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Learning Objectives
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Ongoing Service Delivery

Multi-firm 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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No systemic 
issues but will 

monitor

Highlighted it 
was not a 

representative 
sample 

Require firms to 
review its 
findings 

Firms to look 
back to remedy 

any harm 

FCA to check 
on firms’ 

progress later in 
2025 

Will review 
existing ongoing 

service rule 
requirements 
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Review of past provision of ongoing services

Data from the 22 largest advice firms

    83%   - reviews were delivered 

    15%   - 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
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LDE R2 2025

LOOK FORWARD

LDE R1 2025

LOOK BACK

• Identify harm

• Consider a remedy 

• Have evidence of a review

• Consider design

• Focus on delivery

• Have data available



LOOK BACK – MESSAGE FROM FCA
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What do firms need to do?
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What is harm?  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 
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Full review Sample 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
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Question and Answer

Is suitability of the advice in scope? 

No, the FCA are focusing on delivery in line with contract and rules.

Do I need to speak to PII?

You must notify PII prior to contacting the client, even though under the terms of the policy this is unlikely to 

be covered.  

Do I need to review service delivery from when I 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 a review, they may look to a "more prescriptive exercise".  A chance to mark your 

own homework.

12

Simplybiz Learning and Development Events R1 2025 



Caution - FCA and FOS not always on the same page

• FCA won't commit on what is 

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
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Contract and regulatory requirements
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The contract 

Your Service Proposition 
Engagement Document

Deliver as promised

Clear and understood

Regulatory Rules 

COBS 6.1A - adviser charging 
and right to cancel

COBS 9/9A - suitability 
content and frequency

PRIN and Consumer Duty 
(including Fair Value)
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Further details? – Compliance Bulletin 14th April
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• Link to FCA update

• Compliance Clinic recording

• Past delivery of services template

• Question and Answer document



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 MI available

• Prepare a Board Report at least annually 
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Monitoring feeds into Board Report
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Price & 
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Products & 
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Understanding

Consumer 

Support
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Board Report (Governing Body Report)
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• Improvements made to your service

• Risks identified and addressed

• Individual instances of harm

• Future business strategy

• Sign - off by 31st July 2025
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Some key data feeds
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• Key Performance Indicators

• File Review Outcomes

• Training and Competence

• Ongoing Service

• Complaints

• Customer Feedback

• Vulnerable Customers

• Staff Feedback

• Client communications

• Compliance Reports



Good practice – FCA and Field Team Feedback
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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 – tracking delivery and quality

Educating clients around scams – information on website and at client meetings



Poor practice – FCA and Field Team Feedback
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Poor practice 

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 tick-box exercise – yes / no / not applicable is not enough

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



Consumer Duty Hub

• Annual Monitoring Framework

• Board Report template

• Fair Value Assessments 

• Compliance Clinic 

• Tools and technology 

23

Simplybiz Learning and Development Events R1 2025 



Bitesize Compliance
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FCA Survey - Advice Firms

25

To be sent to all firms in tranches

Mandatory completion

Expected to have 8 weeks to complete

Acknowledge receipt by completing Q1

Guidance will be available

For support – use the Compliance Helpdesk

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 1st April 

• Chargeable at £250 per case

• Lobbied for strongly by SimplyBiz

• FCA to increase focus on CMC sector - very welcome  
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Our support
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Advice Quality Unit

• Demonstrate/evidence suitable 

ongoing advice

• Check the firms/advisers process is in 

line with expectations

• Are internal file reviews up to current 

regulatory standards

• Will the files stand up to regulatory 

scrutiny or complaints?
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Business Consultancy – new service

Our Ongoing Review Proposition

• will help firms assess, design and build an 

ongoing review proposition.

• 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 - Digitisation
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Digitised compliance solution for all  
included in membership

Compliance Dashboards & Registers

Track activities & key risks – reduce worry

Consumer Duty MI

File Review Output
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Navigator - Annual Review Tracker 
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Learning Outcomes
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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.  

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. 

How we do it

An integrated compliance and 

technology  platform.

• Delivering cost and tech driven efficiencies

• Flexible services adapted to your needs 

Simplybiz  

• Delivering more income, freedom and control 

to financial professionals. 
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