour from 9–10am every Wednesday 

and Saturday (with reduced lighting and noise in large stores). 

• Assistance dogs are welcome in our stores. 

 

Plan your visit:  

• Tesco AccessAble guides (https://www.accessable.co.uk/tesco)  

• Tesco Mobile store locator (https://stores.tescomobile.com/search)  

16. Access for all 

We’re committed to making our website accessible to the widest possible audience. 

Find guidance and tips (including screen reader support) at Tesco Mobile – Access for All 

(https://www.tescomobile.com/access-for-all).   

17. Contacting emergency services 

You can still make emergency calls to 999 even if you have a poor Tesco Mobile signal, as 

emergency calls can be connected using any available network.  

If you’re unable to make a voice call to 999 due to hearing or speech difficulties, you can still 

contact emergency services using the Text Relay 999 service. You need to register for this 

service; you can do that by texting the word ‘register’ to 999 and following the instructions.  

https://999bsl.co.uk/
https://999bsl.co.uk/
file:///C:/Users/UKC5944/AppData/Local/Microsoft/Olk/Attachments/ooa-02c790c4-9dfd-4725-87e7-bd5110eec1f0/b31d34a0d7327ed3253723f6815455f1e9b2cbbbc53ac44ba0935e794b061b7c/returning%20an%20order
https://www.tescomobile.com/help/getting-started/orders-and-delivery/returning-an-order
https://www.tescomobile.com/help/getting-started/orders-and-delivery/returning-an-order
file:///C:/Users/UKC5944/AppData/Local/Microsoft/Olk/Attachments/ooa-02c790c4-9dfd-4725-87e7-bd5110eec1f0/b31d34a0d7327ed3253723f6815455f1e9b2cbbbc53ac44ba0935e794b061b7c/Tesco%20AccessAble%20guides
https://www.accessable.co.uk/tesco
file:///C:/Users/UKC5944/AppData/Local/Microsoft/Olk/Attachments/ooa-02c790c4-9dfd-4725-87e7-bd5110eec1f0/b31d34a0d7327ed3253723f6815455f1e9b2cbbbc53ac44ba0935e794b061b7c/Tesco%20Mobile%20store%20locator
https://stores.tescomobile.com/search
file:///C:/Users/UKT1072163/Downloads/Tesco%20Mobile%20–%20Access%20for%20All
https://www.tescomobile.com/access-for-all
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Outside the UK, you can call 112 (the European emergency number) or the local emergency 

number. 

18. Free access to directory enquiries (195) for disabled customers 

If you’re disabled and can’t read or hold a phone book, you can apply for free 195 directory 

enquiries. To register for this service, call 0800 587 0195 and request a registration form (Please 

note that a medical professional will need to countersign this). 

19. Monitoring effectiveness 

We use a range of anonymised and aggregated data to monitor the impact and effectiveness of 

this policy and the procedures we’ve put in place to support vulnerable customers. This allows 

us to make any adjustments or improvements where required.     

20. Useful organisations (free, independent support) 

As part of our commitment to ‘caring for human connection’ Tesco Mobile allows access to the 

websites below, for free, as part of your standard data allowances. 

Free to access websites list: 

Hearing loss, deaf support & emergency access 

Website Summary 

rnid.org.uk 
National charity supporting people who are deaf, have hearing 
loss or tinnitus. Offers information, technology advice and 
advocacy. 

actiononhearingloss.org.uk Resources and support for hearing loss and deafness. 

999bsl / bsl999 / 
emergencyvrs 

Services providing British Sign Language access to emergency 
services (999) for deaf users. 

