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Protecting customers in the business market

Principles for voluntary industry TPI codes of conduct for water

10.

TPIs shall be fair, transparent and honest.

Communication with customers (business, charity and public sector) shall be in plainand
clear language.

All information provided to customers by a TPI shall be reliable, accurate, complete, timely
and not misleading. Such information shall be made through appropriate channels and
enable customers to make informed choices.

TPIs shall not offer products that are unnecessarily complex orconfusing.

TPIs shall not sell a customer a product or service that is not fully understood by that
customer, nor sell a product or service that is inappropriate for that customer’s needs and
circumstances.

TPIs shall not exaggerate the savings that could be achieved by switching, but shall be as
accurate as possible.

TPIs shall inform any micro-business customers that they have a 14 daycooling off period.
TPIs shall cancel any mis-sold contract without penalties.
TPIs shall respond to customers in an appropriate and timely manner.

Customer service arrangements and processes shall be accessible to and effective for
customers.
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