Responding to Suspected Elder Financial Exploitation
Staff Job Aid
Follow these steps to recognize red flags, pause when appropriate, and respond consistently and compassionately.
Step 1: Observe
· Does the transaction deviate from the customer’s normal behavior?
· Is there urgency, secrecy, or third-party influence?
· Is the payment method new, first-time, or inconsistent with past use?
Step 2: Pause (When Permitted)
· Slow the transaction when policy or law allows
· Engage a supervisor, fraud team, or BSA/AML
· Do not accuse or alarm the customer
Step 3: Ask and Listen
· Use open-ended, nonjudgmental questions
· Note confusion, scripted answers, or reluctance to explain
Step 4: Escalate and Document
· Follow internal escalation procedures
· Document observations and customer statements
· File SARs or make external reports as required
Step 5: Support
· Provide educational resources
· Encourage trusted contacts where appropriate
· Reinforce that the institution’s goal is protection, not restriction
What to Say to the Customer: Scripts by Payment Type
These scripts are designed to protect dignity while gathering critical information. Tone matters as much as wording.
Wires
· “This is a payment type we don’t usually see on your account. Can you help me understand who you’re sending this to and why it’s urgent today?”
· “Because wires are difficult to reverse, we ask a few extra questions to help protect you.”
ACH
· “I see a new recurring transfer set up here. How did you decide to start these payments?”
· “Is anyone helping you manage or set up these transfers?”
Checks
· “You’ve written a few larger checks recently to new recipients. Tell me a little about who they are.”
· “Did anyone ask you to write this check or tell you it needed to be done quickly?”
Real-Time Payments (RTP/FedNow)
· “Real-time payments move immediately and usually can’t be recovered. What did the person asking for this payment tell you would happen if you didn’t send it right now?”
· “Let’s take a moment to review this together before moving forward.”
Debit Cards
· “I’m noticing more cash withdrawals than usual. Has anything changed in how you’re using your card?”
· “Does anyone else know your PIN or help you with ATM transactions?”
