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Poll 1

Have you ever wanted to help someone beyond your scope
of support, but did not know how/where to send them?

A. Yes, more than once

B. Yes, once or twice

C. Not personally, but | have seen it happen

D. No, I've always had a clear route to offer

E. Something else / not in a customer-facing role
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Vulnerability is not the exception

49% /7%

of UK adults of advisors are handling
(26.4 million people) have complex issues all or most
at least one characteristic of the time, which is

of vulnerability linked to burnout

Source: FCA, Source: Metrigy,

2024 2025
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Challenging circumstances rarely present as one
clear issue

Mental health
concerns

(®)

Financial
worries

@

Health Home &
conditions family life
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Handling vulnerability can be
challenging for frontline teams

Life context Boundaries Unclear routes
It can be hard to Without a clear line, Scattered, outdated or
understand customers' advisors could offer inadequate referral
personal issues without personal advice, which pathways mean advisors
cultural & life context. can risk harm. may struggle with where to

guide the customer.

DD

Emotional load

Repeated exposure to
emotionally-charged
and complex contacts
can lead to compassion
fatigue.
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Being listened to
is not the same as being helped

What the customer What they may
O may hear @ still need

& & « Mental health support

€€ I'm really sorry you're 3oing

 Bereavement support
through this... » Abuse or safeguarding support
» Specialist external help

The interaction may feel empathetic Signposting must be broad enough to cover real life

Good signposting is the bridge between recognising need and helping someone take a practical next step.
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Poll 2

Where does sighposting most often break down
or fall short in your experience?

A. Colleagues don’t know what support exists

B. Support options are hard to find quickly

C. Support options information is too generic or not up to date

D. Colleagues don'’t feel confident in offering support

E. Something else / | don’t know
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Customers want and appreciate
reliable & relevant signposting

2in 10 x*% 93%

people want ‘ of people would

companies they deal feel more positive
with to share reliable about a brand that
iInformation on where signposts them to
to get help relevant help

Source: NSN, Censuswide National Survey,
2025

98% of NSN users engage with support providers that are not traditionally sighposted

to Source: NSN data, Q1 2026.
Support click-throughs other than Samaritans, StepChange, Mind, and Cruse

ppppppppppp
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A good referral gives colleagues
a boundary, a next step and a way to help

Thank you for telling me, that sounds hard.
While I'm not able to offer advice,
| do know other customers have found
useful help through |...].
Can | share more details with you now?

Consistent compassionate action needs effective signposting infrastructure
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ENP: sighposting good practice for teams

Give Empathy

Acknowledge the person before the issue
“I'm really sorry to hear that...”

Make it Normal

Reduce stigma and shame and make support feel routine
“Lots of customers have found help...”

Ask Permission

Ask before signposting - invite not advise
“Would you like me to..?”
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Poll 3

What is the biggest shift your organisation needs to make
signposting work better?

A. Better access to trusted support services

B. Clearer colleague language and guidance

C. More confidence building and practice

D. Better integration into systems and journeys

E. Something else / | don’t know
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Effective signposting: a checklist

Easy to find? Easy to offer?

Colleagues and customers can reach the route Language and pathways are clear and feel natural
without searching around or evaluating options. enough to use in live conversations.

Relevant and trusted? Broad enough for real life?

Support options are broad, credible, up-to-date The company can connect customers to help it
and matched to the customer’s situation. cannot provide itself, across all life challenges.

Consistent and scalable across journeys? Visible through MI?

Can be used proactively and in-the-moment; quality L eaders can see what needs are showing up and
does not depend on individual skillset, or memory. what support is being used to inform strategies.
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Takeaways

0 Signposting fails when it relies too heavily on individual memory,
confidence and personal knowledge.

Customers’ circumstances are often overlapping, so narrow or generic
signposting is rarely enough.

6 Good signposting has to be designed into the operating model: easy to find,
easy to offer, relevant, trusted, consistent and visible.

Good signposting is the bridge between recognising need and helping someone take a practical next step.
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Not a question of good intent,
a test of repeatability

~ ™
Recognise Respond Refer Evidence
early well consistently clearly
Signals, disclosures The interaction is Relevant support is Leaders can see what
and patterns are adapted without over- consistently easy to was recognised,
picked up. extending colleagues. find and offer. adapted and offered.
\ Y,
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Poll 4

After today’s session, where could you start?

A. Review if current signposting routes are complete and up-to-date

B. Improve the language colleagues use when referring to support

C. Make support easier to find during conversations

D. Speak to colleagues about what gets in the way

E. Something else / | don’t know
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Let’s improve access

to support

Contactdetails

Email:

Website:

helen@nsn.org.uk

nsn.org.uk
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We help companies create support pathways
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Benefits of good signposting infrastructure

OOO
C'O"D

Customers Teams Business
* Feel heard and find help * Confident, better equipped * Streamline operations
* Relieved and supportec * Feel great they've helped * Improve results
* Feel closer to the branc * Care for own wellbeing * Higher satisfaction rates
* Improved wellbeing « Can support each other * Improve brand image
 Empower & build resilience ¢ More job satisfaction  New data for decisions

« Better outcomes * Improved interactions  Meet expectations/regs.
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FIND HELP FAST Emergency?

FIND HELP FOR
LIFE'S CHALLENGES

QUICKLY AND ANONYMOUSLY

To begin, type a problem in the search bar, or
browse the topics below.

Specialist Financial Support Team

Contact us if you are in financial difficulty and need help to make a plan.

Search by Provider

Popular:  cost of living stress

Top Topics
Tap Categories
Total Reterrals
Category Wil
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NSN enables compassionate
referrals simply at scale

1,000+ personal life challenges
5,500+ trusted support services

Continually vetted by trained researchers

U'# Unlocks data on support needs
aqf; Highlights firms’ own services & initiatives
0 Tailored to match branding
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Customer vulnerability management ecosystem
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> National Support Hub and Insights
> Local Support Network

> VISTA: Vulnerability Identification and
Support Triage Assessment Tool

> Vulnerability Triage Support Service

> Specialist Vulnerability Training
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