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ÍŧĞÿƯϝƇ ¾ƔƃƀŧƇĢ

To bring together Cross-Sector voices to explore, co-
create, and apply emerging AI practices that improve 
outcomes for Vulnerable Customers in debt, turning 
innovation into meaningful, ethical support for those 

most at risk.



ÍŧĞÿƯϝƇ !ĸĢŠĞÿ
10:00   |  Setting the Challenge - How do we deliver consistency in treatment paths?
 Kevin Still, Director, Debt Managers Standards Association

10:20   |  Tackling the Challenge - Scaling Vulnerability Detection & Support
 Martin Neilsen, Managing Director, MEGA AI

10:50   |  Case Study - Reaching the Unreachable: Smarter, Effective Support with AI
 Derek Owen, Managing Director, Healthy Homes Solutions & The Vulnerability Initiative

11:10   |  Interactive Workshop
 Co-led by Martin Neilsen and facilitated by Derek Owen

11:50   |  Q&A & Closing Notes



Setting the Challenge

Kevin Still
Director, Debt Managers Standards Association

Vulnerable to what?

How do we deliver consistency in 

treatment paths?



Kevin Still
7 May 2025

AI and Debt for Vulnerable Customers 

VRP

RTP

Ensuring consumers have an appropriate degree of protection is central to what the FCA does. This includes 

protecting vulnerable consumers. They want vulnerable consumers to experience outcomes as good as those for 

other consumers and receive consistently fair treatment across the firms and sectors they regulate

Financial or 
non-financial 
vulnerability?

Transitional or 
long-term 

vulnerability?

The Future of AI in Debt Management & Consumer Protection 

https://www.youtube.com/watch?v=gm98NP_2-bI


My brief

άhǳǘƭƛƴŜ ǘƘŜ ǇǊŜǎǎƛƴƎ ƛǎǎǳŜǎ ƛƴ ŜƴƎŀƎƛƴƎ ǾǳƭƴŜǊŀōƭŜ ŎǳǎǘƻƳŜǊǎΣ 

setting the stage by pinpointing the regulatory and compliance 

ƘǳǊŘƭŜǎ ǿŜ ŦŀŎŜέ

https://www.fca.org.uk/news/press-releases/vulnerable-customers-encouraged-open-firms-get-right-support 

άWǳǎǘ п ƛƴ мл ǾǳƭƴŜǊŀōƭŜ ŎǳǎǘƻƳŜǊǎ 

say they have disclosed their needs 

ǘƻ ǘƘŜƛǊ ŦƛƴŀƴŎƛŀƭ ǎŜǊǾƛŎŜǎ ǇǊƻǾƛŘŜǊέ

ά74% of vulnerable customers who told 

their firm about their circumstances said 

that staff asked the right questions to 

understand their situation, 57% said their 

firm ΨŎŀǊŜŘΩΣ and 58% said their firm took 

action to provide support they ƴŜŜŘŜŘέ
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UKRN 2025/26 Delivery Plan

/ƻǊŜ ¦Y wŜƎǳƭŀǘƻǊǎΩ bŜǘǿƻǊƪ ό¦Ywbύ ƻōƧŜŎǘƛǾŜǎΥ 

Promoting collaboration 

Addressing vulnerability

Championing effective regulation

UKRN members include the FCA, Ofwat and Ofgem 

https://ukrn.org.uk/publications/ukrn-2025-2026-annual-delivery-plan/
https://www.ofgem.gov.uk/publications/consumer-vulnerability-strategy
https://www.gov.uk/government/news/ai-energy-council-to-ensure-uks-energy-infrastructure-ready-for-ai-revolution   

Ofgem vulnerability strategy at a glance:

1. Improving identification and smarter use of data

2. Supporting customers struggling to pay their bills

3. Driving improvement in customer service for vulnerable groups

4. Encouraging positive and inclusive innovation

The AI in the energy sector guidance consultation closed 7 February 2025
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AI used to identify and assist excluded consumers

AI could help to identify excluded consumers and highlight 

relevant information for service decision making, such as during 

engineering works, or for the Priority Service Registers (PSR) 

