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THE FCA HAS SET THE 
SCENE FOR FURTHER 
TRANSPARENCY IN ITS 
APPROACH TO THE 
WORK IT DOES, AND 
WHAT IT SEES AS THE 
PRIORITIES WITHIN 
FINANCIAL SERVICES 
SECTORS. IT RECOGNISES 
THE CONNECTIVITY OF 
SECTORS AND THOSE 
CIRCUMSTANCES OUTSIDE 
OF ITS REMIT WHERE IT 
WILL SEEK TO INTERVENE 
OR INFLUENCE MARKET 
PRACTICES.  
 
2018 / 19 sees the overall priority focus on 

Brexit, the consequence of which must be to 

drive strict prioritisation of the new policy 

developments outside of those needed to 

adapt the Handbook. The FCA will work 

closely with those firms most impacted by 

the UK's withdrawal from the EU to ensure 

that the UK financial system continues to 

operate in a manner that is safe and sound. 

 

LINDA WOODALL
FORMER DIRECTOR,  
LIFE INSURANCE AND FINANCIAL 
ADVICE, FINANCIAL CONDUCT 
AUTHORITY (FCA)

That said, the pace of change within 

markets and firms is relentless, driven 

primarily by digital development and 

innovation across global markets. With 

such development comes the considerable 

opportunity for new ways of doing business, 

but also the risk of financial crime and other 

forms of harmful exploitation of the unwary 

by those with malign intent. Business 

model changes driven by the need for 

increased efficiency may also cause harm 

to consumers if not adequately governed, 

implemented and managed. 

 

The business plan pays attention to 

"demand-side" factors in financial 

markets – such as demographic changes or 

inherent product complexity that may lead 

consumers – either singly or collectively – to 

become vulnerable or excluded. Of note is 

the focus on pensions and consumer credit 

markets, where consumers can experience 

difficulty in engaging with products and 

sources of appropriate guidance to help 

them select products and services that meet 

their needs, and to avoid making short-

term decisions that have adverse long-term 

consequences.

FINANCIAL SERVICES FIRMS REMAIN 
UNDER PRESSURE TO ADAPT 
TO WIDESPREAD REGULATORY 
CHANGE, ALL AGAINST A 
BACKDROP OF TECHNOLOGICAL, 
DEMOGRAPHIC AND SOCIETAL 
DEVELOPMENTS.  

WITH KEY REMEDIATION INITIATIVES 
SUCH AS PPI DRAWING TO A CLOSE, 
THE REGULATOR WILL RIGHTLY TURN 
ITS ATTENTION TO PREVENTING 
FUTURE CONDUCT AND FINANCIAL 
CRIME RISKS FROM CRYSTALLISING.  
 

The FCA is clearly grappling with the ongoing uncertainty of 

the role of financial services within the European supervisory 

framework, and has had to apportion its resources 

accordingly. Despite this, the regulator’s focus on consumers, 

products, inclusion and protection is unwavering.

The volume and intrusiveness of regulation noted within the 

business plan will mean that regulation remains a priority, 

not just for the Board, but also for all senior management. 

The rollout of the Senior Managers and Certification Regime 

to all firms will drive further accountability across the 

regulated marketplace.

MATTHEW DRAGE
HEAD OF REGULATORY 
DEVELOPMENT, HUNTSWOOD
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THE FCA’S VISION FOR A WELL-FUNCTIONING MARKET 
HAS FOUR KEY ELEMENTS 

CONSUMERS PRODUCTS INCLUSION 

1 2 3

PROTECTION

3

We will explore the regulator's priorities for the coming year in further detail throughout this document and 
suggest practical considerations for firms. 

