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1) Purpose

This policy sets out the Grand United Order of Oddfellows Friendly Society (GUOOFS)’s
commitment to identifying, supporting, and treating vulnerable customers fairly, in line with
the FCA’s Principles for Businesses, FG21/1 Guidance, and the Consumer Duty. It aims to
ensure that all members, regardless of personal circumstances, receive outcomes as good
as those for other members, with dignity, respect, and appropriate care.

2) Scope

This policy applies to all staff, volunteers, and representatives involved in member-facing or
policyholder activities, administration, and decision-making processes across the Society,
including lodge-level operations.

3) Definitions
Within this policy the following definitions apply:

a) Fair treatment means delivering outcomes that meet the needs of vulnerable customers,
ensuring they are not disadvantaged compared to others. It involves:

e Acting with empathy, flexibility, and consistency

e Anticipating and responding to customer needs throughout the product lifecycle
o Ensuring communications are clear, accessible, and tailored

o Designing systems and processes that prevent harm and promote inclusion

o Embedding vulnerability awareness into governance, oversight, and culture

This definition reflects the FCA’s expectation that firms take proactive steps to understand
and meet the needs of vulnerable customers, ensuring they experience outcomes that are
as good as those for other customers.

b) A vulnerable customer is someone who, due to their personal circumstances, is
especially susceptible to harm, particularly when the Society does not act with appropriate
levels of care.

The FCA identifies four key drivers of vulnerability:
e Health — Physical or mental health conditions, cognitive impairments
o Life Events — Bereavement, redundancy, relationship breakdown
o Resilience — Low ability to withstand financial or emotional shocks
o Capability — Low financial literacy, digital exclusion, language barriers

Vulnerability may be temporary, recurring, or permanent, and is not limited to age or medical
status.
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4) Policy Principals

GUOOFS is committed to:

Recognising and responding to a wide range of vulnerability drivers

Equipping staff and Lodge Secretaries with the skills to identify and support
vulnerable members

Embedding fair treatment into product design, communications, and claims handling
Monitoring outcomes and adapting processes to improve support

Ensuring consistency across lodges through central guidance and oversight

5) ldentification of Vulnerable Customers
Vulnerability may be identified through:

Direct disclosure

Making a death or Sickness benefit claim

Behavioural cues (e.g. confusion, distress)

Third-party information (e.g. carers, family)

Data indicators (e.g. premium arrears, frequent queries)

Fraternal knowledge held by Lodge Secretaries (e.g. use of the Distress Fund)

With consent, policyholders identified as vulnerable should be identified in the membership
database and the Order Insurance Register to allow for any required support measures to be
implemented when interacting with the customer.

6) Support Measures

Support may include:

Extended time for decision-making (e.g. in the case of applications or requests for
early surrender of Cashbuilder/ Helping hand products)

Clear, jargon-free communication

Written follow-ups or alternative formats (e.g. large print, Braille)
Flexible contact channels (phone, post, email)

Availability of cheque payments to avoid digital exclusion

Accessibility options available on the GUOOFs website including options for larger
and dyslexia-friendly fonts.

Involvement of trusted third parties (with consent)
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/) Training and Capability
All staff and Lodge Secretaries will receive:

e Training materials on vulnerability awareness, updated annually or upon regulatory
change

e Scenario-based identification and escalation protocols (Appendix 1)
e Access to external training where appropriate

Training records will be maintained and reviewed by the Deputy Grand Secretary.

8) Monitoring & Outcomes

GUOOFS will monitor outcomes through:
e Qualitative feedback from lodges and policyholders
e Complaints monitoring and thematic analysis
e Product Fair Value Assessments

e Tracking of claims and maturity settlement times with established Service Level
Agreements

9) Governance & Oversight

The Board of Management holds ultimate responsibility for this policy. Oversight includes:
o Formal review of vulnerability strategy at Board meetings
e Inclusion of vulnerability in Fair Value Assessment discussions
e Reporting of gap analysis findings and key actions

e Appointment of a Vulnerable Customer Champion

10) Record Keeping & Data Protection

Interactions with vulnerable customers will be documented securely and sensitively, in line
with GDPR.

o Vulnerability flags will be reviewed quarterly
e Consent will be obtained for any third-party involvement

e Access to flagged records will be restricted and auditable
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11) Review & Continuous Improvement

This policy will be reviewed annually or upon regulatory updates.
o Feedback from members, staff, and Lodge Secretaries will inform improvements.
e Updates will be communicated across the Society with supporting materials and
training.
A copy of this policy will be made available on the Members area of the GUOOFS
website.
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Appendix- Vulnerability Touchpoint Matrix

Touchpoint

Potential Flags for Vulnerability

Potential Responses /
Adaptations

1. Enquiry (via website,
phone, email, or Lodge
Secretary)

- Confusion or difficulty
understanding product basics

- Repeated questions or requests
for clarification

- Disclosure of health,
bereavement, or financial stress
- Use of third-party or carer to
make contact

- Offer plain-language
explanation and written follow-
up

- Provide information in
alternative formats (e.g. large
print)

- Flag vulnerability in member
database/ order register (with
consent)

- Lodge Secretary to offer in-
person support if appropriate

2. Quote (written
communication from Head
Office)

- Request for help interpreting
quote

- Delay in responding or signs of
distress

- Contact made by third party on
behalf of member

- Include simplified summary
with quote

- Offer follow-up call to explain
terms

- Note preferred contact method
and flag for future interactions

3. Acceptance (written
confirmation of policy
acceptance)

- Member expresses uncertainty or
confusion

- Request for changes due to
personal circumstances

- Disclosure of recent life event
(e.g. illness, bereavement)

- Confirm understanding and
offer cooling-off reminder

- Provide contact details for
further support

- Lodge Secretary to follow up if
appropriate

4. Claim on Sickness
Benefit (via phone, email,
or Lodge Secretary)

- Disclosure of health condition or
financial hardship

- Emotional distress or difficulty
communicating

- Use of carer or third party to
initiate claim

- Prioritise claim handling and
offer flexible documentation
options

- Flag vulnerability for future
interactions

- Offer cheque payment if digital
exclusion is a concern

- Lodge Secretary or Deputy
Grand Secretary to assist with
paperwork if needed
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Touchpoint

Potential Flags for Vulnerability

Potential Responses /
Adaptations

5. Claim on Death
Benefit (via phone, email,
or Lodge Secretary) or
Notification of Member
Death

- Bereavement-related distress

- Difficulty understanding process
or timelines

- Third-party contact (e.g. executor,
family member)

- Provide compassionate, clear
communication

- Offer written summary of next
steps

- Update all documentation to
ensure no communications sent
to deceased.

- Ensure immediate cessation of
premium demands

- Lodge Secretary to support
family if requested

6. Maturity of Product
(written notification and
automatic settlement)

- Returned mail or non-response

- Member confusion about maturity
amount

- Disclosure of financial stress or
inability to manage funds

- Include plain-language
maturity letter

- Offer follow-up call to explain
payment

- Provide cheque option to avoid
digital exclusion

- Lodge Secretary to assist with
understanding if needed




