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What the 
FCA wants 
to change

The FCA wants to drive improvements in the way firms treat vulnerable consumers and
bring about a practical shift in firms’ actions and behaviour. The FCA wants vulnerable
consumers to experience outcomes as good as other consumers and to get consistently
fair treatment across the sectors it regulates.

The FCA knows some firms have made significant progress in how they treat vulnerable
customers, including in their response to the pandemic. However, the FCA has seen
examples of others failing to consider the needs of vulnerable customers, leading to
harm. 

It is important for all firms to understand the needs of vulnerable customers and
make any changes required to meet the standards set by the FCA’s existing Principles for
Businesses.

Who are 
vulnerable 

customers?

A vulnerable customer is somebody who, due to their personal circumstances, is
especially susceptible to harm - particularly when a firm is not acting with appropriate
levels of care.

Vulnerability is viewed as a spectrum of risk. All customers are at risk of becoming
vulnerable, but this risk is increased by having characteristics of
vulnerability. These could be poor health, such as cognitive impairment, life
events such as new caring responsibilities, low resilience to cope with financial or
emotional shocks and low capability, such as poor literacy or numeracy skills.

Not all customers who have these characteristics will be vulnerable. But they may be
more likely to have additional or different needs which, if firms do not meet them, could
limit their ability to make decisions or to represent their own interests. So, the level of
care that is appropriate for these consumers may be different from that for others.

https://www.handbook.fca.org.uk/handbook/PRIN/
https://www.handbook.fca.org.uk/handbook/PRIN/
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Useful Links

▪ Guidance summary - https://www.fca.org.uk/publications/finalised-guidance/guidance-firms-
fair-treatment-vulnerable-customers

▪ Full guidance - https://www.fca.org.uk/publication/finalised-guidance/fg21-1.pdf

▪ Video animation - http://y7a5w.videomarketingplatform.co/vulnerability-guidance-
animation-1

▪ Financial Lives Survey - https://www.fca.org.uk/publications/research/financial-lives

▪ How FCA will work  with the Equality and Human Rights Commission on equality issues -
https://www.fca.org.uk/publication/mou/mou-fca-ehrc.pdf

Contact
You can contact FCA about the Guidance or the MoU at ApproachtoConsumers@fca.org.uk

To provide feedback to ILAG, contact admin@ilag.org.uk
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