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Improving support and services for
Vulnerable Customers



And today we're joined by... i1 Davies

Prof:essor IVfI0|ra Clark Chris Park Laura Clark
Henley Centre for Customer Al zhei mer’s Society Al zhei mer’ s Society
Management

Mark Bailey Chris Parry Helen Lord

Collaboration Network BSI Vulnerability Registration Service
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Who are Davies? JDavies

Davies is a multi-award
winning specialist
professional services and
techno.logy partner to ' >3’700 >1’800 >1,300

gIObaI insurance and hlghly staff throughout the UK and Ireland staff and 10,000 field resources staff dispersed around the globe

. across all 50 states
regulated businesses

Cross class third party Cross class third party administration Captiveset-up and management
administration . . . . .
Daily and CAT field adjusting Syndicate, MGAand Intermediary
Full claims fulfilment g - . launchand host
>7 000 and supply chain Underwritinginspections :
4 Creditcontrol andbordereau

Subrogated recoveries

Global staff Fraud detection and investigation processing

Actuarial consulting

Operations andtransformation
P&Cand A&H audit consulting

>1 700 Litigation handling
)/ Claims SaaS andtechnology consulting Financial crime and regulatory

Subrogated recoveries

Policy wording and coverage advice .
Clients supported compliance

Claims andlitigation performance

: Data insights andanalytics
benchmarking

Talentacquisition anddevelopment

_.--"_'_‘—-——___-—-—’_'_""\.__________‘_,___———_____
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Our Group Customer Experience services

I Davies

Enhancing Digital CX 0
Experiences

= Intelligentautomation

= Digital and omni-channel experiences

= Legacy modernisation

= SaaSsolutions—VoC; KYC; AML;
RegTech; Complaints; Training &
Competence

Improving Regulatory 0
Compliance

= Maintainregulatory inventory

= |mprove control systems

= Compliance operating model
optimisation
Pre/postauditsupport
GRCsystems implementation
Regulatory reporting and analytics
Remediate complianceissues

Leadership, Talent and 0
Cultural Transformation

= Professional education

= Talentdevelopment strategy

= Bespokelearning programmes —
Leadership, Operations, Change

= Culturaltransformation & leadership
development

= Employee experience platform to
promote wellness, engagement &
retention

Reducing Risk from 0
Financial Crime

= Threatand capability assessmentand
transformation

= KYC, AML, sanctionsandfraudadvisory
and improvement

= Data analytics for financial crime

= Technology selection and optimisation

= Resourcingtoremediate KYC,AMLand
Fraud

Improving and
Scaling CX Operations

= Performance benchmarking and
improvement

Operating model optimisation
Operational resilience
Outsourcing optimisation
Operational transformation
Capability devel opment

davies-group.com
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,a-F‘__‘——-—-___-——"_‘\._______________F___a————____________

o Building Insights that
Improve Performance

Data strategy assessment anddevel opment
MI/BI reporting services

Speech and text analytics services —
Operations, CX, Omni-channel and Risk
Managed analytics services

Analytics technology selection and
optimisation

Talent

= Executiveand specialist recruitment .'
= Resourcingsolutions for transformation,
finance, compliance and remediation of
regulatoryissues




Cross sector innovation in CX I Davies

& ) Sainsburys

Advise brands on how to Get move value from outsource Create and manage insights capability
optimise their operating model service relationships that drives continuous improvement

M Manulif @ Simplyhealth : "’""EDF

anulife ply Allianz @ Y
Developing strategies and the Developing people to deliver Helping client remediate
capability to support retention great performance and complaints and financial crime
and growth customer outcomes backlogs and removing root causes

&2*:55 €Y NatWest Group NHS - RSAﬁ ageas.

Build and run digital solutions that Develop and run intelligent automation Benchmark and improve omni-channel
lower costs and deliver a great CX to optimise costs and improve CX customer operations

davies-group.com @



Why this matters!



