Understanding customers’ needs

Skills and capability

Product and service design

Customer service

•

Understand the nature and scale of
characteristics of vulnerability that exist
in their target market and customer base.

•

•

Understand the impact of vulnerability on
the needs of consumers in their target
market and customer base, by asking
themselves what types of harm or
disadvantage their customers may be
vulnerable to, and how this might affect
the consumer experience and outcomes.

Consider the potential positive and
negative impacts of a product or service
on vulnerable consumers. Design
products and services to avoid potential
harmful impacts.

•

•

Embed the fair treatment of vulnerable
consumers across the workforce. All
relevant staff should understand how
their role affects the fair treatment of
vulnerable consumers.

Set up systems and processes in a way
that will support and enable vulnerable
consumers to disclose their needs. Firms
should be able to spot signs of
vulnerability.

•

Ensure frontline staff have the necessary
skills and capability to recognise and
respond to a range of characteristics of
vulnerability.

•

Take vulnerable consumers into account
at all stages of the product and service
design process, including idea
generation, development, testing, launch
and review, to ensure products and
services meet their needs.

•

Deliver appropriate customer service
that responds flexibly to the needs of
vulnerable consumers.

•

Make consumers aware of support
available to them, including relevant
options for third party representation and
specialist support services.

•

Put in place systems and processes that
support the delivery of good customer
service, including systems to note and
retrieve information about a customer’s
needs.
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Offer practical and emotional support to
frontline staff dealing with vulnerable
consumers.

Monitoring and evaluation

Communications

•

Implement appropriate processes to
evaluate where they have not met the
needs of vulnerable consumers, so that
they can make improvements.

•

Ensure all communications and
information about products and services
are understandable for consumers in
their target market and customer base.

•

Produce and regularly review
management information, appropriate to
the nature of their business on the
outcomes they are delivering for
vulnerable consumers.

•

Consider how they communicate with
vulnerable consumers, taking into
consideration their needs. Where
possible they should offer multiple
channels so vulnerable consumers have a
choice.
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