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Learning Objectives

01

Summarise the findings
from the FCA ongoing
financial advice
services review
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02

Describe next steps for
firms and the FCA
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03

|[dentify good and poor
practice ahead of the
latest Consumer Duty
Board Report deadline



Ongoing Service Delivery

Multi-tirm review findings
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An open and honest review of the FCA publication

« Senior Management responsibility as business owners

Adviser-level responsibility to demonstrate ongoing FIT

Around 4 million clients receive ongoing service

Advisers deliver good outcomes AND prevent bad ones

FCA objective is to protect consumers but also deliver growth
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FCA findings — 22 largest advice firms
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Review of past provision of ongoing services

Data from the 22 largest advice firms

83% - reviews were delivered
- clients declined or did not respond to offer

2% - firm had not attempted to conduct a review

* A small subset of these firms were not readily able to provide data for all of the
years the FCA requested.
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Next steps for all firms

LDE R1 2025

LOOK BACK

 |dentify harm
« Consider a remedy
 Have evidence of a review

LDE R2 2025

LOOK FORWARD

« Consider design
« Focus on delivery
 Have data available
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©

CONDUCT
AUTHORITY

LOOK BACK — MESSAGE FROM FCA F@ﬁ\

Firms should review our findings and consider whether:

 They have delivered all the services they were required to deliver.
* A remedy is required.

Consideration should include whether it would be appropriate for them to proactively contact
customers to assess if any harm was caused as a result of any identified problems or failings.

We believe firms carrying out proactive reviews should look back to 2018.

We will monitor complaint numbers and intend to conduct further work later in 2025, to assess
how firms have responded to the issues we have identified and review actions that they have
taken. This will include considering whether appropriate remedies are being applied.
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What do firms need to do¢

()

Past review - Ongoing Service Delivery
Lf-’kdviser BITIE. ceieeeeeereeecracreere s e s e seesas e senser s e s saaenasnarserassesassasnnsensansen
You can either carry out a ‘full review' or ‘dip test’.
IMPORTANT NOTE: ‘A’ should equal ‘B+C+D’

A B C D E

Year Number of Number of reviews | Review Declined / | Review not Number of cases Action taken
reviews due delivered Mo response attempted where harm
identified

2024 20 45 4 1 2
2023
2022
2021
2020
2019
2018
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What is harme Not defined by the FCA

The FCA has not put in writing a clear definition of ‘harm’. Verbally they have
confirmed the following would be examples:

Client paid for the service, but the firm did not attempt the review.

Offered and declined over consecutive years - continuing with the service was not
in the client's best interests.

Offered and declined - but the client wasn't aware that charges were being
deducted from their product.

Failure to conduct a review had a materially negative impact on consumer.
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Full review vs Dip Test

Gold standard - Peace of mind
Robust evidence for FCA if needed
Due diligence ready

No hidden liabilities

Select a % of files per adviser
A proportionate risk-based approach
Larger client banks - increased risk

Outcome could drive more activity

aeYe )

=

L
Lé

11



Simplybiz Learning and Development Events R1 2025 @

Question and Answer

Is suitability of the advice in scope?
No, the FCA are focusing on delivery in line with contract and rules.

Do | need to speak to PII?

You must notify Pl prior to contacting the client, even though under the terms of the policy this is unlikely to
bbe covered.

Do | need to review service delivery from when | was at a previous firm/network?
You only need to consider reviews for which your current firm is responsible.

What are the consequences of doing nothing?

Further FCA work is planned later in 2025. This will involve a wider spread of firms. If FCA sees that firms
don't have evidence of areview, they may look to a "more prescriptive exercise". A chance to mark your
own homework.
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Caution - FCA and FOS not always on the same page

- FCA won't commit on whatis
acceptable or not

« FOS taking a hard stance - focusing
on what has been promised

» Disengagement policy and letter
available

« Consider both regulatory risk and
commercial risk

ME AL N

=

When $h0uld you

switi
fees
you,

Exclusive:

e

rector of

markets says it would be ‘regrettable’ if it
imposed a timeline on when advice fees

should stop.
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Contract and regulatory requirements

The confract Regulatory Rules

Your Service Proposition
Engagement Document

COBS 6.1A - adviser charging

and right to cancel

¥

COBS 9/9A - suitability
content and frequency

¥

=)

Deliver as promised

PRIN and Consumer Duty

Clear and understood (including Fair Value)
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Further detailse — Compliance Bullefin 14 April

* Link to FCA update

« Compliance Clinic recording

- Past delivery of services template

« Question and Answer document

FCA review of ongoing odvice services - can you evidence delivery?

On 247 February, the FCA published an updaobe on work it hos been doing fo review the
delvery of ongoing odvice services. A copy of the FCA publication can be found HERE.