In addition, AI could be used to identify and adapt processes to 

maximise the potential for consumers to be treated fairly, and if 

necessary, highlighting procedures for redress 

Ensuring robust arrangements are in place to establish and 

maintain data privacy and compliance with UK GDPR 

Testing and monitoring the effectiveness of the AI model, the 

implemented controls, and mitigation measures

Scenario planning and pilots with robust evaluation measures 

https://consult.ofgem.gov.uk/energy-technologies/ai-in-the-energy-sector-guidance-consultation/ 

For example, this could apply to 

consumers in vulnerable 

circumstances or consumers who 

are digitally excluded 
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FCA regulated - Cultural challenge into H2 2025

A more consumer-focused marketplace: 

/ƻƴǎǳƳŜǊǎΩ ƛƴǘŜǊŜǎǘǎ ŀǘ ǘƘŜ ƘŜŀǊǘ ƻŦ ǘŀǊƎŜǘ ƻǇŜǊŀǘƛƴƎ ƳƻŘŜƭǎ

[ƻǘǎ ƻŦ ΨǿŀǊƴƛƴƎǎΩΣ ōǳǘ ǇƭŜƴǘȅ ƻŦ ΨŀōǎǘǊŀŎǘ ǘƘƛƴƪƛƴƎΩ

Focus on delivering good outcomes for consumerswith no 

ΨǎƭǳŘƎŜΩ ǇǊŀŎǘƛŎŜǎ

Geared to consumers making informed decisions

Products & services providing Fair Value

Quality and intelligible (good comms) support focused on 

diverse (e.g. accessibility) needs at every stage

https://www.fca.org.uk/news/speeches/taking-leap-consumer-duty ς Sheldon Mills - 31/7/2024
https://www.fca.org.uk/publications/good-and-poor-practice/consumer-duty-board-reports-good-practice-and-areas-improvement ς December 2024
https://www.fca.org.uk/publications/corporate-documents/regulatory-initiatives-grid ς April 2025

ά!L ǇǊŜǎŜƴǘǎ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ŦƻǊ 
firms who are thinking 

creatively about 
opportunities for innovation 

ŀƴŘ ŜŦŦƛŎƛŜƴŎƛŜǎέ
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Embedding AI in customer journeys

άhǳǊ supervisory work, as well as research undertaken through the Digital Regulation Cooperation Forum 

(DRCF), underlines how the speed, scale and complexity of AI may require modified approaches to firm risk 

management and governance. Regulation will have to adapt as well. In particular, the complexity of AI 

models may require a greater focus on the testing, validation and explainability of AI models as well as 

strong accountability principles, reinforced by corporate cultures operating with openness and transparency.έ

FCA AI update



Focus on culture and governance

άaƻǎǘ ŦƛǊƳǎ ƛƴ ƻǳǊ Ƴǳƭǘƛ-firm work into outcomes 

monitoring were unable to show how they effectively 

monitor and take action on outcomes for customers in 

ǾǳƭƴŜǊŀōƭŜ ŎƛǊŎǳƳǎǘŀƴŎŜǎέ

άhƴƭȅ оф҈ ƻŦ ŦƛǊƳǎ ƘŀŘ ŦƻǊƳŀƭ ƎƻǾŜǊƴŀƴŎŜ ōƻŘƛŜǎ ƻǊ 

committees that oversee and can influence outcomes 

ŦƻǊ ŎǳǎǘƻƳŜǊǎ ƛƴ ǾǳƭƴŜǊŀōƭŜ ŎƛǊŎǳƳǎǘŀƴŎŜǎέ

https://www.fca.org.uk/publications/good-and-poor-practice/delivering-vulnerable-customers ς 7/3/2025
https://www.fca.org.uk/news/news-stories/review-firms-treatment-customers-vulnerable-circumstances - announced 15/3/2024  

FCA vulnerability webinar recording from 11 
March 2025:

https://webinars.fca.org.uk/the-vulnerability-
review-findings/room
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https://www.stepchange.org/Portals/0/23/po
licy/syb2024/StepChange_Debt_Charity_Rese
arch_Statistics_Yearbook_2024.pdf

https://www.linkedin.com/pulse/ai-debt-
advice-sector-debt-managers-standards-
associatio-hgqme/ 

DEMSA Blog ς AI in debt advice
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Multiple vulnerabilities

Channel management can be an important 

consideration, especially if the firm has 

captured multiple vulnerabilities

There appears a significantly higher risk 

where 3 or more vulnerabilities are captured 

on a transitional or permanent basis 

These consumers could benefit from 

registering with the Vulnerability Registration 

Service (VRS) or Experian SupportHub

TransUnion and VRS  have recently published 

data and reports around the correlation 

between financial and non-financial 

vulnerability. 

https://newsroom.transunion.co.uk/transunion-partners-with-vulnerability-registration-service-to-enhance-consumer-insights/  
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Statistics drawn from registration via the 
New Consumer Portal launched Jan-2025

Consumer 

Portal

Ease of Access

The new consumer portal allows customers 
to manage their vulnerability and seek 
support services specific to them. 

