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Today...

=

FCA thematic reviews and cur
topics
Consumer Credit

Learning outcomes?

1. Be clear as to what FCA are f
and what improvements m

2. Be able to talk about t

3. Have a better exp
looks like”




Two years then?

* FSA failed - FCA can't fail

» FS sector is vital to the UK
* 26,000 firms then and 73,000 s
» Consumer Credit a huge is

* Pensions Freedom 6"
challenge

1. Thematic
reviews/hot topics




Thematic reviews/hot topics

 Anti-bribery/corruption
e Complaints *

» Add-on products
» Conduct risk *

» Conflicts of intere
* Delegated a
» Commerci

Anti-bribery/corruption

* FCA visited 10 wholesale intermedi

* most of these are not yet adequ
managing the bribery and co

* half of sample firms hav
business-wide bribe
assessment

* lack of a holisti
limited m




Complaints

* Most changes come in July 201
* Now:-

— If you currently use an 08
an income you need t

— Final response let
on should they
response

Later...

 Informal complaints currently:-
No need to include on RMAR

Should still investigate, provide a re
complete root cause analysis

— No need to write

— Easy to resolve/simple i
benefit of both partie




Later...

* New Complaints Return:-
— Cause of complaint
— For firms that receive <500 a sh

» Telephone Number chan

— All post contractual cal
basic rate — 01, 02,

— Service charge
084, 0871,

Conduct Risk — what does the
FCA want firms to do then?

1. A properly implemented customer centri
which produces good, sustainable pr
2. A board-led culture which suppo
and good consumer outcom

3. Develop products that o
customers, and use
ensure that thos

Take a pros




ENVIRONMENTAL

STRATEGY &
BUSINESS MODEL

OPERATIONAL

COMMUNICATIONS' MARKET

INTEGRITY

o

COMPLAINTS SALES

OUTSOURCING &
THIRD PARTIES

PRODUCT

REWARD &
PERFORMANCE
MANAGEMENT

COMPETENCE

—

Lessons
Learned

/e

Claims &
Complaints

CONTROL
FUNCTIONS

MANAGEMENT
INFORMATION

Corporate
Strategy
and
Culture

(—

* auto renewals
» sales incentives
outsourcing of

Areas for improvement?

» product design — embed customer outcom
» TP distribution relationships/anything d
« direct operations — pre-sales and t
* post sales handling
» optin/opt out selling




Conflicts/transparency

clarity of role (i.e. agent of customer or insurer
business placed under delegated authority)

add-ons

segregation of broking and agency
remuneration deals are not kno

clarity of earnings — commi
revenue, work transfers,
commission

conflict preventio
maintain eff

Add-on products

FCA report concluded:

add-on mechanism has real impact on consu
— insufficient information on alternatives / opti
— point of sale advantage = > poor value
— ineffective competition

FCA proposed remedies:

deferred opt-in beyon
tell customer abo
ban default op
price comp



2. Consumer
Credit

ACCESSIBILITY / CONTACT US / CAREERS / CYMRAEG / FCA HANDBOOK / FINANCIAL SERVICES REGISTER

About us Constumers Firms News Events Your FCA

Home > News > FCA review reveals shortcomings in the provision of premium finance for general insurance

FCA review reveals

shortcomings in the

prov151on0 premium finance for
Ny general insurance
o Published: 11/05/2015  Last Modified: 11/05/2015

Press

release




Consumer Credit

e Car and household
e 13 insurers and 30 brokers

“Consumers should expect cl
about the payment option
Regardless of whether
upfront or in instal

What is needed?

 If afirm is providing regulated credit or i
as a credit broker, they are required

— provide a representative example s
interest rate and any fees or cha

— arepresentative annual per
— the total amount payabl

— Number of cases wi

or the example di
information,
make an i




What else?

* An adequate explanation of a proposed credit
agreement was not always provided sufficie
in the customer journey to enable custo
informed decisions

» Firms acting as a credit broker di
disclose the name of the credi
their relationship with the fi

* In some cases it was
be charged.

Variation of permissions

* Interim permission from FCA providi
transitional arrangements from O

» 3 month window of opportuni
 Credit broking is a regul

* If you impose charg
difficult

 BIBA Manu
Coversur




3. S166 Skilled
Persons Reports

S166...

» 10 requested from Gl brokers

* 56 in personal investments, i
management, securitie

 Main areas: client
conduct of busi




4. Attestations

What are they?

