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Induction and 
welcome note 

Introductory session 
6 October 2026 | 09:00 - 12:00
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The FCA consumer duty

The FCA’s Consumer Duty requires 
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Workshop 2

Module outline
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to ensure a range of vulnerable situations are
onsi ere

Aims

• stablis  t e areas for evelo ent
it in our o n organisation s or  on

vulnerabilit

• n erstan  t e range of a roa es
to a ress t ese areas of strengt  an

ea ness

• urt er evelo  an out o es
fra e or  an  ataset for vulnerabilit

Outcomes

• entif  areas for i rove ent it in our
organisation

• no  an  un erstan  t e range of
a roa es t at an be a lie  to t ese
areas for evelo ent

• or  to un erstan  o  to tailor an  a l
t ese a roa es

• ro le t e nee s of our organisation an
usto ers in ter s of out o e ata

• earn o  to i rove au its on vulnerabilit
ra ti e in ter s of ata an  s ills

Outcomes

• e ognise  inter ret an  a l  t e e  legal
an  regulator  onsi erations on vulnerabilit
to our o n or

• in  tal  an  lan a tion on vulnerabilit  in a
lear an  infor e  anner

• e able to on u t an au it of vulnerabilit
ra ti e in our organisation it  ell
esigne  etri s to onitor ualit  an  ris

• tart to evelo  an out o es an  ata
fra e or  to easure i a t

• n erstan  t e range of onsu er nee s
an  t e vulnerable ir u stan es o orts
t at t ese a l  to



Workshop 3

Module outline

• ntro u ing o  be avioural s ien e
an un er in t e evelo ent of
o uni ation an  engage ent strategies

for vulnerable onsu ers

• nal sing our urrent o uni ation
ra ti es an  i entif  areas of i rove ent

• loring is losure environ ents  an  o
t ese ave been intro u e  in i erent
organisations an  it  at i a t

• entif ing t e s ills an  a abilities re uire
of sta  to su ort vulnerable usto ers an

o  e an evelo  an  nurture t ese

Aims

• e able to a l  at ou ave learnt
about vulnerabilit  to o uni ations
engage ent an  is losure

• entif  at t e  ot er regulator
bo ies an  i er legal fra e or s su  as
t e ualit  t  re uire en oing so

• n erstan  o  t is as been a ieve
bot  t roug  ase stu ies an  ee ives

Outcomes

• evelo  an outline oli  on vulnerabilit
i  s e i all  a lies to o uni ations

usto er engage ent an  servi e an
is losure

• n erstan  t e range of a tions an
interventions to a ress vulnerabilit  it in
our organisation

Workshop 4

Module outline

• loring vulnerabilit  strateg  an  oli
esign it in t e s e i  an  ra ti al
onte ts of ro u ts  servi es an  usto er
ourne s in lu ing in lusive an  a essible
esign

• onsi ering o  an  en  to rovi e
relevant su ort to usto ers o are
vulnerable to a range of nan ial an  non

nan ial ar s

• ntro u ing an  evelo ing a treat ent
atri  to a e t is ra ti all  ossible

• evie ing t e arrange ents for sign osting
an  e e tive artners i s it  e ternal
s e ialist servi es an  arities

Aims

• e able to a l  at ou ave learnt
about vulnerabilit  to ro u e  servi e an
usto er ourne  esign

• n erstan  t e strategi  allenges of
rovi ing su ort  in lu ing t e role of

internal frontline an  s e ialist tea s  an
i er e ternal organisations an  arities

• evelo  a strategi  a roa  to su ort 
t roug  t e evelo ent of a treat ent

atri

Outcomes

• evelo  an outline oli  on vulnerabilit
i  s e i all  a lies to a essible

an  in lusive esign an  also to usto er
su ort

• n erstan  t e range of a tions an
interventions to a ress vulnerabilit  it in
our organisation



Workshop 5

Module outline

• e ning an  e loring at onitoring
evaluation an  out o es ean en it
o es to vulnerabilit

• evelo ing ra ti es for elivering t e
best outcomes for customers in vulnerable
situations

• onsoli ating at ata to recor
on consumer vulnerabilit  inclu ing

ags  su ort co es an  management
information

• n erstan ing t e re uirements of t e ata
rotection ct  an   an  t eir

im lications for ata recor ing inclu ing
e licit consent an  ot er o tions  storage
s aring an  using t ese ata to best e ect

Aims

• artici ants ill learn about ata  outcomes
monitoring an  evaluation t roug out
t e ca em   but in t is or s o  t is
learning ill be consoli ate  an  broug t
toget er

• artici ants ill learn t at customer
e erience an  outcomes un er ins all

ualit  an  innovation  un erstan ing
an  meeting nee  is t erefore central to all
action

Outcomes

• riticall  assess t e current ata
lan sca e  in terms of t e a roac es
being follo e o ere

