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* BIBA Compliance Manual
* Engaging Events
* Tailored Solutions
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Format

1. ICOBS (and thus IDD) a
overall Conduct Risk

2. IDD - chang

Today’s learning outcomes

1. By the end of this briefing y
gained an insight into ch
when the IDD comes i

. Other things to thi




Requlatory change 2018 - general insurance

Regulatory risks 2018
« Wholesale market study
« Pricing

GOVERNANCE AND
ACCOUNTABILITY
SM&CR -Q4 2018

Valuesn distribution chain
PRA Financlal Risk Framewark

Senior managers and certified

persons

« Prescribed

« Responsibilities map and + DPO notSMF
statements « Requlatory references

Data security in processes

Conduct rules (COCON) and TCF

Governance

and culture

Customers’ best interasts
RPPD, PROD 3nd POG
Distribution strategy

« Datarights and consents
+ Datamapping
« Breach response and notification

Board project
sponsors

+ SMF keeper of records and Training and + [Coenforcement
racedures TR competence (8IG) DATAAND DSARS
- DAs, AR Al DISTRIBUTION PRIVACY

IDD - 23Feb2018 GDPR - 25 May 2018

« ‘Smarter communications” and
FinProms in social media

« Privacy in customer documents

« Target market and ‘demands and
needs’ infarmation flows

« Third party relationships

« Distribution arrangements

« Data acquisition/analytics

Conflicts, transparency
and disclosure
Product information
Senvice and status disclosure
Knowledge and ability

1. As part of
Conduct Risk?
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Home / News / FCA publishes decision notices against One Call Insurance Services Limited and John Lawrence Radfor

FCA publishes decision notices against One Call
Insurance Services Limited and John Lawrence Radford

Press Releases | Published: 26/01/2018 | Last updated: 26/01/2018

The Financial Conduct Authority has today published Decision Notices in respect of One Call
Insurance Services Limited (One Call) and its Chief Executive and majority shareholder
John Lawrence Radford.

A connected company to One Call, One Insurance Limited (OIL), has made a reference to the Upper Tribunal (the
Tribunal) as a third party in relation to certain statements in the Decision Notices, where each party will present
their case. The Tribunal will then determine the appropriate action for the FCA to take, which may or may not

in ¥ X

Print page Share page

FCA publishes decision
notices against One Call
Insurance Services
Limited and John
Lawrence Radford

Media Centre

Press releases and contacts for
journalists and other media
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Home / News / The Financial Conduct Authority takes disciplinary action against five individuals and three firms in relation to solicitors" professional

indemnity insurance and other insurance schemes' failures

The Financial Conduct Authority takes disciplinary
action against five individuals and three firms in
relation to solicitors' professional indemnity insurance

and other insurance schemes' failures ,
- in ¥ X
Press Releases ‘ Published: 01/02/2016 ‘ Last updated: 01/02/2016 Print page Share page

The Financial Conduct Authority (FCA) has fined five individuals and two firms a total of £15.5m, in addition to banning four of
those individuals, for significant integrity and competence failings.

F A CONDUCT
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About us Firms Markets Consumers Publications
Home / News / Moorhouse fined for failures in relation to its telephone sales

Moorhouse fined for failures in relation to its telephone

sales ,
- in v
Press Releases ‘ Published: 23/04/2015 ‘ Last updated: 23/04/2015 Print page Share page

The Financial Conduct Authority (FCA) has today fined Moorhouse Group Limited (Moorhouse) £159,300 for failures In relation to
the oversight and control of its telephone sales and in particular the sale of commercial vehicle add-on insurance products
during 2012.

Moorhouse is a general insurance broker whose business is focused on selling motor and lizbility related insurance products to small and medium enterprises
(SMEs) including very small businesses known as micro-SMEs.

Georgina Philippou, acting director of enforcement and market oversight at the FCA said:
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Home / News / Besso Limited fined for anti-bribery and corruption systems failings

Besso Limited fined for anti-bribery and corruption

systems failings ,
- in v
Press Releases ‘ Published: 19/03/2014 ‘ Last updated: 19/03/2014 Print page Share page

The Financial Conduct Authority (FCA) has fined Besso Limited £315,000 for a failure to take reasonable care to establish and
maintain effective systems and controls for countering the risks of bribery and corruption.