I‘ [
The challenge on a page! JdDavies

Customers are demonstrating increased vul:i

@] 0
— A\
~1.4 million 47% ~9 million 80%
UK individuals with UK population with UK population unable Rank phone as their
dementiain 2025 some vulnerability to use the Internet preferred channel

All customers need to be accommodated: one size will not fit all

www.davies-group.com O




How did | get here? {JDavies

Building a resilient customer
experience for vulnerable customers

The moral, legal and commercial drivers behind creating an
improved customer experience (CX)

www.davies-group.com @
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{1 Davies

Laura Clark Chris Park

4 ’

Al zheimer’s Societyl|l zheimer’s Society

The increasing challenges of dementia on
organisations and what support can be offered



Alzheimer's Society

AIzhenmers
Society

Y Davies

1 ||Whatis dementia?

2 || The scale of the challenge

3 | The challenges as customers

4 || Barriers to supporting customers with dementia

5 ||Examples of providingsupport and inclusion

6 || Where next for you and your business?

7 |l Insurance United Against Dementia

8 || Contacts

9 || Close

www.davies-group.com



3 Davies

What is dementia?

Alzheimer’s Dementia with
disease Lewy bodies

Fronto-temporal

Vascular .
: dementia
dementia

www.davies-group.com @
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.1 Davies

What challenges do you face when supporting
customers with dementia?

www.davies-group.com




A person with A'Zhe@gfl A P3vies,

= Have problems with their day-to-day memory

= Have difficulties making decisions or carrying out a sequence of tasks

= Have language problems, including difficulty following a conversation or finding the
right word

= Have problems with mobility and visuo-perceptual difficulties

= Show changes in their mood or behaviour

www.davies-group.com
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Supporting customers affected by dementia

Alzheimer’s
Society

Y Davies

- People
- Process
- Places

www.davies-group.com



. # L [
.1 Davies

What are the barriers to dealing with some of
these challenges?

www.davies-group.com




AIzhenmers

Where to go from here? Society

Y Davies

- Partner with us — development, partnerships, start change, media, policy, influencing
- Support Line
- Local support in communities

m
Souetg
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AItheimer’? J:} Davies

Strategic change for people living with dementia oclety

s

a D
&

[0

\

o
o

4P HsBe

o O

Ov Ov

www.davies-group.com



AItheimer’? J:} Davies

ociety

Making dementia a priority on
Insurance Day for Dementia 30 November

Insurance

- . united A% In partmzrship with’
3 @InsuranceUAD alzheimers.org.uk/iuad against Alzheimer’s
dementia | Society

Insurance %
un ited In partne;rship with
against Alzheimer’s
dementia Society

www.davies-group.com O



Thank you JDavies

Laura Clark Chris Park

Senior Corporate Development Manager Development Board Lead
Laura.Clark@alzheimers.org.uk Chris.Park@alzheimers.org.uk

www.davies-group.com
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Helen Lord
CEO, Vulnerability Registration Service

Easing the pain of vulnerability identification for
individuals and organisations



". Vulnetral?_iﬁty I‘ -
Regulatory landscape NG S .1 Davies

All sectors are under regulatory pressure to revise and focus vulnerable customer management

All firms authorised by the Financial Conduct Authority have been required to comply with Consumer Duty since 315t July 2022 —Consumer Duty
specifically requires firms to utilise the knowledge they know about consumers (or could reasonably expect to know) to focus on customer outcomes
and it acknowledges that vulnerable customers will have specific needs

T h e Eré&dia Infermation Market Study reportis scheduled to be published Q3 2023. This has a focus on sharing vulnerability data. Our
discussions with the FCA have highlighted to them that the VRS is an existing and independent solution to centralised data sharing. Conversations
with the Financial Ombudsman Service led to an informal agreement that they would introduce Vulnerability Registration Service into their
complaints handling process at a future date. This is likely to be volume-driven

