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1. Our credit-broking services 

Sutton Automotive Ltd (“we”, “us”, “our”) are able to offer you our credit-broking services to help 

finance the purchase of your motor vehicle and other ancillary products and services through our 

commercial arrangements with a number of lenders. If we arrange finance for you, we may receive a 

commission, fee or other financial consideration (our “income”) from the lender for doing so. Our 

income varies from lender to lender depending on the contractual and commission arrangements 

that we have in place. 

2. Commission disclosure 

If you are an individual, sole trader or small partnership and we are arranging a credit agreement or 

a consumer hire agreement for you which is regulated under the Consumer Credit Act 1974, you 

have a right to ask us to disclose the income that we will receive for arranging finance for you. If you 

make such a request, we will disclose the amount to you without delay. 

You can make a disclosure request at any time and by any means including over the phone, by email, 

in writing or at the dealership. 

You may, email suttonautomotoive@hotmail.com or write to or if you are at the dealership, please 

speak with Joseph Wheelwright. 

We will automatically disclose our income to you if we believe the income we may earn on your 

transaction may materially impact your transactional decision. 

3. Commission arrangements 

We have different commission arrangements in place with each of our lenders. The income that we 

earn may be a fixed fee or a fixed percentage of the amount borrowed. The income that we earn 

from a typical sale with Motonovo Finance a fixed fee of £400 whereas the income that we earn 

from other lenders are typically a fixed percentage of the amount borrowed which may vary 

depending upon a range of factors including the age of the vehicle, the advance and the 

Lender/broker,  Our income does not usually vary according to the type of financial product you 

choose or the term of your finance agreement. If it did, we would automatically disclose the 

different income earned from each product type and/or the different terms. 

Our commission arrangements with our lenders have been negotiated and agreed in advance. We 

do not have any discretion to negotiate or adjust your interest rate, APR or any other item included 

in the total charge for credit. The interest rate and/or APR offered to you may vary according to the 

age of the vehicle you purchase, your credit profile and/or the amount you borrow. 

 

 

 



COMPLAINTS PROCEDURE 

 

PURPOSE 

TO ENSURE ALL STAFF ARE ABLE TO RECOGNISE, INVESTIGATE RECORD AND RESOLVE COMPLAINTS FAIRLY, 

EFFECTIVELY, CONSISTENTLY AND PROMPTLY. 

SCOPE. 

2.1. RULES AND REQUIREMENTS OF THE FINANCIAL CONDUCT AUTHORITY (FCA) 

2.2. ALL OUR CUSTOMERS AND/OR THEIR AGENTS. 

REFERENCES. 

3.1. FCA SOURCEBOOK DISP 

3.2. COMPLAINTS REGISTER 

3.3. FINANCIAL OMBUDSMAN SERVICE GUIDANCE 

DEFINITION OF A COMPLAINT. 

“ANY VERBAL OR WRITTEN EXPRESSION OF DISSATISFACTION, WHETHER JUSTIFIED OR NOT, REGARDING THE 

PROVISION OF, OR FAILURE TO PROVIDE, A SERVICE”. 

IT IS IMPORTANT THAT ALL STAFF RECOGNISE, AND REMAIN ALERT TO, THIS DEFINITION IN ORDER TO 

MINIMISE RISKS ASSOCIATED WITH FAILURE TO IDENTIFY, OR HANDLE, COMPLAINTS IN ACCORDANCE 

WITH OUR REQUIREMENTS. 

RECEIVING AND RECORDING A COMPLAINT. 

5.1. COMPLAINTS MAY BE RECEIVED: 

5.1.1. OVER THE PHONE, 

5.1.2. IN WRITING, 

5.1.3. BY FAX, 

5.1.4. BY EMAIL, 

5.1.5. VERBALLY. 

5.2. ALL COMPLAINTS RECEIVED IN WRITING MUST BE DATE-STAMPED CONFIRMING THE DATE OF 



RECEIPT. 

5.3. RECORDS OF CONVERSATIONS WITH AND/OR THEIR AGENTS MUST BE ACCURATELY RECORDED ON 

THE CUSTOMER FILE, BEING EVER MINDFUL OF THE DATA PROTECTION ACT. 

5.4. THE COMPLAINTS REGISTER MUST BE UPDATED AS SOON AS POSSIBLE. 

5.5. NB. IF THE “QUERY” FROM THE CUSTOMER CAN BE RESOLVED ON THE DAY OF RECEIPT, IT IS NOT 

LOGGED AS A FORMAL COMPLAINT. 

ACKNOWLEDGING A COMPLAINT 

6.1. AN ACKNOWLEDGEMENT LETTER WILL BE ISSUED WITHIN 5 WORKING DAYS OF RECEIPT. 

6.2. THE LETTER WILL INCLUDE: 

6.2.1. A SUMMARY OF THE COMPLAINT 

6.2.2. WHO WILL BE INVESTIGATING THE COMPLAINT 

6.3. A COMPLAINT CHECKLIST WILL BE ATTACHED TO THE FRONT OF THE COMPLAINT FILE FOR 

COMPLETION. 

INVESTIGATING A COMPLAINT. 

7.1.WHO SHOULD INVESTIGATE A COMPLAINT? 

7.1.1. THE DIRECTOR (OR NOMINATED DEPUTY) WILL OVERSEE AND/OR INVESTIGATE THE 

COMPLAINT. IF HE/SHE NEEDS TO REFER THE CASE TO ANOTHER INDIVIDUAL HE/SHE WILL 

SELECT AN INDIVIDUAL, PREFERABLY NOT INITIALLY INVOLVED WITH THE SUBJECT/CAUSE OF THE 

COMPLAINT AND WITH APPROPRIATE EXPERIENCE, TO INVESTIGATE A COMPLAINT AND 

REPORT BACK. 

7.2.THE SCOPE OF THE INVESTIGATION. 

7.2.1. A FULL INVESTIGATION INTO THE FACTS AND CIRCUMSTANCES SURROUNDING THE COMPLAINT 

MUST BE UNDERTAKEN. 

7.2.2. ONCE THE INVESTIGATION IS COMPLETE, AN ASSESSMENT OF THE FACTS CAN BE 

UNDERTAKEN TO DETERMINE WHETHER THE COMPLAINT IS UPHELD OR REJECTED. IN ALL 

INSTANCES, THE COMPLAINTS REGISTER AND COMPLAINT FILE NOTES MUST BE KEPT UP TO 

DATE AND DOCUMENTARY EVIDENCE/INFORMATION RETAINED IN THE COMPLAINT FILE. 



7.2.3. WHERE AN INDEPENDENT EXPERT REPORT (EG. ENGINEERS REPORT) IS OBTAINED; THIS 

SHOULD BE HELD ON THE CUSTOMER’S FILE AND REVIEWED IN LIGHT OF WHETHER THE MATTER 

IS MATERIAL TO THE COMPLAINT, AND WHAT IS FAIR AND REASONABLE. 

COMPENSATION/REDRESS. 

8.1. THE INDIVIDUAL CIRCUMSTANCES OF EACH COMPLAINT MUST BE TAKEN INTO ACCOUNT WHEN 

DECIDING WHETHER COMPENSATION, OR REDRESS, IS APPROPRIATE.  

THIS MAY INVOLVE: 

8.2. A SIMPLE APOLOGY 

8.3. A GOODWILL GESTURE E.G. FLOWERS / VOUCHERS 

8.4. EX-GRATIA PAYMENT. 

8.5. COMPENSATION. 

8.6. TAKING THE CAR BACK AS FAULTY (WITH THE AGREEMENT BEING UNWOUND). 

8.7. INTEREST ON THE COMPENSATION AMOUNT AT 8% PA SIMPLE. 

UPDATES TO THE CUSTOMER 

9.1. AT DAY 28 – WE WILL ISSUE A HOLDING LETTER TO THE CUSTOMER IF THE COMPLAINT IS NOT 

RESOLVED. 