The FCA found that Besso, a general insurance broker, operated a weak control environment surrounding the sharing of commissions with third parties which
qave rise to an unacceptable risk that they could be used for corrupt purposes.

Tracey McDermott, the FCA's director of enforcement and financial crime, said:

"Despite receiving two visits from us, and numerous industry wide warnings, Besso failed to ensure that they had proper systems and controls in place to

wntar the rickc of heiban ond iondn thair bucin it
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Home / News / FSA bans and fines insurance broker Harbinder Panesar £212,237 for misappropriating money from his business and selling worthless

policies

FSA bans and fines insurance broker Harbinder Panesar
£212,237 for misappropriating money from his

business and selling worthless policies ,
- in ¥ X
Press Releases ‘ Published: 15/01/2013 ‘ Last updated: 29/03/2013 Print page Share page

The Financial Services Authority (FSA) today banned insurance broker, Harbinder Panesar, from working in the financial services
Industry and fined him £212,237.

Panesar was the director of South Wales motor breakdown insurance firm, Motorcare Elite (2008) Ltd (Elite). The FSA has cancelled the permission of Elite,
meaning it can no longer do authorised business. Elite is currantly in liquidation.
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Home / News / Firm fined £1.8million for "unacceptable” approach to bribery & corruption risks from overseas payments

Firm fined £1.8million for "unacceptable” approach to

bribery & corruption risks from overseas payments ny
In

Press Releases ‘ Published: 19/12/2013 ‘ Last updated: 30/08/2015 Print page Share page

The Financial Conduct Authority (FCA) has fined JLT Specialty Limited (JLTSL) over £1.8million for failing to have in place
appropriate checks and controls to quard against the risk of bribery or corruption when making payments to overseas third
parties.

JLTSL, which provides insurance broking and risk management services, was found to have failed to conduct proper due diligence before entering into a
relationship with partners in other countries who helped JLTSL secure new business, known as overseas introducers. JLTSL also did not adequately assess the
potential risk of new insurance business secured through its existing overseas introducers,

Tracey McDermott, the FCA's director of enforcement and financial crime said:
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9 A privacy reminder from YouTube, a Google company
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you tube brolly insurance

Up next

50% people don't
trust their insurer to
pay out on claims

We asked people what they REALLY thought about insurance!
e 90 A

295 views
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Filmed My Boss Firing Me

Cole Hersch
9.8Mviews

The People vs Insurance

Brolly
N 17views

10 Things Body Language Says
About You
TheHUB &
12Mviews

Teen Lotto Winner Says She's
Miserable as a Millionaire | This
This Moming &
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'Degree needed' to fathom financial small
print

By Kevin Peachey
Personal finance reporter
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Top Stories

Multiple arrests in raids across
France

A total of 23 people have been arested
and weapons seized in a series of raids
targeting Islamist militants across France,
officials say, following Friday's aftacks in
Paris.

@© 8 minutes ago
Terror funding to be cut off -
Cameron

® 17 minutes ago

Heavy rain brings flood disruption

@© 59 minutes ago
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Insurance

BUSINES S DN

NEWS INFOCUS RESOURCES SPECIALTY FORUM EVENTS SUBSCRIBE
v

85% of homeowners don't understand this
insurance product

by Louie Bacani
120ct 2016
Freee-newsletter - get the latest news! &
SHARE INDUSTRY NEWS
Allianz
5March 2018 sees rule changes to
1Y} ey loossd 2

Veracity Index 2017 - all professions overview

“Now | will read you a list of different types of people. For each would you tell me if you generally trust them to tell the truth, or not?"

Nurses

Doctors

Teachers

Professors

Scientists

Judges

Weather Forecasters
The Police

Television news readers
Clergy/priests

The ordinary man/woman in the street
Civil Servants

Lawyers

Pollsters

Charity chief executives
Trade union officials
Local councillors
Bankers

Business leaders

Estate agents
Journalists

Professional footballers
Government Ministers
Politicians generally

Ipsos MORI

Social Rosparch Inctitute

94%
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59%
4%
50%
50%
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‘ % trust to tell the truth

Base: 998 British adults aged 15+ fieldwork 20 - 26 October 2017




Your job |

ENVIRONMENTAL

STRATEGY &
BUSINESS MODEL

OPERATIONAL

CONTROL

COMMUNICATIONS MARKET OUTSOURCING & FUNCTIONS

INTEGRITY THIRD PARTIES

PRODUCT

CONFLICT COMPLAINTS MANAGEMENT
MANAGEMENT INFORMATION

\\—/

REWARD &
PERFORMANCE COMPETENCE
MANAGEMENT




Some firms’ cultures,
processes and products ha
been designed to enabl
to profit from consu

and to exploit t
access to, or
infor

What is good conduct at Beazley?

