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¢ Too many vulnerable
customers are slipping through
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BBC Trending

'| decided not to reveal my disability on my applications'

==2 Woman who applied for 100 jobs
- finally got interview after hiding her
disability

'It was disheartening at such a young age'

Woman REJECTED from over 100 jobs -
until she removed disability from
application

As soon as she submitted an application without the disability listed, she was offered an interview and
employed



Many disabled people face unavoidabl
costs as a result of their impairment or co

Disabled people

On average, face extra costs of
£583 per month*

On average, £100 for a
non-disabled person is
equivalent to just £68 for a
disabled person*®




Huge missed opportunity for businesses who
could be benefiting both socially and
commercially by accessing the disability market

Retailers & Businesses

are overlooking a huge market
worth £274 billion per year -
estimated to be rising by 14% per
year*

do not have enough data to
understand disabled consumers




More than one in five consumers have
some form of disability




Disability affects all of us

Permanent Temporary Situational Permanent  Temporary Situational

Microsoft Inclusive Design Toolkit



Universal Solutions




Knowing your customer base

Knowing the drivers, nature and scale of
vulnerability in your target market - and using that
to understand how the needs of your customers
may affect the customer experience or outcomes.
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Tech-enabled identification and
monitoring

Technology can help to proactively identify
vulnerable customers, enhance customer
experiences and automate tasks to drive
operational efficiencies.

PWC Vulnerable Customers, Translating expectat

Empowering staff

Giving staff the skills and capability to recognise
and respond to the needs of vulnerable
customers.

Cultural change

A commitment to create and maintain a customer-
centric culture that permeates all areas of a firm.
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Every decision we make can raise or

lower barriers to participation in
soclety.

What action will you take?
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