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Treatment of customers in financial difficulty 
 
 

Customer outcome: business customers in financial difficulty, or in the early stages of the collections process, 

will receive appropriate support and fair treatment, in order to help them deal with their debt(s) in the most 

suitable way.  

Firms will achieve this: with systems and controls that are capable of identifying and, subsequently, 

supporting business customers in financial difficulty. Firms should be able to demonstrate that a sympathetic 

and positive approach has been applied when considering a customer’s financial situation. 

 

 
This section focuses on the treatment of businesses in financial difficulty and includes a dedicated section on 

business support units.  

The LSB recognises that not all firms have business support units in place and where they are, there isn’t one 

model which is applied consistently across registered firms. Customers may move in and out of financial 

difficulty/business support units during the course of their relationship with the firm. For ease of reference, a 

separate set of Standards for business support units can be found below. However, firms will apply a consistent 

approach to the treatment of businesses in financial difficulty, regardless of where responsibility for the 

relationship with the customer sits within the firm.  

 

 
 
1. Firms should have triggers and processes in place to help identify customers who may be in financial 

difficulty and should act promptly and efficiently to address the situation with the customer. 

 

2. Firms should have appropriate policies and procedures in place to identify and support vulnerable 

individuals where this impacts on the customer’s ability to pay.  

 

3. Customers identified as being in financial difficulty should be contacted and provided with clear 

information setting out the support available to them, the next steps and where relevant, with any action 

they are required to take. They should not be subject to harassment or undue pressure when discussing 

their financial situation.   

 
4. Firms should demonstrate an empathetic approach to the customer’s situation; listening to and acting 

upon information provided by the customer with a view to developing an appropriate and mutually 

acceptable solution.  

 

5. Firms should apply an appropriate level of forbearance where, if after having made contact with the 

customer, it is clear that this would be appropriate for their situation. Firms should ensure that the solution 

offered does not exacerbate the customer’s situation. 
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6. If a firm is aware that a customer is, or suspects that they are, in financial difficulty but is able to uphold 

their borrowing commitments to the Firm, the customer should be given the opportunity to take action 

to turnaround the business. 

 

7. Firms should guide the customer to appropriate advice which reflects their circumstances and level of 

borrowing. Where appropriate and available, the customer will be signposted to a third party offering free, 

impartial debt advice. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