At the heart of Being Beazley is considering the needs of our customers in
everything we do — whether it's the products we sell or how we sell and service
them. This represented in our ‘being Beazley’ values.

Being Beazley is at the heart of everything we do...

© 00 06 0 0 0

deliver friendly honourable creative passionate bo]lﬁ
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It sets our compass 7o = A &
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/ which guides our behaviours
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What shapes Conduct Risk?

Corporate strategy and culture

Customer needs, sales strat
design and governance

Financial promotions
Sales and advic
After sales i
Claims




Intended improvements?

» Expand scope to all distribution chann

* Identify, manage and mitigate con
interest;

» Ensure sanctions are mor

» Enhance suitability an
advice; and,

e Ensure sellers’
match the

I

FINANCIAL Search
CONDUCT
AUTHORITY

About us Firms Markets Consumers News Publications

Home / Firms / Insurance Distribution Directive

Insurance Distribution Directive ,
- iny

First published: 25/05/2018 ‘ Last updated: 01/06/2018 Print page Share page

Insurance Distribution

The Insurance Distribution Directive is EU legislation which sets regulatory requirements for
firms designing and selling insurance products.

More on IDD =
The Insurance Distribution Directive (IDD) replaces the Insurance Mediation Directive (IMD). It aims to enhance The basic advice regime under
consumer protection when buying insurance - including general insurancg, life insurance and insurance-based MiFID 11 & IDD
investment products (IBIPs) - and to support competition between insurance distributors by creating a level
playing field.

Like the IMD, the IDD covers the authorisation, passporting arrangements and regulatory requirements for




I. Application

Application

» All persons who conduct insurance
distribution (as defined) to custo
* New category of ancillary in
intermediary (All) — wher
ancillary to the main

e FCA will re-label i
activities to “in




Application

* |COBS excludes reinsurance and |

» FCA will maintain (prescriptiv
disclosure requirements e
commercial large risks

» Certain requireme
intermediaries |

Customer Classification

 IDD applies to both retail (cons
commercial customers

e Definitions under ICOB




Client Definitions

o Consumer e Commercial

Any natural person who A commerci
is acting for purposes a custo
which are outside trade con

or profession

This is to match the D
same as retail cus

“Mixed use” treated as commercial.

If unsure whether consumer or commercial then
you must treat as consumer.

Group

Commercial legal Policyholder —
“consumer” beneficiaries (e.
accident and PMI)




Why is this important?

There are different rules about what y
to give a consumer customer

An ‘assumption’ is made that a
customer is more knowledg

Large commercial cust
rights, e.g. do not qu
FOS and FSCS

Il. Professional,
Organisational
and Prudential




Professional, organisational
and prudential

1. Staff knowledge and ability
2. Prudential requirements
Restriction on the use

1. Knowledge and ability

» Applies to insurers, insurance and
reinsurance intermediaries

— Product knowledge, applicable
customers’ needs, claims a
insurance market, ethics
competence as a mini




2. Prudential

» FCA propose to maintain already exi
requirements for PIl - €1,25m p
year and €1,85m in the aggr
annual income up to £30

* Rules exist re exce
cover — legal def

3. Restriction on the use of
intermediaries

 All firms must only use authorised
insurance intermediaries for in
distribution services for the

» This goes beyond curre
apply to insurers

* New rules sit in




. Complaints
Handling

Complaints

» IDD requires process in place for customers
other eligible parties to register complain
receive replies. This requirement appli
types of insurance transaction, wh
involves a retail customer or a
customer, including reinsur

IDD requires “adequate




* Current DISP rules contain the following
requirements:

» complaints from eligible complainants
handled in accordance with the co
handling rules in DISP 1

» an appropriate and effectiv
dealing with complaints
not eligible complain

that complaints f

* Now will include complaints about busi
carried on by UK firms from a bran
another EEA state

* FOS to apply to firms with

the UK that eligible com
refer complaints fro
UK to the FOS in
by incoming E




IV. Conduct of
Business

1. Overarching requirements

1. Act honestly, fairly and profession
the best interests of customers

2. Communicate in a way whi
not misleading

3. Label marketing m
rather than cont




4. All customers and all parts of the ¢
subject to conduct of business
principles

5. New requirements will a
firms who distribute
ancillary insuranc

responsible!)