9.2. THIS WILL INCLUDE CONFIRMATION THAT REFERRAL RIGHTS WILL EXIST TO THE FOS AT WEEK 8. 

10.FINAL RESPONSE 

10.1. OUR FINAL RESPONSE SHOULD BE SENT ONCE ALL INVESTIGATIONS INTO THE COMPLAINT 

HAVE BEEN COMPLETED. IT SHOULD REFLECT OUR FINAL POSITION IN RELATION TO THE COMPLAINT. 

10.2. THE FINAL RESPONSE MUST: 

10.2.1. EXPLAIN CLEARLY WHETHER THE COMPLAINT HAS BEEN UPHELD OR REJECTED. 

10.2.2. PROVIDE DETAILS OF THE RESULTS OF OUR INVESTIGATIONS INTO THE MATTERS RAISED. 

10.2.3. EXPLAIN THE REASONS FOR OUR DECISION. 

10.2.4. WHERE APPROPRIATE, OFFER REDRESS. 

10.2.5. PROVIDE DETAILS OF THE RIGHT OF REFERRAL TO THE FINANCIAL OMBUDSMAN SERVICE 

(FOS) (REGULATED AGREEMENTS ONLY). 



10.3. THE FINAL RESPONSE MUST INCLUDE THE FOS LEAFLET “HOW TO COMPLAIN”. 

10.4. WHERE COMPENSATION / REDRESS IS BEING OFFERED, THE CUSTOMER MUST BE ASKED 

TO INDICATE THEIR ACCEPTANCE BY SIGNING AND RETURNING AN ACCEPTANCE SLIP. 

11.CLOSING A COMPLAINT 

11.1. A COMPLAINT MAY BE TREATED AS CLOSED WHEN: 

11.2. A FINAL RESPONSE” HAS BEEN ISSUED. 

12.REVIEWING 

DECISIONS FROM THE FINANCIAL OMBUDSMAN SERVICE ARE REVIEWED TO DISCUSS GENERAL 

FEEDBACK ON COMPLAINTS FOR A CONTINUOUS IMPROVEMENT CYCLE. 

13.RECORD KEEPING 

13.1. COMPLAINT FILE NOTES AND THE COMPLAINTS REGISTER MUST BE KEPT FULLY UP TO DATE 

AT ALL TIMES. 

13.2. THE COMPLAINT FILE WILL BE HELD FOR A PERIOD OF 3 YEARS FROM THE DATE OF THE FINAL 

RESPONSE LETTER. 

14.COMPLAINTS REGISTER 

DETAILS OF EACH COMPLAINT MUST BE ENTERED ON THE REGISTER AS SOON AS RECEIVED OR ANY 

ACTIONS UPDATED. 

15.REPORTS 

15.1. DETAILS OF COMPLAINTS AND THEIR OUTCOMES WILL BE PROVIDED TO THE FIRM’S 

MANAGEMENT MEETINGS ON A REGULAR BASIS. 

15.2. INFORMATION ON THE ROOT CAUSES OF COMPLAINTS WILL BE GATHERED AND ANALYSED 

AND INCLUDED IN THE MANAGEMENT REPORT. IN ADDITION, ANY ITEMS CONSIDERED 

REPEAT OR SYSTEMIC WILL BE INVESTIGATED AND DEALT WITH EITHER UNDER THE BREACH 

PROCESS OR THE FEEDBACK PROCESS WITH THE BUSINESS. 

16.RESPONSIBILITY. 

ALL STAFF. 



17.GENERAL NOTES: 

17.1. WHAT THE CUSTOMER RECEIVES 

COMPLAINTS PROCESS ON REQUEST AND WHEN A COMPLAINT IS RECEIVED, 

ACKNOWLEDGEMENT LETTER PROMPTLY WITHIN 14 WORKING DAYS OF COMPLAINT RECEIPT 

FINAL RESPONSE LETTER WITH DETAILS OF THE INVESTIGATION, THE OUTCOME (WHETHER UPHELD OR 

REJECTED) AND THE CUSTOMER’S RIGHT 

TO REFER THEIR COMPLAINT TO THE FINANCIAL OMBUDSMAN SERVICE WITHIN 28 DAYS, OF COMPLAINT 

RECEIPT 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



VUNERABLE CUSTOMER POLICY 

 

POLICY STATEMENT 

[SUTTON AUTOMOTIVE LTD] (HEREBY FTER REFERRED TO AS THE “COMPANY”) ARE COMMITTED TO 

IDENTIFYING,  

ASSESSING AND MANAGING VULNERABLE CUSTOMERS IN ACCORDANCE WITH OUR OWN OBJECTIVES AND THIS 

POLICY,  

AS WELL AS ANY RELEVANT REGULATIONS AND GUIDELINES. WE AIM TO TREAT ALL CUSTOMERS DEFINED AS, OR 

WITH  

THE POTENTIAL TO BECOME VULNERABLE, IN A FAIR, CLEAR AND RESPECTFUL MANNER. 

WE HAVE IMPLEMENTED SEVERAL IDENTIFICATION AND ASSESSMENT TOOLS WITHIN THE PROCEDURE SECTION 

OF  

THIS DOCUMENT AIMED AT IDENTIFYING, ASSESSING AND DEALING WITH ALL VULNERABLE CUSTOMER 

SITUATIONS  

AND TO CONSISTENTLY ENSURE THAT OUR STAFF ARE AWARE OF, AND KNOWLEDGEABLE ABOUT VULNERABLE  

CUSTOMERS, INCLUDING HOW TO HANDLE ALL SITUATIONS.  

OUR POLICY STATES OUR INTENT AND OBLIGATIONS WITH REGARD TO HANDLING CUSTOMERS WITH 

VULNERABILITIES  

AND INCLUDES EXTERNAL GUIDANCE AND INFORMATION AS PROVIDED BY THE FCA AND THE MONEY ADVICE  

LIAISON GROUP (MALG).  

2 PURPOSE 

THE PURPOSE OF THIS POLICY IS TO IDENTIFY AND SUPPORT VULNERABLE CUSTOMERS AND TO PROMOTE  

TRANSPARENCY AND OPENNESS IN ALL BUSINESS PRACTICES AND PROCESSES THAT THE COMPANY AND OUR 

STAFF  

CREATE AND ENGAGE IN. IT ALSO DEFINES THE STEPS TO BE TAKEN BY ALL STAFF WHEN DEALING WITH A 

VULNERABLE  

CUSTOMER OR ASSOCIATED SITUATION.  

THE COMPANY AND ITS STAFF ARE COMMITTED TO ENSURING THAT ALL CUSTOMERS ARE TREATED IN A FAIR 

AND  

CONSISTENT MANNER, BUT WE ALSO RECOGNISE THAT SOME CIRCUMSTANCES REQUIRE ADDITIONAL 

INTERACTIONS  



AND/OR STEPS TO ENSURE THAT THE CUSTOMER IS GETTING A PRODUCT/SERVICE THAT IS SUITABLE AND 

ETHICAL. 

OUR STAFF ARE PROVIDED WITH IN-DEPTH TRAINING ON WHAT MAKES A CUSTOMER VULNERABLE AND HOW TO  

IDENTIFY, ASSESS AND DEAL WITH ANY VULNERABILITY. WE ARE COMMITTED TO ENSURING THAT ANY 

CUSTOMER  

WHO HAS A RELATIONSHIP WITH OUR COMPANY, IS TREATED IN A FAIR, REASONABLE AND SUPPORTIVE 

MANNER. 

3 SCOPE 

THIS POLICY AND PROCEDURE DOCUMENT RELATES TO ALL STAFF (MEANING PERMANENT, FIXED TERM, AND  

TEMPORARY STAFF, ANY THIRD-PARTY REPRESENTATIVES OR SUB-CONTRACTORS, AGENCY WORKERS, 

VOLUNTEERS,  

INTERNS AND AGENTS ENGAGED WITH THE COMPANY IN THE UK OR OVERSEAS) WITHIN THE ORGANISATION 

AND HAS  

BEEN CREATED TO ENSURE THAT STAFF DEAL WITH THE AREA THAT THIS POLICY RELATES TO IN ACCORDANCE 

WITH  

LEGAL, REGULATORY, CONTRACTUAL AND BUSINESS EXPECTATIONS AND REQUIREMENTS.  

