
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Purpose 

The purpose of this policy is to ensure that the day to day business activities of Kelvin Francis 

does not have any negative impact upon vulnerable consumers. The Policy was reviewed in 

September 2023 and will be reviewed on an annual basis. 

For the purpose of this policy vulnerable consumers are customers and/or prospective 

customers whose ability or circumstances may require us to take extra precautions in the 

way that we would sell or Let properties and where we provide our services to ensure they 

are not disadvantaged in anyway. 

This could be due lack of knowledge, age, illness, disability, bereavement or where English is 

not the first language. 

Identifying a vulnerable consumer 

When engaging with consumers over the telephone or by email it is often difficult to identify 

a vulnerable person because you do not have that face to face contact to help alter you by 

looking at characteristics such as body language and facial expressions. This is important 

more so during the coronavirus pandemic. 

These can help identify whether the consumer requires additional information and guidance 

to enable them to make an informed decision. Things to look out for 

 Inability to understand what is being said. 

 Repeated questions of a similar nature. 

 Responses which are inconsistent with the telephone discussion or which give 

concern that the caller has not understood the information provided. 

 The transaction appears out of character for the individual  

What you should do 

Important to remember that just because someone is vulnerable does not automatically 

mean that they are unsuitable for buying, selling or renting a property.  

We will make sure we can provide additional opportunities for the consumer to ask questions 

about the information provided  
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 We will seek confirmation that they have understood what you have told them 

 We will ask if there is anyone else with them who can offer support, offer them the 

opportunity to have a family member or friend present during the conversation 

 We will offer the opportunity to complete the transaction or review the decision after 

an agreed period 

 We acknowledge that there are a lot of circumstances which could make a consumer 

vulnerable, including illness, disability, or language issues, but there could be other 

situations, either temporary, or permanent, but in all cases, we will take all 

reasonable steps to ensure extra support is offered. 

 For those with lack of knowledge we will utilise the ‘How to’ booklets provided by HM 

Government for selling, buying, renting and letting. 

If for any reason we do not think the consumer has understood fully the issues in relation to 

a property or services we should not proceed further with the transaction until we have 

written to them and explained the situation. Any situation where we have concerns will be 

reported to Kelvin Francis or Tony Filice who will review the matter before proceeding any 

further. 

Mental Capacity 

Mental capacity is an individual person’s ability to make a decision.  Whether you feel the 

person has the ability to understand, remember and consider all relevant information will 

determine whether we feel they are able to make a decision.  

Mental Capacity is always defined in relation to a specific time and a specific decision. 

Therefore, when considering a consumer requesting our service, we should take into 

account the consumers circumstances at that moment in time. 

We should take appropriate steps to identify whether the consumer appears to be able to 

understand, remember and consider the information what we have told them and having 

done so, make an informed choice. 

Mental capacity limitations can be permanent or temporary so the fact that a person may 

not have had the mental capacity to make a decision in the past does not necessarily mean 

that they currently do not have.  

Review each point of contact and assess at that moment in time. 

Any concerns should be discussed with Kelvin Francis or Tony Filice before proceeding with 

any transaction where a Vulnerable person is or could be identified. 

 



 

 

 

 


