
Vulnerability 
Matters



Focusing on vulnerability matters

Health
Health conditions or illnesses  
that affect the ability to carry  
out day-to-day tasks.

Resilience
The low ability to 
withstand financial  
or emotional shocks.

Life events
Such as bereavement, 
job loss or relationship 
breakdown.

Capability 
Low knowledge of financial matters or low confidence in 
managing money (financial capability). Low capability  
in other relevant areas such as literacy or digital skills.

Anyone can be permanently or 
temporarily vulnerable - due to 
individual characteristics and 
circumstances or through actions/ 
inactions of the business.

There are four identified key drivers which may increase the risk of vulnerability.

The Financial Conduct Authority 
(FCA) defines a vulnerable 
customer as “someone who, due 
to their personal circumstances, 
is especially susceptible to harm, 
particularly when a firm is not 
acting with appropriate levels of 
care.”

Each of us has a part to play in 
meeting the obligations under  
the FCA’s Consumer Duty.

A significant element includes 
having an appropriate policy  
in place, which ensures clients  
in vulnerable situations are  
identified and supported. 



Vulnerability support for the advice community: Overview

Working with partners, we 
provide training designed 
for the advice community 
to better support those in 
vulnerable circumstances. 

We collaborate with 
partners to raise awareness 

on important topics like 
mental capacity and advice 
when clients are in acutely 
vulnerable circumstances. 
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We produce regular content on 
vulnerability topics through our 

engagement programme. 
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We offer a range of resources to 
help with spotting the signs and 

recording vulnerability. 
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Vulnerability support for the advice community: training

Working with partners, 
we’ve been helping the 
financial advice community 
to enhance their knowledge 
on vulnerability matters.

Free training for the financial advice community

Since 2019, the Consumer Vulnerability in Later Life online 
training provided by Just with content created by SOLLA 
(the Society of Later Life Advisers), has been completed 
over 20,000 times. 

The Financial Conduct Authority has identified the training 
as an example of good practice that could help advisers 
and other stakeholders improve their skills and capability, 
learning how best to support vulnerable customers and 
their families.

The training is free to use and offers 60 minutes of 
Continuing Professional Development (CPD), with a 
certificate for successful completion.

free online training

Consumer 
Vulnerability 
in later life

For fi nancial intermediary use only

At Just we have a Dementia Friend Ambassador who runs 
information sessions, in the local communities, within 
intermediary businesses and with SOLLA advisers.  
This aims to help increase the understanding and support 
for those living with or supporting those with Dementia.



Vulnerability support for the advice community: videos and webinars 

We’ve produced engaging 
video content by 
partnering with Comentis, 
focusing on particular 
subjects such as the impact 
of cognitive decline and 
vulnerability myths.

Our webinars are designed 
to give a greater insight into 
important issues concerning 
the retirement market.



Vulnerability support for the advice community: Literature resources

We offer a range of 
helpful resources on  
Justadviser.com,  
created for the  
advice community. 

They’re designed to help advisers:

•	 �understand the key drivers, which may  
increase the risk of vulnerability

•	 spot the signs of vulnerability 

•	 assess and record vulnerability
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For financial intermediary use only. 

Vulnerability 
Matters

Supporting wellbeing with useful tools and information 
to help clients in vulnerable circumstances.

HOW EFFECTIVE IS YOUR 
vulnerability POLICY?

The questions below are intended to help assess vulnerable client activity within advisory  
firms from a variety of perspectives and identify any potential areas of improvement.

They’re grouped into sections aligned to the four key areas highlighted by the FCA’s Finalised Guidance (FG21/1):

1. UNDERSTANDING VULNERABILITY

Policy Action 
needed

1. How is vulnerability viewed within your business?

2. Where is your Vulnerable Client Policy (VCP) kept?

3. How old is your policy and how frequently is it reviewed / updated?

4. Do you have a VCP owner?

5.	 How	do	you	demonstrate	the	effectiveness	of	your	VCP?

6. How well is it embedded within your business process and at board level?

7.  Is your VCP personalised to your client bank demographic?

8.   How often do you review, audit and conduct a gap analysis on your VCP to ensure that:

 • It continues to meet your clients’ needs?

 • Your service and interaction covers the wide range of vulnerabilities?

9. How do you measure the success of how the business recognises and looks after vulnerable clients?

The following summary tables list areas for potential review. Simply mark areas requiring attention in the ‘Action 
needed’ column to identify areas for improvement.

1. Understanding vulnerability
A. Policy
B. Approach

2. The skills and capability of staff
C. Training our teams
D.	 Effective	client	communication

3. Taking practical action 
E. Systems, process and reporting

4. Monitoring and evaluation
F. Recognising vulnerability

Call 0345 302 2287 or visit justadviser.com

For	financial	intermediary	use	only.	Not	approved	for	use	with	customers.

Client Wellbeing  
Questionnaire

A template to help with conversations  
around client vulnerability

Vulnerability 
in Retirement

A guide to vulnerability as people 
transition into and through retirement

 

 For financial intermediary use only.

Produced by

For financial services professionals responsible  
for regulated retirement advice policy  

or advising clients



Vulnerability support for the advice community: Engagement communication 

Our communication programme 
focuses on vulnerability topics 
to help advisers support their 
clients’ wellbeing.

Dear Helen,

Dear David,

Dear Charlotte, Dear Mark,



For more information on 
vulnerability support:

Call: 0345 302 2287
Email: vulnerabilitysupport@wearejust.co.uk
Visit: justadviser.com

mailto:vulnerabilitysupport%40wearejust.co.uk?subject=
http://justadviser.com