3.1 DEFINITION 

THE 2 MAIN DEFINITIONS OF A VULNERABLE CUSTOMERS AS USED BY THE COMPANY ARE: 

A. CUSTOMERS WHO ARE UNABLE, FOR WHATEVER REASON, TO MAKE AN INFORMED DECISION AT THE TIME OF  

DEALING WITH THEM – CUSTOMERS FALLING INTO THIS CATEGORY INCLUDE THOSE WITH LANGUAGE BARRIERS,  

HEARING DIFFICULTIES, THOSE WITH MENTAL HEALTH ISSUES, SUFFERING FROM BEREAVEMENT, LEARNING 

DIFFICULTIES  

OR THE ELDERLY. THESE CUSTOMERS MAY STRUGGLE TO DECIDE ON WHETHER THE SERVICE OR PRODUCT YOU 

ARE  

PROVIDING IS IN THEIR BEST INTERESTS. 

B. CUSTOMERS WHOSE WELFARE (FINANCIAL, MENTAL OR PHYSICAL) COULD BE PUT AT RISK THROUGH 

CHOOSING  

THE SERVICE OR PRODUCT WE OFFER – THESE CUSTOMERS INCLUDE ANYONE WHO IS GOING TO BE PUT AT  

DETRIMENT FROM TAKING UP OUR OFFER/PRODUCT/SERVICE. THIS INCLUDES FINANCIALLY (I.E. IF TAKING OUT 

A LOAN  

OR SETTING UP A PAYMENT PLAN COULD CAUSE THEM ADDED FINANCIAL STRESS). 



THE FCA DEFINES A VULNERABLE CUSTOMER AS: - 

“A VULNERABLE CUSTOMER IS SOMEONE WHO, DUE TO THEIR PERSONAL CIRCUMSTANCES, IS ESPECIALLY  

SUSCEPTIBLE TO HARM, PARTICULARLY WHEN A FIRM IS NOT ACTING WITH APPROPRIATE LEVELS OF CARE.” 

IN THEIR APPROACH TO CONSUMERS GUIDANCE PAPER, THE FCA NOTES FOUR FACTORS THAT CAN ACT AS 

DRIVERS TO  

ACTUAL OR POTENTIAL VULNERABILITY. THESE FACTORS (AND THE EXAMPLES PROVIDED) ARE NON-

EXHAUSTIVE, BUT  

ARE REFERENCED IN THIS POLICY AS PART OF OUR APPROACH TO VULNERABLE CUSTOMER AWARENESS AND  

COMMUNICATION: - 

• HEALTH - EXAMPLES CAN INCLUDE PHYSICAL DISABILITY, CHRONIC ILLNESS, VISUAL/AUDIO IMPAIRMENTS,  

MENTAL HEALTH ISSUES, IMPAIRED MENTAL CAPACITY 

• LIFE EVENTS - EXAMPLES CAN INCLUDE CARING RESPONSIBILITIES, BEREAVEMENT, INCOME/JOB  

REDUCTION/LOSS, RELATIONSHIP ISSUES, NON-STANDARD REQUIREMENTS (I.E. EX-OFFENDERS, REFUGEES) 

• RESILIENCE - EXAMPLES CAN INCLUDE LOW/FLUCTUATING INCOME, DEBT, LOW/NO SAVINGS, LACK OF  

SUPPORT 

• CAPABILITY - EXAMPLES CAN INCLUDE LOW KNOWLEDGE/UNDERSTANDING/CONFIDENCE IN MANAGING  

FINANCIAL MATTERS, POOR LITERACY/NUMERACY SKILLS, LANGUAGE BARRIERS, LEARNING IMPAIRMENTS 

IN FEBRUARY 2021, THE FCA PUBLISHED FURTHER GUIDANCE FOR TREATING VULNERABLE CUSTOMERS FAIRLY 

IN THEIR  

FG21/1 GUIDANCE FOR FIRMS ON THE FAIR TREATMENT. THE REGULATOR NOTED THAT PROTECTING 

VULNERABLE  

CUSTOMERS WAS STILL ONE OF THEIR KEY FOCUS AREAS AND THE ADDITIONAL GUIDANCE AIMED TO ENSURE 

THAT  

FIRMS ARE TREATING VULNERABLE CUSTOMERS FAIRLY. THROUGH DRIVING IMPROVEMENTS IN THE WAY FIRMS 

TREAT  

VULNERABLE CONSUMERS, THE FCA WANTS TO BRING ABOUT A PRACTICAL SHIFT IN THE ACTIONS AND 

BEHAVIOUR OF  

REGULATED FIRMS. 

THE FCA ADVISED THAT BECAUSE ANYONE CAN FIND THEMSELVES IN VULNERABLE CIRCUMSTANCES AT ANY 

TIME,  



THEIR GUIDANCE AND RULES APPLY TO MOST FIRMS WHO SHOULD BE FOCUSING ON FOUR MAIN AREAS TO 

ACHIEVE  

GOOD OUTCOMES FOR VULNERABLE CUSTOMERS: - 

• UNDERSTANDING THE NEEDS OF THEIR TARGET MARKET AND/OR CUSTOMER BASE. 

• MAKING SURE STAFF HAVE THE RIGHT SKILLS AND CAPABILITY TO RECOGNISE AND RESPOND TO THE NEEDS OF  

VULNERABLE CUSTOMERS. 

• RESPONDING TO CUSTOMER NEEDS THROUGHOUT PRODUCT DESIGN, FLEXIBLE CUSTOMER SERVICE  

PROVISION AND COMMUNICATIONS.  

• MONITORING AND ASSESSING WHETHER THEY ARE MEETING AND RESPONDING TO THE NEEDS OF  

CUSTOMERS WITH CHARACTERISTICS OF VULNERABILITY AND MAKE IMPROVEMENTS WHERE THIS IS NOT  

HAPPENING. 

4 OBJECTIVES 

THE COMPANY ARE COMMITTED TO PROVIDING THE HIGHEST LEVEL OF DUE DILIGENCE AND ETHICAL 

TREATMENT  

WITH REGARD TO ANY CUSTOMER OR POTENTIAL CUSTOMER WHO IS IDENTIFIED AS BEING VULNERABLE OR 

BEING AT  

RISK FROM A VULNERABLE SITUATION. TO THIS END, WE HAVE DEVELOPED THE BELOW OBJECTIVES WHICH ARE 

USED  

TO CREATE OUR INTERNAL PROCEDURES FOR DEALING WITH VULNERABLE CUSTOMERS. 

THE COMPANY AIMS TO: - 

• ENSURE CUSTOMERS TAKE A VEHICLE WHICH SUITS THEIR NEEDS AND WON’T PUT THEM IN HARDSHIP IN  

THE FUTURE 

• ENSURE THAT WE HAVE THE SUITABLE, RELEVANT AND COMPLIANT TOOLS, CONTROLS AND MEASURES IN  

PLACE TO IDENTIFY, HANDLE AND MONITOR VULNERABLE CUSTOMERS. 

• TRAIN ALL STAFF ON A ROLLING BASIS IN THE IDENTIFICATION, COMMUNICATION AND UNDERSTANDING OF  

WHAT VULNERABILITIES ARE AND HOW TO APPROACH THEM. 

• HAVE ROBUST VULNERABLE CUSTOMER PROCEDURES IN PLACE AT ALL TIMES AND ENSURE THEIR CONTINUED  

RELEVANCE AND COMPLIANCE WITH THE REGULATIONS AND GUIDELINES. 