2. Pre-contract disclosures

1. What type of firm are you (insurer, inte

2. Is a personal recommendation (advi
made — main product and any

3. Are you acting on behalf of
customer? Does this ch

4. Do you own 10% or
versa?

5. Is any advice
analysis




e |Intermediaries to disclose “nature and basis
of the remuneration they receive”

— Nature — type (commission, bonus, profit share
other financial incentive)

— Basis — source (who from)
— Remuneration incl non-monetary b

» Firms need to present this in

useful way highlighting p
interest (only for them

5.25 The table below sets out some scenarios and whether they are likely to be compliant with cur
proposed rules and guidance.

Table 1: ve examples cor fi r i dliscl =

Likely
Scenario compliant? | Comments
We arrange the policy with the insurer Yes This gives a disdiosure of the type of
on your behalf. You do not pay us a fee remuneration the intermediary received.
for doing this. We receive commission It also explains the source of the
from the insurer which is a percentage of remuneration.
the total annual premium.

MNo This does not state that the source of
We receive commission from the the commission is that it is included
insurer for selling this policy. wvithin the premium.
When you take out a policy with Yes This provides the amount of the fee
us we charge you a fee of £50. payable by the customer, and also
In addition, the insurer pays us a gives an explanation of the other
percentage of the annual premium remuneration.
14 days after the policy starts.
Insurers pay us commission to sell No This does not state that the source of
policies on their behalf. They also the commission is that it is included
provide us with pericdic incentives weithin the premium.

{such as bonus payments) if we meet
certain sales targets.

When we sell you a policy the insurer | Yes This gives an explanation of both types
pays us a percentage commission of remuneration the firm receives {or
from the total premium. If the type may recemweal.

of policy we sell reaches specific
profit targets the insurer also pays us
an additional bonus.

The insurer pays us a flat fee per Yes This gives 2n explanation of the type
policy to deal with claims on their of remunerzstion and who pays it
behalf. However, it would be insufficient if the

firm received more remuneration than
just the flat fee.

The insurer pays us a flat fee per Yes This gives an explanation of both types
policy to deal with claims on their of remuneration the firm receives {or
behalf. Every month the insurer may recemne).

calculates the profit made on policies
we administer. If this is above a
certain amount they also pay us a
share of this_

5.26 e have considered other possible approaches. These include:




3. Advised and
non-advised sales

 All firms are required to identify de
needs and ensure what is propo
consistent with those deman
(incl non-advised)

* Where a firm provide
why the proposed
expressed de

Clear and

FCA Proposals

1. Firms must take an active role in identifyi
customer’s demands and needs and t
then have to be specified, so, firms
do:-

[. Identify the D&N and match th
products

II. State the D&N and assi

informed decision (hi

For non-advise

investigation i




Table 2: lllustrative examples concermning insurance demands and needs?®
Likely

Scenarlo compliant? | Comments

The customer is concerned about their Yes This is likely to be compliant as the firm

cat falling Hl. The firm offers onfy those has ientified the customer’s demands and
pet insurance products which cover all needs, and offered onfy products which
wet's bills. meet them.

Thea customer = conoermed Fbout their Mo This is unfikely to be compliant as the firm
cat falfing ill. The firm offers all their pet has proposad contracts which are not
insurance products, including acoident consistent with the customer’s basic need.
only COWer.

The customer is concerned about their Yes This is likely 1o be compliant as the firm

car not starting on a cold morping. The has identified the customer’s demands and
firm offers onky breakdown insurance needs, and offered only products which
which offers cover at the home address. meet them.

The austomer is concerned about theair Mo This is unfikely to be compfiant as the firm
car not starting ona cold morning. The has proposed contracts which are not

firm offers afl its breakdown policies, oonsistent with the customer's basic need.
indiuding those whidh only cover >

mike from home.

Thea firm offers the customer all their Mo This is unfikely to be compliant. Praviding a
available products, and provides a generic statement may be sufficient 1o state
generic statement with each produect the customer's demarnds and needs, but
about the type of needs the produsct will the firm has tsken no steps to identify the
meet. needs of the spedfic customer or ensure the

products are consistent with those demands
and needs.

