Essentials           


FCA Consumer Duty – Our preparation for full implementation in July 2023
“A firm must act to deliver good outcomes for retail clients”

	The Rules

1. Act in good faith

2. Avoid causing foreseeable harm to customers

3. Enable & support customers to pursue their financial objectives
	
	The Outcomes
*Quality of products & services
*Price & value of products and services
*Consumer Understanding
*Consumer Support
	
	

	
	
	
	
	

	Areas to Consider
	
	Actions to be undertaken
	
	Where are we now – updated - ………

	Review of our Products & Services
	
	Complete our Annual Investment Review Complete a Review of Fund Managers 
Complete review of Platform and others we may recommend in our client segmentation
Our service needs to be flexible enough to accommodate our long-standing clients that have reached later life & have reducing assets.
Review our charging structure to ensure it is fair value for service delivered
Update our 'PROD' Client Segmentation
	
	

	Review all our communications to ensure that they are written in plain English, they are easy to understand
	
	Review of our Standard Templates for Pre-Meeting /No Meeting Annual Review Reports
Review Annual Post Review Reports to ensure wording is clear & not misleading. Avoid jargon & adapt wording depending on client's knowledge & understanding.
Ensure that all plans managed by us are included in reviews and any change in circumstance is referenced & any action required documented
Review standard letters requesting fact find updates & letter written to a client to ensure the wording is clear and easy to understand
	
	

	Update and enhance our procedures for Vulnerable Clients
	
	Review and update our current Vulnerable client register if necessary, noting detail on the clients situation , attorney (if applicable) and actions we undertake to make it easier for them to do business with us.
Ensure we offer all forms of communication e.g. emails telephone, face to face, ZOOM, client portal and we use the clients’ preferred option(s)
	
	

	Training for Team Members including SMF's
	
	The Compliance Department produced a recorded session for all staff on the implementation of Consumer Duty.
All Conduct/Certified Staff and SMF's aware that CPD must be completed on Consumer Duty & where sessions are available.
Ensure team members trained to complete their role to the best of their ability so that our clients obtain the best customer service whether in contact with Support Team or Adviser Update our Team communications around Conduct Rules to include additional rule " act to deliver good outcomes for retail customers"
Arrange full team in office session to review progress every other month starting March 2023
Ensure that staff feel empowered and safe to challenge and raise issues
	
	

	How do we measure good outcomes
	
	Client survey to be completed at annual review to ask for feedback on service.
MI: 

· Number of new potential clients referred by existing clients. 

%of Regular File Reviews to maintain standards
	
	

	Report to Board - Measure of good client outcomes
	
	Feedback from annual review Client Survey
New client contacts made through referrals
Reasons for clients leaving us to check for patterns 

Client complaints
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