Ofgem and Ofwat are requiring increased focus energy and network providers to populate and share the Priority Services Register, identify and act
on vulnerability in relation to their customers more effectively, particularly in relation to Pre-payment Meters and discounted tariffs. Itis also

expected that they use available sources to identify vulnerability. Ofwat are currently developing revised vulnerability guidance. Ofgem has draft
Consumer Vulnerability Guidance 2025

The Department for Digital, Culture, Media and Sport has issued a government white paper High Stakes: gambling reform for the digital age which
is now the focus of on-line gaming companies — wider data sharingis being actively encouraged. The Gambling Commission has issued a
vulnerability statement

TheUK Re gul at basissuedahiattetteofnorkthe FCA, Ofcom, Ofwat and Ofgem setting out how they expect organisations in their
sectors to manage customers in financial difficulty

Central government are increasingly seeking to use the Digital Economy Act as a vehicle to promote data sharingin relation to debt and VRS is
engaged in discussions relating to the use of VRS

Thel nf or mat i on C o mmsibeerscanaultedkby VRSin refiofi tb thedegal bases for sharing vulnerability data and no obstacles have
been identified.

www.davies-group.com Q




Vulnerability

Vulnerability Registration Service 3 = [IDavies
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Vulnerability sub-flags

0 {IDavies

Life event Mental health

Cognitive disorder Financial difficulty

Physical disability Risk of Coercion

o] Individual Voluntary
4y Arrangement

Sight-Blind L) Dyslexia

Gambling addiction

@000
0 00

Low level of Loneliness/
numeracy isolation
Sight-Partially
sighted @ Oldage

www.davies-group.com

\2 Financial capacity Physical health

Coronavirus 9 Deceased
A
-

o

Debt Management
Programme

Accessibility

D

A
M8 Bankruptcy @ Debt Relief Order
. a5 Low level of
Hearing-Deaf LE]

Literacy

Addiction to
alcohol or drugs

Limited Technological
Capability

ll2H Victim of Fraud @ Hearing-Partially Deaf

O
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Vulnerability l‘ -
= ddDJavIes

Programme approach

New engagement communications were developed

Vulnerability

tration

The
Vulnerability |
Registration
Service

VIS Heabthy Hosnes titiative:
Comphimentary Support for Mesnbers

Pause,

the additiona

SUPPORT BOOKLET

One-stop-sho
for additional services

This service has been set up to remove
the time and effort that VRS members
would normally have to take to research,
be informed and appéy for the relevant
services they are eligiie for. Services that
will help them to be further protected and

the Healthy
ip to on the

athering

red VRS members
es can be applied for on
the beralf, 35 well as all the information
they need on how and where to apply
the:

To find out mare or to anply for these
HAETI0NA rvKRs please visit
wwvcvrshies ong of scan the OR code
‘with your mabile phore or tablet and
register and ane of the Healthy Homes.

Additional Services Available

Priority Services Register (PSR)
The PSR sllows valne able custoners 1o receme extrs support Srom S energy

" wppher or network operator for free. anc ror essential benefes that wall make
the management of thedr energy supply eacer.

Telephone Preference Service (TPS) Page 7

The TPS s the UK's orly official"Do Not Cail” register for lndline and mobsle numibers
™ and akows peogle : d 30 sance bve saes ang marketing cabs

Carbon monoxide advice and monitors
For elgide and vulnerible homes S rmemabiers Could be entitied 1o free Carbon
Ol monitors that help protect thesr acougants and oo

First-Time Central Heating for vulnerable hom

Connected for Varmith # 3 brvted-time scheme tor the installation o frst e central
haating inko hand pocr and vlewrabse home that dorst currently bave it and can abo
Provide 3 free connection to the gas main f required.

