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Frequently Asked Questions 

 

What is Speak Up? 

• What is Speak Up?  

• How do I Speak Up? 

• Can I raise a concern via the internet or telephone? 

• Who can Speak Up?  

• Why should I raise a concern? 

• Does Centrica really want me to raise a concern if I witness a breach of Our Code? 

• Can I remain anonymous when I Speak Up? 

• If I raise a concern, will it be confidential? 

• How can I raise a concern? 

 

The Speak Up helpline 

• What is the Centrica Speak Up helpline? 

• Why do we need the Speak Up helpline? 

• Who are Navex? 

• What is EthicsPoint? 

• If I use the Speak Up helpline to raise a concern, where does it go? 

• Who can access the concern once it’s raised via the helpline? 

• Can I raise a concern via the helpline if I don’t have access to the internet? 

• Is the system just an example of someone watching over me? 

• Can I raise a concern from home and remain anonymous online? 

• It is my understanding that any concern I send from a company computer generates a 

server log that shows every website my PC connects with; won't this log identify me as 

a report originator? 

• Can I raise a concern from home and remain anonymous over the phone? 

• What if my boss or other managers are involved in the concern? Will they see that I 

have raised a concern? 

• What if I remember something important about the incident after I raise the concern 

via the helpline? 

• What if you have questions for me relating to the concern I raised online or over the 

telephone? 

• Are these follow-ups on concerns as secure as the first one? 

• What if I lose my report key or password? 
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The Speak Up process 

• What happens when I Speak Up? 

• Does it help if I identify myself when I raise a concern? 

• What happens after I raise a concern? 

• How can I monitor the progress of my concern via the helpline if I choose to remain 

anonymous? 

• What happens if a false or malicious concern is raised? 

• What happens if my concern is in respect of a breach of regulations?  

• Can I raise a concern directly to a regulator? 

• Centrica have a zero-tolerance policy on retaliation, what does this mean?  

• My manager has retaliated against me as a result of a concern I raised, what should I 

do? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Group Ethics & Compliance               Uncontrolled when printed
   

3 of 10 

 

What is Speak Up? 

What is Speak Up? 

Speak Up is the process whereby you can seek advice or raise a concern relating to possible improper, 

unethical, or illegal practice and/or conduct within Centrica including potential or actual breaches of Our 

Code.  

How do I Speak Up? 

In the first instance, we encourage you to talk to line management.  However, if you are not comfortable 

or it is impractical or inappropriate to do so, you can contact a member of the People team , LRECS 

(Legal, Regulatory, Ethics & Compliance, Secretariat),  Internal Audit, the Ethics & Compliance team or 

the Speak Up team directly.  You can also ask a question or raise your concerns through our Speak Up 

helpline or web portal.   

 

 

 

Can I raise a concern via the Internet or the telephone? 

Yes, the Speak Up helpline offers both options  Speak Up is an online and phone-based system 

provided by Centrica for the confidential reporting of violations of laws, regulations or company policies. 

It is available 24 hours a day, seven days a week. Concerns raised via Speak Up and all information 

provided, including the identity of the reporter and any ensuing internal investigation, is treated as strictly 

confidential and handled in accordance with applicable laws. Concerns can be raised anonymously 

where allowed by applicable laws and regulations.  
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Who can Speak Up? 

Everyone in Centrica and affiliated companies including all subsidiaries and joint ventures are 

encouraged to Speak Up.  This includes all employees, whether full time, part time, contract or 

temporary to independent contractors, vendors, consultants, suppliers and other business partners who 

are working on our behalf or in our name through outsourcing of services, processes or any other 

business activity. 

Why should I raise a concern? 

Centrica promotes an open, transparent, and safe working environment where colleagues and business 

partners feel able to raise concerns about suspected misconduct or malpractice without fear of 

retaliation. By promoting a Speak Up culture we can safeguard Centrica’s purpose by energising a 

greener, fairer future.  

Does Centrica really want me to raise a concern if I witness a breach of Our Code? 

