
 
 
 

The Vulnerable 
Customer Leadership 
Programme  
 

Develop the knowledge, confidence and 
practical expertise to lead good vulnerability 
practice across your organisation. 
 
 
A six-month mentoring programme for Vulnerable Customer 
Champions, Consumer Duty Leads and Customer Service 

professionals responsible for improving outcomes for customers in 
vulnerable circumstances. 
 
 

Supporting the people driving better customer outcomes. 
 

 
 

 
 



2 
 

Copyright © 2026 Helen Pettifer 

Why this Programme? 
 

 

There are many training courses that explain Consumer Duty and vulnerability. This 
programme is different. It has been designed specifically for the people responsible for 
turning guidance into everyday practice, often alongside their existing customer service, 
complaints, quality or customer experience role. 
 
Over six months, you'll develop your knowledge, confidence and practical skills while 
learning alongside a small group of peers facing similar challenges. You'll leave with practical 
ideas, useful resources and greater confidence to lead vulnerability within your own 
organisation. 

 
 
Why learn with Helen?  
For over 10 years, Helen has worked with organisations across financial services, housing, 
utilities, local authorities and other regulated sectors, helping them improve outcomes for 
customers in vulnerable circumstances. 
 
Rather than focusing solely on regulatory guidance, Helen brings together practical 
experience from training thousands of professionals, supporting organisations to embed 
Consumer Duty, improving customer journeys, reviewing vulnerability strategies and 
developing frontline capability. 
 
Every session is grounded in real examples, practical discussion and solutions that members 
can take back and implement within their own organisation. 
 
 

What makes this programme different?  
 Over 10 years specialising in vulnerability and customer outcomes  

 Practical experience supporting organisations to embed Consumer Duty  

 Experience across financial services, housing, utilities, local authority and public 
services  

 A small cohort (maximum four members)  

 Honest discussion of real organisational challenges  

 Practical resources, templates and implementation ideas  

 A confidential and supportive learning environment 
 
 
Many Vulnerable Customer Champions tell us they often feel they're "figuring it out as they 
go". They're passionate about improving customer outcomes but don't always have 
someone to turn to for advice or a network of peers to learn from. 
 
This programme has been created to change that. 
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What you’ll gain from the programme 
 

 

By the end of the programme you’ll have…  
 

Confidence 
Become more confident in your knowledge of Consumer Duty and vulnerability, knowing 
how to translate guidance into practical action. 
 

Practical expertise 
Develop a deeper understanding of customers' circumstances, the barriers they face and 
how organisations can respond effectively. 

 
Tools and resources 
Build a practical toolkit of templates, resources and ideas that you can immediately adapt 
within your own organisation. 
 

Peer support 
Join a trusted network of professionals facing similar challenges, sharing ideas, experiences 
and practical solutions. 

 
Greater influence 
Feel more confident discussing vulnerability with colleagues, managers and other 
departments, helping to embed good practice across your organisation. 

 
Personal development 
Grow into the role of Vulnerable Customer Champion or Lead with greater confidence, 
credibility and clarity. 
 

 
Throughout the programme you'll receive: 

✓ Monthly live mentoring sessions 

✓ Facilitated mentoring and group discussions 

✓ Practical activities 

✓ Implementation tasks 

✓ Resource library 

✓ Session recordings 

✓ One-to-one mentoring session 

✓ Peer discussions 
 
 
 
 
 

This isn't another training course. 
 
It's a place to: 
 

✔ ask the questions you can't ask elsewhere 

✔ discuss real organisational challenges 

✔ learn from other organisations 

✔ test new ideas 

✔ leave every month with practical actions 
you can implement immediately 
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The Six Monthly Modules 
 

 

Month 1 - Building Strong Foundations 
 

Understanding vulnerability, Consumer Duty and your role  
Build a strong foundation by exploring what vulnerability means in practice, the 
expectations of Consumer Duty and the important role you play in improving customer 
outcomes. This month will help you develop the knowledge and confidence needed to lead 
vulnerability within your organisation. 
 
Topics 

 Consumer Duty and vulnerable customers  
 FCA FG21/1 in practice  
 What good customer outcomes really look like  
 Understanding vulnerability beyond the FCA definition  
 Drivers of vulnerability  
 The role and responsibilities of a Vulnerable Customer Champion/Lead  
 Understanding your organisation's current maturity  

 
Takeaway Activity 
Assess where your organisation currently is and identify three priority areas for 
improvement. 
 
 
 

Month 2 - Understanding Customers 
 

Seeing vulnerability through the customer's eyes 
Develop a deeper understanding of the circumstances that can make customers vulnerable, 
the barriers they may face and how these can affect their ability to communicate, make 
decisions and access products and services. Together, we'll explore how organisations can 
better recognise and respond to individual needs. 
 
Topics 

 Understanding customers' circumstances  
 The impact of vulnerability on decision-making  
 Behaviour as communication  
 Hidden vulnerability  
 Recognising signs and indicators  
 Why customers don't disclose  
 Barriers to disclosure  
 Trauma, stress and cognitive overload  
 Listening to customer voices and lived experience  

 
Takeaway Activity 
Review one customer journey and identify barriers that customers experiencing 
vulnerability may face. 
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Month 3 - Responding to Customers Effectively 
 

Creating better customer experiences 
Explore practical ways to identify, understand and respond to customers' needs with 
empathy, confidence and consistency. We'll look at accessible communication, reasonable 
adjustments and the practical support that helps customers achieve good outcomes. 
 
