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Identifying consumers in 

vulnerable circumstances 

and empowering staff to 

do the right thing   
 

Training in practice 



 

Where does training fit? 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

Awareness and understanding of issues customers might face 

 

Confidence – ability to deal with extreme situations 

 

 

 
 

 



 

A staff perspective 

 

 

 

 

 

 

 

 
 

 



 

Training – targeted and tailored  

 

Approach 

Based on expertise  

Awareness and confidence 

Practical – job-specific not generic training 

Practical – compliance and data protection 

Practical – tools, frameworks and strategies 

 

Methods 

E-learning and face-to-face delivery options 

Mixture of audio, video, practical exercises, 

best practice examples 

 

 

 
 

 



 

TEXAS 



 

Compass   



 

Demonstrable benefits  
  

82% trainees agreed that the training has made them feel more confident in dealing with customers with a 

mental health problem 

 92 % managers agreed that training enabled their staff to treat customers more fairly and sensitively 

 64% managers agreed that the training improved the chances of recovering the debt 

 118 courses to 3414 trainees (mental health, vulnerability, e-learning and face-to-face) 

 

                       Based on a survey from 2013 

 

 

 

“I just felt that this was the best course I have attended in a long time - the trainer was phenomenal and kept 

everyone interested and engaged in each activity! I have definitely picked up a lot of information from the session 

and would like to thank the trainer.” 

  

Kirsty Jones, Santander Consumer Finance  

Mental Health Training for Debt Collection Staff, 18 July 2013 

  

“This course has expanded the knowledge I already had but most importantly the TEXAS  

approach within calls is excellent and something I will use within my team going forward.   

The new creditors DMHEF form has been discussed with my manager” 

  
Tracey Bailey, Lowell Group 

Mental Health for Collection Staff - Open Sessions, 13 June 2013 

 

What trainees said 



 

The role of partnerships 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 Independence and a holistic 

approach 

 

 Trust 

 

 Expertise 

 

 Dialogue and sharing best 

practice 

 

 

 

 

 
 

 



 

Further help from 

MAT 
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