PRIMIS

MORTGAGE NETWORK

ABOUT YOU - MAKING OUR SERVICE WORK FOR YOU

Customer name:

We understand that everybody is different. We also know that things like your physical and
mental health, your personal circumstances and/or how you understand (and process) written
and spoken language can affect how easy it is for you to use our service.

When giving you advice and helping you through our process, we really want you to tell us
about anything that might affect how we should do things.

You can use the examples below or tell us about something else. We want to provide the best
service possible for you, but we can only do that if you help us to understand any adjustments
we need to make.

When you tell us what you need, we’ll discuss with you exactly how we can help.

Please indicate your preferences below:

You don’t need any additional assistance or support
(you can always change your mind later)

Take things slowly to help with understanding everything, or take things in. This
might be because you’re not familiar with mortgages or insurance, or you worry
about money and have no-one else to help you.

Shorter meetings — because it makes it easier for you to ‘take things in’ and/or
concentrate.

You'd like someone with you at any meetings (such as family or a friend), who will
help you with understanding or doing things.

You prefer to minimise the use of ‘online’ services as you don’t have access to a
computer or you’re not comfortable using them. We might also need to look at what
support is needed after you have taken out a mortgage or insurance product.

You have a severe long-term illness.

You learn or process information differently and you might want us to change the
ways we present information to help you with this.

You sometimes find it difficult to read or you need some other assistance or
support for reading.
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Giving you documents with larger print will make it easier for you to read them.

You’d prefer letters by post because you don’t like emails or use computers.

You want someone to attend meetings to do sign language because you don’t hear
as well as others.

You want assistance because you have a vision impairment.

You have a preference for how we meet or talk — please say which of the following
we should talk about.

You prefer face to face meetings rather than having video calls.

You prefer video calls rather than face to face meetings (for example, because it is
difficult for you to travel or to move about).

You don’t use the telephone.

You’d prefer not to say

Something else

Please use this space to give us your own thoughts or add anything else you think might help
us to give you the right advice or service.
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