• RESEARCH AND TAKE EXPERT ADVICE ON SPECIFIC VULNERABILITIES SUCH AS MENTAL HEALTH AND DEBT SO  



THAT OUR STAFF AND PROCEDURES ARE ADEQUATELY ALIGNED WITH THE STANDARDS. 

• USE SUPPORT AIDS AND SCRIPTS FOR FRONT LINE STAFF. 

• USE ONGOING ASSESSMENT TESTS AND EVALUATIONS FOR ALL STAFF TO ENSURE UNDERSTANDING AND  

KNOWLEDGE OF VULNERABILITIES. 

• USE VULNERABLE CUSTOMER AIDS IN PLACE TO HELP CUSTOMERS WITH SPECIFIC SITUATIONS, INCLUDING  

BUT NOT LIMITED TO: - 

MULTIPLE CONTACT OPTIONS (EMAIL, PHONE, POST, ONLINE, FACE TO FACE) 

• ENSURE THAT ALL MATERIALS, CONTENT AND INFORMATION ARE USER-FRIENDLY, EASY TO UNDERSTAND AND  

JARGON FREE. 

• ENSURE THAT ALL SYSTEMS AND AUTOMATED PROCESSES ARE REGULARLY AUDITED FOR COMPLIANCE. 

• ENSURE STAFF, PRODUCT AND INFORMATION FLEXIBILITY TO PROVIDE A COMPLETE AND ETHICAL SERVICE TO  

ALL CUSTOMERS, REGARDLESS OF THEIR SITUATION. 

• ENSURE A CONSISTENT AND STRUCTURED APPROACH ACROSS THE ORGANISATION AND OUR STAFF. 

VULNERABLE CUSTOMERS POLICY VERSION 1 

• IMPLEMENT STRICT AND ROBUST POLICIES AND PROCEDURES FOR AFFORDABILITY ASSESSMENTS AND DATA  

PROTECTION. 

5 CONTROLS AND MEASURES 

THE COMPANY ALWAYS QUALIFIES CUSTOMERS BASED ON THEIR DRIVING REQUIREMENTS AND WILL ENSURE  

CUSTOMERS ARE NOT MAKING A BAD CHOICE TO HINDER THEIR FUTURE. 

THE COMPANY UNDERSTAND THAT THE TERM ‘VULNERABLE CUSTOMER’ APPLIES TO NUMEROUS AND VARIED  

SITUATIONS AND CIRCUMSTANCES, THEREFORE WE HAVE OUTLINED THE PROCEDURES IN THIS DOCUMENT FOR 

EACH  

VULNERABLE CUSTOMER TYPE AS IDENTIFIED IN THIS POLICY.  

THIS POLICY CONTAINS SPECIFIC VULNERABLE CIRCUMSTANCES AND THE STEPS THAT WE TAKE TO MANAGE 

EACH  

SITUATION, HOWEVER WE ALSO HAVE GENERIC PROCEDURES AS SET OUT BELOW WHICH ARE APPLICABLE TO 

EVERY  

VULNERABLE CUSTOMER SITUATION AND HAVE BEEN DEVELOPED TO MEET THE REGULATORY STANDARDS AS 

WELL AS  



TAKING INTO CONSIDERATION THE NEEDS OF THOSE WITH ADDITIONAL VULNERABILITIES. 

WHERE A CUSTOMER HAS BEEN IDENTIFIED AND/OR DECLARED AS BEING VULNERABLE, THE COMPANY ALWAYS  

ENSURES THAT THE BELOW STEPS/PROCESSES ARE FOLLOWED: - 

• ENSURE THAT ALL STAFF ARE PROVIDED WITH THE TRAINING AND TOOLS TO IDENTIFY, UNDERSTAND, AND 

DEAL  

WITH VULNERABILITIES AND VULNERABLE CUSTOMERS. 

• EMAIL/TELEPHONE SALES INFORMATION AND/OR ADVICE IS FOLLOWED UP IN WRITING CONTAINING THE  

DISCUSSED CONTENT AND ANY RELEVANT TERMS AND CONDITIONS AND DISCLOSURE INFORMATION. 

• WITH REGARD TO DEBT COLLECTION AND/OR DEBT MANAGEMENT SERVICES, ACCOUNTS WILL BE PLACED  

INTO A MANUAL PROCESS (AS OPPOSE TO AUTOMATED), TO ENSURE THAT THE CUSTOMERS’ SITUATION IS 

PROPERLY HANDLED. 

• ENSURE THAT STAFF ON THE FRONT LINE ARE PROVIDED WITH ADDITIONAL VULNERABLE CUSTOMER 

TRAINING  

AND GIVEN APPROPRIATE LINES OF REPORTING SHOULD THEY NEED TO ESCALATE A MATTER. 

• ENSURE THAT WAYS TO CONTACT US ARE CLEARLY VISIBLE ON ALL COMMUNICATIONS AND OUR WEBSITE  

AND PROVIDE A CHOICE OF WAYS TO COMMUNICATE WITH US, INCLUDING: - 

O TELEPHONE 

O ONLINE CHAT 

• ENSURE THAT ALL WRITTEN MATERIALS ARE CLEAR, TO THE POINT AND JARGON FREE. 

• ENSURE THAT WHERE APPLICABLE, THE PRODUCTS/SERVICES THAT WE OFFER ARE FLEXIBLE AND MADE TO  

SUIT THE CUSTOMERS’ NEEDS AND REQUIREMENTS. 

• OFFER FLEXIBLE OUTCOMES ON PRODUCTS/SERVICES AS DICTATED BY THE CUSTOMERS’ SITUATION AND  

CIRCUMSTANCES. 

• DEAL WITH ANY AUTHORISED THIRD-PARTY IN A HELPFUL AND TRANSPARENT MANNER. 

5.1 VULNERABLE AWARENESS REVIEW 

THE COMPANY HAS IDENTIFIED AND REVIEWED MULTIPLE FACTORS THAT MAY POSE HARM OR ACT AS A 

BARRIER FOR  

VULNERABLE CUSTOMERS USING OUR PRODUCTS/SERVICES AND HAVE DEVELOPED MEASURES AND CONTROLS 

TO  



REDUCE OR ELIMINATE THE IMPACT OF THESE. 

WE HAVE ASSESSED THE IMPACT OF VULNERABILITY ON THE NEEDS OF OUR CUSTOMERS BY REVIEWING OUR 

TARGET  

MARKET AND EXISTING CUSTOMER BASE TO IDENTIFY THE TYPES OF HARM OR DISADVANTAGE THAT ARE 

RELEVANT TO  

OUR INDUSTRY AND BUSINESS ACTIVITIES. WE ALSO UTILISE INTERNAL DATA FROM PREVIOUS INTERACTIONS 

WITH  

VULNERABLE CUSTOMERS TO IDENTIFY PATTERNS IN THE TYPES OF PEOPLE WHO ARE MORE SUSCEPTIBLE TO  

VULNERABILITIES BASED ON THE PRODUCTS/SERVICES THAT WE PROVIDE. 

WE HAVE REVIEWED AND INCORPORATED THE FCA GUIDANCE ON DEALING WITH VULNERABLE CUSTOMERS 

AND  

HAVE USED THEIR DRIVING FACTORS AND POTENTIAL HARMS TO FURTHER DEVELOP OUR POLICY AND MEASURES 

IN  

THIS AREA. WE ALSO UTILISE OTHER PAPERS AND GUIDANCE ON VULNERABLE CUSTOMERS TO ACCURATELY  

UNDERSTAND THE DRIVERS OF VULNERABILITY AND THE IMPACT THAT BEING VULNERABLE CAN HAVE ON A 

PERSON’S  

ABILITY TO ENGAGE IN [CONSUMER CREDIT/FINANCIAL SERVICES MARKETS/INSERT YOUR SECTOR]. 