Ensuring they can select 

products and services that 

are sold in a clear, fair 

and non-misleading way

Ensuring products are 

of high quality, are good 

value and offer features 

that meet consumer 

needs

Ensuring everybody 

can access the financial 

products they need, with 

the needs of vulnerable 

customers being 

considered

Ensuring consumers are 

appropriately protected 

from harm, such as that 

arising from fraud and 

scams 

THE FCA HAS NOW 
PUBLISHED ITS 
ANNUAL BUSINESS 
PLAN FOR 2018 / 19, 
WHICH SETS OUT THE 
REGULATOR’S HIGH-
LEVEL APPROACH, 
AND WHICH ALSO 
CONTINUES TO 
FEATURE ITS SECTOR 
VIEWS.

EXECUTIVE  
SUMMARY

The volume of regulatory change and 

scrutiny of financial services firms 

remain unprecedented. Firms continue 

to embed and prepare for a variety of 

regulatory change initiatives, including, 

but not limited to:

 ⚫ EXTENSION OF THE SENIOR 
MANAGERS AND CERTIFICATION 
REGIME (SM&CR)

 ⚫ EMBEDDING THE PACKAGED 
RETAIL AND INSURANCE-BASED 
INVESTMENT PRODUCTS (PRIIPS) 
AND PREPARING FOR THE 
INSURANCE DISTRIBUTION 
DIRECTIVE (IDD)

 ⚫ COMPLYING WITH THE GENERAL 
DATA PROTECTION REGULATION 
(GDPR)

 ⚫ EXECUTING BANKING RING-FENCING 
PLANS

 ⚫ EMBEDDING OPEN BANKING 
INITIATIVES TO COMPLY WITH THE 
PAYMENT SERVICES DIRECTIVE 2 
(PSD2)

 ⚫ EMBEDDING CHANGES ASSOCIATED 
WITH MARKETS IN FINANCIAL 
INSTRUMENTS DIRECTIVE 2 (MIFID II)

 
Firms undoubtedly have a considerable 

amount on their compliance agendas, 

and the regulator will undoubtedly 

recognise the potential for ‘execution 

risk' given this pressure.  

The changing nature of the financial 

services landscape, driven not just 

by regulation, but also technological 

evolution and demographic change, 

will mean that firms’ priorities and 

operating models will continue to be 

tested. 

It is not entirely surprising to see 

that many of the regulator's priorities 

reflected within the 2018 / 19 business 

plan remain consistent in both tone 

and focus to the previous year. The 

regulator's cross-sector priorities now 

include: 

FIRMS' GOVERNANCE AND 
CULTURE  

FINANCIAL CRIME (FRAUD & 
SCAMS) & ANTI-MONEY  
LAUNDERING (AML) 

DATA SECURITY, RESILIENCE 
AND OUTSOURCING 

INNOVATION, BIG DATA, 
TECHNOLOGY AND 
COMPETITION 

TREATMENT OF EXISTING 
CUSTOMERS 

LONG-TERM SAVINGS, PENSIONS 
AND INTER-GENERATIONAL 
DIFFERENCES 

HIGH COST CREDIT
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TREATMENT 
OF EXISTING 
CUSTOMERS

 ⚫ Delivering a package 

of remedies as part 

of the Retirement 

Outcomes Review

 ⚫ Collecting and acting 

on data from firms that 

have pension transfer 

permissions to assess 

practices across the 

market

 ⚫ Understanding the 

levels of consumer 

‘undersaving’ for 

retirement

 ⚫ Publishing a feedback 

statement on 

competition in non-

workplace pensions

 ⚫ Understanding firms' 

