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AGENDA

▪ Vulnerability  - A Brief Refresh

▪ The Challenges Of Identification

▪ The Stages Of Identification

▪ Recording And Reporting On Vulnerabilities

▪ How Technology Can Support

▪ The Comentis App

▪ Questions



DEFINING A VULNERABLE CUSTOMER

“A vulnerable consumer is someone who, due

to their personal circumstances, is especially

susceptible to detriment, particularly when a firm

is not acting with appropriate levels of care”.

FCA (2015)



ON THE 

REGULATORS 

AGENDA

Financial Lives Survey 2020 – 53% of UK adults had one or 

more characteristic of vulnerability

FG21/1 – Fair treatment of vulnerable customers issued Feb 

2021

CP21/13 - Consumer Duty Consultation makes multiple 

references to vulnerable clients

“And consumers who are in vulnerable circumstances are at 

greater risk of harm. In this consultation paper (CP) we highlight 

that firms should take additional care to ensure vulnerable 

consumers achieve outcomes that are as good as those of other 

consumers”

FCA has placed a growing 

amount of focus on 

Financial Vulnerability since 

2014 (and probably before)



VULNERABILITY 

DRIVERS Health – health conditions or illnesses that affect the 

ability to carry out day to day tasks

Life events – major life events such as bereavement 

or relationship breakdown

Resilience – low ability to withstand financial or 

emotional shocks

Capability – low knowledge of financial matters or low 

confidence in managing money 

In the FCA’s  ‘Approach to 

Consumers’, they identified 

these factors that act as     

drivers to actual or potential 

vulnerability:



DEFINING RESILIENCE

• Psychologists define resilience as the process of adapting well in the face of adversity, trauma, 

tragedy, threats, or significant sources of stress - such as family and relationship problems, serious 

health problems, or workplace and financial stressors. It is more than just financial resilience.

• Being resilient does not mean that people don’t experience stress, emotional upheaval, and 

suffering. Some people equate resilience with mental toughness, but demonstrating resilience 

includes working through emotional pain and suffering.

• People who lack resilience are more likely to feel overwhelmed or helpless, and rely on unhealthy 

coping strategies (such as avoidance, isolation, and self-medication).



DEFINING CAPABILITY

• If you have the capability or the capabilities to do something, you have the ability or the qualities 

that are necessary to do it.

• Mental capability often equated with intelligence that, among other things, involves the ability to 

reason, plan, solve problems, think abstractly, comprehend complex ideas, learn quickly and learn 

from experience. It is not merely book learning, a narrow academic skill, or test-taking smarts. 

Rather, it reflects a broader and deeper capability for comprehending our surroundings -"catching 

on," "making sense" of things, or "figuring out" what to do.



FINANCIAL CAPABILITY

Financial capability is therefore the combination of attitude, 

knowledge, skills, and self-efficacy needed to make and 

exercise money management decisions that best fit the 

circumstances of one's life, within an enabling environment 

that includes, but is not limited to, access to appropriate 

financial services.



IDENTIFYING VULNERABILITIES 

“the obvious ones”

▪ Divorce

▪ Bereavement

▪ Overt Depression

▪ Major physical 

illness

▪ Age

“the hit & miss ones” 

▪ Number of 

dependents

▪ Poor literary or 

numeracy skills

▪ Poor memory 

▪ Mental Capacity

▪ Dyslexia (if reported)

“the hidden ones” 

▪ Dementia

▪ Cognitive decline

▪ Mental health

▪ Duress, abuse

▪ Learning disabilities



IDENTIFICATION – ‘THE HIDDEN ONES’

42k
people in the UK 

under the age of 55 

with Dementia

33
Dementia suffers 

are undiagnosed

%

1.5m
people in the UK with 

some form of 

learning disability

1.4m
people have a brain 

injury

1 in 4
Suffer from a mental 

health problem each 

year

36
Estimated 

undiagnosed mental 

health problems

%

1 in 7
Estimated as 

Neurodivergent

Victims of duress, 

undue influence 

and abuse



THE CHALLENGES 

OF RECORDING 

VULNERABILITY

▪ Identification is highly subjective and often inconsistently deployed 
(i.e. only done if they have an ‘inkling’)

▪ We all have a cognitive bias (more on that later)

▪ Cognitive based vulnerabilities are hard to spot

▪ How do I record resilience and capability based vulnerabilities?