WE RECOGNISE THAT VULNERABLE CUSTOMERS ARE MORE LIKELY TO EXPERIENCE CERTAIN BARRIERS OR ISSUES 

AS A  

RESULT OF THEIR VULNERABILITY AND WE CONTINUOUSLY WORK HARD TO ENSURE THAT OUR PRODUCTS, 

SERVICES AND  

ADVICE ARE FLEXIBLE, ACCESSIBLE AND INCLUSIVE. 

IN ACCORDANCE WITH THE FCA GUIDANCE, WE UNDERSTAND THAT THE BELOW POTENTIAL HARMS CAN BE A 

FACTOR  

FOR MANY VULNERABLE CUSTOMERS, AND WE PAY SPECIFIC ATTENTION TO THESE AREAS WHEN DEALING WITH 

ANY  

CUSTOMER WHO HAS BEEN IDENTIFIED AS VULNERABLE OR POTENTIALLY VULNERABLE: - 

• FINANCIAL EXCLUSION 

• DIFFICULTY IN ACCESSING SERVICES 

• PARTIAL EXCLUSION 

• DISENGAGEMENT WITH THE MARKET 



• SCAMS 

• OVER-INDEBTEDNESS 

• EXPOSURE TO MIS-SELLING 

• INABILITY TO MANAGE A PRODUCT OR SERVICE 

• PURCHASING INAPPROPRIATE PRODUCTS OR SERVICES 

BASED ON THE ABOVE FACTORS, WE HAVE BEEN ABLE TO CONSIDER THE IMPACT TO CUSTOMERS AND POSSIBLE  

EFFECTS AND OUTCOMES OF THESE POTENTIAL HARMS. THIS HAS ENABLED US TO CONSIDER THE NEEDS OF  

VULNERABLE CUSTOMERS AND TO DEVELOP EFFECTIVE CONTROLS, PRODUCTS AND SERVICES AIMED AT MAKING 

OUR  

COMPANY APPROACHABLE, INCLUSIVE AND ACCESSIBLE. 

5.2 EMPLOYEE AWARENESS & TRAINING 

THE COMPANY RECOGNISES THAT ITS EMPLOYEES ARE OFTEN THE FIRST CONTACT A VULNERABLE CUSTOMER 

WILL  

HAVE AND THEIR UNDERSTANDING AND ABILITY TO HANDLE SUCH SITUATIONS IS ESSENTIAL TO ACHIEVING 

GOOD  

OUTCOMES.  

WHERE EMPLOYEES DO NOT HAVE ADEQUATE OR APPROPRIATE TRAINING AND THE SKILLS AND CAPABILITY TO 

DEAL  

WITH VULNERABILITIES, RELEVANT CUSTOMERS CAN SUFFER FURTHER HARM OR UNDUE STRESS AS A RESULT. 

WHERE  

EMPLOYEES SEE OR HEAR CLEAR INDICATORS OF A VULNERABILITY, THEY ARE TRAINED IN WHAT STEPS TO TAKE 

TO  

ENCOURAGE DISCLOSURE. 

MANAGING VULNERABLE CUSTOMERS. 

THE COMPANY ARE COMMITTED TO ONGOING PROFESSIONAL DEVELOPMENT AROUND THE IDEAS AND ETHOS 

OF VULNERABLE CUSTOMERS AND ENSURE FEEDBACK IS GIVEN AND CAN BE RECEIVED AT ALL TIMES. WE 

PROVIDE STAFF ASSESSMENTS ON THE SUBJECT OF CUSTOMER  

VULNERABILITIES AND FOLLOW UP ALL TRAINING SESSION WITH ASSESSMENTS AND FEEDBACK FORMS TO 

ENSURE THAT  

WE RECOGNISE THAT INFORMING, TRAINING AND ASSESSING FRONT LINE STAFF AND THOSE WITH DEDICATED  



VULNERABLE CUSTOMER ROLES IS ESSENTIAL IN REMOVING BARRIERS AND REDUCING POTENTIAL HARM. WE 

WORK  

HARD TO ENSURE THAT OUR STAFF HAVE ADEQUATE AND EFFECTIVE SKILLS AND KNOWLEDGE TO HELP 

VULNERABLE  

CUSTOMERS AND TO ENSURE THAT THE RIGHT AND RELEVANT PRODUCT, SERVICE OR ADVICE IS PROVIDED 

EVERY  

TIME.  

5.2.2 SYSTEMS AND PROCESSES 

THE COMPANY HAVE ENSURED THAT ALL SYSTEMS AND PROCESSES TAKE INTO CONSIDERATION POTENTIAL  

VULNERABILITIES AND SUPPORT EMPLOYEES IN THEIR WORK AND UNDERSTANDING. ALL EMPLOYEES ARE 

TRAINED  

DURING INDUCTION IN USING THE SYSTEMS AVAILABLE THROUGHOUT THE ORGANISATION AND HAVE ACCESS 

TO  

ONGOING SUPPORT WHERE IT IS NEEDED. 

WE PROVIDE ALL EMPLOYEES WITH ACCESS TO THE LATEST PUBLICATIONS AND GUIDANCE ON VULNERABILITIES 

AND  

AT-RISK GROUPS AND ENSURE REGULAR UPDATES ARE RECEIVED FROM SUCH PROFESSIONAL BODIES OR TRADE  

BODIES. 

VULNERABLE CUSTOMERS POLICY VERSION 1 

5.3 COMMUNICATIONS 

THE COMPANY RECOGNISES THAT HOW WE COMMUNICATIONS WITH ALL CUSTOMERS, BUT ESPECIALLY THOSE 

WHO  

ARE VULNERABLE, IS ESSENTIAL ENSURING GOOD OUTCOMES. INEFFECTIVE COMMUNICATION WITH 

VULNERABLE  

CONSUMERS OFTEN RESULTS IN CONFUSION AND FURTHER HARM. ALL FORMS OF COMMUNICATION ARE 

ASSESSED BY  

MANAGEMENT TO ENSURE THAT ANY POTENTIAL VULNERABILITIES ARE TAKING INTO CONSIDERATION.  

WHILST SOME VULNERABILITIES REQUIRE MINOR ADJUSTMENTS TO AID THE CUSTOMER, SUCH AS LARGE PRINT 

LETTERS  

OR AUDIO OPTIONS, WE RECOGNISE THAT SOME TEMPORARY OR CIRCUMSTANTIAL VULNERABILITIES (I.E.  

BEREAVEMENT, DIVORCE, ILLNESS, ANXIETY ETC) CAN MEAN THAT FLEXIBILITY AND ALTERATIONS ARE NEEDED  



IMMEDIATELY TO SUPPORT THE CUSTOMER.  

WE PROVIDE MULTIPLE COMMUNICATION METHODS AND OPTIONS AND DO NOT INSIST THAT ONE WAY ONLY 

BE  

USED. AN EXAMPLE OF THIS IS THOSE WHO ARE SUFFERING WITH DEPRESSION OR ANXIETY OFTEN CANNOT TALK 

ON  

THE PHONE OR INTERACT SOCIALLY, AND SO INSISTING ON FACE TO FACE OR TELEPHONE COMMUNICATION 

WOULD  

LEAD TO ADDITIONAL HARM TO THE CUSTOMER. 

THE COMPANY HAS: - 

• ASSESSED ITS TARGET MARKET AND EXISTING CUSTOMER BASE TO IDENTIFY VULNERABLE CUSTOMERS OR  

POTENTIAL VULNERABLE GROUPS AND HAVE DEVELOPED AND IMPLEMENTED EFFECTIVE AND ADEQUATE  

METHODS OF COMMUNICATION FOR EACH VULNERABILITY. 

