
 

Advice Principles for Older Clients  

As we record a client’s date of birth, it is easy to identify someone who is elderly. However, 
it is not always as easy to fully understand their needs and to tailor our service accordingly. 
We must ask the right questions in order to establish any needs and be driven by what the 
client confirms to us. Simply being elderly in itself does not make a client vulnerable so it's 
important to separate in our minds and treat each client as an individual with individual 
needs. 
 

It's important to establish what communication methods best suit the client; some elderly 
clients are technology savvy, others may prefer more traditional channels. 
 

Our elderly clients are at a greater risk of financial crime and scams so it's also important to 
be extra vigilant and to ensure we talk to ageing clients about the risks generally, as well as 
the risks and features of their investments. 

These advice principles compliment our general Client Charter and Advice Principles and 
confirm that we will: 

 Take the time to explain things clearly. 

 Summarise key points in writing.  If there are agreed actions for us or the client to do 
as a result of a conversation, we will consider creating a written 'To do' list for the 
client to refer to at a later stage. 

 Look for patterns of behaviour, for example, regular calls asking for a valuation of 
their investments, and proactively offer help and alternative services that may suit 
the client better. 

 Be careful when offering self-serve solutions, such as online services. For some 
ageing clients these will be a great benefit to them. For other ageing clients it can 
sometimes feel like they are being pressured into using services that they don't 
necessarily feel able or willing to use. 

 Try to help clients recognise when they are having difficulties and encourage them to 
ask for help. 

 Take care to identify if the client appears confused, or is finding it hard to remember 
information, making sure we repeat key information and ask the client to confirm 
back their own understanding. If we notice that a client is experiencing real 
difficulties, ensure the client is referred to specialist help, where appropriate and 
available.  

 Use our Supporting Clients in Vulnerable Circumstances support cards for additional 
prompts. Possible signs to look out for which might suggest an older person needs 
additional support include: 

 Having a 3rd party call on their behalf, join them on a call or accompany them 
on a visit. 

 Having difficulty providing security information. 

 Having difficulty remembering passwords and numbers. 

 Showing signs of distress or confusion. 

 Not remembering why they have called or come to visit. 
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