For the first time ever, consumers are 
empowered to actively modify and update 
their vulnerabilities. 

Self Management of Vulnerability

Top 5 Vulnerabilities

Financial

Mental Health

88%

55%

Physical

Accessibility

55%

Loneliness

Isolation

40%

32%

Average number of 
Vulnerabilities chosen by 

Consumers

6.7

Vulnerability is 
Complex

22%

Cognitive Disorder

14%

Unpaid Carer

17%

Victim of Fraud

Increase in Other Vulnerabilities
Unlike Business Registered Consumers, Self-
Registration is showing higher selections of:

Consumer Portal

Actively Managing their 
Vulnerability

10%

Vulnerability

Mental health 17.7%

Physical disability 12.4%

Physical health 11.9%

Accessibility 10.2%

Neurodevelopmental Disorders 7.5%

Loneliness/isolation 5.8%

Cognitive disorder 4.9%

Old age 4.0%

Victim of Fraud 4.0%

Lifecycle event 3.1%

Gambling addiction 2.2%

Hearing ï Partially deaf 2.2%

Affected Other 1.8%

Coercion 1.8%

Dyslexia 1.8%

Low level of literacy 1.8%

Sight ï Partial sight 1.8%

Addiction to alcohol or drugs 1.3%

Coronavirus 1.3%

Low level of numeracy 1.3%

Unpaid Carer 0.9%

Deceased 0.4%

Non-Financial
Consumers who did not select Financial 
Difficulty

Increase in Self-
Registrations

2.5XSince the launch of the New Consumer Portal, we have 

received a 2.5X uptake in registrations compared to the 

previous average number of monthly registrations. 

This is attributed to the Ease of Access for Consumers to 
register & manage their vulnerability and the mobile 
adaptive screens. 



Guide to assist people with additional support needs

https://mailchi.mp/moneyadvicetrust.org/1efahpwwxc 

ά±ǳƭƴŜǊŀōƭŜ ŎǳǎǘƻƳŜǊǎ ǎƘƻǳƭŘ ƘŀǾŜ ǘƘŜƛǊ 

needs identified, be able to easily notify 

and update their circumstances, and have 

better understanding of and access to 

support services designed to suit their 

circumstances and meet their needsΦέ

Ofgem

άΧǎǳǇǇƻǊǘ ƻǇǘƛƻƴǎ ǘƘŀǘ ƛƴŘƛŎŀǘŜ ŀ 

ŎƻƴǎǳƳŜǊ Ƴŀȅ ƴŜŜŘ ƎŜƴŜǊŀƭ ΨƘŜƭǇ ƛƴ 

ǳƴŘŜǊǎǘŀƴŘƛƴƎ ƴǳƳōŜǊǎ ŀƴŘ ƛƴŦƻǊƳŀǘƛƻƴΩΣ 

ƻǊ ΨǊŜǉǳƛǊŜǎ ƳƻǊŜ ǘƛƳŜ ǘƻ ǊŜǎǇƻƴŘ ƻǊ 

ŎƻƳǇƭŜǘŜ ǘŀǎƪǎΩ ŎƻǳƭŘ ƘŜƭǇ ŀƭƭ ǘƘŜǎŜ 

multiple consumer segments, rather than 

Ƨǳǎǘ ƻƴŜέ

https://mailchi.mp/moneyadvicetrust.org/1efahpwwxc


Simplifying communications



FCA Duty page ς Vulnerability data ς 24/5/2024

We want you to be able to:

Á identify customers in vulnerable circumstances

Á understand their needs 

Á act to meet those needs where necessary

This should help achieve good outcomes for customers, which is at the heart of the Consumer Duty. We expect you to actively encourage 

customers to share information about their needs or circumstances, where relevant.

