
This document is intended for general information only. It does not contain investment, 
financial, legal, tax or any other advice and should not be relied upon for this purpose. It is not 
tailored to your particular personal and/or financial position. If you require advice based on 
your specific circumstances, you should contact a professional adviser. 

 

Note that the government is continuing to publish and update guidance regarding measures 
financial initiatives.  These Q&As reflect the guidance that has been published up to 5th 

November 2020.  



Frequently asked questions 

1. I'm struggling financially. What can I do? 

You may be able to delay payments for any loans and mortgages you have.  Additionally, 
there are a number of other ideas in this FAQ which may be able to help. 

You can get advice on debt and money worries at: Money and Pensions Service 
(moneyadviceservice.org.uk); Citizens Advice (citizensadvice.org.uk); and StepChange 
(stepchange.org).  

2. Can I cancel my train season ticket and get a refund? 

Many firms will let you cancel and get a refund for time remaining on your season ticket. 
They may charge a small admin fee though.  If you need to quarantine, self-isolate, or no 
longer need to travel due to lockdown restrictions, or your employer’s guidance, you may be 
able to claim back the remaining time on a monthly or weekly ticket. 

3. Is it worth taking out life assurance or income protection insurance? 

If you already have life assurance, then you should be covered for Covid-19. Premiums for 
new policies may have increased recently and may exclude any issues that arise due to 
Covid-19. 

4. What are the latest Covid-19 related restrictions? 

For an up-to-date overview of what the latest Covid-related restrictions are in your area, 
follow one of the links below: 

Covid rules in England: https://www.gov.uk/coronavirus 

Covid rules  in Scotland: https://www.gov.scot/coronavirus-covid-19/ 

Covid rules in Wales: https://gov.wales/coronavirus-regulations-guidance 

Covid rules in Northern Ireland: https://www.nidirect.gov.uk/articles/coronavirus-covid-
19-regulations-guidance-what-restrictions-mean-you 

Debt and Savings 

5. I’m worried about the amount of debt I have. Where can I get help? 

Credit card, mortgage and loan payments holidays may help you in the short term.  For most 
forms of debt, you will be able request a three-month payment holiday up-until 31 January 
2021, however the total level of interest you pay may increase as interest is still accruing.  
Under the scheme, most people are eligible for two three-month breaks overall, so if you 

http://www.moneyadviceservice.org.uk/
http://www.citizensadvice.org.uk/
http://www.stepchange.org/
https://www.gov.uk/coronavirus
https://www.gov.scot/coronavirus-covid-19/
https://gov.wales/coronavirus-regulations-guidance
https://www.nidirect.gov.uk/articles/coronavirus-covid-19-regulations-guidance-what-restrictions-mean-you
https://www.nidirect.gov.uk/articles/coronavirus-covid-19-regulations-guidance-what-restrictions-mean-you


have already had two payment holidays, you may have to speak to your lender to see if they 
can offer you tailored support. 

You can get advice on debt and money worries at: Money and Pensions Service 
(moneyadviceservice.org.uk); Citizens Advice (citizensadvice.org.uk); and StepChange 
(stepchange.org). 

6. I cannot afford my minimum credit card payment. Will I be penalised? 

You should contact your lender as soon as possible to discuss your payments options such 
as deferring payments or switching to a lower-interest credit card as some banks are waiving 
late payment penalties. Many banks are offering payment holidays for up to three months. 
However, watch out as you will still be charged interest. Check if you can switch high-interest 
cards to a zero or lower interest rate. 

7. Can I access cash I have saved in a fixed-rate account? 

Some banks are willing to waive penalties for accessing savings in fixed rate accounts. 
However, you should note that with such low savings rates in the market, you may not be 
able to get the same rate again (i.e. only do this if you really need the money). 

8. Can I access money from my Lifetime ISA? 

The Government has cut the Lifetime ISA (LISA) withdrawal charge from 25% to 20%. This 
lower charge will apply to all chargeable withdrawals between 6 March 2020 and 5 April 
2021. 

The lower withdrawal charge means that if you make a withdrawal from your LISA during the 
current crisis you will effectively lose the Government bonus plus any growth on that bonus, 
but you will not have to pay any other penalties.  

 

Work, furlough, Job Support, and time off 

9. What is furlough and can I apply?  

Furlough allows employees to stay on the payroll and receive wages, even though they are 
not working, or only working part-time. It is up to employers to decide and define who is 
furloughed. 