Ganerolly speaking, the resulis of this execis were good news, however the FCA are
can=ful fo highlight the somple e wos ool

The FCA s row asking the odvoe industry,
as awhole, to consider whether they hove
delvered al the w=rices fhey wers
requirad fo deiver and whether o remecdy
is rsquired. The FCA hos stoled & will check
on firms progress iofer in 2023,

The FCA updoie confoirs o seciion ffed
Hext sheps for firns’ wifh o col o oction fo
odvice fimns innespect of past ongaing
financiol odvice services.

Compllance Clinic

Wi explored this ssue on ow recent
Complance Clnic, where we looked of:

& fhe findings from fhe FCA review of
angoing odvice senvices

&  how firma con prepare for
raguiniory follow-up loter in 2004

& fhe ks ossocioted with non.
delnerny of services

‘fou can occess a copy of the recanding

Review of past delivery of sevices

On fhe dinic, we highlighted fhe FCA expeciotion fhof firme comy out o review of post
delvery of senices looking bock to 2018

‘W oppreciote this exescise & Lnikely fo be siroightforwarnd, however 1o suppor fims we
hove crente o tempiofe: HERE which firms con use 1o record how they hove resconded to
fhe sues identified Dy FCA and neview octions that they have joken. There ore some
guidance nodes wifhin the tempicée o suppod with completion. This follows o smilar
formiat o fhe dota published by the FCA in thet updaie.

15



Consumer Duty

Good and poor practice observations
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A reminder of key obligations

* Firms must monitor consumer outcomes

Strive for continuous improvement

Focus on the four consumer outcomes

Have evidence and Ml available

Prepare a Board Report atf least annually
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Monitoring feeds into Board Report

e R O® © =

Culture & Price & Products & Consumer Consumer Vulnerable
Governance  Value Services Understanding Support Customers

18
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Board Report (Governing Body Report)

- Improvements made to your service

» Risks identified and addressed

* Individual instances of harm

« Future business strategy

- Sign - off by 315t July 2025

Products and Services

bove rning Body Report — Consumer Duty
Executive Summary (provide g short critique of your firm’s performance overall in demonstrating that it is delivering good outcomes)
& CODDGODNN0N
The following improvements have been made in the period (e g. new or updoted dota metrics/policies and procedures updated, technology odopted)
 COODGOD0N00N
The following risks have been identified and will be addressed moving forward (omber/red flags from the manitoring report):
® CODOOO0OONXK [to be actioned by [date]]
The following individual instances where our clients have not received good outcomes have been identified [=.g. foreseeoble harm/complaints)
®  OO00C0000N [details of root cause analysis/redress to be paid]
Our future business strategy is compatible with the expectations of the Consumer Duty.
We don’t envisage any substantial changes to our business activities and strategy in the year shead
or

We expect the following changes to our business activitizs in the year =head but we have provizions in place to ensure compliznce with the Conzumer Duty.
[nsert details of change. Where the firm is recruiting, CD is embedded in the recruitment process and ongoing supervision. Carrying out o new regulated
activity, the firm will use pre-sale file checking from an independent source etc. Where the firm is locking to sell the business/their client bonk, due diligence
will be undertaken on the purchoser and ciients will be kept informed ond supported.]

[Name of individual(s) ] at [name of firm] is satisfied that the firm is acting to deliver good outcomes for our customers, complying with the cross-cutting
rules and the consumer outcomes.  Our future business strategy is consistent with these obligations.

Review and Approval Date:
Signed by
Next review due:
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Some key data feeds

Products and services Price and value

Key Performance Indicators
File Review Outcomes
Training and Competence

Ongoing Service

Complaints

Consumer understanding

Customer Feedback
Vulnerable Customers
Staff Feedback

Client communications

Compliance Reports

I

Consumer support

(@n)
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Good practice — FCA and Field Team Feedback

Good practice

Clear accountability and timescales — where an issue is identified

Improved data and MI - outline new sources of information
Increase in file review activity

Better recording of ‘friction’ in advice process — checking understanding / offering more time

Maximum fee introduced where % based
Improved processes for ongoing reviews — tfracking delivery and quality
Educating clients around scams — information on website and at client meetings

2]
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Poor practice — FCA and Field Team Feedback

No Board Report undertaken for 2023/24 - this is a rule breach

No evidence of challenge from the Board — administrator completed and filed
Outstanding actions from previous report not addressed

Lack of evidence around client satisfaction

No Vulnerable Customer data - firms need information around number and adaptations
Treated as a fick-box exercise — yes / no / not applicable is not enough

No fair value assessments — maintain and review where there are material changes

22



Simplybiz Learning and Development Events R1 2025

Consumer Duty Hub

« Annual Monitoring Framework
* Board Report template

 Fair Value Assessments

« Compliance Clinic

Tools and technology

“» SimplyBiz 01434 439 100 | Q
% vesments | Compilance | Persions | Morigages Protection & €1 | Events | Comect | Yeur Propesiion | ‘Tour Business | Mediabub | Product NewsHih | Asctiosal Support | Hertzme

Welcome to the Consumer Duty Hub

In the run up to the Consumer Duly implementation deadline of 11* July, 2023, we provided members and clients with an array of guidance,

documentation and tools o ersure linms were ready.