You should:

Á set up systems & processes that enable customers to disclose their needs

Á support staff to actively identify signs of vulnerability, for instance through training and resources

You should try to recognise the needs of consumers, whatever channel they use. Firms with digital channels could introduce tools, such as text 

boxes or chatbots, to allow consumers to share information about their needs.

Firms that speak to customers face to face or on the phone can support staff to:

Á recognise observable signs of vulnerability (e.g. through speech analytics and other agent support/assist tools)

Á encourage the customer to discuss their needs (e.g. Economic Abuse cases)

This should allow you to capture information about customer needs, such as characteristics of vulnerability or for communication.

¦ƴƭŜǎǎ ȅƻǳ ŎŀǇǘǳǊŜ ǎǳŎƘ ƛƴŦƻǊƳŀǘƛƻƴΣ ƛǘΩǎ ƘƛƎƘƭȅ ǳƴƭƛƪŜƭȅ ǘƘŀǘ ȅƻǳ ǿƛƭƭ ƳŜŜǘ ǘƘŜ ƴŜŜŘǎ ƻŦ ŀƭƭ ǘƘŜƛǊ ŎǳǎǘƻƳŜǊǎΦ    

https://www.fca.org.uk/firms/consumer-duty-information-firms#revisions
https://www.fca.org.uk/news/press-releases/support-innovative-products-new-firms-part-new-work-programme   
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ČŬǺϔkǔόǈϔôǀťŌƑǔϔǔƚϔkņŌƑǔűŤǺϔ
Vulnerable Customers Now

Regulatory pressure (Ofgem, Ofwat, UKRN) is 
increasing the need for proactive identification and 
support of vulnerable households.

Over 50% of UK households  may qualify for Priority 
Services Register (PSR) support.

Yet, traditional outreach is outdated, expensive, and 
lacks real -time insights.

Vulnerability is dynamic νlife events change eligibility 
overnight. Utilities must respond faster.

# 1

# 2
# 3

# 4

PSR regulations require real contact with 35% of registered customers 
every 2 yearsτbut contact should be proactive, not reactive.



AI-Powered Outreach to Detect 
Vulnerability at Scale

How It Works:

Å AI voice agents contact 1,000s of customers daily.

Å Identify signals like financial strain, health conditions, or 
digital exclusion.

Å Help customers register for PSR, share data with 
providers, and access support services.

Å Pulls data from CRM, VRS, IE Hub, and existing 
PSRs to personalize conversations.

Resulting in 24.9% completion rate on first AI call, 

even with cold data .

MEGA AI agents engage utility customers in natural, empathetic 
conversations that identify signs of vulnerability ξ cost -
effectively, consistently, and at scale.



Real -Time Detection in 
Collection Calls 

Implementation:

Å AI scripts in debt calls check for affordability, mental 
health, and support needs.

Å Subtle cues (e.g. stress, hesitation, health 
comments) trigger referrals to appropriate support.

Å Customers are offered access to support services 
(e.g. HOPE4U, NSN Hub) in-call or by SMS

Impact:

Å Preserves dignity of customers while ensuring 
compliance.

Å Turns collections into a support channel, not just a 
payment demand.

Vulnerability often emerges in collections ξ 
MEGA detects it in real time.



Built -In Integrations with the 
Vulnerability Support Ecosystem

MEGA connects utilities with trusted external services 
for real -time, compliant data sharing and customer 
handoffs.

Current Partnerships:

Å VRS (Vulnerability Registration Service) ς Flags existing vulnerability records
Å IE Hub ς Pulls income and expenditure data for affordability
Å HOPE4U ς Provides human support and wraparound care
Å NSN Support Hub ς Signposts local services and grants
Å Healthy Homes Solutions/ Vulnerability Initiative - Multi-channel, Triage and Referral Service

What This Means for Utilities:

Å Single conversation = multi-service outcome for the customer
Å 9ƴŀōƭŜǎ ά¢Ŝƭƭ ¦ǎ hƴŎŜέ ŜȄǇŜǊƛŜƴŎŜ - data securely shared across providers
Å No added overhead - MEGA does the orchestration



ô|όǈϔŤűǀǈǔϔǳǜƇƑŌǀģľűƇűǔǺϔƽǀƚťǀģƏƏŌϔ
to integrate AI Agents into a full 
end -to -end recruitment, triage, 
and referral service

# 1 # 2 # 3

kƑϔƽģǀǔƑŌǀǈŬűƽϔǴűǔŬϔfŌģƇǔŬǺϔfƚƏŌǈϔàƚƇǜǔűƚƑǈϔБϔǔŬŌűǀϔċǜƇƑŌǀģľűƇűǔǺϔkƑűǔűģǔűǳŌΩϔǴŌόǀŌϔ
pioneering with live AI Agents that support recruitment, PSR registration, and resident 
referrals through the Vulnerability Initiative and their national support partners. 