• ENSURED THAT ALL FORMS AND METHODS OF COMMUNICATION AND INFORMATION ARE PRESENTED IN A  

WAY THAT IS ACCESSIBLE AND UNDERSTANDABLE FOR ALL CUSTOMERS. SUCH METHODS INCLUDE (BUT ARE  

NOT LIMITED TO): - 

O WEBSITE 

O MARKETING 

O COMPLAINTS PROCEDURE 

O POINT OF SALE 

O SERVICE/PRODUCT INFORMATION 

THE COMPANY HAS A NUMBER OF CONTROLS AND PROCESSES IN PLACE TO HELP SUPPORT THOSE WHO MIGHT 

BE  

CONSIDERED VULNERABLE OR WHO REQUIRE EXTRA SUPPORT OR GUIDANCE. THESE CONTROLS INCLUDE: - 

• COMMUNICATION FORMATS - TO SUPPORT CUSTOMERS WITH SIGHT OR HEARING IMPAIRMENTS, IN  

ADDITION TO OUR STANDARD LETTERS, EMAILS AND VERBAL FORMS OF COMMUNICATION, THE COMPANY  

ALSO OFFERS: - 

O AUDIO SUPPORT OPTIONS 

 

 



5.4 SIGNPOSTING 

THE COMPANY IS PROACTIVE IN ENSURING THAT ALL CUSTOMERS KNOW HOW AND WHERE TO ACCESS 

INTERNAL AND  

EXTERNAL SUPPORT AND GUIDANCE. WHERE THIS APPLIES TO VULNERABLE CUSTOMERS, THE COMPANY 

ACTIVELY  

TELLS CUSTOMERS WHERE TO OBTAIN ADDITIONAL SUPPORT AS RELEVANT TO THEIR SITUATION. SUCH 

SIGNPOSTED  

INFORMATION IS PROVIDED: - 

• ON THE COMPANY WEBSITE 

• VIA LINKS IN CUSTOMER EMAILS/SMS MESSAGES 

• ON CUSTOMER COMMUNICATION LETTERS 

• DURING SALES, ADVICE, OR CUSTOMER SERVICE CALLS 

• WITHIN OUR COMPLAINT HANDLING PROCEDURE  

5.5 RECORDING INFORMATION 

THE COMPANY RECOGNISES THAT IT IS ESSENTIAL FOR ALL EMPLOYEES TO KNOW AND UNDERSTAND HOW TO 

RECORD  

INFORMATION RELATING TO VULNERABLE CUSTOMERS. IF A VULNERABILITY OR ISSUE IS RAISED WITH ONE 

EMPLOYEE,  

IT IS IMPERATIVE THAT THIS INFORMATION IS ACCURATELY LOGGED, SO THAT ALL SUBSEQUENT DEALINGS WITH 

THE  

CUSTOMER HAVE THE SAME APPROACH AND CONTINUITY OF CARE. 

EMPLOYEES ARE GIVEN EXTENSIVE TRAINING ON USING THE COMPANY SYSTEMS AND UNDERSTAND HOW TO  

RECORD AND LOG INFORMATION AND HOW TO ACTION ANY SPECIFIC SYSTEM CONTROLS TO FLAG VULNERABLE  

CUSTOMERS OR POTENTIAL CONCERNS. 

6 SPECIFIC VULNERABILITIES 

THE COMPANY RECOGNISES THAT ANY PERSON CAN BECOME VULNERABLE AT ANY TIME AND NOT ALL  

VULNERABILITIES CAN BE CATEGORISED OR LABELLED. HOWEVER, THROUGH OUR RESEARCH AND ASSESSMENTS 

OF  

PUBLICATIONS INTO VULNERABILITIES, THE COMPANY HAVE DEVELOPED AND IMPLEMENTED CERTAIN 

MEASURES  

AND CONTROLS FOR VULNERABLE CATEGORIES AND ISSUES THAT ARE MORE COMMON AND IDENTIFIABLE.  



THE COMPANY HAS DEDICATED PROCEDURES IN PLACE FOR DEALING WITH SPECIFIC VULNERABILITIES SUCH AS  

FINANCIAL DIFFICULTIES AND MENTAL HEALTH ISSUES, AS WELL AS PROCESSES FOR A RANGE OF 

VULNERABILITIES  

INCLUDING HEARING IMPAIRMENT, VISUAL IMPAIRMENT, THOSE WITH DISABILITIES AND TEMPORARY  

VULNERABILITIES SUCH AS BEREAVEMENT. 

WE HAVE ENSURED THAT ADEQUATE AND EFFECTIVE SIGNPOSTING IS AVAILABLE ON OUR WEBSITE IN OUR  

MATERIALS ASSIST THOSE WHO REQUIRE EXTRA HELP, AND WE ALSO CARRY OUT REGULAR REVIEWS ON OUR 

WRITTEN  

MATERIALS AND PRODUCTS/SERVICES TO ENSURE THAT THEY ARE ACCESSIBLE FOR ALL. 

WE WELCOME CUSTOMER FEEDBACK AND INCLUDE CUSTOMER COMMUNICATION IN OUR VULNERABLE 

CUSTOMER  

TRAINING SESSIONS. FEEDBACK AND COMPLAINTS ARE REVIEWED REGULARLY TO ENSURE THAT ANY ISSUES 

RAISED BY  

THOSE CONSIDERED VULNERABLE ARE ADDRESSED AND REVISED AS SOON AS POSSIBLE.  

WE HAVE ENSURED THAT OUR COMMUNICATION CHANNELS AND CUSTOMER SERVICE PROCESSES ENCOURAGE  

CUSTOMERS TO SHARE INFORMATION ABOUT THEIR VULNERABILITY AND ASSOCIATED NEEDS AND WE USE THIS  

INFORMATION TO FURTHER DEVELOP OUR EXISTING PROCEDURES, CONTROLS, MATERIALS AND 

PRODUCTS/SERVICES. 

6.1 FINANCIAL DIFFICULTIES 

6.1.1 PREVENTION 

WHERE POSSIBLE, IT IS THE COMPANY’S AIM TO PREVENT AN ACCOUNT FROM ENTERING INTO ARREARS IN THE 

FIRST  

INSTANCE. WHERE PREVIOUS ARREARS HAVE OCCURRED OR THE CUSTOMER HAS ALREADY NOTIFIED US OF 

FINANCIAL  

DIFFICULTY, THE ACCOUNT IS FLAGGED AND MONITORED, AND CLOSE COMMUNICATION KEPT WITH THE 

CUSTOMER  

FOR A SPECIFIED PERIOD. 

OFFERING OPTIONS SUCH AS MISSING A PAYMENT AND MAKING A DOUBLE PAYMENT THE NEXT MONTH; 

PAYMENT  

HOLIDAYS OR ACCEPTING LOWER INSTALMENTS FOR A SET PERIOD AND THEN INCREASING THE PAYMENTS TO 

MAKE  



UP THE SHORTFALL CAN OFTEN PREVENT ARREARS FROM DEVELOPING. 

WHERE A CUSTOMER IS NOT YET IN A BUSINESS RELATIONSHIP WITH US AND THEY ARE APPLYING FOR A LOAN 

OR  

CREDIT, WE WILL ALWAYS CARRY OUT A FULL CREDIT CHECK AND AFFORDABILITY ASSESSMENT TO ENSURE THAT 

THEY  

ARE IN A FINANCIAL POSITION TO MEET THE ONGOING REPAYMENTS. 

6.1.2 ASSESSMENT 

AFFORDABILITY ASSESSMENT 

WE USE A PRE-DEFINED ASSESSMENT CALCULATOR TO ASSESS THE CUSTOMER’S INCOME, EXPENDITURE AND 

OTHER  

CREDITOR COMMITMENTS AND USE THIS INFORMATION ALONGSIDE EVIDENCE OF INCOME (WAGE SLIPS, 

BENEFITS  

ETC), TO OBTAIN THEIR MONTHLY DISPOSABLE INCOME. WE THEN USE THIS FIGURE TO ASCERTAIN IF THEY ARE 

IN A  

POSITION TO AFFORD ANY REPAYMENTS. 

