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Slater Investments Limited 

Vulnerable Customer Policy 

The purpose of this policy is to ensure that the operations of Slater Investments do not have any negative 
impact upon vulnerable customers and that the firm provides an additional level of care to ensure that 
all of our customers receive good customer outcomes. 

A good customer outcome does not just relate to the avoidance of financial detriment; it includes having 
processes and procedures in place to ensure that customers with characteristics of vulnerability are able 
to make decisions and represent their own interests.  Customers with characteristics of vulnerability are 
more likely to suffer harm when staff do not understand how vulnerability is relevant to their role, or if 
staff do not have the skills and capability to recognise and respond to the needs of customers with 
characteristics of vulnerability. 

The purpose of this policy document is therefore to: 

• define what constitutes a vulnerable customer. 
• outline identifying a vulnerable customer. 
• list key principles for engaging with vulnerable customers. 
• summarise additional support Slater Investments can provide to assist vulnerable customers. 
• outline the multiple channels for customers to communicate with the firm. 

For the purposes of this policy, vulnerable customers are investors and prospective investors whose 
ability or circumstances require us to take extra precautions in the way that we develop our products 
and services and provide our services to ensure that they are not disadvantaged in any way.  

Slater Investments considers the fair treatment of customers in vulnerable circumstances as part of its 
obligations under the FCA Consumer Duty.  The Firm seeks to ensure that customers in vulnerable 
circumstances receive outcomes which are as good as those received by other customers, including in 
relation to consumer understanding, consumer support, products and services, and price and value. 

Where the Firm uses artificial intelligence, automation or other technology-assisted tools in relation to 
the operation or administration of the Funds, it will consider the potential impact on customers in 
vulnerable circumstances and seek to ensure that such use does not create or increase barriers, 
disadvantage or poor outcomes for those customers. 

Fair treatment of customers does not mean treating customers all the same.  Instead, vulnerable 
customers can and should be treated in a way to ensure fairness for their own unique circumstances.  
Slater Investments expects relevant members of staff to treat customers fairly in its daily dealings with 
customers with characteristics of vulnerability. 

In order to comply with this requirement, our staff should be able to spot the signs of vulnerability and 
ensure that customers: 

• are able to disclose their needs. 
• can be confident that their personal information is treated as private and confidential. 
• are kept informed and updated about their holding in the funds (including changes in any fees 

and charges) before, during and after subscription. 
• are provided with clear, accurate and concise information on their holding(s) and information 

provided is not misleading. 
• are able to make a complaint or close their account(s) without unnecessary delay or difficulty. 

What is a vulnerable customer? 

The Financial Conduct Authority (FCA) defines a vulnerable customer as:  
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“someone who, due to their personal circumstances, is especially susceptible to detriment, particularly 
when a firm is not acting with appropriate levels of care.” 

In many cases the customer may not disclose their vulnerability, but there are a number of 
characteristics, and situations, which could result in someone being more vulnerable when it comes to 
the provision of investment services. Vulnerability can be obvious, hidden, temporary or permanent. 

All customers are at risk of becoming vulnerable and this risk is increased by characteristics of 
vulnerability related to 4 key drivers.  

• health – health conditions or illnesses that affect ability to carry out day-to-day tasks.  
• life events – life events such as bereavement, job loss or relationship breakdown.  
• resilience – low ability to withstand financial or emotional shocks. 
• capability – low knowledge of financial matters or low confidence in managing money 

(financial capability).  Low capability in other relevant areas such as literacy, or digital skills. 

Vulnerability Groups 

The following are characteristics which are associated with the four drivers of vulnerability: 

• limited understanding of finance - a customer may not fully understand written documentation 
that outlines a specific course of action with advantages and disadvantages.  This problem can 
be made worse when the documentation also includes numerical examples, such as the effect 
of fees and charges. 

• physical disability – a customer may have impaired vision or hearing, providing a possible 
barrier to the communication, and understanding, of important information. 

• severe or long-term illness - a customer may not fully appreciate or accept the impact that a 
reduced life expectancy can have on their financial plans. 

• neurological health challenges – a customer might have difficulty making informed or 
considered decisions because they do not understand the need for long-term financial plans (e.g. 
as a result of Alzheimer’s).  For example, they could take unnecessary financial risks for very 
short-term rewards. 

• low income and/or significant debt/cost of living crisis – customers may make poor decisions 
as they lack the disposable income to ensure their financial needs can be met.   

• customers over 80 years of age – ageing is associated with mental/physical impairment, loss of 
hearing/sight, or not being familiar with new technology.  They may not be able to understand 
financial terms and conditions or may invest in risky assets despite losses in the short term that 
they may not be able to make up due to their life expectancy.  Guidance has suggested that the 
starting position of which is to assume these customers are vulnerable until proven otherwise. 

• very young (under 18 years of age) and/or inexperienced customers - younger, inexperienced 
customers might make poor decisions due to being part of a generation more used to financial 
debt, a ‘get rich quick’ mentality and a willingness to take undue risk for very short-term 
rewards.  The starting position for young clients is that they are vulnerable until proven 
otherwise. 