The scheme will run until at least the end of March 2021, anyone on payroll on 30th October 
is eligible. 

Employees on furlough will receive 80% of their usual wages (up to £2,500 per month).  
Furloughed employees can still work part time, and should be paid in full for time worked, 
and receive 80% of pay for every hour not worked.  Currently, the government will pay the 
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full 80% of wages, and your employer will pay your pension and National Insurance 
contributions. 

10.   What is the Job Support Scheme and can I apply? 

The Job Support Scheme was due to replace the furlough (CJRS) scheme until the 
extension of furlough in November.  Once the extended furlough scheme ends, the 
government may once again plan to replace the CJRS with the Job Support Scheme. 

11.   Can I claim sick pay if I'm self-isolating? 

If you need to take time off work due to becoming unwell from coronavirus, you'll be entitled 
to your usual sick leave and sick pay. If you don't have symptoms yet, but you are required 
to self-isolate due to either testing positive, having someone in your bubble testing positive, 
or being told to isolate by the NHS Test and Trace service, you should be eligible for 
statutory sick pay (SSP) from day one if it means you are not able to work, as long as you 
meet the standard SSP criteria.  However, if you are required to self-isolate due to returning 
from a country on the quarantine list, then it is unlikely that you will be eligible for SSP. 

You may be entitled to a one-off payment of £500 through the Test and Trace Support 
Payment scheme if you are required to stay at home and self-isolate. Local authorities will 
be putting arrangements in place to make these payments, with further details to be made 
available shortly. You will be eligible if you live in England and meet all the following criteria: 

 you have been asked to self-isolate by NHS Test and Trace 

 you are employed or self-employed 

 you cannot work from home and will lose income as a result 

 you are claiming at least one of the following benefits: Universal Credit, Working Tax 
Credits, income-related Employment and Support Allowance, income-based 
Jobseeker’s Allowance, Income Support, Pension Credit or Housing Benefit 

 

12.  I can’t work my normal hours because of coronavirus. Can I still receive my 
usual tax credits payments? 

The Government increased Working Tax Credits payments from 6 April 2020. The basic 
element of Working Tax Credit was increased by £1,045 to £3,040 from 6 April 2020 until 5 
April 2021. 

The amount a claimant or household will benefit from will depend on their circumstances, 
including their level of household income. The increase could mean up to an extra £20 each 
week. 



The government uprated Child Benefit, other tax credits rates and thresholds, and 
Guardian’s Allowance by 1.7% with effect from 6 April 2020.  

These increases came into effect on the 6 April, but individual payment dates will vary 
depending on circumstances. 

13.   What is universal credit, can I get it and how much can I get? 

Universal credit is a benefit available to many who are either on low income (employed or 
self-employed) or unemployed, provided your household has less than £16,000 in savings.  
If your financial circumstances have recently changed you may now be eligible. 

Everyone gets a standard allowance, based on age and whether you're single or in a couple. 
Some people can also get extra help for: 

• Housing costs – for rent, but mortgage-holders can apply for a “support for mortgage 
interest” loan 

• If you care for children 

• If you have a sickness or disability that prevents you from working 

• If you have other caring responsibilities  

14.  I have a small business that is currently struggling due to the Coronavirus. What 
support can I receive? 

Small businesses struggling due to the coronavirus can now apply for a new 100% state-
backed loan worth up to £50,000 or 25% of annual revenue (whichever is lower), with no 
interest charged or repayments needed in the first 12 months. Further details are below: 

• You can borrow between £2,000 and £50,000. Though the amount is capped at 25% of 
your total turnover (usually for calendar year 2019, or new businesses can estimate). 

• The application deadline has been extended to the end of January 2021. 

• No interest will be charged and no repayments will need to be made in the first 12 
months.  

• After 12 months, all banks will charge a fixed 2.5% annual interest.  

• You can repay the loan early without penalty.  

• The loans can last for up to ten years, and loans already taken out for shorter periods 
may be able to be extended.  



• Interest-only periods of up to six months and payment holidays may also be available if 
required. 

• From November, you are able to “top-up” your loan.  This means that if you have already 
taken a loan for less than the maximum amount, then you are able borrow more, up-to 
the maximum in total. 

