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Course Introduction

In today’s customer-centric landscape, businesses encounter diverse customer profiles, including
vulnerable individuals requiring heightened sensitivity, empathy, and professional care. Handling vulnerable
customers effectively is not just a regulatory requirement it is a critical competency for enhancing trust,
loyalty, and organizational reputation. Handling Vulnerable Customers - Safeguarding and Care Training
Course equips professionals with the latest safeguarding strategies, emotional intelligence tools, and
communication frameworks to respond to the needs of vulnerable populations, including elderly clients,
individuals with disabilities, mental health challenges, or those experiencing trauma. Participants will gain
actionable insights to foster a safe, inclusive, and supportive customer environment.

Through a combination of interactive case studies, real-world scenarios, and experiential learning, this
course emphasizes proactive risk management, ethical decision-making, and compliance with safeguarding
standards. By integrating best practices and contemporary tools, participants will enhance their capability to
identify vulnerability, respond with empathy, and implement care protocols that align with industry-leading
standards. The program empowers professionals across sectors healthcare, retail, finance, and public
services to deliver a high-quality customer experience while ensuring safety and dignity for every individual.

Programme Curriculum

Handling Vulnerable Customers - Safeguarding and Care Training Course
Introduction

In today’s customer-centric landscape, businesses encounter diverse customer profiles, including vulnerable
individuals requiring heightened sensitivity, empathy, and professional care. Handling vulnerable customers
effectively is not just a regulatory requirement it is a critical competency for enhancing trust, loyalty, and



organizational reputation. Handling Vulnerable Customers - Safeguarding and Care Training Course equips
professionals with the latest safeguarding strategies, emotional intelligence tools, and communication
frameworks to respond to the needs of vulnerable populations, including elderly clients, individuals with
disabilities, mental health challenges, or those experiencing trauma. Participants will gain actionable insights to
foster a safe, inclusive, and supportive customer environment.

Through a combination of interactive case studies, real-world scenarios, and experiential learning, this course
emphasizes proactive risk management, ethical decision-making, and compliance with safeguarding standards.
By integrating best practices and contemporary tools, participants will enhance their capability to identify
vulnerability, respond with empathy, and implement care protocols that align with industry-leading standards.
The program empowers professionals across sectors healthcare, retail, finance, and public services to deliver a
high-quality customer experience while ensuring safety and dignity for every individual.

Course Duration
5 days
Course Objectives

Enhance understanding of vulnerable customer profiles and needs.
Develop advanced communication and empathy skills for sensitive interactions.
Implement safeguarding policies and ethical frameworks in daily operations.
Strengthen crisis response and conflict resolution capabilities.

Promote inclusive customer service practices and accessibility awareness.
Identify early signs of customer distress or risk.

Apply mental health first aid and emotional support techniques.

Improve compliance with legal and regulatory safeguarding requirements.
Utilize digital tools for monitoring and reporting safeguarding concerns.
Foster trust and long-term customer relationships through ethical care.

. Conduct risk assessments and develop mitigation strategies.

. Enhance team collaboration in managing vulnerable cases.

. Evaluate case studies to integrate lessons into practical solutions.
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Target Audience

Customer service professionals

Frontline staff in healthcare and social services
Retail and hospitality employees

Bank and financial sector representatives
Human resource and compliance officers
Community support workers

Call center and helpdesk operators

Managers overseeing customer care teams
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Course Modules
Module 1: Introduction to Vulnerable Customers

o Definition and types of vulnerability
e Understanding psychological and emotional needs
e Legal and regulatory requirements



e Impact on business reputation and customer loyalty
e Case study: Elderly customers in banking

Module 2: Communication Skills and Emotional Intelligence

Active listening and empathetic responses

Non-verbal cues and body language

Handling difficult conversations with sensitivity
Building rapport and trust
e Case study: Supporting customers with anxiety

Module 3: Safeguarding Policies and Legal Compliance

e Overview of safeguarding frameworks
Data protection and confidentiality
Reporting obligations and whistleblowing

Staff responsibilities and accountability

Case study: Social service organization compliance
Module 4: Crisis Management and Conflict Resolution

e Recognizing early warning signs of distress
De-escalation techniques

Safety protocols and intervention strategies
Managing aggressive or volatile situations
Case study: Retail customer confrontation

Module 5: Mental Health Awareness and Support

e Understanding common mental health conditions
Techniques for offering support

Referral pathways to professionals

Reducing stigma in customer interactions

Case study: Customer experiencing panic attack

Module 6: Accessibility and Inclusive Service Delivery

e Universal design and accessibility standards

Adapting services for different needs
¢ Communication aids and assistive technology

Customer feedback and improvement strategies

Case study: Accessibility in public transport services
Module 7: Risk Assessment and Safeguarding Plans

o Identifying risks and vulnerabilities

Conducting assessments and documenting findings

Developing actionable safeguarding plans

Collaborating with multidisciplinary teams

Case study: Risk mitigation in financial services

Module 8: Monitoring, Reporting, and Continuous Improvement



Tools for tracking safeguarding incidents

Reporting and escalation procedures

Reviewing and improving safeguarding practices

Training and capacity building for staff

Case study: Lessons learned from repeated safeguarding incidents

Training Methodology
This course employs a participatory and hands-on approach to ensure practical learning, including:

¢ Interactive lectures and presentations.

Group discussions and brainstorming sessions.
Hands-on exercises using real-world datasets.
Role-playing and scenario-based simulations.
Analysis of case studies to bridge theory and practice.
Peer-to-peer learning and networking.

Expert-led Q&A sessions.

Continuous feedback and personalized guidance.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.com or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to FINESKILL TRAINING
CENTER account, as indicated in the invoice so as to enable us prepare better for you.
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Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

$1,100

Email: info@fineskilltrainingcenter.com | Website: www.fineskilltrainingcenter.com
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