Invicta House, Kingsley Road, Bideford, EX39 2PF

Vulnerable Customer Policy

Effective Date: 07t April 2025
Review Date: As required
Training Frequency for Staff: Biannual (Twice per year)

Purpose

The purpose of this policy is to ensure that Cycles Scuderia supports vulnerable customers with
sensitivity, respect, and understanding. Our aim is to create a safe environment for customers with
additional needs, including but not limited to physical, financial, or mental health vulnerabilities. We
commit to providing staff training, implementing clear protocols, and fostering a culture of care and
empathy.

Definition of a Vulnerable Customer

A vulnerable customer is an individual who, due to personal circumstances, is susceptible to
increased risk of harm or disadvantage when accessing products, services, or support. Vulnerability
can be temporary or permanent and may result from various factors, including but not limited to:

o Health-related issues: Physical disabilities, chronic illnesses, mental health conditions, or
cognitive impartments.

e Financial Difficulties: Those experiencing financial hardship, unemployment, or debt crises.

e Life Events: Bereavement, Family breakdown, job loss, or traumatic events.

e Limited understanding: Low literacy or numeracy skills, language barriers, or difficulty in
processing complex information.

Policy Statement

Cycles Scuderia Ltd is committed to identifying and supporting vulnerable customers in an
empathetic, understanding, and consistent manner. All staff members should:

e Recognise signs of potential vulnerability in customers.

e Approach interactions with respect, patience and clarity.

e Offer appropriate support or alternative communication methods.

e Maintain customer confidentiality and respect privacy.

e Escalate concerns to trained support staff or managers when necessary.

Identification and Communication

Staff members should be vigilant in identifying signs of vulnerability, such as:

o Difficulty understanding product or service information.
e Repeated requests for clarification or information.
e Expressions of stress, confusion, or frustration.
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e Signs of distress or unusual urgency in decision-making.
When engaging with a vulnerable customer, staff should:

e Speak clearly, using simple and accessible language.

o Offer written information for customers to review at their own pace.

e Avoid pressuring the customer for immediate decisions.

e Ask open-ended questions to gauge understanding and provide clarification as needed.

Roles and Responsibilities

e Staff Members: To follow the policy guidelines, be aware of indicators of vulnerability, and
engage with customers respectfully.

e Supervisors and Managers: To provide additional support and guidance for staff and
intervene in complex situations involving vulnerable customers.

e Customer Service Team: To document and monitor interactions with vulnerable customers
for quality and consistency, while ensuring privacy and data protection.

Training Requirements

To ensure staff members are fully equipped to support vulnerable customer, Cycles Scuderia Ltd will
provide:

e Frequency of Training: Biannual training sessions (twice per year) for all customer-facing
staff.

e Content: Training will cover the identification of vulnerable customers, communication best
practices, policy guidelines, and appropriate methods for escalating concerns.

e Format: Training may be conducted through a combination of workshops, e-learning
modules, and scenario-based exercises.

Escalation Procedures

In cases where staff members are unable to fully support a vulnerable customer’s needs, they should
escalate the situation to a supervisor or a designated support team member. Escalation is
particularly important in cases of potential financial vulnerability, emotional distress, or complex
customer requests requiring specialist knowledge.

Monitoring and Review

The effectiveness of this policy will be monitored regularly to ensure that it meets the needs of
vulnerable customers and complies with regulatory standards. Feedback will be sought from staff,
and adjustments will be made based on customer interactions and any changes in legislation or best
practices.

Review Schedule: Annually or sooner if there are significant changes in regulatory requirements or
internal practices.
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Policy Approval:

Company Director

Date:

This policy reflects our commitment to upholding a high standard of care and support for all
customers, especially those who are vulnerable, by promoting understanding, respect, and
continuous improvement.
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