CREDIT CHECKS 

6.2 ELDERLY & GENERAL VULNERABILITIES (INC. BEREAVEMENT) 

THE COMPANY UNDERSTANDS THAT ELDERLY CUSTOMERS AND THOSE WITH CIRCUMSTANTIAL VULNERABILITIES 

MAY  

STILL NEED THE PRODUCTS/SERVICES THAT WE OFFER, HOWEVER, WE AIM TO GIVE MORE TIME, 

CONSIDERATION AND  

OPTIONS TO THIS GROUP OF VULNERABILITIES DUE TO THEIR POSSIBLE INABILITY TO PROCESS INFORMATION AS  

QUICKLY AS OTHERS MAY. 

WITH THIS IN MIND, WHERE POSSIBLE AND/OR APPLICABLE, WE ALWAYS ENSURE THAT: - 

• WE SPEAK WITH AN AUTHORISED THIRD-PARTY TO LIAISE WITH THE CUSTOMER AND ENSURE THAT THE  

DETAILS OF THE PRODUCT/SERVICE ARE BEING CORRECTLY RELAYED. 

• PROVIDE ALL DISCUSSIONS AND PRODUCT INFORMATION IN WRITING PRIOR TO THE CUSTOMER  

RECEIVING/SIGNING ANY CONTRACTUAL AGREEMENT. 

• DURING PHONE CALLS, REITERATE ALL IMPORTANT INFORMATION AND THE DETAILS OF ANY FINANCIAL  

IMPLICATIONS FROM TAKING OUT THE PRODUCT/SERVICE. 



• ALLOW TIME FOR THE CUSTOMER TO READ, UNDERSTAND AND GAIN THIRD-PARTY ASSISTANCE WITH ANY  

DOCUMENTATION AND/OR CONTRACTUAL AGREEMENTS. 

• CLEARLY EXPLAIN THE BENEFITS AND DISADVANTAGES OF THE PRODUCTS/SERVICES AND ANY IMPLICATIONS  

THAT MAY BE ASSOCIATED WITH MISSED PAYMENTS OR BREACHES IN CONTRACT. 

• WHERE POSSIBLE, PROVIDE EXTRA TIME FOR THE CUSTOMER TO CANCEL THE CONTRACT AFTER THE  

AGREEMENT HAS BEEN SIGNED. 

• INCREASE THE TIME LIMIT FOR RETURNING ANY PRODUCTS PURCHASED ONLINE. 

6.3 DEAF/HARD OF HEARING/BLIND/PARTIALLY SIGHTED AND/OR  

LANGUAGE BARRIERS 

THE COMPANY CONSIDERS THOSE WITH LANGUAGE BARRIERS, SIGHT OR HEARING DIFFICULTIES TO BE 

VULNERABLE AS  

THEY CAN BE AT A DISADVANTAGE HEARING OR UNDERSTANDING THE PRODUCT/SERVICES BEING OFFERED. 

WHERE  

POSSIBLE AND/OR APPLICABLE, WE ALWAYS ENSURE THAT: - 

• WE SPEAK WITH AN AUTHORISED THIRD-PARTY TO LIAISE WITH THE CUSTOMER AND ENSURE THAT THE  

DETAILS OF THE PRODUCT/SERVICE ARE BEING CORRECTLY RELAYED. 

• PROVIDE ALL DISCUSSIONS AND PRODUCT INFORMATION IN WRITING PRIOR TO THE CUSTOMER  

RECEIVING/SIGNING ANY CONTRACTUAL AGREEMENT. 

6.4 YOUNG/INEXPERIENCED 

IT IS NOT COMMON TO SEE YOUNG PEOPLE AS VULNERABLE, HOWEVER THE COMPANY ARE COMMITTED TO  

ENSURING THAT ANY PERSON WHO MAY HAVE DIFFICULTIES UNDERSTANDING THE PRODUCTS/SERVICES THAT 

WE  

OFFER, ARE PROVIDED WITH EXTRA SUPPORT.  

AN EXAMPLE IS WHERE A FIRST-TIME DRIVER NEEDS TO ENSURE THEIR CAR OR FIRST-TIME BUYER TAKES OUT A  

MORTGAGE. WHAT CAN BE COMMON LANGUAGE AND ASSUMPTIONS FOR THOSE HAVING TAKEN OUT THESE 

KINDS  

OF POLICIES FOR MANY YEARS, CAN BE CONFUSING FOR THOSE WHO HAVE NEVER DONE SO PREVIOUSLY.  

WHERE WE OFFER ANY PRODUCTS AND/OR SERVICES THAT CAN BE UTILISED BY YOUNG AND/OR 

INEXPERIENCED  



PEOPLE, WE ENSURE, AS WITH ALL CUSTOMERS THAT: - 

• ALL SALES CALLS ARE FOLLOWED UP IN WRITING AND ANY RELEVANT DISCLOSURES ARE PROVIDED AHEAD OF  

ANY CONTRACTUAL AGREEMENT BEING PROVIDED. 

• THE BENEFITS AND CONSEQUENCES OF ANY PRODUCT/SERVICE ARE FULLY EXPLAINED ALONG WITH ANY  

LEGAL IMPLICATIONS FOR HAVING THE PRODUCTS AND MISSING PAYMENTS. 

• ADDITIONAL TIME IS PROVIDED BETWEEN THE SALES CALL, WRITTEN FOLLOW UP AND CONTRACTUAL  

AGREEMENT TO ALLOW THE CUSTOMER TIME TO COMMUNICATE WITH A THIRD-PARTY AND UNDERSTAND  

THE CONTENT OF THE PRODUCT/SERVICE OFFERED. 

6.5 DEBT AND MENTAL CAPACITY 

MENTAL HEALTH IS ONE OF THE MOST COMMON ISSUES THAT CAN RESULT IN A CUSTOMER BEING VULNERABLE. 

THE  

COMPANY PROVIDES THOROUGH STAFF TRAINING AND SUPPORT TO IDENTIFY AND DEAL WITH CUSTOMERS 

WHO HAVE  

DECLARED THEMSELVES AS OR MEET THE CRITERIA FOR HAVING MENTAL HEALTH ISSUES. 

WHERE A VULNERABILITY RELATES TO MENTAL HEALTH ISSUES, THIS POLICY FOLLOWS THE GUIDANCE SET OUT 

BY THE  

ROYAL COLLEGE OF PSYCHIATRISTS AND MONEY ADVICE LIAISONS GROUP (MALG) ON DEBT AND MENTAL 

HEALTH.  

IT IS THE COMPANY'S POLICY TO USE THE STANDARD 7 BASIC QUESTIONS CONTAINED ON THE DEBT AND 

MENTAL  

HEALTH EVIDENCE FORM (DMHEF) FOR IDENTIFYING VULNERABILITIES RELATING TO MENTAL HEALTH.  

THE COMPANY FOLLOWS THE CODES OF PRACTICE RELATING TO THE COLLECTION OF MEDICAL EVIDENCE ABOUT  

MENTAL HEALTH CONDITIONS AND ALWAYS AIMS TO: - 

• TAKE STEPS TO ESTABLISH WHETHER THE MENTAL HEALTH PROBLEM AFFECTS THE CUSTOMERS’ ABILITY TO  

MANAGE MONEY OR THEIR DEBT. 

• WORK WITH THE CUSTOMER IN A PATIENT, CLEAR AND HELPFUL MANNER TO RESOLVE THE DEBT PROBLEMS  

AND USE WORKABLE SOLUTIONS. 

• PROVIDE REASONABLE PERIODS OF TIME FOR THE CUSTOMER TO PROVIDE EVIDENCE OF ANY MENTAL  

HEALTH CONDITION AND PLACE ACCOUNTS ON HOLD DURING THIS PERIOD. 



• PREVENT ANY INTEREST AND/OR CHARGES FROM BEING ADDED TO THE ACCOUNT DURING THE 

CONSULTATION  

PERIOD. 

• WORK WITH AUTHORISED THIRD PARTIES TO HELP THE CUSTOMER RESOLVE THEIR DEBT ISSUES. 