Centrica actively promotes employees to do the right thing.  We encourage you to raise concerns and 

ask questions.  By doing so, you give Centrica an opportunity to deal with the concern. 

Can I remain anonymous when I Speak Up? 

You can raise your concerns anonymously (where permitted by local legislation). However, we may 

encourage you to reveal your identity as it can be more difficult, and in some circumstances even 

impossible, for us to investigate concerns that are raised anonymously. 

If I raise a concern, will it be confidential? 

Yes, the company will not disclose your identity unless it’s reasonably necessary to do so for purposes 
of our investigations, to obtain legal advice, or to comply with a legal or regulatory obligation.  Your 
personal data will only be disclosed to need-to-know employees and/or third parties (consultants, 
authorities etc.).   

How can I raise a concern? 

You can raise a concern or ask questions via Centrica’s Speak Up Helpline, Centrica’s Web Portal 

or by emailing speakup@centrica.com.  

Concerns raised through Speak Up are reviewed by an independent team who decide how and who 
should progress the matter. If appropriate, an investigation will be undertaken to establish relevant facts 
and determine whether action needs to be taken. If a breach of Our Code is found, appropriate steps 
will be taken to address the issue with those involved and may include disciplinary action. 

The colleague who raised the concern will be kept updated on the progress of any investigation and will 
be informed when it is concluded, along with an appropriate level of detail on the outcome of the 
investigation. 

 
• Contacting the Centrica Speak Up helpline 

The Speak Up confidential helpline is a telephone reporting channel available 24 hours a day, 365 days 
a year. Telephone calls are not recorded. Calls made through Speak Up are not recorded. However, if 
the employee has been using Centrica's telephony systems to outbound call services the calls are 
automatically recorded. If an employee prefers not to have their call recorded, they should consider 
using their personal devices or work mobile phones.  
 
 
 

mailto:speakup@centrica.com
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Currently, the helpline operates in 5 jurisdictions. See details below of how to raise your concerns via 
Centrica Speak Up helpline:  
 

Country 
Telephone 
number 

Comments 

UK 0808 234 6300   

Ireland 1-800-550-000 Enter 855-282-4792 when prompted 

Denmark 80 83 02 84 English/Danish speakers available 

USA 1-855-282-4792 English/Spanish speakers available 

Canada 1-855-282-4792 English/French speakers available 

Belgium 0800 13 616 
English/Dutch/French/German speakers 
available 

Germany 0800 1823290 German/English speakers available 

Hungary 06 80 019 668 Hungarian/English speakers available 

Israel 1-809-322-249 Hebrew/Arabic/English speakers available 

Italy (includes San Marino, Vatican 
City) 

800819792 Italian/English speakers available 

Netherlands 0800 0249917 Dutch/English speakers available 

Norway 800 62 540 Norwegian/English speakers available 

Singapore 8004922812 Mandarin/English/Malay speakers available 

 
 

If your country is not listed below, you can use Centrica’s Web Portal or the Speak Up mailbox.  

• Raising a concern via Centrica’s web portal 

Concerns can also be raised online via www.centrica.ethicspoint.com or alternatively, you may request 

information by emailing speakup@centrica.com. This applies for any jurisdictions which Centrica 

operates.  

 

 

 

 

 

 

https://secure.ethicspoint.eu/domain/media/en/gui/104556/index.html
mailto:speakup@centrica.com
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The Speak Up helpline 

What is the Centrica Speak Up helpline? 

The Centrica Speak Up helpline is a comprehensive and confidential reporting tool to assist Centrica 

employees, vendors, suppliers and business partners to raise concerns relating to improper, unethical 

or illegal practice and/or conduct, or seek guidance regarding Our Code, or our other policies or 

applicable regulations and laws. 

The Speak Up helpline is designed for users to ask questions or raise any concerns relating to possible 

improper, unethical, or illegal practice and/or conduct within the organisation, including potential or 

actual breaches of Our Code. 