Houscholder Club Benefits and Grants Eligibility Checker

ver £2 1bn pounds of undiaimed benefits and grants are Jvailable to UK homes.
The Householder Cub benefits, and gracts chacker can identify # VRS mermbers
are ehptie and how b a0y

) Froe Friends Againzt Scams onling training
Spaegup 10 the Friends Againat Scame troe onls g Can hels vdnecdbe
pacpie be moce aware of what scams are being Laed. which wit enabike thern to
protect thesmsedves and loved ones.

Free water savings kits

Waher saving hits i an initative 1o help UK homes

Carbon usage. Water suppier = ST RO 00855 10 3 561y
roceive 3 froe water ungs bit The Feakty Homes Merber Servioe tean
RS membars a0ghy for awater bt for free.

. Broadband zocial tariffz

¥ Social tantts can provide a satety net for efigible houssholds who might be ssuggling 1o
ford e beoadbend servics. HHS cin provide formution on how VRS mesbers can
chack if they are shpible

Priority Services Register (PSR)

These inchde

* Providing aternative heatng and cookng

Tupted &

to make @ easier
r diee and electricity
retwark operator maintan thes own
@ that you can
neits that
management of your energy wophy e % 3 gas emergency control vahe (ECV)
wach  due to poor

be able to

o Providing a trasalation service should there

be & need for it 24/ days of the year

Cadent

Tofind out more or to apply for these
additionsl services please visit
wwwwrshih.org or scan the QR code
with your mobile phone o Lablet and
register and one of the Healthy Homes

please visit: w

www.davies-group.com



Mark Bailey

Director & Co-Founder
Collaboration Network

Vulnerability: Why it Matters



X Collaboration Network JDavies

The home of cross sector collaboration, bringing

organisations together to better support

customers, colleagues and to meet regulatory

requirements.

Together, we can go further.

i
: (4 Q& \e
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JX Collaboration I Davies

Who we are working with

(ove
Omgr::;:;'lan eUGYQ
Service dY-OPO

anglian

» Nationwide

Building Society

@) MONEY (%5”"'0"

First _antral ADVICE TRUST

. -~ ’ \ /
Furnessd & i,
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JX Collaboration I Davies

A scaling problem
5.6m people missed 3 or more bill payments in H2 2022 —up by 1/3*
3 x more likely if you have a mental health problem™*
3 x more likely if you are disabled***
72% of UK Adults see domestic bills as an increasing burden®
21% are unable to cope™**

33% of mortgages and rents increased in previous 6 months to Jan 23*

*FCA Financial Lives Jan 23
**Money and Mental Health Breaking the Cycle June 23
*** RIDC Sept 23

www.davies-group.com




X Collaboration Network JDavies

How are organisations approaching this?

We have a champion! Customer Services take ownership Vulnerability focused working groups

www.davies-group.com



)X Collaboration {dDavies

Persona

Bill

White, 54, good general health

Higher rate tax payer

= Qutstanding credit record

Mortgage, loans, insurances, subscriptions,

brand purchaser, multiple holidays, eats out

www.davies-group.com



X

{ Collaboration JDavies

What you can do (this is not exclusive!)

Map and test your customer journeys — focus on ease and language

Get the board involved
*"Training and purpose for CcCustomer
" |ncorporate lived experience

= Designinclusive products and services

Build strong relationships with trusted third parties (and pay for it!)

www.davies-group.com



)'( Collaboration

I Davies

What we are doing

= Extra Support Clubs
= Case study led training workshops
" Incorporate lived experience

= Vulnerability Champions Group

COLC Research project
* Vulnerability Summit 20 June 2024

= Vulnerability week 18-22 June 2024

www.davies-group.com



JX Collaboration I Davies

Final thought

Why is your organisation now thinking about vulnerable customers?

= Regulatory pressure?
= To sell more products and services?