WHERE THE COMPANY HAS IDENTIFIED THAT A CUSTOMER IS CONSIDERED VULNERABLE, WE ALWAYS 

ENCOURAGE  

THEM TO DISCLOSE ANY POTENTIAL MENTAL CAPACITY LIMITATION AND ACTIVELY LOOK OUT FOR INDICATORS 

OF A  

POTENTIAL MENTAL HEALTH CAPACITY LIMITATION. 

ANY INFORMATION COLLECTED REGARDING A MENTAL HEALTH PROBLEM IS ALWAYS KEPT SECURE AND 

ENCRYPTED IN  

ACCORDANCE WITH OUR INFORMATION SECURITY PROTOCOLS AND IS ONLY RETAINED FOR AS LONG AS 

NECESSARY  

UNDER THE UK GDPR REGULATIONS.  

WHEN DEALING WITH ANY POTENTIAL MENTAL CAPACITY, WE ALWAYS ENSURE THAT: - 

• ACCOUNTS ARE PLACED ON HOLD AND CHARGES/INTEREST ARE FROZEN DURING ANY COMMUNICATION AND  

CONSULTATION PERIOD. 

• NO FURTHER MENTAL AND OR FINANCIAL STRESS OR BURDEN IS PLACED UPON THE CUSTOMER. 

• ALL STAFF WITH A RESPONSIBILITY FOR USING MEDICAL EVIDENCE ARE TRAINED IN HOW TO READ, INTERPRET  

AND MAKE DECISIONS ABOUT THE BASIS OF MEDICAL EVIDENCE. 

• WE USE AND FOLLOW THE MALG 12 STEPS FOR DEALING WITH VULNERABLE CUSTOMERS. 

• CUSTOMERS ARE TREATED ON A CASE-BY-CASE BASIS ACCORDING TO THEIR MENTAL HEALTH ISSUES AND ALL  

FACTORS ARE TAKEN INTO CONSIDERATION WHEN PROCESSING AN ACCOUNT. 

6.5.1 MENTAL HEALTH PROTOCOLS 

DESPITE A CUSTOMER BEING IDENTIFIED AS HAVING MENTAL HEALTH ISSUES (INCLUDING STRESS, DEPRESSION,  

ANXIETY OR OTHER DIAGNOSED CONDITIONS), THE COMPANY UNDERSTANDS THAT FINANCIAL/CREDIT 

PRODUCTS AND  

SERVICES ARE STILL REQUIRED (E.G. CAR INSURANCE, DEBT COLLECTION ACTIVITIES, HOME INSURANCE ETC).  

WE THEREFORE DO NOT EXCLUDE A CUSTOMER FROM USING/PURCHASING OUR PRODUCTS/SERVICES ON THE 

BASIS  



THAT THEY HAVE BEEN IDENTIFIED AS VULNERABLE. WE DO, HOWEVER, FOLLOW THE BELOW PROCEDURES TO  

ENSURE A FAIR, CONSISTENT AND ETHICAL APPROACH. 

WHEN DEALING WITH ANY POTENTIAL MENTAL CAPACITY CASE, WE ALWAYS ENSURE THAT: - 

• ACCOUNTS THAT COULD INCUR CHARGES/INTEREST DUE TO BEING DEFAULTED ARE PLACED ON HOLD AND  

CHARGES/INTEREST ARE STOPPED DURING ANY COMMUNICATION. 

• NO FURTHER MENTAL AND OR FINANCIAL STRESS OR BURDEN IS PLACED UPON THE CUSTOMER. 

• CUSTOMERS ARE TREATED ON A CASE-BY-CASE BASIS ACCORDING TO THEIR MENTAL HEALTH ISSUES AND ALL  

FACTORS ARE CONSIDERED WHEN PROCESSING AN ACCOUNT. 

• ALL INFORMATION DISCUSSED VIA TELEPHONE/EMAIL WITH A VULNERABLE CUSTOMER ARE FOLLOWED UP IN  

WRITING AFTERWARDS AND FULL DISCLOSURE IS PROVIDED IN THE CONTENT. 

• CUSTOMERS ARE PROVIDED WITH CLEAR, TRANSPARENT AND JARGON-FREE INFORMATION SO THAT THEY CAN  

MAKE AN INFORMED DECISION ON WANTING/NEEDING THE PRODUCT/SERVICE WE PROVIDE. 

7 AUDITS AND MONITORING 

THE COMPANY CARRIES OUT REGULAR INTERNAL AUDITS AND GAP ANALYSIS MONITORING ON ALL BUSINESS 

PRACTICES  

AND PROCEDURES TO ENSURE THAT OUR VULNERABLE CUSTOMERS ETHOS AND OBJECTIVES ARE BEING MET. 

THESE  

AUDITS INCLUDE USING A VULNERABLE CUSTOMER AUDIT CHECKLIST WHICH ENABLES US TO ASSESS EVERY 

POLICY  

AND PROCEDURE AREA AGAINST ASSESSMENT QUESTIONS DESIGNED TO TEST OUR VULNERABLE CUSTOMER  

PROCESSES AND REGULATORY COMPLIANCE.  

REGULAR REVIEWS OF THE AUDIT RESULTS ARE HELD WITH SENIOR MANAGEMENT AND AN ONGOING RECORD 

OF  

GAPS, ACTIONS AND IMPROVEMENTS ARE MAINTAINED. WE CARRY OUT WEEKLY CALL MONITORING ON ALL 

STAFF  

CALLS TO ASSESS THEM AGAINST OUR OBJECTIVES AND STANDARDS FOR DEALING WITH VULNERABLE 

CUSTOMERS. 

WE PROVIDE REGULAR MANAGEMENT INFORMATION REPORTS TO [SENIOR MANAGEMENT/DIRECTORS/THE 

BOARD] 

CONTAINING THE ASSESSMENTS OF OUR TARGET MARKET AND EXISTING CUSTOMER BASE TO IDENTIFY 

VULNERABLE  



CATEGORIES OR GROUPS AND TO REVIEW THE SOLUTIONS AND CONTROLS USED TO REMOVE THE OBSTACLES 

AND  

HARM THAT VULNERABLE CUSTOMERS MAY FACE. 

THE COMPANY HAS A NUMBER OF MEASURES AND CONTROLS FOR MONITORING AND ASSESSING OUR 

APPROACH TO  

VULNERABLE CUSTOMERS. THESE INCLUDE: - 

• PROVIDING ANNUAL MANAGEMENT INFORMATION REPORTS TO SENIOR MANAGEMENT ON OUR APPROACH  

TO VULNERABLE CUSTOMERS AND THE OUTCOMES OF DELIVERED SOLUTIONS AND CONTROLS. 

• EVALUATING AND RECORDING INSTANCES WHERE THE COMPANY HAS NOT MET THE NEEDS OF ONE OR  

MORE VULNERABLE CUSTOMERS AND DEVELOPING AN ACTION PLAN TO ENSURE IMPROVEMENTS ARE  

MADE. 

• ASSESSING AND TESTING EMPLOYEE SKILLS AND CAPABILITIES FOR DEALING WITH VULNERABLE CUSTOMERS  

AND PROVIDING FEEDBACK TO EMPLOYEES. 

• CARRYING OUT QUALITY ASSURANCE AND AUDITS ON SERVICES AND PRODUCTS TO ENSURE THAT THEY ARE  

SUITABLE FOR ALL CUSTOMERS AND MAINTAIN FLEXIBILITY FOR THOSE WHO ARE VULNERABLE. 

8 RESPONSIBILITIES 

THE COMPANY ENSURE THAT ALL STAFF ARE PROVIDED WITH THE TIME, RESOURCES AND SUPPORT TO LEARN,  

UNDERSTAND AND IMPLEMENT THE VULNERABLE CUSTOMERS PROCEDURES AND ASSOCIATED POLICY INTO 

THEIR  

BUSINESS PRACTICES.  

THAT ALL STAFF ARE INCLUDED.  

 