Pioneering Partnership 

Wellbeing Survey PSR & Vulnerability Inbound Referral
ÅProactively engages residents 

on wellbeing

ÅDetects early signs of stress, 
isolation, or anxiety

ÅSignposts to support services 
and wraparound care

ÅDetects PSR eligibility and 
vulnerability indicators

ÅUses natural conversations to 
boost registrations

ÅTriage process helps direct 
correct follow up path 

ÅHandles inbound queries 
with precision

ÅCaptures needs, matches to 
services 

ÅGreater trust for onwards 
referrals and support



~ŌǔόǈϔkņŌƑǔűŤǺϔ§ƚǀŌϔ
Vulnerable 
Customers - Faster ?
~ŌǔόǈϔƽűƇƚǔϔǺƚǜǀϔƚǴƑϔƽǀƚťǀģƏήϔČŬŌǔŬŌǀϔǺƚǜϔƑŌŌņϔ
to clean up PSR data, reach unreachable 
households, or embed ethical support into 
ĿƚƇƇŌĿǔűƚƑǈΩϔǴŌόǀŌϔǀŌģņǺή

Contact:

Martin Nielsen, CGO

mn@mega.ai 
+45 5193 6321
www.mega.ai



Case Study

Derek Owen
Managing Director, Healthy Homes Solutions & 

The Vulnerability Initiative

Reaching the Unreachable: 

Smarter, Effective Support with AI
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HEALTHY HOMES SOLUTIONS

Reaching the 
Unreachable: 
Smarter Effective 
Support with AI

Live Test Results

www.thevulnerabilityinitiative.org

DEREK OWEN
Managing Director

Healthy Homes Solutions
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HHS Vulnerability Initiative Mission  

The Vulnerability Initiative was created to provide a 
comprehensive and proven blueprint for reducing 

poverty , enhancing household wellness , and 
supporting financial stability through dedicated 

vulnerability services

This service helps utility companies meet SROI , CSR, 
PSR, and LCT targets by supporting vulnerable 

households  and improving service access.

www.thevulnerabilityinitiative.org

A Unique Collaborative Profiling, Recruitment, Triage and Referral Service
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Our Service and Partners 

22 Recognised National 

Partners and Services 

A Unique Collaborative Profiling, Recruitment, Triage and Referral Service
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Data-Driven Engagement and Results

Reach/ Visibility: 
Å Over 3.9m  advert views in 12x months. 
Å 534k  landing page visits. Over 186k in March

Registrations: 
Å Over 19,000  registered for essential services on target for 60,000  by end of 2026.
Å 14.2% conversion for unique visits. 

Conversion: 
Using an independent branding we gain around 28-30%  increase in engagement & conversion.  

PSR Registrations: 
Over 80% of registrations we sign up to the PSR (Priority Services Register).

Time Savings: 
Residents save an average of 88 minutes by not having to complete the forms.

SROI: 
Achieved a HACT 1:30 Social Return on Investment (Ofgem approved).
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How we are different

Well -being First:

Å Most vulnerability support focuses on debt, credit, and expenditure

Å Only 12% of our users cite financial difficulty as their core vulnerability

Å We prioritise well -being , identifying and addressing the root causes

Key Insights from Our Data:

Å 7% of people in 2024 didnôt know why they felt vulnerable

Å 36% of registrations are young families or single occupants

Å 28% are in a council tax band A or B

Users select primary and secondary vulnerabilities, forming key clusters :

          - Mental health Ÿ Loneliness & isolation Ÿ Financial difficulty

          - Physical disability Ÿ Mental health Ÿ Limited digital access

          - Young families Ÿ Mental health Ÿ Damp & mould

Our approach is holistic, focusing on WHY people feel vulnerable and who we 

can collaborate with to get the right support they need

"I was struggling with my mental health 

and felt completely lost. The 

Vulnerability Initiative helped me access 

support, reduce my bills, and helped 

connect me with cruse counselling. They 

made it simple, and I feeling better."