Topics 

 Identifying customer needs  
 Tailoring support appropriately  
 Reasonable adjustments  
 Accessible and simplified communication  
 Inclusive language  
 Signposting and internal support  
 Recording information appropriately  

 
Takeaway Activity 
Choose one communication, process or customer journey and identify practical 
improvements. 
 
 
 

Month 4 - Embedding Good Practice 
 

Turning knowledge into organisational practice 
Discover how to move beyond individual conversations and embed vulnerability into your 
organisation's policies, processes, customer journeys and ways of working. We'll share 
practical ideas for influencing change and driving continuous improvement across the 
business. 
 
Topics 

 Policies and procedures  
 Customer journeys  
 Vulnerability strategies  
 Working across departments  
 Sharing good practice  
 Learning from complaints and customer feedback  
 Supporting continual improvement  

 
Takeaway Activity 
Develop a small action plan to improve one area of your organisation. 
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Month 5 - Building Capability Across the Organisation 
 

Helping colleagues deliver consistently good outcomes  
Explore how to build confidence, knowledge and capability across your teams so that 
supporting vulnerable customers becomes everyone's responsibility. We'll discuss practical 
ways to raise awareness, share good practice and create a culture where colleagues feel 
equipped to make a positive difference. 
 
Topics 

 Skills, confidence and capability  
 Training and awareness  
 Coaching colleagues  
 Supporting managers  
 Creating practical resources  
 Encouraging consistent practice  
 Developing a positive vulnerability culture  

 
Takeaway Activity 
Create one new resource, briefing or initiative that supports colleagues. 
 
 
 

Month 6 – Sustaining Good Practice 
 

Measuring success and planning for the future 
Bring everything together by reviewing progress, measuring success and developing a 
practical action plan for the future. You'll leave with greater confidence, a clearer direction 
and a roadmap to continue strengthening vulnerability within your organisation. 
 
Topics 

 Measuring customer outcomes  
 Monitoring effectiveness  
 Customer feedback  
 Management information  
 Identifying future priorities  
 Developing a 12-month roadmap  
 Personal development as a Vulnerable Customer Lead  
 Building your ongoing support network  

 
Takeaway Activity 
Produce a practical 12-month vulnerability action plan to take back to your organisation. 
 
 
 
Whilst each month has a core theme, every session is shaped by the challenges and 
questions members are facing within their own organisations.  
This ensures discussions remain relevant, practical and immediately applicable.  
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Frequently Asked Questions
 

 

How much time will I need to commit? 
We will meet virtually for three hours each month. There will also be a practical takeaway 
activity after each session, designed to help you apply the learning within your own 
organisation rather than create lots of additional work. 
 

What happens if I miss a session? 
We know that work commitments don't always go to plan. If you're unable to attend a 
session, you'll still receive the session resources and activities so you can keep up with the 
programme. 
 

Will I receive recordings? 
Yes. Each monthly session will be recorded and made available to programme members, so 
you can revisit discussions or catch up if you're unable to attend live. 
 

Is this suitable if I’m new to the role? 
Absolutely. You don't need to be an experienced Vulnerable Customer Lead to join. The 
programme is designed to build your knowledge and confidence over six months and is 
particularly valuable if vulnerability is a new or developing area of responsibility for you. 
 

How many members are on the programme? 
The programme is intentionally limited to a maximum of four members. This keeps the 
group small enough for everyone to contribute, ask questions and discuss their own 
organisational challenges. 
 

Can more than one person from my organisation attend? 
Yes. More than one colleague from the same organisation can join, subject to places being 
available. This can be particularly useful where responsibility for vulnerability is shared 
across different roles or teams. 
 

Will I be able to apply what I learn in my organisation? 
Yes. This isn't about simply learning the theory. Each month combines knowledge, 
discussion, real examples, practical resources and an activity to help you turn what you've 
learned into meaningful action within your organisation. 
 

Will there be opportunities to discuss my own organisational challenges?  
Definitely. That's a key part of the programme. You'll be encouraged to bring your 
questions, challenges and ideas to the group so we can explore them together in a 
confidential and supportive environment. 
 
Is the programme only for FCA-regulated organisations? 
No. While Consumer Duty and FCA guidance form part of the programme, the practical 
approaches are relevant to any organisation committed to improving outcomes for 
customers in vulnerable circumstances. A mix of sectors also brings valuable perspectives 
and shared learning. 
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Join the 2027 Vulnerable Customer 
Leadership Programme

 
 

February – July 2027 
Six months. Four members. A practical and supportive space to develop your confidence, 
expertise and impact as a Vulnerable Customer Champion or Lead. 
 
 
Your programme includes: 

• Six monthly 3-hour virtual mentoring sessions 
• Maximum of four members 
• Practical activities and implementation tasks 
• Resources, templates and supporting materials 
• Access to session recordings 
• One 1-to-1 mentoring session with Helen 
• Peer discussion and shared learning throughout the programme 

 
Programme dates: 
 
2nd February 2027   2nd March 
6th April    4th May 
1st June    6th July 
 
All sessions: 9.00am–12.00pm | Live on Zoom 
 
 
Your investment: 
£2,000 + VAT per member 
 
The programme is limited to just four members to ensure everyone has meaningful time to 
discuss their challenges, share experiences and receive individual support. 
 
 
Ready to join us? 
If you'd like to reserve your place or have an informal conversation about whether the 
programme is right for you, please contact info@helenpettifer.com  
 
 
 

mailto:info@helenpettifer.com
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