pricing practices in 

the general insurance 

market

 ⚫ Communicating with 

claims management 

companies in advance 

of regulation in 2019

 ⚫ Assessing claims 

inflation in general 

insurance

 ⚫ Helping consumers 

make informed 

decisions about their 

insurance needs

 ⚫ Improving competition 

in current accounts

 ⚫ Publishing final rules 

to allow more small 

and medium-sized 

enterprises access 

to the Financial 

Ombudsman Service

 ⚫ Improving competition 

in the cash savings 

market

 ⚫ Assisting firms 

through the FCA’s 

Innovate programme

 ⚫ Allowing firms to 

test viability in the 

regulatory sandbox

 ⚫ Testing and applying 

RegTech and advanced 

analytics to regulation

 ⚫ Reviewing retail 

banking business 

models

 ⚫ Reviewing firms’ use 

of data and publishing 

a Memorandum of 

Understanding with 

the Information 

Commissioner’s Office

 ⚫ Publishing new 

crowdfunding rules

 ⚫ Review of 

cryptocurrencies as 

part of the Treasury, 

Bank of England and 

FCA Taskforce

FCA CROSS-SECTOR PRIORITIES  
AT A GLANCE

 ⚫ Supervisory 

assessment of firms’ 

operational resilience

 ⚫ Assessing the risks of 

outsourcing and third-

party providers

 ⚫ Monitoring the roll-out 

of technology and 

resilience data as part 

of Open Banking and 

PSD2

 ⚫ Tackling money 

laundering

 ⚫ Publishing findings on 

money laundering in 

the e-money sector

 ⚫ Embedding the new 

Office for Professional 

Body Anti-Money 

Laundering 

Supervision (OPBAS)

 ⚫ Taking account of the 

recommendations of 

the Financial Action 

Task Force’s evaluation

 ⚫ Raising awareness of 

fraud and scams

 ⚫ Improving intelligence 

sharing with law 

enforcement partners 

and agencies to fight 

money laundering and 

financial crime

 ⚫ Finalising rules to 

extend the SM&CR to 

all FSMA firms

 ⚫ Establishing a public 

register

 ⚫ Focusing on firms’ 

remuneration 

arrangements

FIRMS 
CULTURE AND 
GOVERNANCE

FINANCIAL CRIME 
(FRAUD & SCAMS) 
& ANTI-MONEY 
LAUNDERING (AML)

DATA SECURITY, 
RESILIENCE AND 
OUTSOURCING

INNOVATION, 
BIG DATA, 
TECHNOLOGY AND 
COMPETITION

LONG-TERM 
SAVINGS, PENSIONS 
AND INTER-
GENERATIONAL 
DIFFERENCES HIGH-COST CREDIT

 ⚫ Considering 

alternatives to high-

cost credit

 ⚫ Finalising the review 

of high-cost credit 

products including:

 ⚫ Rent-to-own

 ⚫ Home-collected 

credit

 ⚫ Catalogue credit

 ⚫ Arranged and 

unarranged 

overdrafts, 

including 

the monthly 

maximum charge 

(MMC)
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 ⚫ Assessing the impact 

of the Financial 

Advice Market Review 

(FAMR) and the Retail 

Distribution Review 

(RDR)

 ⚫ Reviewing high-

risk and complex 

investments

 ⚫ Evaluating 

interventions on 

contracts for difference

 ⚫ Publishing the 

Investment Platforms 

Market Study

 ⚫ Raising awareness of 

fraud and scams

 ⚫ Developing a joint 

pensions strategy 

with The Pensions 

Regulator

 ⚫ Potentially 

extending the remit 

of Independent 

Governance 

Committees for 

workplace pension 

schemes

 ⚫ Helping consumers 

avoid scams

 ⚫ Assessing 

creditworthiness in 

consumer credit

 ⚫ Launching the Market 

Study on Credit 

Information

 ⚫ Publishing the FCA’s 

interim report on 

our Mortgage Market 

Study

 ⚫ Reviewing the 

commission between 

credit brokers and 

other firms

 ⚫ Ensuring the debt 

management sector 

works well for 

consumers

 ⚫ Reviewing the motor 

finance market

 ⚫ Reviewing retained 

Consumer Credit Act 

provisions

 ⚫ Finalising rule changes 

following the Asset 

Management Market 

Study

 ⚫ Working with 

European supervisory 

authorities in the 

implementation and 

review of PRIIPS 

regulation

 ⚫ Consulting on new 

rules and guidance on 

liquidity management

 ⚫ Considering 

the extension of 

governance remedies 

to with-profits and 

unit-linked funds

 ⚫ Assisting the Treasury 

in the development 

of a new prudential 

regime for investment 

firms authorised under 

MiFID II

 ⚫ Publishing research 

that explores the rise of 

passive investment

 ⚫ Clarifying the 

approach to market 

integrity

 ⚫ Reviewing money 

laundering in capital 

markets

 ⚫ Monitoring firms’ 