“When we request an attestation, we d
gain personal commitment from an
person at a regulated firm that s
has been taken or will be ta
attestation is to ensure t
accountability and a
management on
would like to
without o




Table 1: Number of attestations by sector and conduct

classification for 2014
Sector/Conduct G4
Classification
Retail 9 0 0 2 1
Wholesale & Investment

13 ¢4 0 21
Management

General Insurance and

Protection

Long Term Savings &

) 210t 13
Pensions

Mortqages&Consumer 5 1 2 8
Lending

Total: 5 % 5 5 59

Table 2: Number of attestations by quarter and conduct
classification for 2014

Categories of use

* notification — changes in emerging ri
e undertaking — of action taken wi
time frame
 self-certification — of ris
mitigation
 verification — ri
verification




5. Swinton fine

Swinton

* The largest FCA fine for insuranc
aggressive sale of add-ons

» Three APs fined £928
* banned from simil
» Swinton fined
* Previously fi



Swinton

» Emphasis on high sales and increased p
without regard to the impact on custo

» High bonus earning potential for di
conflict issue

* The three senior executiv:
strategy, business pla
their marketing an
or reaction to, t
resultant detri

6. Conclusions




About us

Consumers

Warnings

Home > News > Wonga to make major changes to affordability criteria following discussions with the FCA

ACCESSIBILITY / CONTACT US / CAREERS / CYMRAEG / FCA HANDBOOK / FINANCIAL SERVICES REGISTER

Firms News Events Your FCA

Wonga to make major 8
changes to affordability O
criteria following discussions with
the FCA

Published: 02/10/2014  Last Modified: 02/10/2014

Press

release

Wonga has entered into an agreement, known as a

yvoluntary reauirement (VREO) with the Financial

About us

Consumers

Warnings

Home > News > Tribunal directs Financial Conduct Authority to ban former insurance broker

ACCESSIBILITY / CONTACT US / CAREERS / CYMRAEG / FCA HANDBOOK / FINANCIAL SERVICES REGISTER

Firms News Events Your FCA

Tribunal directs Financial

. (=] [i=
Conduct Authority to ban e
former insurance broker

Published: 16/04/2015 Last Modified: 16/04/2015

Press

release

The Upper Tribunal (Tribunal) has directed the Financial
Conduct Authority (FCA) to prohibit former insurance
broker Stephen Robert Allen on the grounds that he is




About us Consumers Firms News

Consumers

Warnings

Your FCA

Events

Home > News > Press Releases > Clydesdale Bank fined £20,678,300 for serious failings in PPI complaint handling

Clydesdale Bank fined
£20,678,300 for serious =
failings in PPI complaint handling

Published: 14/04/2015  Last Modified: 14/04/2015

Press

release

The Financial Conduct Authority (FCA) has today fined
Clydesdale Bank Plc (Clydesdale) £20,678,300 for
serious failings in its Payment Protection Insurance (PPI)

ACCESSIBILITY / CONTACT US / CAREERS / CYMRAEG / FCA HANDBOOK / FINANCIAL SERVICES REGISTER

Related links

The Financial Conduct
Authority to gather evidence
on how the PPI complaints
process is working

TR14/14: Redress for
payment protection
insurance (PPI) mis-sales

TR13/7 Payment protection
insurance complaints:
Report on the fairness of
medium-sized firms”
decisions and redress

Monthly PPI refunds and
compensation

ACCESSIBILITY / CONTACT US / CAREERS / CYMRAEG / FCA HANDBOOK / FINANCIAL SERVICES REGISTER

About us Consumers Firms News Events Your FCA

How we enforce the law
Outcomes and Notices
Warnings and alerts
Fines

2013

2014

Meeting your obligations

Unfair contract terms

Banking

Home > Firms > Being regulated > Enforcement > Fines > 2014

2014 fines &]=)

> Last Modified: 07/01/2015

This table contains information about fines published
during 2014. The total amount of fines is
£1,471,431,800.

mpany or  Date What was the fine
person fined for?

Royal Bank of

Scotland Pl For breaches of
= Principle 3 between 1
National

£42,000,000 20/11/2014 August 2010 and 10

Westminst:

Cuiliy July 2012 ("Relevant
Bank Plc and ,
—_— Porind™)

Related links

ESA fines table &
2013 fines table

2014 fines table

Related documents

Business Plan - on page 55
there is a summary of what
happens to the fines.

Fines Consultation Paper -
details can be found on page 17




Please click on the orange link to view the lecture and register

What to expect from the FCA and Conduct Risk
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This half day seminar viill be run by Branko Bjglobaba FCII, CII
Accredited Advanced General Insurance Traner and John Gorham
FCCA, recently retired from JLT as Compliance Manager.

This event is for requlated firms only

Thank you for your
attention




