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o All firms must be able to show

consistently that fair treatment of
customers 1s at the heart of their
business model.
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FCA launches guidance for firms on the
fair treatment of vulnerable custometrs

REEMITAEERERMENN " A FHEHREPES
2021 |
°The Financial Conduct Authority (FCA) has published final

guidance clarifying its expectations of firms on the fair

FINANCIAL
CONDUCT
AUTHORITY

treatment of vulnerable customers.
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Table 1: Characteristics associated with the 4 drivers of vulnerability

Health

Physical disability

Life events

Retirement

Resilience

Inadequate (outgoings
exceed income) or
erraticincome

Capability

Low knowledge or
confidence inmanaging
finances

Severe or long-term
liness

Bereavement

Over- indebtedness

Poor literacy or
numeracy skilis

Hearing or visual
impairment

Income Shock

Low savings

Poor English language
skills

Mental health condition
or disability

Relationship
Breakdown

Low emotional
restience

Poor or non-existent
aigital skills

Addiction

Domestic abuse
{including economic
control)

Learning difficulties

Low mental capacity or
cognitive disability

Caringresponsibliities

No orlowaccess to
nelp or support

Other circumstances
that affect people’s
experience of inancial
services eqg, leaving
care, migration or
seeking asylum, human
trafficking or modern
slavery, convictions
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