ð Sarah, 67, Portsmouth
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Outreach Approach ï Continuous Testing 

The Vulnerability Initiative  runs two  key outreach programs to identify & support vulnerable 

households.

1. Reaching Unknown Households (No GDPR Agreement Required)
Targeting homes in partner regions  using data-driven insights from the Healthy Homes Index , we identify and 

engage households most in need through:

Å Facebook advertising & Google retargeting

Å Localised postcard & letter campaigns

Å AI Agent outreach recruitment programs

Å Sky local advertising (where applicable)

2. Engaging Known Households (GDPR Legitimate Interest Agreement Required)
For households with partner -provided details , we use:

Å Email and SMS campaigns

Å Postcard and letter mailers

Å AI Agent outreach

Å Google retargeting

All registering households are added to the Priority Services Register (PSR) for essential support.

This ensures effective engagement while complying with data regulations.
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Multi -Channel 
Live Test Results with MEAG AI Agents

ẌĆ©ậɾ Ȓȡɶɾʌ ʬʔȺɅǸɶǍǩȡȺȡʌʳ ɳɶɐȓɶǍɃɃǸ ʌɐ 
integrate AI Agents into a full end -to -end 
recruitment, triage, and referral service ẍ

www.thevulnerabilityinitiative.org
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HHS & VRS Vulnerability InitiativeMulti Channel Campaigns (LIVE NOW)

We have been actively testing new multi -channel recruitment methods to engage 

and fully support hard -to-reach  residents. We have now fully integrated Mega AI Agents .

In partnership with Mega AI, weôve launched two major pilot campaigns :

Å Campaign 1: Launched 15 th April
Å Mid Sussex non-paying council tax residents (2,500 contacts)

Å SMS alerts + AI Agent calls (x3) + follow-up texts

Å Human triage centre support for callbacks and queries

Å Human 1:1 handoff to Welfare Together for debt, poverty and wellbeing support 

Å Campaign 2: Launched 27 th April  
Å Targeted 5,000 in-poverty, less digitally included residents in the West

Å Postcard mailers + SMS alerts + AI Agent calls (x2) + follow-up text + human callback

Å LIVE campaign now ï learning and adapting in real-time

These pilots are helping us refine and maximise engagement across vulnerable and 

financially impacted audiences .
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HHS & VRS Vulnerability InitiativeCAMPAIGN (1) Mid Sussex : Results

In Partnership with Welfare Together and Mid Sussex District Council we have developed a full multi-channel 

outreach campaign to 2500 non paying council tax residents with zero engagement for over 12x months. 

Big thank you to Welfare Together & Mid Sussex Council for fully supporting our testing campaigns

Campaign (1) Mid Sussex Disengaged ñBut Knownò Customer Audience
2500 Known debtors, no engagement in 12+ months with Local Authority

ñcontactedò completed a 

full AI Survey (3x calls)

9%
5.4% Identified as 

Vulnerable

135
Requested PSR 

Registration

8%
Requested Human 

Call Back

4%
Helped Through 

This Programme

16%
Referrals to 

Welfare Together

21

Key Insights:

Å AI successfully reached a hard-to-engage audience previously deemed unreachable

Å High level Survey completions and registrations occurred

Å Audience was more guarded but also more likely to meet vulnerability criteria

Learnings:

Å Persistence and multiple AI calls are crucial for previously closed-off households

Å Known council data + multi-touch outreach works, but follow-up speed is critical

Å Timing of follow-up within 24 hrs of engagement improves conversion to referrals
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HHS & VRS Vulnerability InitiativeCAMPAIGN (2) West : Results

As part of our Vulnerability Support recruitment programme for Wales and West Utilities we have identified 5,000 vulnerable, 

fuel poor and financially struggling homes in the West and outreached to them using a multi-channel programme

Campaign (2) West ï Low -Digital, ñUnknownò and In-Poverty Household Audience
5,000 Cold Data Households ï Low Digital Access, Mixed Tenure, Financially Struggling

ñcontactedò completed a 

full AI Survey (3x calls)