• changes in personal circumstances - we can all experience job loss, bereavement or divorce.  
Divorcing customers may encash investments at a loss to inflict financial hardship on their ex-
spouse before the assets are divided.  Even a lottery win could create vulnerability because the 
customer may not have sufficient experience of dealing with large sums of money. 

• poor language skills - a customer might be dealing in a language that is not their native tongue.  
As a result, they may not understand all the terms and conditions of a contract, whether written 
or verbal. 
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• non-standard requirements or credit history - this includes armed forces returning from 
overseas, ex-offenders or recent immigrants who may not have an address in the UK for three 
years.   

Characteristics of vulnerability are likely to be complex and overlapping. For example, a life event like 
a relationship breakdown or bereavement may lead to further vulnerability such as mental ill-health or 
low resilience. This may be made worse if the customer has low or limited capability to engage with 
financial services or to manage their finances. 

Specifically, at Slater Investments, the funds currently have an older customer base, so common 
characteristics of vulnerability may involve health and life events associated with old age or low or non-
existent digital skills and experience. Also, research has shown that older consumers who may be lonely 
are more likely to be at risk of being scammed. 

Slater Investments recognises the role that its staff plays in meeting the needs of vulnerable customers. 
These customers are more likely to suffer harm when relevant members of staff do not understand how 
vulnerability is relevant to their role, or if they do not have the skills and capability to recognise and 
respond to the needs of vulnerable customers.  

In delivering good outcomes for vulnerable customers Slater Investments should: 

• understand the needs of the funds’ customer base. 
• ensure staff have the right skills and capability to recognise and respond to the needs of 

vulnerable customers. 
• tailor communications taking into account the funds’ customer base. 
• test products and communications factoring in different characteristics of vulnerability. 
• consider the impact of any artificial intelligence, automation or technology-assisted tools used 

in connection with the Funds on customers in vulnerable circumstances, including customers 
with low digital capability, communication needs or other support needs. 

• respond to customer needs through flexible customer service provision and communications. 
• monitor and assess through complaint analysis or customer feedback, whether Slater 

Investments is meeting and responding to the needs of customers with characteristics of 
vulnerability and make improvements where this is not happening. 

The Firm will monitor, where proportionate, whether its processes are delivering good outcomes for 
customers in vulnerable circumstances.  This may include reviewing complaints, customer feedback, 
customer contact records, operational issues, support requests and other relevant management 
information.  Where the Firm identifies that customers in vulnerable circumstances may not be 
receiving appropriate outcomes, it will consider what improvements are required. 

Identifying a vulnerable customer 

There are a number of situations which may arise that could make an individual who would not 
ordinarily be deemed a vulnerable person to become vulnerable either temporarily or on a longer-term 
basis. Whilst some of these issues may not always be known to Slater Investments, relevant members 
of staff should be mindful of a customer’s particular circumstances when providing services and to 
tailor their approach accordingly. 

Customers may be recognised as potentially vulnerable through self-identification or through indicators 
Slater Investments has identified.  All staff have a responsibility to consider this policy when interacting 
with any customer or potential customer to highlight and identify potential characteristics of 
vulnerability. 
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Customers must be able to contact us through any of our communication channels (telephone, email, 
letter) and by any reasonable means which may include asking a third-party representative to act on 
their behalf to notify us of vulnerable characteristics. 

Our staff are trained to identify vulnerable customers so we can take extra steps to assist outside of our 
standard procedures. However, it is not always possible to recognise these characteristics. Therefore, if 
a customer believes they may fit the criteria for a vulnerable customer, they should please read this 
policy and notify us immediately of their particular needs. 

Our key principles when engaging with a vulnerable customer 

As soon as we think we may be engaging with a vulnerable customer, whether this is through our 
identification or the customer approaching us, we will: 

• ask the customer whether they would like us to record any support needs or communication 
preferences and explain why the information may be needed and how it will be used. 

• confirm with the customer how they would prefer us to communicate with them. 
• provide additional opportunities for the customer to ask questions about the information we 

have provided. 
• try to ensure that the customer has understood the information provided and provide additional 

explanations if required. 
• provide support in a respectful and transparent way, including explaining what support is 

available where appropriate. 
• ask if there is anybody with the customer who is able to assist. If not, and we believe this will 

be beneficial, we will make arrangements to continue with the subject matter at another time. 
• offer the customer the opportunity to complete the transaction after a period of further 

consideration. 
• if we cannot help a customer, we will try and make sure that they understand what alternative 

options are available to them. 

How Slater Investments supports vulnerable customers 

In addition to the key principles, we can assist a vulnerable customer in a number of ways depending 
on their needs: 

• we can assist by inviting a member of the vulnerable customer’s family or trusted party to help 
them consider and understand the service being provided. 

