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Money Advice - Our approach to vulnerability

This document confirms Grand Union Housing Group’s approach to vulnerabilities for our Money/Debt Advice Service.

This statement supports our Money Advice and Welfare Benefits Policy and Money Advice procedure. Our Equality, Diversity and Customer Care Policy supports this procedure. 

GUHG is committing to supporting our vulnerable customers and this is why we provide free money advice services. 

According to Financial Conduct Authority (FCA) rules, nearly all customers approaching us for money advice will be vulnerable in some way. For example, indebtedness is an indicator of vulnerability. However, there are a wide range of factors that can make a customer vulnerable and these are contained in our Vulnerability Checklist (see attached below).

We will ensure we consider any vulnerabilities of customers by maintaining a vulnerability checklist, under continual review during the life of a case, for each customer. In this we will determine any adjustments that are needed to support the customer with their vulnerability. 

Where we are considering closing a case due to non-engagement or non-compliance with the money advice agreement, we will consider the vulnerability checklist to decide whether the customer’s vulnerability may have contributed to their failure to engage with the service or comply with the terms of the agreement. If that is the case, we will consider making further attempts at contact or discuss the matter further with the customer before considering closing the case.


Appendix – Vulnerability Checklist
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Customer vulnerability – Case Ref: MA#####

Check these boxes to confirm if any of the following apply to the customer meaning they should be considered vulnerable: 

Health

☐ Physical disability

☐ Severe/long term illness

☐ Sensory impairment

☐ Mental health condition or disability

☐ Addiction

☐ Low mental capacity or cognitive disability

Life Events

☐ Retirement

☐ Bereavement

☐ Income Shock/sudden loss of income (e.g. job loss)

☐ Relationship breakdown

☐ Domestic Abuse (inc. economic control)

☐ Caring responsibilities

☐ Care leaver

☐ Other life events leading to vulnerability: _____________________

Resilience

☐ Deficit budget or erratic income

☐ Over-indebtedness

☐ Low savings

☐ Low emotional resilience

Capability

☐ Low knowledge or confidence in managing finances

☐ Poor literacy or numeracy skills

☐ Poor English language skills

☐ Poor digital skills

☐ Learning difficulties

☐ No or low access to help or support



Adjustments

Describe what adjustments we need to make in respect of customer’s vulnerability:

e.g. extra time to respond, use language line, involve third party
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