25%
1.6% Identified as 

Vulnerable*

79
Requested PSR 

Registration

10%
Requested Human 

Call Back

21%
Helped Through 

This Programme

53%
* Referrals to 

Welfare Together

21

Key Insights: 

Å This audience was more responsive overall, particularly to postcards + AI combo

Å They showed high willingness to engage, request booklets, and accept callbacks

Å However, lower percentage met criteria for critical support

Learnings:

Å Physical media (postcards) are powerful for digitally excluded groups

Å AI can bridge trust and trigger action ï ñI feel less judgedò

Å Next step is refining triage questioning to prioritise most at-risk individuals earlier
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HHS & VRS Vulnerability InitiativeCampaign Comparisons

Both campaigns proved that even the hardest -to -reach households can be engaged with the right tools and approach.

AI-driven outreach is unlocking new pathways to support , with real impact, trust, and life-changing connections being made.

The campaign reached 5,000 households in just 7 minutes , a task that would take 100 call centre staff 3 full working days .

Feature / Metric Campaign (1) Mid Sussex 
(Council Tax Arrears)

Campaign (2) West 5000 
(In-Poverty / Low-Digital)

Comments / Observations

Audience Type Known debtors, no 
engagement in 12+ months 
(council data)

Cold data, lower digital 
inclusion, mixed tenures

More entrenched disengagement, but better conversion to critical vulnerability

Contact Size 2500 5000Different audience types 
Engagement Method SMS + AI calls (x3) + follow-

ups + human support
Postcard + SMS + AI calls (x2) 
+ follow-ups + human callback

Higher persistence with 3 AI calls showed effectiveness

AI Survey Completion Rate 9% 25%Excellent engagament and AI Survey completions 
Identified as Vulnerable 135 79Higher vulnerability identification due to known hardship 
Identified as Vulnerable % 5% 2%Reduced due to messaging being changed between campaigns 
PSR Registrations 8% 10%Good PSR uptake despite poor digital access
VI Callback Requested 4% 22%Lower callback interest, likely due to mistrust or fatigue
Support Booklet Requested 3% 12%Booklet request was minimal suggest new hook
Helped Outcome Rate 16% 53%Higher rate for Less digitaly included cold audience = more support needed 
Referrals to Welfare Together 21 8More testing to be completed. Not all referrals are completed from campaign 2
Current Campaign Status Concluded Ongoing Useful complete pilot showed need for rapid follow-up
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HHS & VRS Vulnerability InitiativeOverarching Learnings and Next Steps

Å AI Agents outperform traditional outreach with digitally excluded and disengaged residents

Å Call answer & survey completion rates are exceptional ï even with ñcoldò or unknown audiences

Å Profiling before outreach boosts conversions to PSR and support

Å Faster human handoff needed to maintain trust and ensure warm referrals succeed

Å Next testing wave focuses on crisis triage ï asking key questions and using AI behaviour monitoring earlier in the call

Å Collaborating with MEGA AI to build triage live agents 

Å Inbound AI Agents in development, including:

                   - Debt Support AI Agent

                   - More detailed PSR Registration AI Agent

                   - Vulnerability -specific Agents (fuel poverty, mental health, housing risk)

Å Designed for plug-and-play rollout across utilities, finance, and Registered Providers

Å Fully integrated into the HHS Vulnerability Initiative platform
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HHS & VRS Vulnerability InitiativeLooking for Partners

Letôs Collaborate

Healthy Homes Solutions and MEGA AI are now inviting partners to test and learn  with us using

A Unique Collaborative Profiling, Recruitment, Triage and Referral Service .

Join us in shaping a smarter, data-driven approach to identifying and supporting vulnerable 

residents faster and more effectively .

Email me on derek.owen@healthyhomessolutions.co.uk

www.thevulnerabilityinitiative.org
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HEALTHY HOMES SOLUTIONS

ẌĆ©ậɾ Ȓȡɶɾʌ ʬʔȺɅǸɶǍǩȡȺȡʌʳ 
programme to 
integrate AI Agents 
into a full end -to -end 
recruitment, triage, 
and referral service ẍ

DEREK OWEN
Managing Director

Healthy Homes Solutions

www.thevulnerabilityinitiative.org



Interactive Workshop

Martin Nielsen, Kevin Still & 

Derek Owen

Understanding Vulnerable 

Customer 



Q&A
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