For further information and to apply got to: https://www.gov.uk/guidance/apply-for-a-
coronavirus-bounce-back-loan  

If your business is forced to close due to restrictions, you may be eligible for a grant to cover 
fixed costs. 

 

Housing 

15.   I cannot afford to pay my mortgage this month. What should I do? 

Contact your mortgage provider. The Government has told lenders to offer up to six-months 
mortgage holiday to people who are in financial difficulty as a result of coronavirus. Many 
lenders have set up an online application form so go to their website for the link, otherwise 
call them directly but be prepared to wait.  Take note that this is not free money and may not 
be suitable for everyone. 

If you have already taken a payment holiday that is now ending, you may apply for an 
extension to the payment holiday, up to six-months in total.  If you think you will have long-
term difficulties in paying your mortgage then you should consider alternative options and/or 
contact a financial advisor. 

16.   Will I be evicted if I cannot afford to pay my rent? 

Evictions from private or social housing were temporarily banned until the 20th September.  
Now that the eviction ban has ended, it is possible to be evicted if you are unable to pay your 
rent, however the eviction notice period was extended to 6 months in most circumstances on 
the 29th August. 

Unless you have made an agreement with your landlord, you are still required to pay your 
rent, and freezing payments may have future consequences. Your landlord can request a 
mortgage payment holiday from their lender. 

17.   Is now a good time to buy house? 

In response to falling house prices during the lockdown phase of the pandemic, the 
government has temporarily reduced Stamp Duty Land Tax on main homes until April 2021 
to help boost the housing market.   
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This change can save buyers up to £15,000 in tax, which is a welcome saving, however 
buyers should also take into account changes in the mortgage market, as the uncertainty 
around Covid-19 has caused some lenders to change the mortgages they offer, with many 
lenders now requiring a larger deposit. 

With uncertainty around the future economic recovery, don’t forget that if you don’t keep up 
with mortgage repayments, your home could be re-possessed. 

 

 

Holidays 

18.   Can I get a refund for my flights or holiday if they have been cancelled? 

Yes, if it’s a packaged holiday or a flight. 

If your flight is cancelled, you should receive a full refund back in the same format that you 
paid for it. This applies for all flights on any airline that departs from an EU country and 
flights on any EU airline. 

Outside of the EU, the rules are more complex. You should check your individual airline or 
travel agent’s terms and conditions. 

However, many travel operators are offering a voucher or a credit note instead of a refund. 

If you are offered a voucher or a free rebooking instead of cash, you can accept or refuse it. 
Note that if the travel operator later goes bust, the voucher is likely to become invalid. 

If you rebook but decide not to take the flight that has not been cancelled, you will have lost 
your right to a refund and may not be covered by your travel insurance.  

19.   Is it safe to book a holiday? 

Lockdown measures are rapidly changing across the UK and the world, and the outlook for 
the next few months, or even weeks, is still highly uncertain. Given this high level of 
uncertainty, there are significant risks that any travel or holiday booked, even within the UK, 
may need to be cancelled. 

Many people have managed to have successful holidays this year, showing it is possible, 
however many more have had cancelled holidays, or had to quarantine for weeks after 
sudden rule changes.  The important point is to understand the risks, and weigh them 
against the benefits of getting away for a well-deserved break. 

Whilst the government publishes a list of countries that individuals can travel to without 
needing to quarantine on return, these can change in a matter of days.  Additionally, some 



countries on the list have restrictions on tourists entering from the UK, so just because it is 
on the list does not mean you can travel there without restrictions. 

It’s important for your health and wellbeing to take a break from work, but think about how 
you can take a good break without having to “go away” on holiday. 

If you do want to go away, consider waiting until the last-minute when there is more certainty 
to book, and having a holiday within the UK could be safer if there are not local or national 
lockdown restrictions in place at the time.  

If you are planning to book a holiday, make sure you pay close attention to cancellation 
policies, and keep up-to-date with quarantine measures in both the UK and the country you 
plan to visit. 

20.   I’m due to travel to Europe.  I have paid a deposit and not sure if I should pay 
the rest or cancel my holiday? 

If you have booked a packaged holiday then you probably should not cancel. If you cancel 
now without a specific warning from the FCO (Foreign & Commonwealth Office), then you 
may lose your deposit and be asked to pay a cancelation fee. Usually, your insurance will 
not cover you for the deposit or any cancellation fees. 

