What are the communication
needs of customers
experiencing vulnerability?




Lloyds Bank estimates that 40% of your customer base is
vulnerable
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There are situational and emotional aspects to vulnerability

Lifeis
10% what
happens to you

&

90% how you
respond to it.
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What situations can create vulnerability?

| Job loss, redundancy, | | |  Sight or hearing - Separation and | Limited or no access
out of work impairment divorce to phone or internet
— Gambling addiction — Cognitive impairment | — Death and grief — Shift work
] Over extended, | Physical disability or | | | o - Unstable living
unexpected expenses injury Family violence arrangements
Mental or physical ill | Low literacy or lack of
health English

L Discrimination
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What emotions can customers show when they’re vulnerable?

Thrash about

Try ta grab ante semething

Close their ayes

Hyparventilate

Go round in circles

Rall over

lllogical

Not listening
Aggressive
Loud

Changes mind
frequently

Looking for a
saviour or silver
bullet

Ignores information
Rejects information

Not responsive to
requests

Teary, anxious or
fearful

Moves quickly
between emotions

Unpredictable

Repetitive

Keeps coming back
to the same idea

Closed to
alternatives

Has no fight left

Has no energy,
interest or ability for
solving problem
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What channels and formats will help meet the communication
needs of all of this vulnerability?

Mental health
Hearing impairment w Issues
SIS phone R titi
10 !
Closed to
alternatives

English

ch ind Low literacy Doesn’t check Doesn’t respond to
anges min email phone messages
frequently
Cognitive : ,
Too exhausted to Retrenched
: Physical health SIS
Anxious, flustered, issues

fearful

engage

Unstable living Angry, frustrated Shift work
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The value of establishing good lines of communication

You can identify:
» The reasons for the vulnerability
» The extent and impact of that vulnerability
« What assistance to offer and for what period
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WHAT YOU CAN DO WHEN A VULNERABLE
CONSUMER CLOSES THEIR EYES

Close their eyes Invite small collaborations Actions

Invite them to work
with you

Request a small amount
of input

Keep it simple
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M Invite a small collaboration

-

not answer or

may be
overwhelming

%

Possible — make it
a small invitation

- J

Too long - won't
look at it

Possible —

make it a small
invitation

4 N 4 N 4 N 4 ) 4 N

Confronting — may

— Not answering
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RESPONDING TO VULNERABLE BEHAVIOURS

Create white space Actions

v Larger font
v Headings

v Space between lines
and paragraphs

J Lists

/ Short sentences and
paragraphs

+/ Quiet background
+/ Even pace

' Small pauses
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Create white space

4 N 4 N 4 N 4 N

4 I
- Possible — needs A
tl;obses 'glgl anee?,%?] to be s_hort, clear, Possible — ngeeds Possible — n_eeds P?gstl)glz s?(?vsds
L nd calm 1 no car|]o(|)ttatlolgtters, — IotsS gfa (\:/gute L Iotssgfa C\;/gute 1 even and c_alm
conversation demanding conversation
\_ J - J \ J - J - J
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RESPONDING TO VULNERABLE BEHAVIOURS
WHAT YOU CAN DO WHEN A VULNERABLE
CONSUMER GOES ROUND IN CIRCLES

Go round in circles Use small boxes of information m

SMALL
BOX /' Sort information by

putting like with like
!‘ /' Label the bexes
E = | :
SMALL /' Make small boxes with:
BOX - short questions

- tables and grids

p - white space
E i | - numbered steps
SMALL .
BOX - visuals
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-
SMALL
BOX

Use small boxes of information

4 N 4 N 4 N 4 ) 4 N

Possible — need to

—  have a single

message/request

- /

Possible — needs
to be short, clear,
single message

- J

Possible — needs
information
delivered in

‘small boxes’

Possible —needs
information
delivered in

‘small boxes’

Possible - needs
—  tobesingle
message
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Contact

Anita Wynne
0409 259 300
anita@frameshift.com.au
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