▪ A tendency to record what you have done, not what you have not 
done

▪ A belief advisers ‘know their client’ when it comes to vulnerability

▪ “I don’t have any vulnerable clients”

▪ “where does our responsibility end?”

If identifying vulnerabilities was 

not hard enough, a whole new 

set of challenges exist around 

recording, especially for those 

hard to spot ones.



COGNITIVE BIAS

▪ A cognitive bias is a systematic pattern of deviation from norm or 

rationality in judgment

▪ Cognitive biases may sometimes lead to perceptual distortion, 

inaccurate judgment, illogical interpretation

▪ Consider the following two descriptions of people

▪ Intelligent, well educated, financially successful

▪ Unkempt, paranoid, schizophrenic, 

Whether we like it or not, we all 

have cognitive bias which will 

affect how we identify clues and 

information that may otherwise 

indicate a lack of capacity.



THE ROLE OF 

TECHNOLOGY

▪ Facilitates a consistent and objective approach

▪ Low cost and fully scalable

▪ Creates a fully auditable record

▪ Easily deployed into advice journeys

▪ Provides third party (expert) validation

▪ Comprehensive oversight and management information

Like many parts of the advice 

journey, technology can play a 

vital role in supporting advisers 

around identifying and 

supporting vulnerable clients.

Not only that it can provide 

invaluable support for you as 

compliance providers, through 

data aggregation and 

dashboards.



COMENTIS 

FINANCIAL 

VULNERABILITY 

APP

Comentis provides regulated firms 

with a digital solution designed to 

consistently and objectively allow 

the identification of financially 

vulnerable clients.

We do this through a class leading 

clinically underpinned App.

▪ consistently identify vulnerable clients (across all 4 triggers)

▪ instantly produce a detailed Vulnerability Report to be held 

against the clients file

▪ record interventions and outcomes against each identified 

vulnerability

▪ quickly and easily report back to the FCA on vulnerabilities in 

your client bank



OUR 4 STAGES OF IDENTIFICATION AND SUPPORT

Identify risk 

factors

1

Record 

Outcomes

4

Log

Intervention

3

Understand 

impact
(causative nexus)

2



CENTRALISED 

ANALYTICS AND 

REPORTING

Each assessment and data point 

is fed into our analytics and 

reporting suite, providing a 

comprehensive overview of 

vulnerability.

Developed as part of the FCA 

Innovation hub program, our 

Vulnerability Dashboard can be 

filtered down to firm and even 

adviser level, providing invaluable 

oversight.



ABOUT COMENTIS

Comentis provides regulated firms 

with a digital solution that 

consistently and objectively allows 

the identification of financially 

vulnerable clients.

We do this through a class leading 

clinically underpinned App.

Comentis also operates in the 

Legal Services, NHS and care 

sectors, bringing unrivalled mental 

health and clinical experience to 

the financial services sector.

▪ Member of FCA Innovation Hub.

▪ Subject matter experts on the PFS Vulnerability taskforce 

▪ Members of TISATech and TISA and their Vulnerability Working Group

▪ Associate members of the APCC

▪ Our assessments have been accredited by the International Congress of 

Psychology and The International Test Commission, 

▪ Our Clinical team (lead by Tim Farmer) consists of leading experts in the 

fields of Mental Health and Wellbeing, Psychology and the assessment of 

mental capacity and financial vulnerability.

Who we work with...

Innovation Hub



“Vulnerability is so challenging for financial advisers to identify objectively, yet in 

these times more financial advice customers than ever are likely to fall into that 

category. Not only does the Comentis solution help firms meet their regulatory 

obligations, it also enables advisers to evidence this and sensitively approach 

vulnerability, leading to better outcomes for the end-customer.”

Marjolaine Quirke - Director of Client Delivery



CONTACT

Jonathan Barrett

CEO

jonathan@comentis.co.uk

+44 7549 013 053

www.comentis.co.uk
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ANY 

QUESTIONS?


