
VULNERABILITY INCLUSION WORKSHOP

FACILITATOR 
INSTRUCTIONS



Why should you use this kit?
Vulnerability is something that can affect any one of us, at any stage during our financial lives.
That’s why it’s so important to make sure that everything we do includes customers who have a 
vulnerability. And this workshop will help you to do exactly that.

When should you use this kit?
It’s best to use the kit when you have a good idea of how something might work, but you still 
have time to make changes before you have the finished product. It could be a new product, an 
email or website change.

How do you use this kit?
This workshop has everything you need to get started and run the workshop. 
You don’t need to be an expert facilitator or spend weeks prepping for it. All you do need is to 
grab this kit, get a group of people together (between three and 15) and dive in for an hour. 

Read the setup section of this deck, to make sure you have everything you need.  

INTRO | Facilitator instructions



Before your workshop, make sure you have done the following:
● Booked a room for a hour

Try to get something spacious

● Invited between three and 15 participants
Try to get a good mix of people from different parts of the business. 
They don’t all have to know much about the project.

● Prepared the journey to be tested 
Make sure the thing you’re testing is in a journey form. If it’s not already, you can easily map it 
out — just think about the stages someone goes through when they’re interacting with your 
work and what they might do before and after they use it. Your Vulnerability Inclusion 
Champion can help with this.

● Print the journey or make sure you can show it on a screen 

PHYSICAL SETUP | Facilitator only



Before your workshop, make sure you have done the following:
● Booked a zoom call for a hour

● Invited between three and 15 participants
Try to get a good mix of people from different parts of the business. 
They don’t all have to know much about the project.

● Prepared the journey to be tested 
Make sure the thing you’re testing is in a journey form. If it’s not already, you can easily map 
it out — just think about the stages someone goes through when they’re interacting with 
your work and what they might do before and after they use it. Your Vulnerability Inclusion 
Champion can help with this.

● Have this document and your journey ready to share with participants (you can share 
the links in the Zoom chat)

● Make sure you’re the Zoom ‘host’  and that you know how to set up Zoom breakout 
rooms
There's a handy video about breakout rooms here.  

DIGITAL SETUP | Facilitator only

https://support.zoom.us/hc/en-us/articles/206476093-Enabling-breakout-rooms


Personas

Journey worksheets

Step-by-step stages

THE KIT | Facilitator only



To run this workshop, share your screen and follow the instructions on the slides. The workshop slides 
start at page 10 of this deck. The following instructions give you a bit more help in case you get to a 
point where you’re not sure what to do. 

● Slide 10 — Welcome
Have this slide up as your participants enter the workshop

● Slide 11 — Roles and intros (2 mins)
You need a facilitator (that’s you!) and a timekeeper.  Ask someone to be a timekeeper and get them to start the clock 
now. You’ll have two minutes for intros.
As the facilitator, it's your job to read out the instructions and make sure the group sticks to the main objective of the 
session. You’ll also need to share this deck on your screen.
Intros
You have two minutes for a quick round of introductions.

● Slide 12 — Explain (10mins)
Explain why you’re running this session today. Now’s the time to talk through the journey you’ll be exploring in the 
session  (make sure you share it on your screen and that it’s readable). You could also email it to participants so they 
have a copy. Leave some time for the group to ask any questions about the journey you’re exploring. 

RUNNING THE SESSION | Facilitator only



Follow the step-by-step stages

And try to keep to time
● Slide 14 — Step 1   |   4 minutes

Divide into three even teams. Try to get a good mix of disciplines, areas of the business and familiarity with the 
project in each team. Give each team a persona and give them the corresponding persona card. One team will be 
Lena (slides 20-22), one Faisal (slides 30-32) and one George (slides 40-42). You have four minutes to read through 
the persona cards individually.

● Slide 15 —Step 2   |   15 minutes
If you’re running this session digitally, divide the group into breakout rooms. As a team, and using the journey 
templates, put your persona’s experience of the journey into a storyboard. Use as many journey templates as you 
need, sticking them together to create one long journey.
Think about:

■ What your persona is thinking, feeling and doing 
■ Who else is involved in your persona’s experience

Work quickly! You only have 15 minutes. You don’t need to create beautiful illustrations, stick figures are fine!