Why do we need a Speak Up helpline? 

By having more open channels of communication, Centrica is demonstrating that we value the help of 

employees who raise concerns and contribute to sustaining our reputation, success and ability to 

operate – both now and in the future.   

The Speak Up helpline allows for an effective reporting system which will aid in our efforts to foster a 

culture of integrity and ethical decision-making. 

The Speak Up helpline also offers an effective way for employees who raise concerns to maintain their 

anonymity. 

Who are Navex? 

NAVEX is an independent third-party service provider that has been retained by Centrica to administer 

the Centrica Speak Up helpline and case management system. 

What is EthicsPoint? 

EthicsPoint is the name of the comprehensive and confidential internet and telephone-based reporting 

tool provided by Navex. 

If I use the Speak Up helpline to raise a concern, where does it go? 

Concerns raised are entered directly into NAVEX’ secure server to prevent any possible breach in 

security. 

Who can access the concern once it’s raised via the helpline? 

Concerns raised are made available by NAVEX only to a very limited number of specific individuals, 

mainly within the Ethics & Compliance team or those within Centrica who are entrusted with evaluating 

the reports, based on the type of reported concern and location of the incident.  Each of these report 

recipients has had training in keeping these reports confidential to the fullest extent practicable under 

the circumstances. 

Can I raise a concern via the helpline if I don’t have access to the internet? 

You can raise a concern via the Speak Up helpline from any computer that can access the Internet. 

If you do not have access to, or are uncomfortable using a computer, you can call the Speak Up helpline 

which is available 24 hours a day, 365 days a year.  At the moment, this service is only available from 

the UK, North America, , Denmark and Ireland.  We look to expand on local helpline numbers in other 

countries as per demand.  
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International dialling options are available, by country, on the website.  

Is the system just an example of someone watching over me? 

The NAVEX system is a tool utilised by Centrica to maintain a safe, secure, and ethical workplace.  You 

are encouraged to seek guidance on ethical dilemmas and communicate any potential concern. 

Effective communication is critical in today's workplace, and this is a great tool to enhance that 

communication. 

Centrica has carefully chosen this reporting tool to meet our reporting requirements. 

Can I raise a concern from home and remain anonymous online? 

Yes.  The NAVEX system is designed to protect your anonymity. In fact, NAVEX is contractually 

committed not to pursue your identity.  To further ensure your anonymity, you may - as a reporting party 

– not reveal any identifying details when raising your concern. 

No matter where a report is generated if raised anonymously it will remain protected, anonymous and, 

to the extent possible, confidential.  An internet portal never identifies you by screen name and the 

NAVEX system strips away identifying information, such as an IP address, so that anonymity is 

maintained.  

Please be aware that anonymity may not be permitted in some countries due to local law. 

It is my understanding that any concern I send from a company computer generates a 

server log that shows every website my PC connects with; won't this log identify me as 

a report originator? 

NAVEX does not generate or maintain any internal connection logs with IP addresses; no information 

linking your PC to NAVEX is available when you access the Centrica Speak Up helpline. In fact, NAVEX  

is contractually committed not to pursue a reporter's identity. 

If you feel uncomfortable making a report on your work PC, you have the option of using a PC outside 

of the work environment through the NAVEX secure website.  

Can I raise a concern from home and remain anonymous over the phone? 

Yes.  You will be asked to provide the same information that would be provided in an internet-based 

report.  The representative will type your responses directly into NAVEX’ secure environment.  The 

Speak Up helpline telephone-based reports have the same security and confidentiality measures 

applied to them during delivery as Internet-based reports. 

Please be aware that anonymity may not be permitted in some countries due to local law. 

What if my boss or other managers are involved in the concern? Will they see that I 

have raised a concern? 

The NAVEX system and report distribution protocols are designed so implicated parties are not notified 

about or granted access to reports in which they have been named, unless required by local laws. 

What if I remember something important about the incident after I raise the concern via 

the helpline? 