• we can send copies of relevant documentation to the trusted party for reference or safe keeping. 
• we will ensure to establish that the trusted party is in fact acting in the vulnerable customers 

best interest, by conducting Customer Due Diligence and screening on the individual. 
• where a customer asks for a family member, trusted contact, attorney, deputy or other 

representative to assist them, the Firm will take reasonable steps to confirm the customer’s 
authority for that person to act or receive information.  The Firm will also consider any relevant 
legal authority, such as a power of attorney or deputyship order, and will apply appropriate data 
protection, confidentiality, anti-fraud and financial crime controls before sharing information 
or acting on instructions. 

• if appropriate, vulnerable customers with a limited command of English can be recommended 
to use an interpreter or translator. 

• we will ensure that every interaction with a vulnerable customer is carefully recorded (with 
consent) and referred to, so that the customer’s needs are always at the forefront of any 
communication.   

• we will explain, where appropriate, what support is available and seek to provide that support 
in a respectful and transparent way. 
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• we will ensure that this vulnerable customer policy is reviewed and updated as necessary, on 
an ongoing basis. 

• we will ensure that customer facing staff undergo Vulnerable customer training. 

Use of Personal Data 

We will only use your personal data in compliance with the UK GDPR, Data Protection Act 2018 and, 
where relevant, the Data (Use and Access) Act 2025, ICO guidance and FCA’s expectations. 

Where a customer tells us about a vulnerability, support need or communication preference, or where 
we identify a potential support need, we may record relevant information so that we can provide 
appropriate support and meet our legal and regulatory obligations.  We will only record information 
which is necessary and proportionate for the purpose of supporting the customer and delivering good 
customer outcomes. 

Where the Firm uses artificial intelligence, automation or other technology-assisted tools to support 
operational or administrative functions in relation to the Funds, personal data will only be used where 
necessary and proportionate, and in accordance with applicable data protection laws and the Firm’s 
internal policies and procedures. The Firm will apply appropriate safeguards, including access controls, 
confidentiality requirements and oversight. 

The Firm does not use artificial intelligence or solely automated processing to make decisions about 
customers that produce legal or similarly significant effects. 

Lawful Basis for Processing 

Where we process personal data relating to a customer’s vulnerability, support needs or communication 
preferences, the Firm will identify an appropriate lawful basis under Article 6 of the UK GDPR 

Depending on the circumstances, this may include: 

• legitimate interests – to ensure the fair treatment of customers, provide appropriate support and 
deliver good customer outcomes; and/or 

• legal obligation – where processing is necessary to comply with legal or regulatory obligations, 
including applicable FCA requirements. 

Special Category Data 

Some information relating to vulnerability may be special category data, for example, information about 
a customer’s health, medical condition or disability. 

Where special category data is processed, the Firm will identify both an appropriate lawful basis under 
Article 6 of the UK GDPR and a relevant special category condition under Article 9 of the UK GDPR.  
Depending on the circumstances, this may include explicit consent or another applicable condition 
permitted by data protection law. 

Staff should avoid recording detailed medical, diagnostic or other sensitive information unless it is 
necessary to understand the customer’s needs or provide appropriate support.  Records should focus on 
the practical support required. 

Data Collection and Recording 

Only information which is necessary to provide the service, assist the customer and meet the Firm’s 
legal and regulatory duties will be recorded. 

Examples of information that may be recorded include: 
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• a brief summary of a support need, such as “customer has a hearing impairment and prefers 
email communication”. 

• communication needs or preferences. 
• whether the customer has requested information in an alternative format. 
• whether the customer has asked for a trusted contact, attorney, deputy or other representative 

to assist them; and 
• any agreed reasonable adjustments or support arrangements. 

Where appropriate, we will explain to the customer what information is being recorded, why it is 
needed, how it will be used, who it may be shared with and how long it will be retained.  Customers 
can ask us to update their support needs or communication preferences at any time. 

Access, Retention and Customer Rights 

Access to vulnerability-related information will be restricted to staff who need it to perform their role.   

The Firm will retain vulnerability-related information only for as long as necessary for the purposes for 
which it was collected, including to provide appropriate support, meet legal and regulatory obligations, 
handle complaints, maintain appropriate records and evidence good customer outcomes. 

The Firm’s Privacy Policy provides further information about how personal data is used, retained and 
protected, and how customers can exercise their data protection rights or raise a data protection concern.  
The Firm will handle any data protection complaint in accordance with its data protection complaints 
process and applicable data protection law. 

How to contact us to register as a vulnerable customer 

If you wish to contact us, please send an email to operations@slaterinvestments.com, write to: The 
Operations Department.  Slater Investments Limited. Nicholas House, 3 Laurence Pountney Hill, 
London. EC4R OEU or telephone 020 7220 9460. 

Do you need extra help? 

If you would like this policy in another format (for example audio, large print, braille) please contact 
us (see ‘How to contact us’ above).  

Review 

This policy will be reviewed at least annually, or sooner where required following material regulatory, 
legal, business or operational developments. 

 

 

 


