


Today's Agenda

www.vulnerabilityregistrationservice.co.uk

AGENDA

10:45 - 11:00   Registration Arrival, Networking & House-Keeping - Heidi Oliver, Founding Director - Absolutely 

Admin Solutions

11:00 - 11:30  Welcome and Vulnerability Registration Service Update - Helen Lord, CEO - Vulnerability 

Registration Service

11:30 - 12:00   Supporting Diverse Customers through Life's Challenges with Practical Solutions - Cat Divers, 

Founder & CEO - National Support Network

12:00 – 12:30  Coaching Customer Service Team Members - Empathy in Challenging Circumstances - Helen 

Beaumont Manahan, Head of Training & Development - BPA Quality

12:30 – 12:45  Reflections & Close - Helen Lord, CEO - Vulnerability Registration Service

http://www.vulnerabilityregistrationservice.co.uk/


Using Data to Target 
Customer Support

www.vulnerabilityregistrationservice.co.uk

Helen Lord, CEO

http://www.vulnerabilityregistrationservice.co.uk/


To provide consumers with one route to alert 
service providers to their vulnerabilities – 
whether that be financial, circumstantial, 

accessibility or health-related 

To create a data hub which enables service 
providers, charities, government to proactively 

reach out to individuals in vulnerable 
circumstances to extend the support they are 

entitled to 

VRS Vision

Vulnerability
Registration

Service



Regulatory Landscape
• 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 31st 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  

• The FCA’s Credit Information Market Study states

“…we think the CRAs, along with the CRGB, should work to leverage existing resources to help ensure that non-financial 
vulnerability and 'credit freeze' markers recorded by consumers can be readily and routinely incorporated by lenders in 
decisioning processes. We recognise that this work is likely to require collaboration from different parties, including 
those already providing existing services in this area, and emerging models, including in other sectors."

• 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

• The Information Commissioner’s Office has been consulted by VRS in relation to the legal bases for sharing vulnerability 
data and no obstacles have been identified.  VRS case studies are currently in draft and awaiting authorisation from the 
ICO to be posted on their website



Regulatory landscape

• 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.  It is 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 Business and Trade is in consultation about a central Priority Service Register

• 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 sharing is being actively encouraged.  

• The Gambling Commission has issued a vulnerability statement identifying types of vulnerability as personal and 
demographic, situational, behavioural, market-related and access

• The UK Regulator’s Network has issued a joint letter from the 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 sharing in 
relation to debt and VRS is engaged in discussions relating to the use of VRS



Data Acquisition

VRS data is acquired from a variety of 
disparate sources founded on awareness 
and relationship-building with broad 
potential for growth

The model shows the various sources of 
data that are either actively providing 
information or awaiting final agreement 
or contract sign-off.  In addition, we hold 
IVAs, bankruptcies and debt relief orders
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Vulnerability sub-flags

Life event

Cognitive disorder

Physical disability

Coronavirus

Accessibility

Financial capacityMental health

Financial difficulty

Risk of Coercion

Physical health

Deceased

Sight-Blind

Hearing-
Partially Deaf

Dyslexia

Low level of 
numeracy

Limited 
Technological 
Capability

Low level of 
Literacy

Loneliness/ 
isolation

Old age

Addiction to 
alcohol or drugs

Victim of Fraud

Gambling addictionIndividual Voluntary 
Arrangement

Bankruptcy Debt Relief Order

Sight-Partially 
sighted

Hearing-Deaf

Debt Management 
Programme 



Vulnera ilit  ‘categories’

Financial Resilience

➢Financial hardship

➢Financial 
capability

➢Debt 
Management 
Programme

➢ Insolvency

Life events

➢Bereavement

➢Relationship 
breakdown

➢Economic abuse

➢Victim of Fraud

➢Loneliness / 
isolation

Health

➢Physical health

➢Physical disability

➢Mental health

➢Cognitive 
impairment

➢Addiction

➢Old age

Accessibility

➢Visual impairment

➢Hearing 
impairment

➢Limited technical 
ability

➢Dyslexia

➢Low level of 
numeracy or 
literacy



Cadent Gas / Healthy Home Solutions
To create a data hub which enables service providers, charities, government to proactively reach out to 

individuals in vulnerable circumstances to extend the support they are entitled to 

• As a unique data source to identify vulnerable individuals, VRS 
is already being used as the hub to actively extend support to 
consumers

• A second phase of the initiative has been undertaken in 
partnership with Health Home Solutions and sponsored by 
Cadent Gas   

• Estimated social value to date equates to  £42 million 
• Wales and West Utilities will join the scheme in February 2024 

– two-year contract
• UKPN are at evaluation stage





Cat Divers, Founder & 
CEO

Supporting Diverse 
Customers through 
 ife’s Challenges with 
Practical Solutions



Helen Beaumont 
Manahan, Head of 
Training & Development

Coaching Customer 
Service Team 
Members – Empathy 
Challenging 
Circumstances
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