compliance with new 

conflicts of interest 

requirements

 ⚫ Addressing operational 

resilience

 ⚫ Monitoring firms’ 

compliance with rules 

on IPOs

 ⚫ Publishing final 

rules and the FCA 

approach to industry 

codes of conduct for 

unregulated markets

FCA SECTOR SPECIFIC PRIORITIES  
AT A GLANCE

PENSIONS AND 
RETIREMENT 
INCOMERETAIL BANKING RETAIL LENDING

RETAIL 
INVESTMENTS

GENERAL 
INSURANCE AND 
PROTECTION

INVESTMENT 
MANAGEMENT

WHOLESALE 
FINANCIAL 
MARKETS

 ⚫ Continuing to help 

firms prepare for 

ringfencing

 ⚫ Developing a 

payments sector 

strategy

 ⚫ Delivering the revised 

PSD2

 ⚫ Continuing an 

awareness campaign 

on the PPI redress 

deadline

 ⚫ Implementing the IDD

 ⚫ Publishing the interim 

report from the 

Wholesale Insurance 

Brokers Market Study

 ⚫ Concluding initial 

diagnostic work on 

general insurance 

distribution chains

 ⚫ Publishing findings 

from the call for input 

on access to travel 

insurance

 ⚫ Evaluating the 

effectiveness of 

the 2015 rules on 

guaranteed asset 

protection insurance
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CROSS SECTOR  
PRIORITIES

THE DETAIL
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t    07810 836 437

e   zal-bader@huntswood.com

IAN ELAM 
MANAGING DIRECTOR  

RECRUITMENT AND LEARNING

t    07711 760 355

e    ielam@huntswood.com

CONSIDERATIONS FOR FIRMS 

Firms should consider how they can 

use these insights to effect change in 

their organisation:

 ⚫ As a firm, how do you use 

behavioural science to guide 

incentives and cultural change?

 ⚫ Do you look beyond the role of 

leadership in effecting change?

 ⚫ How have you attempted to 

foster environments of trust to 

encourage openness and learning?

 ⚫ Are you able to provide actionable 

MI through the continuous 

measurement of the work being 

undertaken to demonstrate the 

improvement in the culture being 

achieved?

 ⚫ Do you have a variety of 

quantitative and qualitative 

measures of culture which you can 

evidence? 

 ⚫ How does your firm’s 

remuneration structure enable a 

focus on good customer outcomes?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Assess the current culture and 

conduct within your firm and 

its impact on the delivery of 

good customer outcomes, using 

quantitative and qualitative 

measures

 ⚫ Recommend required 

interventions and agree on a 

comprehensive plan of action

 ⚫ Improve the regulatory and 

operational understanding 

of people at every level of the 

business

 ⚫ Provide ongoing audit and 

assurance over the effectiveness of 

your corporate culture in driving 

good outcomes for customers

By its very nature, organisational 

culture is nebulous and difficult to 

identify and quantify. Andrew Bailey, 

Chief Executive of the FCA, labelled 

it as being ‘everywhere and nowhere’. 

However, companies that identify 

and understand the impact of cultural 

drivers within their business are 

those best placed to effect meaningful 

change and development.

Culture underpins organisational 

performance through whichever lens 

you choose to examine it; commercial, 

customer, conduct or employee 

engagement. A strong culture aligned 

to the strategic vision of a firm will 

facilitate the effective delivery of short 

and long-term business objectives.