When you raise a concern via the Centrica Speak Up helpline either using the web portal or through 

NAVEX’ telephony, you receive a unique report key and are asked to select a password.  With the 
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report key and your password, you can return to the NAVEX system again, either by internet or 

telephone, and access the original report. At that point, you can add more details. 

What if you have questions for me relating to the concern I raised online or over the 

telephone? 

NAVEX provides functionality that enables the Speak Up team to post questions for you, even if you 

raise a concern anonymously.  When you receive your report key, you will be provided with the amount 

of time we expect for the report to be processed (7 days).  When that time has passed, we strongly 

suggest you check to see if any questions have been posted.  Providing the opportunity for such 

dialogue aids in investigating matters. 

Are these follow-ups on concerns as secure as the first one? 

All NAVEX correspondences are held in the same strict confidence as the initial concern, continuing 

under the umbrella of anonymity, if you so choose, to the extent permitted by local law and local 

company mandate. 

What if I lose my report key or password? 

To maintain the highest level of confidentiality, you will be asked to raise a new concern if you lose 

either your report key or your password. You should mention that your new concern relates to one 

raised earlier. 

 

 

^ return to the top ^ 
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The Speak Up process 

What happens when I Speak Up? 

 

 

Does it help if I identify myself when I raise a concern? 

Investigating a concern is usually faster and more successful when the Centrica Speak Up team can 

follow up on the issue directly with the person raising the concern.  

If you have identified yourself, reasonable efforts will be made to respect your confidentiality.  Your 

identity will not be disclosed unless necessary for carrying out a proper investigation, required in the 

course of legal proceedings, or as required by local regulations or laws.  

Centrica operates a zero tolerance policy on retaliation and will not tolerate any form of 

retaliation when a concern is raised in good faith.  

What happens after I raise a concern? 

Concerns raised will be assessed.  If deemed appropriate, the concern will be escalated to the Speak 
Up team or relevant department.  In any event the concern will be investigated with remedial action 
taken (if necessary).  

How can I monitor the progress of my concern via the helpline if I choose to remain 

anonymous? 

Once you have raised your concern via the helpline, you will be provided with a report key and asked 

to create a password.  With these two pieces of identification, you will be able to follow up on a concern, 

either by visiting the Centrica Speak Up portal or by contacting the telephone helpline.  
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You may need to wait a few days after your submission before you can monitor progress and check 

whether you are being asked for any additional information.  To allow for protection of the matter and 

any parties involved, details of the case cannot be provided. 

What happens if a false or malicious concern is raised? 

Malicious allegations, or allegations made for personal gain, may result in disciplinary action.  If you 

raise your concern in good faith and the subsequent investigation concluded that there was no 

wrongdoing, no action will be taken against you. 

Centrica operates a zero tolerance policy on retaliation and will not tolerate any form of 

retaliation when a concern is raised in good faith. 

What happens if my concern is in respect of a breach of regulations?  

All concerns that require escalation to a regulator will be sent to the appropriate external regulatory 

body for further investigation.  You are also able to raise your concerns directly to a regulator. 

Can I raise a concern directly to a regulator? 

At Centrica, we encourage you in the first instance to raise your concerns internally, however you may 

disclose concerns to a regulator directly should you wish to do so. It is also possible to raise concerns 

with both Centrica and a regulator at the same time. 

Centrica has a zero tolerance policy on retaliation, what does this mean?  

We are committed to protecting those who raise concerns in good faith and do not tolerate any form of 

retaliation against colleagues who report possible or actual breaches of Our Code. We consider 

retaliation as gross misconduct.  

My manager has retaliated against me as a result of a concern I raised, what should I 

do? 

Anyone who believes they have suffered detrimentally after speaking up should raise this immediately 

with their line manager, Employee Relations or via Speak Up (Centrica’s Speak Up Helpline, Centrica’s 

Web Portal or by emailing speakup@centrica.com).  This could lead to disciplinary action up to and 

including termination of employment.   
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