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	Organisational issue / topic to be investigated including boundaries and the purpose of the investigation.
	The Financial Conduct Authority (FCA) recently brought in new laws surrounding the vulnerable customer policies within the financial sector. Why are there laws/policies in place now? What has previously happened to influence these new laws/policies? I want to investigate how these new laws and internal policies are being put in place within the financial sector specifically high street banks and branches. If the high street banks already had a vulnerable customer policy in place, how have they amended this to ensure the vulnerable customer is getting a fair outcome, an overall good customer experience and to ensure they are following the FCA guidelines. During this practice based portfolio I will look into the effects of getting this wrong for the customer and the business and the benefits if correct law, policy and procedures are followed – what does this mean for the customer, how do they feel, do they feel they have been treated fairly and respectfully and the benefits to the bank for getting it right for the customer first time.
What is a vulnerable customer?
What are the different types of vulnerabilities? Eg. Ease of access, support with interactions and communications, physical wellbeing, mental wellbeing, life event, managing finances and understanding finances. 
How to manage customers with suicidal thoughts face to face and/or on telephone/video. 
The difference between sympathy and empathy. 
The emotional health scale and what each side of the scale means/demonstrates.
What are equal rights?
Are staff trained in how to handle/deal with vulnerable customers?
Benefits/disadvantages or having difficult conversations with the customer to establish if they are currently vulnerable or in a vulnerable situation. 
The five levels of listening from not listening up active listening. 
The word ‘vulnerable’ may mean different to different people based on life experiences – I will explore this and look into the different life experiences. 
Are employees trained and to what extent is the training?

The topic of vulnerable customers and the effects it can have when not managed correctly is a topic I wish to research as everyone will be vulnerable at some point within their life – whether this be losing a loved one, having a baby, difficulty understanding, having a physical injury and the list goes on. At any given time within our lives any of the above could happen and I think it is paramount that all customer facing business should follow the FCA laws on vulnerable customer, because everyone deserves to be treated fairly and respectfully. When it comes to customer personal finances, I want customers to feel empowered to know that they can and will have support as and when needed. I also want customers to know that the bank is a safe space where they can share any worries and these worries will stay confidential (unless it is a police matter). 

Many banks offer a nongeographical account for customer suffering from domestic abuse this stop anyone and specifically the abuser knowing what part of the country they are in and/or who they bank with. TSB Bank also offer a ‘flee fund’ this mean the customer that is suffering from abuse will be able to get up to £500 paid into their TSB bank account that only they can access. The money will assist them with the cost of essentials such as travel, clothing, and toiletries. I will discuss this at length and the impact this has on customer fleeing domestic abuse. 


	Why do you want / need to address the issue (problem, topic)?


	 
I want to investigate this as the outcome of getting it wrong can be catastrophic for the customer and the business and the benefits of getting it right for the customer. I will also research on how to market this and the social effects of unethical marketing the vulnerable customer status. I also want to investigate this to know how these policies have changed over time. 
When was equality and equal rights first recognised within the banks?  
Does marketing vulnerable customer retain/attract new customers?
What banks have vulnerable customer ‘safe spaces?
Why is the mortgage charter in place and how will this help vulnerable customer with their mortgage? How many customers have used the mortgage charter since the launch in August 2023?
Vulnerable customers and complaints and ensuring the customer has the correct outcome. 
How is this information used and do the customers feel they can trust the employee to open about their vulnerabilities. 
The demographics of vulnerable customer between rural and urban areas and/or cities and villages, ages, gender, sexuality, ethnicity, race, religion, disability, socioeconomic status, and marital status etc. are all types of people who may at one time become a vulnerable customer whether this is short term, long term or permanent. 
I also want to investigate the effects of covid-19 and the cost-of-living crisis on customer who are already vulnerable and how many more customers are now vulnerable because of the pandemic. 




	What do you plan to accomplish with your project?
	
I plan to accomplish personal understanding of how to become more confident and knowledgeable discussing vulnerable customers in my place of work with both my colleagues and customer – specifically with customers to ensure there is the correct support in place for them when they may need it. To also help the customer when in a time of hardship and make them feel like they can come to their local bank at any time with any worries, not just financial. Working with vulnerable employees and how to manage these colleagues in a respectful and empathetic way. I will take all feedback onboard and use this wisely when conducting my research, writing my findings, and presenting my findings. 







	What research methodology will you use and why?
	 
I will conduct secondary research through, online research, journals, videos and submit by finding in a practice-based portfolio.  I will use SMARTA objectives in line with my research and use data to evidence my findings and present my findings. I will gather this data from research that has already been conducted and is relevant to my topic of vulnerable customers. I will also need to have a project plan and set myself a timeline (SMARTA) to accomplish this within the timescales given. 

Why ask open questions and use communication techniques such as Tell, Explain, Describe (TED), Thank, Explain, Ask, Assistance, Signpost (TEXAS), Behaviour, Remembering, Understanding, Communicating and Evaluating (BRUCE) and Set the scene: Explain the purpose and scope of the conversation. , Perspective: Ask the customer how they are feeling and what they are thinking about their situation, Invitation: Invite the customer to ask questions or share any concerns they have, Deliver: Provide clear and accurate information or advice, using plain language and avoiding jargon, Empathy: Acknowledge the customer’s feelings and show that you care about their well-being, Review: Summarize the main points of the conversation and check the customer’s understanding and satisfaction (SPIDER). 

I will share examples of how the vulnerable customer act is used within banks and share examples of each type of vulnerability from experiences and online research.  
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