Mo that the rules are in place, you may wish to amiliarise yoursell with cenain elements and will of course still nesd to be able evidence you are
meeting the new rules on an ongoing basis. To ensure you have everything you need to remain compliant, we offer ongoing access to all the support and

tools available via this hub - dick on the tiles below Tor mare:

Consumer Duty - Annual Reporting

This includes a short guide to complieting your Consamer Duty Annual Reporting, an anmual cutromes monitoring 2sessment framework based on your firm type
and a templaie Governing Body Report |Board Heport) fior complietion by 31 uly 2024 and annually thereafier.

Download our
definitive guide
and gap analysis

Download our hints and tips
guides




Bitesize Compliance
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FCA Survey - Advice Firms
To be sent to all firms in franches
Mandatory completion

Expected to have 8 weeks to complete
Acknowledge receipt by completing Q1
Guidance will be available

For support — use the Compliance Helpdesk

FINANCIAL
CONDUCT
AUTHORITY

Information Request under s165 of the Financial Services &
Markets Act 2000 — Advisers and Intermediaries Sector

We have seen a ‘pilot’ copy

Expect 28 questions covering

Information about staff

Your ‘active’ clients

Advice process and controls
Business model

Future plans
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A new charges for CMCs to use FOS

In force from 15" April

Chargeable at £250 per case

Lobbied for strongly by SimplyBiz

FCA to increase focus on CMC sector - very welcome

26
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Advice Quality Unit

- Demonstrate/evidence suitable
ongoing advice

« Check the firms/advisers process is in
line with expectations

* Are infernal file reviews up to current
regulatory standards

« Will the files stand up to regulatory
scrutiny or complaintse
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Business Consultancy — new service

Our Ongoing Review Proposition

« will help firms assess, design and build an
ongoing review propaosition.

 In line with the regulators focus on firms
delivering ongoing reviews.

It will include;

Ongoing Review Proposition Document
P&V Spreadsheet
Ongoing review Document (client facing)

Disengagement letter (client facing)
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Navigator - Digifisation

Digitised compliance solution for all
included in membership

Compliance Dashboards & Registers
Track activities & key risks —reduce worry
Consumer Duty Ml

File Review Output

<
Cé)
/N

simplybiz®

Overview File Reviews T&C

Registers Monitoring Plan

Configuration

Good Morning, Paul

Compliance Monitoring [ )

‘ Up to date

2

Overdue Upcoming

New Business

Client Reviews

- -9
y N o T
0 l

A A A A A A
RELANC LA LA LN L N

Feb24 Mar24 Apr24 May24 Jun24 Jul24 Aug24 Sep24 Oct24 Nov24 Dec24 Jan25

File reviews
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9 Pending

Qutcome
—

Gifts & Inducements

10

1Pending

Complaints

1Pending

Uﬁheld
T

Breaches

3

10pen

Breach v Near Miss

13
ce? i

0o 0 g @0 0¥ ™

Clients

8 2 0 Vulnerable

ACUvVE

175 Passive
Status

Vulnerable

Financial Promotions

7

Approval

Quick links
Submit a file review
Help & Support

Upgrade
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Navigator - Annual Review Tracker

navigator® simplybiz®

Jennifer Peaty

Client has been flagged as vulnerable

Details Ed Review E3

Client Jennifer Peaty &= scheduling attempts 2 0
Due by 01/07/2025 scheduled for 29/03/2025
Type Full Outcome Conducted
Status Pending report Completed on 30/03/2025

Report sent on
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Learning Outcomes

01

Summarise the findings
from FCA ongoing
financial advice
services review

02

Describe next steps for
firms and the FCA

03

|[dentify good and poor
practice ahead of the
latest Consumer Duty
Board Report deadline
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Simplybiz

We deliver more value and control to financial professionals.

Combining regulatory expertise with the most comprehensive technology platform in the market, we help financial professionals

operate more effectively.

Who we are

Award winner in business and regulatory
support for retail financial services.

FINTEL"

Part of Fintel plc, the leading provider of fintech and support
services to the UK retail financial services sector

What we do

We help over 30% of the directly authorised
intermediary market to operate more
effectively.

+ Delivering more income, freedom and confrol
to financial professionals.

How we do it

An integrated compliance and
technology platform.

+ Delivering cost and tech driven efficiencies
« Flexible services adapted to your needs

Financial
Technology

Business
Support

. Regulatory
. Expertise
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