With the extension of the SM&CR 

and its focus on clear responsibilities, 

proportionate consequences, and a 

culture of openness and accountability, 

firms now more than ever need to fully 

understand the culture, sub-cultures 

and behaviours that are supporting or 

detracting from their business goals.

 

FIRMS’ CULTURE  
AND GOVERNANCE

Understanding and measuring culture 

is not about defining whether it is good 

or bad in absolute terms. It is about 

assessing whether the culture is fit for 

purpose to take the business on its 

strategic journey, and whether it allows 

people to make the right decisions for 

customers and business success.

The FCA has also highlighted that 

governance and organisational culture 

should work together to deliver good 

outcomes for customers. Firms need 

to be able to provide assurance to 

the FCA that their culture is fit for 

purpose. Being able to evidence a 

strong understanding of your culture 

and the drivers of culture within your 

firm and show how they are measured, 

monitored and managed is crucial. 

For example, the regulator rightly 

points to remuneration as being a 

key driver and will look to follow on 

from its investigative work within the 

consumer credit market and look more 

broadly at all firms’ remuneration 

arrangements in 2018 / 19.

 

THE UNIQUE THING ABOUT 
CULTURE IS THAT IT TRULY 
IS THE ONLY SUSTAINABLE 
POINT OF DIFFERENCE ANY 
ORGANISATION CAN HAVE.  
 
Any competitor can copy a strategy 

or a suite of products, but nobody 

can copy the culture required to 

deliver them successfully. The 

power of understanding culture 

therefore goes far beyond the 

regulatory imperative by creating 

unique points of differentiation, 

and this places a huge 

responsibility on the shoulders 

of senior leaders. It is vital that 

leaders take steps to measure and 

evaluate the cultural makeup of 

their organisation, so that they can 

in turn influence the key levers 

which support sustained cultural 

change.

We advocate looking at an 

organisation’s cultural makeup in 

six key areas; vision and purpose, 

leadership practices, the employee 

environment, customer focus, 

infrastructure and controls and, 

most importantly, the behavioural 

patterns employees demonstrate 

day-by-day.
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LINGLIN SONG  
PRINCIPAL CONSULTANT

t    07702 678 848

e   lsong@huntswood.com

STEVE ELLIOT 
MANAGING DIRECTOR 

FINANCIAL CRIME, FRAUD 

 AND PAYMENTS

t    07919 553 296

e    selliot@huntswood.com

CONSIDERATIONS FOR FIRMS 

 ⚫ Is your financial crime risk 

assessment holistic and does it 

factor in the risks of AML, ABC, 

sanctions, fraud and information/

data security?

 ⚫ How have you established the 

most effective management 

information to give the board the 

most transparent possible view of 

financial crime risks?

 ⚫ Are your financial crime policies 

and procedures keeping pace 

with the evolving financial crime 

typologies?

 ⚫ Have you considered the 

frequency and level of training 

that is necessary to ensure staff 

continue to understand their 

responsibilities and discharge 

their obligations effectively?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Specialist advisory and assurance 

services to ensure effective 

financial crime risk oversight 

while still enabling your business 

to operate efficiently

 ⚫ Financial crime expertise to 

support alert management and  

large-scale resource to handle 

remediation programmes or fill 

technical, senior-level roles with 

our specialist recruiters

 ⚫ Fraud identification with a robust 

approach that uses cutting-

edge technology blended with 

regulatory and industry expertise

 ⚫ Provide detailed training to help 

those at the frontline of your firm 

understand their obligations and 

empower them to drive good 

customer outcomes

 ⚫ Provide expertise to react 

promptly and appropriately to 

financial crime investigations 

within your business, protecting 

your customers and reputation

The UK’s financial markets are large, 

complex and operate globally. This 

creates an attractive environment for 

financial crime. The FCA implements 

safeguards to prevent the escalation of 

financial crime with a proportionate 

and efficient approach that does not 

cause unintended consequences on 

the market. The business plan sets out 

key activities to tackle financial crime, 

fraud and scams and anti-money 

laundering (AML). Tackling money 

laundering remains a key priority with 

the FCA. Regular inspections will 

continue on the largest firms to enable 

the regulator to identify and reduce 

any potential for firms to be used for 

money laundering and financial crime. 