“"To make an i mprovement t olm™pVro

People won’t remember what you say, or even why they

contacted you — but they will remember how you make them feel

www.davies-group.com



www.collaborationnetwork.co.uk

Together, we can go further

Join us or follow us on LinkedIn for updates


http://www.collaborationnetwork.co.uk/

Chris Parry

Product Specialist — Consumer Promise and loT Practices

Overview of 1S022458, a framework to demonstrate effective
accessibility for all customers
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By Rovyal Charter

« We work for the public good
to improve, standardize and
simplify business systems

* Profit is reinvested back into
BSI and never distributed

- We are independent from

We are @ purpose-driven
business focused on ¢ outside influence
Organi zational Resilience. Copyright © 2023 BSI. All rights reserved

www.davies-group.com @



The BSI Kitemark - Awareness

Y Davies

73% of business leaders recognise the BSI Kitemark

Over 1 in 2 UK consumers recognise the BSI Kitemark

87% of consumers are willing to pay more for a product/service
displaying the Kitemark

95% of consumers are more likely to buy a product if it has a
Kitemark

84% of consumers believe the Kitemark should be more visible
on products/services

"Kitemark certification symbolizes quality, safety and
reliability. It gives our customers confidence and

reassurance —and an additional reason to choose our
products over our competitors?”

PETER LITTLETON, TECHNICAL DIRECTOR, CHRISTEYNS FOOD HYGIENE

"Our customers, whether individual consumers or business
buyers, are reassured by the BSI brand, which is so well-known
and respected. They know they are purchasing well made
products they can trust."”

STUART MCCAFFERTY, COMPLIANCE MANAGER, SPECSAVERS

“1f a product has a BSI Kitemar k,

ANON, BEDFORD

t he

“BS I Ki temar k means it’ s been tried o

mysel f and my family?”

ANON, KENT

www.davies-group.com

Copyright © 2022 BSI. All rightsreserved @



BS 18477 — Inclusive Service Verification JZI Davies

* Encourage adoption of fair, ethical and inclusive ' United
practices Utilities
Water for the North West
* Demonstrate best practice in identification and
treatment of vulnerable consumers b .
SI Inclusive
. Service
* Help understand consumers rights Provision
VERIFIED
* |Improve accessibility to services for all
* Increase consumer confidence 4
-
SP ENERGY British Gas

NETWORKS

Copyright © 2022 BSI. Allrights reserved

www.davies-group.com @




ISO 22458 — Inclusive Service Standard

Y Davies

« Enhancement of clauses and addition of A.I.

« Organizational commitment — principles & strategy
* Inclusive design

« Resourcesto support service delivery
 ldentifying Consumer Vulnerability

* Respondingto Consumer Vulnerability

« Monitoring Evaluation & improvement

www.davies-group.com

Copyright © 2022 BSI. All rights reserved

BS ISO 22458:2022

\ ey i N £
e o W 7/
- ) . - !
- L 4 - - ]
- ' ™ A

§  BSI Standards Publication

Consumer vulnerability - Requirements
and guidelines for the design and
delivery of inclusive service

bsi.




Sector Specific Kitemark

° Energy
* Water

Finance

e General

Copyright © 2022 BSI. Allrights reserved

bsi.

® BSI Inclusive
Service Kitemark™
for Energy Provision

Client guide to assessment
and testing of the system

bsi.

® BSI Inclusive
Service Kitemark™
for Water Provision

ent guiage to assessment
and testing of the system

A\
(@}:ﬁ)

bsi.

® BSI Inclusive
Service Kitemark™

for Financial Services

Client guide to assessment
esting of the s

S S=
(@E::.:)

N Davies

- —

bsi.

® BSI Inclusive
Service Kitemark™

Client guide to assessment
and testing of the system

www.davies-group.com




Inclusive Service Kitemark™ - Currently certified

Y Davies

ﬂ, SP ENERGY
NETWORKS

PayPlan

love evexy) dvop
anglianwater o

& Santander

&Odvanﬂs

Scottish & Southern
Electricity Networks

Northern///%

Gas Networks

UK %:@)
P
rower 2

Delivering your eleclricity

0 WALES&WEST
UTILITIES

BRISTOL
WATER

It's what we're made of.

power ni

partof @NErgia group

south east water

' United
Utilities

Water for the North West

—
— oy

South West
Water

A further 22 clients in application status currently - (as of Oct 2023)

www.davies-group.com
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FCA — Consumer Duty I Davies

= The BS1S0 22458:2022 is closely aligned to the FCA guidance on the fair treatment of vulnerable consumers fg21-1. This means it can be readily
used as a tool to identify organizational gaps in consumer protection and support the development of robustimprovement plans.

