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1. Introduction

Waterhouse Solicitors is committed to providing fair and accessible legal services to all clients, including those who may be vulnerable due to personal circumstances. This policy sets out how we identify, support, and safeguard vulnerable clients while ensuring compliance with regulatory and ethical obligations.

2. Definition of a Vulnerable Client

A vulnerable client is someone who, due to age, disability, mental capacity, language barriers, financial hardship, or other personal circumstances, may have difficulty understanding legal processes, making informed decisions, or protecting their interests.

Factors contributing to vulnerability include:

· Mental health conditions

· Learning disabilities

· Physical disabilities or sensory impairments

· Elderly clients with cognitive decline

· Limited English proficiency

· Financial distress or economic hardship

· Domestic abuse or coercion

3. Identifying Vulnerable Clients

Solicitors and staff should be alert to signs of vulnerability, such as:

· Difficulty understanding or retaining information

· Repeated requests for clarification

· Signs of distress, confusion, or undue influence from others

· Hesitation in decision-making or inconsistency in instructions

Where vulnerability is identified, appropriate adjustments must be made to support the client effectively.

4. Providing Support and Adjustments

To ensure vulnerable clients receive fair access to legal services, the firm will:

· Use clear, jargon-free language and check understanding regularly.

· Offer additional explanations in writing or alternative formats if needed.

· Allow extra time for decision-making and consultations.

· Provide access to interpreters or translators where necessary.

· Arrange for meetings to be held in a comfortable and accessible environment.

· Offer referral to appropriate support services if required.

· Ensure compliance with the Mental Capacity Act 2005 where relevant.

5. Safeguarding and Protecting Vulnerable Clients

· Staff must remain vigilant to the risk of financial abuse, coercion, or undue influence.

· If concerns arise about a client’s ability to provide informed consent, seek advice from a supervisor or consider instructing an independent advocate.

· Where appropriate, liaise with relevant authorities (e.g., social services, Court of Protection) in accordance with confidentiality and data protection obligations.

· Maintain detailed records of interactions with vulnerable clients, noting any support provided or safeguarding concerns.

6. Training and Compliance

· All staff must receive training on recognising and supporting vulnerable clients.

· The firm will review this policy annually to ensure ongoing compliance with the Solicitors Regulation Authority (SRA) Code of Conduct and relevant legislation.

· Any breaches or concerns regarding the treatment of vulnerable clients should be reported to Adetayo Ogunfuwa.

7. Review and Updates

This policy will be reviewed regularly to reflect changes in legislation, best practices, and the needs of our clients.
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