Offering the customer only motor Yes This is likely to be compliant for the motor
poficies which meet their demands policy bt ot for the add-ons. This is

and needs, but then of fering add-ons because the firm has taken no steps to

to all customers regardless of whether identify the needs of the customer or ensura
these add-ons are consistent with those the add-on products are consistent with
demands ard needs_ those demands and needs.

4. Reminder - renewals

» Applies to consumer contracts only (not
commercial or group)

* Renewals 1 to 3 years:-

— State current renewal premiu

— State last year's premium




v. Ancillary
Insurance
Intermediaries

Definition

o Takes up insurance distribution activit
remuneration on an ancillary basis

— Principal professional activity i
distribution;

— Insurance products ar
goods or service;




New categories

* In scope Alls — within the UK regulat
perimeter and within IDD scope

* Connected travel insurance
different regulatory regi

e Qut of scope Alls
electronic good
remain exe

Minimum requirement for all

For all Alls requiring regulation unde
most requirements apply

» For out of scope:-
— Identity and address of in
complaints process

— Appropriate and p

¢ Act honestly,
and restricti




Table 3: Summary of our proposals for Alls

Out-of-
In-Scope CTI Scope
the IDD Requirement Alls Providers Alls3®
S5Y¥YSC — Professional, Organisational and Pll Requirements (Chapter 3)
Must employee staff with appropriate knowledge and - v $%
competence
I'vflmilrnum 15 hours CPD for employees involved in insurance W . v
distribution
Minimum Pll requirements v v~ x
Restriction on the use of intermediaries v’ v’ x
DISP — Complaints and Out-of-Court Redress (Chapter 4)
Complaints arrangements v v v
Out of court redress v’ v v
Adhere to appropriate ADR scheme where providing
insurance distribution services to customers in another EEA v v x
country
ICOBS 2 — Overarching Conduct of Business Requirements (Chapter 5)
General Principles v' v v~
ICOBS 4 — Pre-Contract Information Disclosure Requirements (Chapter 5)
General Pre-Contract Disclosure
* |dentity and address e - s
* Complaints procedures
= Status disclosure
General Pre-Contract Disclosure
= Providing advice or information? v v x
= Acting for customer or insurer?
Conflicts of Interest and Transparency Disclosure
= Shareholding links with insurer
* Personal recommendation based on fair analysis of the
market or place business with a limited panel of insurers — v X x
to be named
Out-of-
In-5cope (Tl Scope
' . 16
the IDD Requirement Alls | Providers | Alls

Conflicts of Interest and Transparency Disclosure
* Nature and basis of remuneration
* Fee disclosure

v

/-‘10

Means of providing information

v

ICOBS 5 - Standards for Advised and Non-Advised Sales

(Chapter 5)

|dentification of demands and needs, and proposing only
contracts consistent with these

v

Personal recommendation explaining why product best meets
demands and needs

v

ICOBS 6 - Product Information (Chapter 5)

Cross-selling




Out of scope Alls

* Insurers/relevant brokers to ha
oversight of their distributio
products are distributed

vi. Misc




1. Good repute

1. Firms must ensure_that relevant staff are of good

2. This includes management directly involved i
Distribution or supervising staff who are

3. The criteria for meeting “good repute”
a “minimum” requirement

— (1) has not been convicted of any seri
crimes against property or other
(other than spent convictions);

— (2) has not been adjudge
discharged);

SMCR Fit and Proper

* Firms to assess whether SMs, NEDs an
certified individuals are fit and proper

« Don't forget firms still have to en
staff are of “good repute ”

e At least an annual assess

« SMs and NEDs shoul
check undertaken
needed/umbre




2. Amendments to CASS

 IDD requirements relating to clien

— the minimum intermediary fin

3. IPID

Insurance Product Information Doc
(IPID) — a 2 page (max 3) objecti
relevant short summary

Needed for consumers (
business and renewal

Consider a sum
commercial ¢




Cont...