Smaller, lower risk firms will continue 

to be subject to random sampling 

checks to maintain high standards. 

The FCA will also utilise intelligence 

and liaise with other agencies in the 

UK and worldwide to support their 

work. 

 

The FCA will build a better picture 

of money laundering in the market. 

To this end, there will be a focus on 

understanding how capital markets 

are used for money laundering and 

how better systems and controls can 

be used. In Q2 2018 / 19, the FCA 

will also share its findings following its 

investigation into the risks of e-money.  

 

FINANCIAL CRIME (FRAUD 
& SCAMS) AND ANTI-MONEY 
LAUNDERING (AML)

The Office for Professional Body 

Anti-Money Laundering Supervision 

(OPBAS) aims to improve information 

sharing and the consistency of 

AML supervision to the legal and 

accountancy sectors. The Government 

and FCA are working closely to reform 

the suspicious activity reporting (SAR) 

regime and establish the National 

Economic Crime Centre.  

This year, the Financial Action 

Task Force (FATF) is carrying out 

a mutual evaluation of the UK that 

will conclude before the end of 2018. 

The FCA will review and refine their 

AML supervisory approach and take 

account of any recommendations from 

the review.  

ScamSmart is a campaign to protect 

consumers from increasingly 

sophisticated investment scams, with 

consumers becoming more susceptible 

to scams given the increase in data 

sharing and use of social media.  

In 2018, the FCA will continue 

working in partnership with The 

Pensions Regulator to protect 

consumers and with law enforcement 

partners and other agencies to prevent 

AML and fraud. In 2018, the FCA 

aims to run ‘TechSprints’ which will 

bring together experts from across and 

outside of financial services to explore 

the introduction new technology to 

fight financial crime.

 

FINANCIAL CRIME AND 
FRAUD RISKS ARE CHANGING 
AT A RAPID RATE, CLOSELY 
ALIGNED WITH THE RATE 
OF TECHNOLOGY GROWTH. 
FIRMS AND REGULATORS 
ARE CONSTANTLY ADAPTING 
SYSTEMS AND CONTROLS TO 
STAY AHEAD OF THE THREAT 
– BEING PREPARED WITH 
THE RIGHT PROCESSES AND 
TRAINING WILL KEEP YOU 
AHEAD IN A CONSTANTLY 
EVOLVING MARKET. 
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GERRY DIQUE  
HEAD OF CLIENT TECHNOLOGY
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KIRK CROAL 
MANAGING DIRECTOR  

HUNTSWOOD OUTSOURCING

t    07818 577 568
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CONSIDERATIONS FOR FIRMS 

⚫ How resilient is your firm to cyber-

attacks?

⚫ How trained are your staff in

dealing with technological

enhancements?

⚫ What due diligence and

ongoing oversight do you

provide concerning third-party

arrangements?

⚫ Are you prepared to submit

your service quality data on

technological and resilience issues

to the regulator?

HOW CAN HUNTSWOOD HELP? 

⚫ Support with specialist

outsourcing arrangements

with clear governance and

accountability, benefiting from our

longstanding support for firms in

this area?

⚫ Protection against cyber-crime,

by conducting audits of existing

arrangements, training front-line

staff, and embedding a ‘cyber

aware’ culture

⚫ Amending or creating a

comprehensive business

continuity plan which is fit for

purpose, should the worst case

transpire

Technological change and resilience 

should be high on the agenda for 

firms as it presents both opportunities 

and challenges to overcome. The 

appropriate processes must be 

embedded to deal with risks. It is 

vital for firms to protect their critical 

information, detect attempts to breach 

protective controls and be able to 

respond quickly and efficiently.    

