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Today’s Session

What a changing political landscape means 
practically for financial inclusion, and improving 
outcomes for customers with money and mental 

health problems
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+ + ?



Regulation:

● New Regulatory Innovation Office
● ‘Tougher’ regulation in energy, higher standards and automatic 

compensation when things go wrong
● More penalties for water companies polluting waterways
● Support for development of Open Finance, particularly for 

‘financial wellbeing’
● Tighter regulation of AI
● Reform gambling regulation
● Regulate BNPL 
● ‘Streamline the rulebook’
● Sandbox for underserved communities



Products:

● Permanent mortgage guarantee scheme
● Launch at least 350 banking hubs within 5 yrs
● Monitor use and acceptance of cash
● Guarantee access to face-to-face banking services 
● Tackle rising cost of car insurance
● Alternative products to boost financial resilience, e.g. longer-term 

fixed-rate mortgages, piloting ways to boost savings
● Cross-sector approaches to fraud prevention



Wider financial landscape:

● Review Universal Credit ‘so it makes work pay and tackles 
poverty’

● Mandatory disability pay-gap reporting
● Reform Statutory Sick Pay
● Reform the Work Capability Assessment
● Focus on improving employment support

And the economy?



Financial Inclusion Strategy

…And what else?

Framed by a focus on:
- Financial inclusion
- Tackling inequality
- ‘Securonomics’
- Growth.



Plan for

Prepare for

Learn more



Bones.



People experiencing mental health problems are 
3.5 times more likely to be in problem debt. 

Half of adults with a debt problem also have a 
mental health problem. 

People in problem debt are three times as likely 
to have thought about suicide in the last year.





http://drive.google.com/file/d/1DQdv2c3g4duvfpPJli8S3oEQvC9Neb7B/view


Together, we have the power to make 
energy work for people and planet

Lived experience and 
financial inclusion
Money & Mental Health and 
OVO



Training & resources

What did we 
review and 
why?

Communications

Digital accessibility



Managing 
expectations
Improving our completion rate using our 

Customer Support Package application 

form simply by setting clear expectations 

up front on how long it would take to 

complete.

Live Example



Taking our PSR 
application 
journey from 
this…



to this



Language & tone matters



Lived experience feedback
“Add something that can bring hope and lift doom and 
gloom, something like: ‘Many people like you face similar 
situation each year and were able to clear the energy debt 
after contacting us, so don't hesitate, the sooner you 
contact us the quicker we can put you at ease by finding a 
solution that works for you’.” Research Community 
member

“I like the colour scheme and the fact it's 
not in scary red which a lot of 
companies do when you're overdue a 
payment. Tone matters and the ‘it's 
important we sort this together’ is 
good.” Research Community member 

“Instant triggering for people like me who can’t make calls, triggering to the point of activating demand 
avoidance now knowing will never be able to action this as can't call causing this to spiral. If they said please 
call, email us or write to us on... This would help.” Research Community member



Reflections



What you can do:

● Join our professional network: 
https://www.moneyandmentalhealth.org/professional-network/

● Read our best practice guides: 
https://www.moneyandmentalhealth.org/supporting-vulnerable-customers/ 

● Work with us: 
https://www.moneyandmentalhealth.org/mentalhealthaccessible/ 

● Get in touch: alexis.stevens@moneyandmentalhealth.org 

https://www.moneyandmentalhealth.org/professional-network/
https://www.moneyandmentalhealth.org/supporting-vulnerable-customers/
https://www.moneyandmentalhealth.org/mentalhealthaccessible/
mailto:alexis.stevens@moneyandmentalhealth.org


contact@moneyandmentalhealth.org 
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What’s Ahead…?
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Join us or follow us on LinkedIn for updates

http://www.collaborationnetwork.co.uk/
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