Snorkl Privacy Policy — End Users

Last updated: 05/02/2026

1. Who we are

Snorkl is a technology provider that powers digital support tools for organisations working with
customers in debt. When you use our service, you are interacting with a digital assistant
provided by Snorkl. While the assistant may be customised for the organisation that referred
you—such as your lender or service provider—Snorkl operates and maintains the service.

Snorkl acts as an independent data controller when providing support to you directly. Snorkl and
that organisation will each act as separate controllers of your information. In some cases, Snorkl
may also act as a processor of limited, non-sensitive data provided by that organisation to help
them assess the effectiveness of the service.

If you have any questions about how your data is used, please contact your service provider
directly. You can also reach us at: hello@snorkl.co.uk

2. What data we collect and why

We collect personal information you choose to share in order to help you understand your
financial situation and take supportive action. This may include:

Contact details (e.g. name, reference number)

Income and expenditure details

Household composition and financial dependents

Financial difficulty or vulnerability indicators (e.g. illness, job loss)

Chat content (used for support, quality assurance, and audit purposes)
Technical data (e.g. browser, IP address, device type)

We use this data to:

e Guide you through options based on your financial situation

e Record and securely share your information with the referring organisation

e Improve the quality and safety of our service through internal testing and Al quality
review



3. Use of Al

Our assistant uses artificial intelligence (Al) to generate personalised responses to your
questions. It helps explain options, offer support, or guide you to the right actions. The assistant
does not make decisions about your account. Any decisions—such as payment plan options,
account holds, or referrals—are based on predefined rules set by the organisation that referred
you. You choose which option to proceed with, and the assistant simply supports you through
that process.

We apply rigorous quality control checks and maintain audit trails to monitor accuracy and
fairness. No personal data is used to train third-party Al models. Snorkl is not responsible
for any decisions made by the referring organisation or for the outcomes of your account.

4. Special category data

Some of the information you provide may reveal health or vulnerability-related details (special
category data). We only use this information to guide your experience and, if you consent, share
it with the referring organisation to better support you.

By agreeing to this Privacy & Use Policy, you provide your explicit consent for Snorkl to
process any such information you choose to share for the purposes of supporting you through
this service.

5. Who we share data with
We only share your information with:

The organisation that referred you
Our trusted technology partners (e.g. cloud providers, Al systems), only as needed to
operate our service

e Regulators or law enforcement where legally required

We do not share or sell your data to marketers or third parties for advertising.




6. Lawful basis for processing

Type of Data

Use of Data

Lawful Basis

Personal Data

Guide you through the digital
support journey

Snorkl operating the service:
Consent (via agreement to the
Privacy & Use Policy — required to
proceed)

Sharing outputs with the
organisation that referred you:
Legitimate interest (to support
customers in financial difficulty and
enable appropriate follow-up and
record-keeping)

Conversation
history & budget

Share information with the
organisation that referred you

Snorkl operating the service:
Consent (via agreement to the
Privacy & Use Policy — required to
proceed)

Sharing outputs with the
organisation that referred you:
Legitimate interest (to support
customers in financial difficulty and
enable appropriate follow-up and
record-keeping)

Contact Data

Provide and manage access to
the service

Snorkl operating the service:
Consent (via agreement to the
Privacy & Use Policy — required to
proceed)

Sharing relevant outputs with the
organisation that referred you:
Legitimate interests (to support
customers in financial difficulty and
enable appropriate follow-up and
record-keeping)

Usage/Technical
Data

Monitor usage, improve service
performance, audit quality

Legitimate interest

Special Category
Data

Identify and support
vulnerabilities

Explicit consent (granted by
accepting this Privacy & Use Policy)




7. How long we keep your data

We retain your personal data only for as long as necessary to provide the service and meet
legal or regulatory obligations. Typically:

e Personal data and chat history are retained for up to 5 years unless you or the referring
organisation request earlier deletion.
e Anonymised usage data may be retained longer for service monitoring and analysis.

8. Where your data is stored

Your data is securely stored in the UK. If in the future any data needs to be transferred outside
the UK, we will ensure appropriate safeguards (such as standard contractual clauses) are in
place to protect your rights.

9. Your rights under UK GDPR
You have the right to:

Access the personal data we hold about you

Correct inaccurate or incomplete information

Request deletion of your data (subject to the referring organisation’s policies)
Object to certain types of processing

Restrict processing in certain circumstances

Withdraw consent where that’s the basis of processing

Request a copy of your data in a portable format

To exercise these rights, please contact the referring organisation or email hello@snorkl.co.uk
and we’ll help guide you through the process.

10. How to complain



If you have concerns about how your data is used, you can:

1. Contact us at hello@snorkl.co.uk
2. Contact the Information Commissioner’s Office (ICO):

o  WWW.ico.org.uk
0303 123 1113
o Woycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF

11. Changes to this policy

We may update this Privacy Policy from time to time. We will post the updated version with a
new date above.

Snorkl Terms of Use — End Users

Last updated: 06/05/2025

1. Service description

This digital assistant is powered by Snorkl and is designed to help you understand your financial
situation and explore support options. It is not a regulated financial or debt advice service.

We aim to provide helpful guidance, but we do not guarantee that the assistant will be suitable
for all situations. If you’re unsure about what to do, please speak directly to your creditor or a
free, independent debt advice provider.

2. Eligibility

You must be at least 18 years old to use this service.



mailto:hello@snorkl.co.uk
https://www.ico.org.uk

3. Acceptance of terms

e By using this service, you confirm that you have read and agree to these Terms of Use. If
you do not agree, please do not use the assistant.

4. Acceptable use
You agree not to:

Input false, misleading, or intentionally inaccurate information

Use the assistant for any unlawful, harmful, or fraudulent purpose

Attempt to copy, disrupt, reverse engineer, or tamper with the system

Upload code, scripts, or viruses

Share sensitive personal information that is not relevant to your support needs

We reserve the right to suspend access if we detect misuse.

5. Intellectual property

All content, software, and features provided through this assistant are owned or licensed by
Snorkl. You may not copy, reproduce, republish, or reuse any part of the assistant without
written permission from Snorkl.

6. Limitation of liability
We aim to ensure the assistant is helpful and reliable, but:

Responses are for guidance only
We are not responsible for your decisions or outcomes based on the assistant
Snorkl is not responsible for decisions made by the referring organisation or any account
outcomes

e We accept no liability for any loss, damage, or harm resulting from your use of the
assistant

7. Data and privacy



Your use of this service is subject to our Privacy Policy. By using the assistant, you consent to
the processing of your data as described.

8. Changes to the service

We may update or suspend access to this service at any time without notice.

9. Changes to these terms

We may update these Terms of Use from time to time. The latest version will always be
published on our website or linked within the assistant. By continuing to use the service, you
agree to any updated terms.

10. Governing law

These terms are governed by the laws of England and Wales. Any disputes arising from your
use of the service will be subject to the jurisdiction of English courts.

11. Severability

If any part of these Terms is found to be invalid or unenforceable, the rest will continue to apply.
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