The FCA is focusing on ensuring firms 

are more resilient to cyber-attacks and 

technology outages, thus reducing the 

risk and frequency of disruption. New 

technologies can lead to harm if they 

are not safely adopted and managed, 

however, they do also possess the 

opportunity to simplify and help 

firms meet streamlined processes – 

for example, ‘know your customer’ 

or anti-money laundering screening 

requirements. 

The regulator will be conducting 

supervisory assessments of the highest 

impact firms to better understand their 

current and planned use of technology 

and their resilience to cyber-attack, 

as well as testing staff knowledge and 

expertise.  

DATA SECURITY, RESILIENCE 
AND OUTSOURCING

Similarly, the regulator will also 

be conducting thematic work and 

focusing on conduct for firms which 

are ‘lower impact’. The FCA has 

committed to providing smaller firms 

with additional information on how 

to improve resilience. The FCA’s 

approach to cyber resilience is noted 

to align with the UK’s National Cyber 

Security Strategy.  

Finally, the FCA has noted that the 

increasing number of firms who are 

outsourcing the delivery of primary 

and critical services presents unique 

risks. The regulator has stressed the 

importance of oversight and control 

over third-party providers, and to 

take responsibility for the service they 

provide. The FCA has highlighted its 

interest in outsourced arrangements 

where the service provider supports 

many firms and the potential impact 

of any failing. 

WE KNOW THAT CYBER 
RISKS POSE A THREAT TO ALL 
FINANCIAL SERVICES FIRMS. 
BUSINESSES ARE BECOMING 
MORE RELIANT ON 
TECHNOLOGY AND STORING 
MORE EXTENSIVE AND MORE 
SIGNIFICANT VOLUMES OF 
DATA. TAKING PROACTIVE 
STEPS TO PROTECT 
CUSTOMER INFORMATION 
IS VITAL TO MAINTAINING 
BRAND LOYALTY, REPUTATION 
AND A GOOD STANDARD OF 
CUSTOMER OUTCOMES.

Maintaining trust in the digital 

world should be at the forefront 

of all business leaders’ minds. 

Your culture must be cyber aware 

and embodied across all relevant 

aspects of the business, from front 

line to back office; everyone must 

be brought to the cause. Increased 

awareness of cyber-related risks and 

training on how to address them is 

crucial.
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CONSIDERATIONS FOR FIRMS 

 ⚫ Is your firm making the best use 

of technological innovation, for 

example, in relation to complaints 

handling?

 ⚫ How is your firm using ‘Big Data’, 

and what patterns and trends are 

you seeing?

 ⚫ How do you balance financial 

inclusion given the move towards 

technological solutions?

 ⚫ Can you identify vulnerability 

within your online propositions?

 ⚫ Is your data storage secure, given 

the imminent implementation of 

the GDPR?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Streamline workflow in any area of 

your business using robotics and 

process automation

 ⚫ Enhance your digital customer 

journey to ensure both customer 

satisfaction and the delivery of fair 

outcomes

 ⚫ Support your firm to ensure 

that vulnerable customers are 

treated fairly as your reliance on 

technology solutions increases

 ⚫ Assess your compliance and 

readiness concerning GDPR 

implementation

Financial technology is driving change 

in all markets. We are currently seeing 

an increase in competition which is 

causing firms to seek reductions in 

cost. This can provide consumers with 

better value products and services, and 

more accessible ways for firms and 

consumers to engage with each other. 

We have seen a further shift towards 

the use of online channels such as 

online banking and mobile banking 

apps, reducing reliance on traditional 

mediums, such as in-branch banking. 

The increasing amounts of data within 

the financial services marketplace, 

alongside advanced analytical tools, 

can improve pricing mechanisms, 

providing data sources are used in a 

manner which ensures good customer 

outcomes. The FCA wants firms to 

thrive regardless of the channels they 

use to reach customers, while ensuring 

they are actively reducing or mitigating 

against potential consumer harm.  

