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Vulnerability Champions Group Meeting — February 2025

Chair: Andy Harrison (Fidelity)

Overview:

The meeting focused on various topics related to vulnerable customer support, including
research initiatives, handling sensitive customer interactions, upcoming vulnerability week,
and continuous training for frontline staff. Participants shared insights and strategies,
discussed challenges, and suggested potential actions to improve support for vulnerable
customers.

1. Research Initiatives:

- Participants shared upcoming research opportunities and expressed interest in
collaboration.

- Mentioned the importance of customer journey improvements, particularly for vulnerable
customers.
2. Handling Sensitive Customer Interactions:

- Detailed discussion on managing calls where customers mention self-harm or suicide.

- Emphasised the importance of clear processes, training, and support for frontline staff.

- Highlighted collaboration with external organisations like Samaritans and the use of
templates for consistent responses.

- Discussed the challenges in flagging and recording such interactions for future reference.

- Mentioned the need for a suicide mitigation policy and regular training.
3. Vulnerability Week Planning:

- Scheduled for the last week of June with events including online sessions, a conference,
and a charity walk.

- Proposed themes for each day: Transparency, Respect, Understanding, Support, Tailored.

- Participants were encouraged to book the week with their Comms teams and provide
suggestions for activities.

- Discussed the importance of sharing vulnerable customer insights within organisations and
involving non-customer-facing teams.
4. Continuous Training for Frontline Staff:

- Emphasised the need for regular and ongoing training due to infrequent but impactful calls.

- Suggested incorporating various scenarios and specific support solutions in training
materials.

- Discussed training challenges for younger staff and the importance of empathy in
interactions.
5. Accessibility Improvements:

- Mentioned the use of simulators and visual impairment glasses to better understand
customer challenges.

- Discussed the importance of providing multiple channels for customer support, including
phone and online options.
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Agreements Reached:

- Ongoing agenda item for research initiatives.

- Development of a pack for Vulnerability Week activities to be shared by end of March.
- Regular training and support for frontline staff handling sensitive interactions.

- Ensuring accessibility options are clear and available for all customers.

Actions:

- Participants to share any suggestions for Vulnerability Week activities with the working group
by end of March.

- Sarah Profit to coordinate the creation and dissemination of the activity pack.

- Participants to investigate and share additional training resources and support options
regarding suicide awareness support

- Organisations to consider purchasing or loaning simulation equipment for staff training.
https://www.inclusivedesigntoolkit.com/

During the meeting, the following research activities were discussed:
1. Upcoming Research Opportunities:

- Participants mentioned various potential research projects that were not yet fully scoped
out, with a possibility of seeking co-sponsors for these initiatives.
2. Money Advice Trust Report:

- Highlighted the report titled "Help," which focuses on support options for disabled
customers and other vulnerable individuals. The report is useful in identifying potential gaps in
support services and suggesting ways firms can better assist these customers.

3. Consumer Research:

- Mentioned ongoing consumer research focused on retail investment products, aimed at
gaining further insights into consumers' experiences and testing the concept of targeted
support for wider retail investments.

4. Behavioural Testing:

- Discussed the possibility of research to test consumer understanding of targeted support
and the effectiveness of disclosures and communications to consumers.

Participants expressed interest in collaboration for these research activities and emphasised
the importance of improving the customer journey, particularly for vulnerable customers.

| also asked for more detail on feedback for the vulnerability week themes
The attendees provided the following feedback on the Vulnerability Week daily topics:
1. General Approval:

e Overall, the proposed themes for each day, which are Transparency, Respect,
Understanding, Support, and Tailored, received positive feedback. Attendees
appreciated the structure and the focus on different aspects of vulnerability.

2. Tailored Theme:

e Some attendees felt that the theme "Tailored" might not be as impactful or
clear as the other themes. One suggestion was to consider replacing it with
"Training" to ensure it aligns better with the activities planned and the overall
objectives of the week.
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3. Training:

e There was strong support for including training as a theme. Attendees
emphasised the importance of continuous and ongoing training for frontline
staff, especially given the infrequent but impactful nature of sensitive
customer interactions.

4. Activity Pack:

e Theidea of creating an activity pack was well-received. Attendees liked the
notion of having a structured pack that organisations could use to tailor
activities based on their specific needs and contexts.

5. Flexibility:

e |twas suggested that while the themes provide a good framework, each
organisation should have the flexibility to interpret and implement them in
ways that best fit their operational strategies and customer profiles.

6. Involvement of Non-Customer-Facing Teams:

e Attendees endorsed the idea of involving non-customer-facing teams in
vulnerability awareness activities, using tools like visual impairment glasses
and simulators to foster empathy and understanding.

Overall, the feedback was constructive, with attendees looking forward to

receiving the activity pack and planning their involvement in Vulnerability
Week.
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