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1. INTRODUCTION 

1.1 Mitrade is dedicated to ensuring the welfare of all our clients, particularly those who may be 

considered vulnerable due to various factors. This Vulnerable Client Policy is designed to 

identify, support, and safeguard clients who may be deemed vulnerable due to various 

factors, including but not limited to mental health issues, financial difficulties, or other 

personal circumstances that may impact their ability to make informed trading decisions. 

2. IDENTIFYING VULNERABLE CLIENTS 

2.1 Mitrade defines vulnerable clients as individuals who are at a higher risk of engaging in 

trading behaviour that that might put their financial, physical, or mental health at risk. 

2.2 Below is a non-exhaustive list of potentially vulnerable behaviour: 

• Using money reserved for household expenses to fund trades. 

• Neglecting work or family responsibilities to trade. 

• Losing more money than you can afford to lose. 

• Using medications or substances to cope with the stress of trading. 

• Foregoing normal activities like sleeping or spending time with loved ones to trade. 

• Placing trades without considering the potential implications on your overall financial 

position. 

• Suicidal tendencies when trades lose money. 

• Negative or harmful self-talk related to bad trading outcomes. 

2.3 Client vulnerability can be caused by many things, including age and levels of stress.  This 

can be permanent or just a ‘point in time’ concern.  It is possible to have healthy trading 

behaviours for months or years before becoming vulnerable due to a change in personal 

circumstances.  

2.4 A vulnerable person can be: 

• elderly or suffering an age-related impairment 

• suffering any form of cognitive impairment 

• suffering from elder or financial abuse 

• experiencing family violence 

• experiencing specific life events, including: 

o divorce 

o job loss 

o death of a close relative 

o accident or sudden illness 

o having a baby  

• suffering from mental or other forms of serious illness 

• suffering from any form of addiction 

• experiencing any other personal or financial circumstances causing significant detriment. 

2.5 A client may not explicitly express their vulnerabilities. Other methods of detection may 

stem from incorporating questions into interactions with clients to uncover potential 

vulnerabilities. 
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3. ARE YOU AT RISK OF BECOMING VULNERABLE 

3.1 To determine if you might be at risk of financial vulnerability, ask yourself: 

• Am I putting my own or my family’s financial interests or future at risk to fund trades? 

• Am I using money from multiple personal accounts to fund single trades? 

• Am I opening increasingly large trades to compensate for previous losses? 

• Am I neglecting other financial responsibilities, like paying for household goods and 

services, to fund trades? 

• Am I going into debt to fund trades? 

• Am I worried that I might not be able to recover financially unless I have a winning 

trade? 

• Have members of my household expressed concern regarding the financial choices I’m 

making to keep trading? 

• Am I hiding my trading behaviour from members of my household? 

3.2 To determine if you might be at risk of physical vulnerability, ask yourself: 

• Am I neglecting my usual self-care practices like exercising, spending time in nature or 

sleeping to monitor my trades? 

• Am I struggling to fall asleep because I’m worried about trades going against me? 

• Am I using substances or medications to cope with the emotional impact of trading? 

• Am I compulsively eating or forgetting to eat to cope with the emotional impact of 

trading? 

3.3 To determine if you might be at risk of emotional vulnerability, ask yourself: 

• Am I foregoing time with friends and family to monitor trades? 

• Am I distracted by thoughts of trading while spending time with friends and family? 

• Do I notice negative self-talk when a trade goes against me? 

• Do I tie my feeling of self-worth to my trading outcomes? 

• Do I think that most of the problems in my life can be solved by a single winning trade? 

• Am I having suicidal thoughts when trades go against me?  

4. OUR APPROACH OF VULNERABLE CLIENTS 

4.1 Mitrade utilises a comprehensive assessment process during onboarding to identify potential 

vulnerabilities among clients as part of our Design and Distribution Obligations. 

4.2 Staff monitor and analyse trading activities, communication patterns, and account 

behaviours, identifying signs of vulnerability.  

4.3 We encourage clients to self-identify as vulnerable and provide channels for them to request 

additional support or safeguards. 

5. SUPPORT MEASURES FOR VULNERABLE CLIENTS 

5.1 Although our team is trained to identify signs of vulnerability through their interactions with 

clients, our main source of detection is from our clients informing us of their situations. If 

you are experiencing a change in circumstances that may be of concern, please reach out to 

our team via email at cs.au@mitrade.com or LiveChat. 

http://www.mitrade.com/
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5.2 We recognise that: 

A. There is a diverse range of circumstances that vulnerable clients may face, and each 

client's situation is unique.  

B. Vulnerable clients, often navigating challenging circumstances, may exhibit sensitive 

traits that necessitate careful interaction to mitigate any risk of harm.  

C. Vulnerable client’s situations may negatively impact their decision making. 

D. Additional attention and guidance are needed for vulnerable clients in understanding risk 

and reward trade-offs, as well as grasping presented information. 

E. Vulnerable clients may face challenges in maintaining their full investment capabilities 

and have heightened concerns regarding their financial wellbeing. 

F. Additional needs vulnerable clients may have if not met may limit their ability to make 

decisions or to represent their own interests. 

G. Depending on the nature and scale of vulnerability, our team’s action or inaction may 

translate to a perpetuated or worsened situation. 