Money, debt, financial difficulty & consumer protection 

Website Summary 

nationaldebtline.org Free, confidential debt advice for individuals. 

moneyadvicetrust.org 
Charity helping people and small businesses manage debt and 
financial difficulty (runs National Debtline). 

moneyhelper.org.uk 
Government-backed guidance on money, debt, benefits, pensions 
and budgeting. 

capuk.org 
Christians Against Poverty – debt counselling, budgeting help and 
support for people in financial hardship. 

financial-
ombudsman.org.uk 

Independent service resolving complaints between consumers 
and financial firms. 

businessdebtline.org Debt advice for small businesses and self-employed people. 
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debtadvicefoundation.org Free debt advice and educational support. 

moneyadviceservice.org.uk (Now part of MoneyHelper) General financial guidance. 

stepchange.org 
Major debt charity offering plans, budgeting and free debt 
support. 

turn2us.org / 
turn2us.org.uk 

Support with finding benefits, grants and financial assistance. 

nea.org.uk 
National Energy Action – energy poverty support, advice on fuel 
debt and warm home schemes. 

consumercouncil.org.uk 
Northern Ireland consumer protection body — energy, water, 
travel, postal issues. 

Mental health, emotional support & crisis help 

Website Summary 

mind.org.uk Support, info and campaigning on mental health issues. 

mindout.org.uk LGBTQ+ mental health charity. 

samaritans.org 24/7 emotional support for anyone struggling or in crisis. 

sane.org Mental health support, helplines and advocacy. 

anxietyuk.org.uk Support and advice for anxiety conditions. 

rethink.org Charity offering mental illness support groups, advice and advocacy. 

malesurvivor.co.uk Support for male survivors of sexual abuse. 

thesurvivorstrust.org Nationwide support for survivors of rape, sexual violence and abuse. 

Health conditions 

Website Summary 

alzheimers.org.uk Dementia support, advice and research. 

asthma.org.uk Information and support for people with asthma. 

bhf.org.uk 
British Heart Foundation – heart disease research, health info and 
support. 

diabetes.org.uk Support, research and information for people with diabetes. 

macmillan.org.uk 
Cancer support including emotional, medical, practical and financial 
guidance. 

rnib.org.uk Support, advice and advocacy for blind and partially sighted people. 

hscni.net Northern Ireland health and social care information. 

nhs.uk / 
nhsinform.scot / 
nhs.wales 

Public health services, conditions info and urgent care guidance. 

nidirect.gov.uk NI government – health, benefits and public services info. 
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Children, families, safety & abuse support 

Website Summary 

childline.co.uk / .net / .org / .mobi 
24/7 helpline and counselling for children and young 
people. 

nspcc.org.uk / nspcc.net 
Child protection charity helping prevent abuse and support 
families. 

net-aware.org.uk NSPCC online safety advice for parents and children. 

goodthingsfoundation.org Helps people gain digital skills and access technology. 

hungrylittleminds.campaign.gov.uk Early years learning resources for parents. 

themix.org.uk 
Support for young people under 25 – mental health, 
relationships, money and more. 

Crime, safety, abuse & victim support 

Website Summary 

crimestoppers-uk.org Anonymous crime reporting service. 

missingpeople.org.uk Support for missing persons and their families. 

rapecrisis.org.uk Support for sexual violence survivors (primarily women and girls). 

refuge.org.uk 
Leading domestic abuse charity – housing, safety planning, 
helplines. 

nationaldahelpline.org.uk National Domestic Abuse Helpline (run by Refuge). 

victimsupport.org.uk Support for victims of crime – emotional and practical help. 

welshwomensaid.org.uk Wales-wide domestic abuse and sexual violence support. 

womensaid.org.uk National domestic abuse charity for women and children. 

Age inclusive support 

Website Summary 

ageuk.org.uk Support for older people – benefits, loneliness, care, housing. 

thesilverline.org.uk Free helpline for older people providing friendship and conversation. 

Digital access, social inclusion & community support 

Website Summary 

goodthingsfoundation.org Supports digital inclusion and essential digital skills. 

internetmatters.org Internet safety guidance for families. 
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goodsamapp.co.uk / 
goodsamapp.org 

GoodSAM is an emergency responder app and community 
support network. 

ukdatabank.org 
Support with data poverty and connectivity (Good Things 
Foundation). 

Other government or public Services 

Website Summary 

coronavirus.service.gov.uk 
UK government Covid-19 services and updates 
(historic). 

cdn.edenred.uk.com / ers-
api.edenred.co.uk 

Voucher and benefits distribution services (e.g., free 
school meals). 

selectyourcompliment.co.uk Customer feedback/complaints portal. 

gig.cymru NHS Wales services and healthcare access. 

 