» Personalised - “Cover lasts for one
in order to refer to actual policy s
exact dates, sums insured, et

» Jargon free
* Name the (lead) man
» Avoid duplication i

 Where a for
used now

Article 20 (8)

(a) information about the type of insurance;

(b) a summary of the insurance cover, including the main ri
insured sum and, where applicable, the geographical
summary of the excluded risks;

(c) the means of payment of premiums and th

(d) main exclusions where claims canno

(e) obligations at the start of the ¢

() obligations during the ter

(g) obligations in the

(h) the term of



Motor Insurance B

Insurance Product Information Document ANVITV A

Company: Aviva Insurance Limited Product: Private Car Insurance

Registered in Scotland No. 2116 Registered office: Pitheavlis, Perth PHZ ONH. Authorised by the Prudential Regulation
Austhority and regulated By the Financial duct Authority and the Prudential Regulation Authorsty. Firm Refers
Mumber 21

This is 2 summary of cur imsurance pobicy. You will find all the terms and conditions {(along with other important information) in the
pobicy documents
What is this type of insurance?

Private Car insurance provides the compulsory cover yvou need to drive a wehicle on a public highway. It also offers additgonal
bBenafits {as s=t out below) depending on the cover you choose.

P What is insured? P wha: is insured? Continued...
Third party, fire and thefr Replacemant locks — we'll pay for the repiacsmeant:
»  Damage to other pecple’s property, of locks if yoUr IERtson keys ans losTor stoen
ion for other people’s mﬂrmm «  Persanataccident —up o £2,500 per claim for
W youre at faoke £5,000 per msurance wear) if you ora
S0 Lo b i ol s cut e 0 et suffer desth or the loss of imbs/sight/heaning
accessories, following fire or theft — following & motor accident:
~  wWehicle recovery —we'll recm)uurczraﬂd =" Wehicle recovery in the svent of illness —if you're
taks you and your passensers to whers you seriouesty ill and unabie to drive your car, we'll amangs:
necd to be for wour car to be recoverad and returned o you
e o i e e it Bten s B e e e A TN " Europesn breakdown — RAC assistance when you'ne
af repairs made by cur spproved repairers for diriving abroad (includes onwerd travel options)
as long =5 Ersure your car with us Opticnal Third = =
~  Legalcosts— wp to £5, 000,000 {if moumred e st —— kel REFI)
with carr conment] in connectson with a claim "mmde‘j““‘:h"“dls‘w"‘:mmi*mml
P st = yous NCD after making a claim yourre
- = : . T athunqu.—.ness,-m make mare than twao claims

Courtesy car
U £5 14 days while your car s being repaired any fiva-yeas period)

™ cower | P

e s
TR S e

Alafthe sbove pluss L e e e

»  Mew car repiacement — if you've owned your {prowvided by the RAC)H

= -  Enhanced couwrtesy car— wellgive you o

not recovered within 12 months of purchase, SR <9 ATt ae sk s e,

well replace it with a new car of the same make, N A s
- ol = rotected no claim discount — you wan’t lose

o iy i e e e your NCD after making 2 cleim when youre at

sl e el e i opsir R faurt (uniess you maks morne than two claims n

uninsured drives and it wasn't your fault, yoo T )

won't ose your no clasm descomt and we il

Fefund your excess

»"  Driving cthercars — if you're aged 25 oroverat

L8

What is not insured?
Main exclusions only

o =i toalon il i X Anyacodent, injury, loss or damage while any car

toaned to you from a garsge for up 1o Seven days =

X  Lossordamage if your car has been left with the
frz‘llo-rklgmzcn:ldentﬁleurms& evenifthers's e v Sy
PSR e runming

4. Conflicts

1. Manage conflicts properly rather than use dis
to avoid managing them

2. Do your client files evidence why the
client’s best interests?

Do have a documented and u
interest (and G&E) policy?

4. Do remuneration arran
by the insurer influe

Formal reportin
regular revi




5. Product oversight and
governance

* Product governance relates to the
and controls firms must have i
design, approval, marketin

management of produc

lifecycle

If so...

» have in place a written agreement which
respective responsibilities?

» do you maintain, operate and revi
approval process for new and

» specify a target market a
product?

» develop a distributi
target market?

undertake




* New Product Intervention and
Governance sourcebook (P

» Provisions will apply to |
intermediaries wher
or distribute ins

Conclusion?

e 14 weeks to go — you should
now on making the chan




Today’s learning outcomes

1. By the end of this briefing y
gained an insight into ch
when the IDD comes i

. Other things to thi

Thank you for yo
attentio