• valuate t e i erence a etaile  an
s stematic outcomes  monitoring an
evaluation a roac  coul  ma e to rms

• n erstan  ere ualit  an  innovation
as a com onent of strateg   ts into

t is or  on vulnerabilit

Graduation

Module outline

e ulnerabilit  ca em  culminates it  our 
gra uation event  uring our nal session ou 

ill  

• evie  t e ourne  ta en uring t e
aca em

• evie  t e ga  anal sis ou ave
constructe  uring t e aca em  it
fee bac  from t e trainers an  our co ort

• e note s eec  from an in ustr  lea er
our revious e note s ea er as ris
oolar  aut or of t e oolar  evie  an

former  of t e 

t t e conclusion of t e event  ou ill be 
resente  it  a certi cate s o ing ou ave 

successfull  com lete  t e aca em  an  e 
ill rovi e furt er etails on o  to oin our 
ulnerabilit  ca em  lumni ractice et or



Why is the academy important? 
rotecting vulnerable consumers is a e  ongoing con uct riorit  for t e  an  a e  con uct an  

re utational ris  for rms   

s un erstan ing of vulnerabilit  as ee ene  rms ave also begun to un erstan  t at e ectivel  
su orting vulnerable customers can be an a vantage as ell as a ut  it  man  establis ing 

artners i s it  c arities an  ot er consumer grou s to i erentiate t emselves commerciall  from 
com etitors

e  e ects t e fair treatment of vulnerable consumers to be ta en seriousl  an  embe e  into 
t eir culture  olicies an  rocesses t roug out t e ole consumer ourne

   lear an  informative iscussion  uestions  
ans ers  e guest s ea ers ere obviousl  ver  
no le geable in t eir res ective el s ”

”



Academy Background

olic  an  organisational ambitions on vulnerabilit  
cannot be met unless t ree con itions are ful lle  

• olleagues ave t e necessar  s ills  no le ge
an  con ence to eliver t ese ambitions
t roug  training

• raining initiatives must tac le t e actual
c allenges an  tas s t at colleagues encounter

ail   a areness raising  about vulnerabilit  ill
not  in itself  eliver ractical c ange

• ac  rm s i er environment must facilitate
colleagues ta ing e ective actions on
vulnerabilit  b  evelo ing ualit  assurance
monitoring an  com liance functions  ata
arc itecture an  as boar s  an  ot er
functions on vulnerabilit

is means t at an e ective res onse to 
vulnerabilit  must also be le  b  an  ma e arallel 
im rovements to t e strategic  olic  governance 
an  information environments t at colleagues ill 
be or ing in

How can the Academy help?

e ulnerabilit  ca em  is for eo le o ant 
to gain t e s ills  no le ge an  relations i s to 
a ress t e most c allenging issues an  scenarios 
an  meet regulator  re uirements

t its core  t e aca em  is a learning environment 
ere senior managers ill ave t e o ortunit  

to meet  uestion an  or  it  lea ing t in ers 
across sectors  e  ill follo  a rogramme t at 
inclu es ve one  a  or s o s  su lemente  
b  ebinars using voice  gra ics an  interactive 
features to engage learners an  reinforce t e 
e  or s o  messages  o casts a ee  ive 

un erstan ing of t e issues via intervie s it  
e erts  guests an  ractitioners  lus rea ing lists 
an  o nloa able resources

Workshop Sessions: Cohort 16

is co ort ill be elivere  in seven sessions  
or s o  ne  o  ree  our an  ive ill be 

s lit into t o alf a s  

• re meeting intro uctor  a    ctober 
ntro uctor  session

• or s o  ne  an   ctober  uil ing
our oun ations

• or s o  o  an   ovember 
entif ing ulnerabilit  eeting ustomer
ee s

• or s o  ree   an   ecember 
ommunication an  ngagement

• or s o  our   an   anuar  
esign  u ort an  artners i s

• or s o  ive  an   ebruar  
ualit  onitoring an  valuation

• ra uation 
 arc  

   cellent overvie  
of t e ro osals an  
implications by very 
no le geable  

presenters ”

”



e aca emy programme an  content is esigne  to be agile  immersive an  responsive  ensuring t at 
e can un erstan  t e c allenges face  by t e co ort an  tailor t e programme accor ingly

e programme ill feature up to ate case stu ies an  t e latest ne s issues  t ill be groun e  in 
t e ne est in ustry information an  most current regulatory irection  as ell as utilising only ell
establis e  mo els to engage innovative t in ing

ore pointe ly  t e faculty ill use t e co ort s o n e periences an  c allenges to ma e t e programme 
as ynamic  practical an  elpful as possible

o inclu e but not restricte  to

• o cast intro uctions from
t e faculty

• eceive etaile  faculty
fee bac  on your e periences

• ene t from your faculty s
close analysis of ot er co ort
participants c allenges

• afe  con ential environment
to ma imise ept  of analysis
of real life c allenges

•  session it  your faculty
an  senior practitioners to
ans er your critical uestions

• arefully curate  a itional
rea ing an  resources so you
can ta e your un erstan ing
furt er

• iscuss case stu ies on
relevant topics an  issues

e recommen e  participants s oul  be colleagues 
responsible for t e evelopment of t eir organisation s 
strategy for supporting vulnerable customers   

ese inclu e

Who should attend?

