Support for when
you need it most

What Does
Vulnerability Mean?
At 2plan wealth management Ltd, our brand is personal
and therefore your individual situation is a matter of
great importance to us. Our advisers are committed to
ensuring that you always receive the highest level of
service and care. But when you experience
vulnerability, we might need to think differently about
the way that we provide our services to ensure that you
are not disadvantaged.
This document sets out the things you need to know
and how we can ensure that whatever the cause of
vulnerability might be, we can tailor our advice in a way
that helps you at a time when you need it.

The term ‘vulnerability’ covers a broad and
diverse range of situations and circumstances
and we know that the impact is individual to
the person experiencing it.
The Financial Conduct Authority (FCA)
defines a vulnerable customer as “someone
who, due to their personal circumstances, is
especially susceptible to detriment,
particularly when a firm is not acting with
appropriate levels of care.”
The FCA expects firms like 2plan to treat
customers fairly when we are dealing with
people who are experiencing vulnerable
circumstances.

Rest assured we are here to help you meet
your financial needs and goals including
when you are facing the inevitable
challenges of life….

Spotting Vulnerability
There are a number of things that can affect whether someone is vulnerable, the most common of which fall
into the following types:
Life Events – this could include the loss of a loved one or losing your job, going through a relationship
breakdown or suffering from domestic abuse. It could also mean having carer responsibilities, which in cludes
the recent birth of a child.
Health – this could include being diagnosed with an illness, recovering from ill-health, suffering severe or longterm illness, or coping with a physical disability. It can also include suffering from mental health related issues
as well as coping with hearing and/or visual impairment.
Resilience – events such as experiencing financial difficulties including an unexpected change in their finances
or income. It could also mean someone who struggles to cope with stressful situations or has been the victim
of crime or a scam.
Capability – this includes individuals coping with language or cultural differences, low English language skills,
learning impairment, poor literacy or numeracy skills. It could also mean a younger person who has a low
knowledge of financial products.

Talk to us
Sometimes individuals experiencing a difficult time might not recognise it themselves or may not think it is
something they need to tell their adviser about. Your adviser has been trained to look out for the signs of
vulnerability, but it is not always possible to recognise them, especially if they are on the inside. If you do
believe you are experiencing some form of vulnerability, no matter how small, we would ask you to talk to
your adviser who will then be able to help make any necessary adjustments to ensure you receive appropriate
care and support.

What support may be offered?
There are lots of things your adviser can do to help and what is right will depend on your circumstances.
Firstly, your adviser will record this so you will only need to tell us once. Your adviser will talk to you about what
impact the vulnerability may be having on your needs and whether it would help to do anything differently.
For example:
•
•
•
•

spreading your discussions over several shorter meetings instead of one long meeting
changing the timing or location of meetings to fit around things like hospital appointments
providing you with more time to make decisions or think over your options
inviting a relevant friend or family member to accompany you at meetings

Who to contact
If you would like to notify us of a vulnerability, please talk to your 2plan adviser.
If you prefer, you can contact us on - tel: 0113 302 1360 or email: admin@2plan.com
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