5.3 In our interactions with vulnerable clients we: 

• Tailor our responses to vulnerable clients in a flexible manner, fitting to individual needs 

and circumstances. 

• Take steps to ensure that potential vulnerable clients understand what is happening, are 

communicated the policy, and are updated to help clients feel protected from financial 

abuse.  

• Prioritise a compassionate approach that incorporates empathy, patience, and support. 

Our team members undergo training to listen attentively, empathise with the client's 

perspective, and offer support without judgement. 

• Treat every client with the utmost respect, dignity, and sensitivity, refraining from 

making assumptions or perpetuating stereotypes based on client’s vulnerability. 

• Provide clear communication using simple language to explain situations and address 

any questions or concerns raised by vulnerable clients. 

• Consider what types of harm or disadvantage vulnerable clients may face, and how 

actions or inactions can increase or reduce the risk of harm. 

• As part of our commitment to client’s wellbeing, we offer a range of options to empower 

vulnerable clients, or upon assessment we may determine that reasonable care should 

be taken. These include the provision of: 

o Educational Resources – offer easily accessible educational materials on CFD 

trading, risks and strategies, to help promote responsible trading. 

o Communication Preferences – allow vulnerable clients to set communication 

preferences, including limiting marketing materials or establishing trading alerts. 

o Support Access – provide available resources and contact information for specialised 

support. See Appendix.  

o Account Restrictions – implement upon client request or as necessary, specific 

restrictions on trading activities to prevent excessive risk-taking. 

o Opting for Self-Exclusion - implement upon client request or as necessary. 

o Account Closure - implement upon client request or as necessary. 
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6. TRAINING AND AWARENESS 

6.1 We provide appropriate ongoing training to our team members to help:  

• identify if a Client is vulnerable; 

• understand how best and to what extent Mitrade can support a vulnerable Client; 

• take into account a Client’s particular needs vulnerability; and 

• engage with vulnerable Customers with dignity, respect, and compassion. 

7. CONFIDENTIALITY AND PRIVACY 

7.1 Mitrade maintains strict confidentiality and privacy of information related to vulnerable 

clients in accordance with relevant data protection laws. Any information provided to 

Mitrade about a client's vulnerability will only be shared within the organisation on a need-

to-know basis. 

8. RECORD KEEPING 

8.1 Any client observations or disclosures regarding vulnerabilities, and our assessment and 

support provided according to the vulnerability client policy will be documented to: 

• establish a baseline for potential mental and/or physical vulnerability; 

• track trend or deterioration overtime; 

• assessment or escalation for appropriate action and support; or 

• future training and awareness. 

9. POLICY REVIEW 

9.1 We will regularly review this policy to ensure its efficacy and relevance and update them 

when required. Updates or amendments to this policy will be communicated to staff and 

made readily available to all clients through appropriate channels. 

 
 
 

 
 
 
 

 
 
 
 
 
 
 

 
 
 
 

 

http://www.mitrade.com/


WWW.MITRADE.COM 

 

  
 

 

Page 6 of 8 MITRADE GLOBAL PTY LTD, VULNERABLE CLIENT POLICY, JULY 2024 

Appendix 1 - ACCESSING SUPPORT AND OTHER INFORMATION 

Mitrade encourages vulnerable clients to access available support services. For specialised help 

with your situation, find their contact information below: 

 

English as an Additional Language 

Translating and Interpreting Services 

tisnational.gov.au 

131 450 

Speak Your Language 

translationsandinterpretations.com.au  

1300 000 795 

Personal Crisis Counselling 

Lifeline 

lifeline.org.au 

13 11 14 

Services Australia 

servicesaustralia.gov.au/ 

individuals/services/social-work-services 

132 850 

Financial Counselling 

National Debt Helpline 

ndh.org.au 

1800 007 007 

Moneysmart 

moneysmart.gov.au 

Impaired Hearing or Speech 

National Relay Services 

communications.gov.au 

Voice Relay 1300 555 727 

TTY: 133 677 

SMS Relay 0423 677 767 
 

Indigenous Support Services 

Kari Aboriginal Services 

kari.org.au 

02 8782 0300 

Head to Health 

headtohealth.gov.au 

Mob Strong Debt Helpline 

1800 808 488 

Mental Health 

Lifeline 

lifeline.org.au 

13 11 14 

Beyond Blue 

beyondblue.org.au 

1300 224 636 

MensLine 

1300 78 99 78 

Family Violence Counselling 

1800RESPECT 

1800respect.org.au 

1800 737 732 

Victims of Crime Assistance 

Victims Access Line 

1800 633 063 

Aboriginal Contact Line 

1800 019 123 

LGBTIQ+ 

QLife 

qlife.org.au 

1800 184 527 

Legal Assistance 

National Association of Community Legal Centres 

naclc.org.au 
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Relationship Support 

Relationships Australia 

https://www.relationships.org.au/ 

1300 364 277 

Health and Wellbeing 

R U OK? 

https://www.ruok.org.au 

Gambling Counselling 

Gambling Help Online 

gamblinghelponline.org.au 

1800 858 858 

Gambling Therapy 

https://www.gamblingtherapy.org 

BetStop 

www.betstop.gov.au 

 

Gamblers Anonymous 

https://www.gaaustralia.org.au 

 

100 Day Challenge 

https://www.100dc.com.au 
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