• usiness lea ers senior managers

• is  an  control ecision ma ers

• uman resource an  learning an
evelopment professionals

• anagers responsible or or ing in
contact centres

• pecialist vulnerability colleagues

Audience: 
• mortgage len ers
• car  issuers
• ban s
• cre it unions
• payment provi ers
• any len ing rm t at is  regulate

The learning experience



The learning journey

 learning ourney e ample

To support your 
task, access to the   

latest white papers, 
blogs and thought 

leadership from 
leading rms

 
Post 

workshop task/
exercise to complete 

in your rm supported 
by templates and 

surveys 

 Podcasts 
interviews of senior 

conduct practitioners 
sharing practical tips, 
techniques to support 

your task

Review  
case study & prepare 
your notes of task in 

preparation for group 
discussion at the next 

workshop

Pre Academy 
Learning 

Assessment

Mentoring & 
support by email 

from faculty 
members

 Workshop
One

 Workshop
Two

Additional reading list 
published

Social Learning
e co ort ill be forme  of a peer group o ill 

learn from eac  ot er s e periences an  issues in 
a con ential an  supportive environment un er 

at am ouse rules  s e perience  facilitators  
t e faculty ill elp t e co ort e plore in ivi ual 
concerns t roug  fran  conversation an  social 
learning  ere eac  participant is urge  to s are 
practical e amples  best practice  concerns an  
successes from it in t eir o n organisation over 
t e course of t e programme

is egree approac  ill ensure t at eac  
atten ee can re ect fully on at t ey ave learnt  
tailor t eir approac  an  test i erent or ing 
practices it in t eir organisation  e aim of 
t e aca emy is to o er practical  rat er t an 
t eoretical  solutions

Learning by doing
e approac  of t e faculty ill be to encourage 

action learning  or learning by oing  ver t e 
course of t e programme  t e co ort ill be 
encourage  to apply  test an  provi e fee bac  
on at t ey ave learnt t roug  eac  aspect of 
t e aca emy  s aring t eir e periences an  best 
practices it  t e group to bene t from fee bac  
an  iverse perspectives  is learning cycle s oul  
reinforce better or ing practices an  elp t e 
co ort to evelop be aviours ic  put customers 
an  values at t e eart of ecision ma ing



Faculty Biographies

ulnerability ea  oney vice rust
ris itc  as le  a programme of a ar inning researc  an  intervention or  on 

nancial services  nancial i culty an  vulnerability since  e is ulnerability 
ea  at t e oney vice rust

e programme t at ris lea s aims to result in outputs ic  are s ort on t e 
obvious  an  long on t e practical   an  it  colleagues  e as ritten practical 
gui ance for rms an  sta  on bot  e ectively or ing it  customers o are 
in vulnerable situations an  also loo ing after t eir o n ellbeing an  or ing 
environment follo ing suc  contact

ea  rainer  oney vice rust
olin ren  as a ealt  of e perience in t e nance an  ebt sectors  inclu ing roles 
it  private  public an  voluntary organisations

olin is t e lea  tutor it  oney vice rust on its vulnerability programme  
assisting bot  in t e  an  overseas  long it  ris itc  e co aut ore  t e 

rust s vulnerability gui ance for a vice agencies  launc e  by t e c arity it  t e 
bac ing of a range of organisations across t e a vice sector in une 

ulnerability onsultant at oney vice rust
avi  as a  a istinguis e  year career at loy s an ing roup  ere e as 
el  senior roles spanning multiple isciplines inclu ing customer servicing  sales 
 mar eting  compliance  operational ris  management  an  au iting t e roup s 

international businesses

n t e latter years of avi s career  e built a eep e pertise in ustomer ulnerability 
 nclusion  is focus as on o  t e ban  can an  s oul  support consumers 

o are in vulnerable circumstances  elivering mar et lea ing training  innovative 
solutions an  ne  treatments elping customers ac ieve fair outcomes  e built t e 
infrastructure t e roup uses to recor  an  s are t e support vulnerable customers 
nee  an  le  t e evelopment of a ne  vulnerability ata lan scape

avi  is a stea fast c ampion of inclusion  e empli e  by is eca e long lea ers ip 
of loy s   colleague net or  an  being t e artners ip irector for ri e 

i e  a vancing  rig ts an  lives  avi  is also a paris  councillor  riving 
positive c ange in is local community an  e serves as rustee an  eputy air of 

oot  ranc  a c arity supporting in ivi uals it  mo erate to severe mental ealt  
con itions