= Aswith the FCA guidance, BS ISO 22458 requires organizations to demonstrate a clear commitment to improving outcomes for consumersin
vulnerable situations and to minimize harm. This commitment will be led from senior management and deeply embedded within the
organization through continual engagement and communication with all employees

= BS IS0 22458 requires that organizations have implemented strategies, processes and procedures to provide inclusive and accessible services
and the BSI Kitemark ™assesses and measures the effectiveness of these in day-to-day operations. This includes understanding the needs of
their consumers so that the design and delivery of products and services are inclusive to all, as well as the development of policies which detail
good practice when selling to consumers. Staff training provided to properly identify risk factors and behaviours of those who may need extra
supportand how to respond appropriately to better support customers in vulnerable situations.

= Lastly, management of information to ensure that an organization can evidence they are monitoring, assessing, listening to feedback from their
consumers and employees to ensure improvements are made continually.

= Aswith the FCA Guidance fg21 -1, the BSI Kitemark ™requires organizations to demonstrate how their business model, the actions they have
taken, and their culture ensures the fair treatment of all customers including those in vulnerable situations.

Copyright © 2022 BSI. Allrights reserved@
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BS ISO 22458:2022 BSI Kitemark for Inclusive Service

Y Davies

Benefits

Increased
accessibility

Compliance

Strengthen skills

Brand protection
and trust

www.davies-group.com

Want to find out more

Contact our BSI Kitemark for Inclusive Service experts

Chris Parry Jo Howcroft

Senior Business Business Development
Development Manager Manager
chris.parry@bsigroup.com jo.howcroft@bsigroup.com
07879 112194 07341 097433

Find out more at: bsigroup.com/inclusive-service-uk

Julie Walker Global Scheme Manager, Inclusive Services
julie.walker@bsigroup.com

Copyright © 2022 BSI. Alserved
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Phil Michell

Consulting Director
Davies

Wider industry developments



Improving experiences for vulnerable customers JDavies

Improving a water supplier’s tariff for vulnerable customers  [JDavies

66

Davies delivered streamlined services for vulnerable customers ies helped: Results

supported by speech technology analysis 5 e L
” ida tem 1 Da"" to analyse
and investigate

= |de owing priority cases
Analysis and
Key stats: . ra impravements led to
s

reductions in average

3mM customers 1l 8 handle time, chase
thon &y contacts, and written
1.4m home and businesses Rt

3000 I plqu-s,

26,500km water maintained

Delivering success using speech
analytics technology to streamline
and improve a water supplier’s tariff
for vulnerable customers

davies-group.com/consulting-sokutions N Swm comtrg

www.davies-group.com



Finding the right approach to support vulnerable customers

I Davies

(44

Davies created a simple and clear way to manage vulnerable customers How Davies helped:

Designed pragmatic solutions to

Key stats: satisfy FCA vulnerable customer

regulation
c.$1.1bn revenue

= Delivereda 12-point assessment
to uncover service gaps

Identified multiple areas to
improve standards

Built governance and formed

c.2.1m customers joint-delivery team represented
by key functions
1.7k employees Mobilised, delivered and led

business to initiate full roll-out

0,
50% UK adults have in 10 weeks

characteristics of vulnerability

davies-group.com

Results

Vulnerable customer
lens applied to
customer journey;
new approach
deployed from
product to front line

No impact on
operational
performance

Employees able to
deal with vulnerable
customer with
confidence
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