Speak to your travel operator and ask if you can rebook your holiday for later free of charge. 

If you do not want to rebook then ask for your deposit back. 

If the travel operator will not return your deposit, then the choice is yours: pay the rest and 
you would be backed by the Government backed Atol Scheme, or cancel your holiday and 
lose your deposit if you can afford to do so and you will not have to worry about it again.  

21. Our travel operator is offering us a voucher or credit note for our cancelled 
holiday. Can I get my refund in cash? 

Anyone who has booked a packaged holiday that is then cancelled is entitled to a full refund 
rather than a voucher or credit note. 

If they do not provide a full refund in cash, you have the right to take the company to the 
small claims court.  

Alternatively, if you booked within the last 120 days, speak to your debit or credit card 
provider and ask them to chargeback the cost.  

If you booked using your credit card and spent more than £100 then you can claim using 
Section 75 protection. However, credit card companies may be reluctant to accept your 
claim. Try using the chargeback scheme first and then Section 75.  



22.   Is coronavirus covered by my travel insurance? 

Before you get in touch with your insurer, you should try to get a refund from your travel 
operator. Insurers will only pay out for costs that could not be refunded, so you must explore 
that route first. Try claiming via chargeback or Section 75 first. 

If your travel operator tells you to claim on your insurance, get this in writing.  

Most policies will not provide cancellation, disruption or abandonment cover if you travel or 
book a holiday against FCO advice. 

Many major travel insurers have responded to the pandemic by changing policies for new 
customers so they no longer cover coronavirus-related incidents.  

Existing customers are unaffected. So if the FCO (Foreign & Commonwealth Office) advise 
that you should not travel to your destination after you've taken out the policy and it's still in 
place when you're due to travel then you should be covered. 

In addition, many insurers have pulled out of the market since the start of the pandemic, 
making it more difficult to find travel insurance. If you do manage to find travel insurance, it 
probably will not cover you for coronavirus related claims.  

23. Can I get a refund for a travel insurance policy I will not use? 

Some travel insurers are offering pro-rata refunds to customers who want to cancel their 
policy. Contact your insurer and request a refund only if you do not plan on travelling for the 
remainder of the policy.  

 

Utilities and bills 

24. Can I get help with my energy and water bills? 

Please contact your suppliers for information on what support they can provide. The support 
provided is not universal and can vary by supplier. 

25.   What are the options available to me if I cannot pay my current energy bill? 

This really depends on which energy supplier you use, but some examples of help being 
offered include: 

• The possibility of delaying billing dates 

• Some prepay meters are being loaded with emergency credits 



• Delaying payments or offering reduced payments (remember this does not alter the 
amount you owe the companies just the terms of repayment) 

In all instances, the energy suppliers advise not to ignore the problem, simply contact them 
as soon as you can and they will assess each case on an individual basis and do what they 
can to help. 

Remember to explain to the supplier if you are classified as a vulnerable person as the 
energy suppliers have stated they will not disconnect vulnerable people if they fall behind on 
their re-payments during this time.  

26.   I am self-isolating and I cannot top up my energy prepay meter, what can I do? 

Depending on which supplier you are with there are different options available to you, some 
allow for you to allow a nominated 3rd party to top up on your behalf, some allow you to top 
up using an app or via an online account.  If you are experiencing issues with topping up 
your prepay meter contact your supplier immediately to find out what options you have. 

27.  Can I change my energy supplier? 

It might be time to switch suppliers if you can get a better tariff than your current one.  Before 
switching, make sure you understand whether there are any penalties for switching from 
your existing supplier, and check what your current tariff is so you can spot a better deal.  
Most of the main comparison sites offer help to find the best energy deal; they are not just 
there to help you get the best car insurance quotes.  So spend some time looking into if 
there is a better deal out there for you. 

Even if you do need to pay a penalty to leave before your contract ends, it may be cheaper 
in the long-term, just make sure you can afford the penalty in the short-term. 

You can also ask your existing supplier if there is a better tariff they can offer you without 
having to change suppliers, sometimes after a fixed tariff ends they automatically switch you 
to an ordinary tariff which may not be the .   

When changing suppliers, remember that if you currently owe your existing supplier money 
they may expect payment in full once your switch is completed. 

In most cases there is no physical change required when switching providers so nothing has 
changed due to coronavirus, the only changes are the amount you pay and the company 
that sends you the bill. 
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