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Supporting our Vulnerable Customers  
 
At Bank of China (UK) Limited, we are committed to treating all our customers fairly and 
with care. We understand that at different times in life, you may face circumstances or 
situations that make it harder to manage your money or access our services. We refer to 
this as vulnerability.  This Information Sheet explains what being a “vulnerable customer” 
means, and the support we can offer, and where you can find additional help, if needed.  
 
 
What is a Vulnerable Customer? 
 
You may be considered vulnerable if your personal circumstances make it difficult for you to 
manage your finances or make decisions. This can be temporary or long-term.  
 
All customers are at risk of becoming vulnerable at some point in their lives. Examples of 
potential vulnerabilities are listed below: 
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Health Life Events Resilience Capability 

Physical disability Retirement Inadequate or 
erratic income 

Low knowledge or 
no previous 
experience 
managing finances 
for example a first 
time buyer 

Severe long-term 
illness 

Bereavement  Over-indebtedness  Poor literacy or 
numeracy skills 

Hearing or visual 
impairment  

Income 
change/Income 
shock 

Low savings Poor English 
language skills 

Mental health 
condition or 
disability  

Relationship 
breakdown/divorce 

Low emotional 
resilience  

Poor or non-existent 
digital skills 

Addiction Domestic 
abuse/economic 
control 

 Learning difficulties 

Low mental capacity 
or cognitive 
disability  

Caring 
responsibilities  

 No or low access to 
help or support 

 Other circumstances 
such as immigration 
or seeking asylum, 
human trafficking, 
or modern slavery 

  

 

 
How can we help   
 
Should you be experiencing any vulnerability please do not hesitate to contact us and 
outline your situation so we can explore if any reasonable accommodations can be made to 
support you. Our staff are here to help and can arrange solutions, where possible, to assist 
you in using our banking services, in areas such as: 
 

 Language needs / English as second language 

 Physical limitation / disability  

 Life Changing Events  

 Limited knowledge or awareness of products or markets    

 Age related issues 

 Health  

 Limited knowledge or awareness of financial products or markets    

 Non Performing Mortgage Loans  

 Credit Card persistent debt and difficulty to make repayments 

 Fraud cases  
 
The information you provide to us will be treated confidentially and with respect. 



 

 

Getting in touch with us – contact details for our UK Branches 
 

Should you have any questions on vulnerability or require any assistance please contact us 
directly using the details below:  
 

Banking Department  

Address：2 Lothbury, London EC2R 7DB      

Telephone： 0044 (0) 20 7282 8845  

Fax： 0044 (0) 20 7282 8846    

Email：business.uk@bank-of-china.com 

 

London Chinatown Branch  

Address：107 Shaftesbury Avenue, London W1D 5DA     

Telephone：0044 (0) 20 3192 8470   

Fax： 0044 (0) 20 7734 1704    

Email：wbranch@bank-of-china.com 

 

Birmingham Branch  

Address： 33 Horse Fair, Birmingham B1 1DD    

Telephone： 0044 (0) 20 3192 8469   

Fax： 0044 (0) 121 622 7082    

Email： birmingham@bank-of-china.com 

 

Manchester Branch  

Address： 67-69 Mosley Street, Manchester M2 3JB     

Telephone： 0044 (0) 20 3192 8468  

Fax： 0044 (0) 161 228 0285    

Email： manchester.uk@bank-of-china.com 

 

Glasgow Branch  

Address： 450 Sauchiehall Street, Glasgow G2 3JD    

Tel： 0044 (0) 20 3192 8467   

Fax： 0044 (0) 141 332 6728   

Email： glasgow@bank-of-china.com 

 
 
Customer Service Centre: 
 
Tel :   0044 (0) 20 7282 8926 or 0800 38 95566 (UK)  
Email :   service.uk@bankofchina.com 
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External Organisations and Contact Details 
 
 

There are a number of external and independent organisations that may be able to support 
you in assessing any potential vulnerability you may be experiencing, with the following 
publically available helplines and websites offering expertise in their specialist areas: 
 
 

Vulnerability Area Phone Website 

Mental health 0300 123 3393 www.mind.org.uk 

Domestic economic abuse 0808 2000 247 www.nationaldahelpline.org.uk 

Suicidal thoughts 116 123 Jo@samaritans.org 
www.samaritans.org.uk 
 

Cancer support 0808 808 00 00 www.macmillan.org.uk 

Financial difficulties 0808 138 1111 
0800 138 7777 
0808 808 4000 

www.stepchange.org 
www.moneyadviceservice.co.uk 
www.nationaldebtline.org 

Age related issues 0800 678 1602 www.ageuk.org.uk 

 
 
 

 
 

      We are committed to providing you with the best possible service 

 
 
 
 
 
 
 
 

We may monitor and/or record your telephone calls, e-messages, emails and other online 

communications with us for training and monitoring purposes.  

Bank of China (UK) Limited is authorised by the Prudential Regulation Authority and regulated by the 

Financial Conduct Authority and the Prudential Regulation Authority (Financial Services Register 

number: 467410) 


