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Definition of a vulnerable client ( as per the UK financial regulators definition of 

vulnerability which the FMA references):

 “A vulnerable consumer is someone who, due to their personal 

circumstances, is especially susceptible to detriment, particularly when a 

firm is not acting with appropriate levels of care.”



A consumer can be considered vulnerable when due to their personal circumstances they are 

especially susceptible to detriment and are therefore at greater risk of experiencing harm.  

Focusing on ‘circumstances’ rather than ‘types’ of people is an important 

distinction. It shifts the focus from vulnerability as something certain ‘groups’ of 

people experience to vulnerability being a result of a specific event or set of 

circumstances which can happen to anyone at any time. 

These events or circumstances are known as ‘drivers’ of vulnerability.   



Work by the Ministry of Business, Innovation and Employment (MBIE) and the Financial 

Markets Authority (FMA) has identified a number of potential risk factors. These have 

been mapped according to four main drivers of vulnerability.  

1. Health and physical factors– health conditions or illnesses that affect the ability to 

carry out day to day tasks 

2. Life events – major life events such as bereavement or relationship breakdown 

3. Resilience – low ability to withstand financial or emotional shocks 

4. Capability – low knowledge of financial matters or low confidence in managing money
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Central to addressing the needs of customers in vulnerable circumstances is the 

development and implementation of appropriate policies and procedures across 

the business. 









Firms need to embed the fair treatment of vulnerable 
customers in policies and processes throughout the 

whole customer journey.
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Remember that each vulnerable client's 

situation is unique, and the financial adviser 

should approach each case with sensitivity, 

empathy, and a client-centric focus.
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https://www.legislation.govt.nz/regulation/public/2011/0222/latest/DLM3845867.html
https://www.legislation.govt.nz/regulation/public/2011/0222/latest/DLM3845867.html
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https://www.legislation.govt.nz/regulation/public/2018/0101/latest/link.aspx?id=DLM2140881#DLM2140881


YES NO
Transferring money or value for, or on behalf of, 

a customer

If you are arranging for another reporting entity to 

provide a relevant service in respect of a relevant 

product for:

Trading for or on behalf of a customer • Fire and general insurance

Managing individual or collective portfolios • Life insurance and income protection

Investing, administering, or managing funds or 

money on behalf of other persons

• Mortgage/consumer credit contracts

• Fixed term deposit product issued by registered 

banks

• Investment in KiwiSaver or invest in retirements
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• Consider changes in your business offering and risk assessment

• Are you now doing KiwiSaver or managed funds?

• Review your risk assessment to determine if it needs amending and consider if 

you need to update your AML/CFT programme
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