THE WORKSHOP | Facilitator only



Follow the step-by-step stages

● Slide 16 —Step 3   |   9 minutes
Each team now has three minutes to share their persona’s journey. 

● Slide 17  —Step 4   |   9 minutes
After each team has shared, the rest of the group has three minutes to decide the three biggest risks (red flags) and 
the three biggest positives (green flags) and stick the flags on to the corresponding spot on the journey.

● Slide 18 —Step 5   |   5 minutes
Now that you’ve identified some risks from a vulnerability perspective, spend the last five minutes of the session 
discussing any next steps.

THE WORKSHOP | Facilitator only



What now?
Make sure you’ve captured the next steps that emerged from the session 
and share them with everyone, along with the owners for the actions. 
You might also want to re-run this session once you have made 
adjustments to the journey. 

AFTER THE SESSION | Facilitator only



VULNERABILITY 
INCLUSION 
WORKSHOP



HELLO
For today's session, as well as a facilitator, you'll need a timekeeper.
The facilitator is the one reading out the info on these slides. Assign a timekeeper now.
Once that's done, introduce yourselves. But briefly as you've only got two minutes!

2 minutes



This session will explore your work with vulnerable customers at the front of your mind.

You've got 10 minutes to talk through today's journey and the resources available. 
And this includes question time!

WHY ARE WE HERE?

10 minutes



NOW OVER TO YOU
Let’s get started!

2 minutes



STEP 1
- Divide into three even teams
- Facilitator gives each team a persona and the corresponding persona card
- One team will be Lena, one Faisal and one George
- You have four minutes to read through the persona cards individually 

(slides 19-21 Lena, 26-28 Faisal, 33-35 George).

4 minutes



STEP 2
- You'll be divided into breakout rooms
- As a team, and using the journey templates, put your persona’s 

experience of the journey into a storyboard
- Use as many journey templates as you need, sticking them 

together to create one long journey

Think about:
- What your persona is thinking, feeling and doing
- Who else is involved in your persona’s experience
- Work quickly! You only have 15 minutes. You don’t need to 

create beautiful illustrations, stick figures are fine!

15 minutes



STEP 3
Each team now has three minutes to 
share their persona’s journey.

9 minutes



STEP 4
- After each team has shared, the rest of you will have three minutes to decide 

the three biggest risks (red flags) and the three biggest positives (green flags)
- Stick the flags on to the corresponding spot on the journey
- When you think about the risks, is there anything in this journey that means this 

persona would have a bad outcome? Is there anything that the persona would 
struggle to interact with? 

3 minutes



STEP 5
Now that you’ve identified some risks from a vulnerability perspective, 
spend the last five minutes of the session discussing any next steps.

5 minutes



LET’S MEET
LENA







JOURNEY PROMPTS

● What’s happening before Lena receives/sees this?

● How does Lena feel?

● How would she react?



Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here

Description 
Write here

Risks
Write here

Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here

Description 
Write here

Risks
Write here

LENA’S JOURNEY
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Illustrate the stage in the journey (use image search, draw a picture and so on)
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LENA’S JOURNEY



LET’S MEET
FAISAL







JOURNEY PROMPTS

● What’s happening before Faisal receives/sees this?

● How does Faisal feel?

● How would he react?



Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here

Description 
Write here

Risks
Write here
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Insert picture here
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Write here

FAISAL’S JOURNEY
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Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here
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Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here
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FAISAL’S JOURNEY



LET’S MEET
GEORGE







JOURNEY PROMPTS

● What’s happening before George receives/sees this?

● How does George feel?

● How would he react?



Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here

Description 
Write here

Risks
Write here

Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here
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Write here

Risks
Write here

GEORGE’S JOURNEY



Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here
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Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here

Description 
Write here

Risks
Write here

GEORGE’S JOURNEY



Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here

Description 
Write here

Risks
Write here

Illustrate the stage in the journey (use image search, draw a picture and so on)
Insert picture here

Description 
Write here

Risks
Write here

GEORGE’S JOURNEY