The regulator acknowledges that the 

future of financial services is very 

much linked to innovation, technology 

and big data. However, firms are likely 

to face challenges when embracing 

technology, for example, countering 

the growing risk of cyber-related 

crimes, such as data thefts.  

INNOVATION, BIG DATA, 
TECHNOLOGY AND 
COMPETITION

The FCA intends to review the use 

of data by financial services firms, 

including machine learning analysis 

of big data pools and broader artificial 

intelligence. They want to better 

understand the potential opportunities 

and harm, and where the FCA may 

be required to intervene. The FCA is 

likely to further develop its relationship 

with the Information Commissioner’s 

Office (ICO) as the General Data 

Protection Regulation (GDPR) comes 

into force in May 2018. 

The changing ways consumers use 

retail banks will also be reviewed, with 

a focus on how these differences are 

being driven by technological change 

and innovation and the impacts this 

has on competition. The decline in 

the use of branches and the increased 

use of digital channels is of particular 

interest to the regulator. The FCA has 

committed to publishing an update on 

the information collected in the first 

half of 2018.  

The FCA will also publish proposed 

new rules for consultation concerning 

the crowdfunding market in 2018. 

A discussion paper later this year 

outlining the regulator's views on 

cryptocurrencies is also expected to be 

published.

 

FINANCIAL SERVICES FIRMS 
ARE HAVING TO ADAPT 
THE WAY THEY OPERATE TO 
ENSURE THEY ARE KEEPING 
UP WITH SIGNIFICANT 
LEVELS OF TECHNOLOGICAL 
ADVANCEMENT. THEY MUST 
ENSURE THAT THEY ARE 
NOT ‘MOVING TOO FAST’ 
AND ARE CONFIDENT THAT 
THEY ARE TREATING ALL 
THEIR CUSTOMERS FAIRLY 
AND EQUALLY WHEN 
IMPLEMENTING TECHNOLOGY 
SOLUTIONS.  
 
In the next few years, we are likely 

to see ‘fintech' firms providing 

services to consumers which 

will steer away from traditional 

forms of business engagement. 

The challenge for the regulator 

will be to ensure all financial 

services customers have access to 

the services they require, in the 

interests of promoting financial 

inclusion and ensuring competition 

works for the majority of the 

market.

 



WHAT ARE THE REGULATOR'S PRIORITIES, AND HOW CAN YOU BEST RESPOND?22 WHAT ARE THE REGULATOR'S PRIORITIES, AND HOW CAN YOU BEST RESPOND? 23

CONSIDERATIONS FOR FIRMS 

 ⚫ Does your firm’s strategy consider 

the needs of its closed-book 

customers?

 ⚫ In what circumstances would the 

rigid application of terms and 

conditions (T&Cs) result in an 

unfair outcome for a customer?

 ⚫ How does your firm’s current 

product review process enable you 

to identify if an unfair outcome 

has arisen?

 ⚫ How does your governance 

committee satisfy itself that the 

firm is delivering the intended fair 

outcomes for customers?

 ⚫ Could your firm’s performance 

measures impact on the fair 

treatment of closed-book 

customers?

 ⚫ How do you consider value for 

money as part of your product 

governance frameworks?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Proven methodology for reviewing 

legacy products to ensure that they 

are producing fair outcomes

 ⚫ Ensure your firm’s governance 

arrangements provide appropriate 

oversight of the firm’s treatment of 

long-standing customers

 ⚫ Where proactive review and 

remediation is required, 

Huntswood can both design and 

deliver the review in collaboration 

with your firm

STUART O’SULLIVAN  
PRINCIPAL CONSULTANT

t    07920 006 125

e   sosullivan@huntswood.com

NICK ROSS 
MANAGING DIRECTOR  

REGULATORY AND BUSINESS 

ASSURANCE

t  07833 175 294

e   nross@huntswood.com

The treatment of long-standing 

customers has been a priority for the 

FCA for some time. The regulator 

believes that existing customers 

should enjoy the benefits of increased 

competition and innovation by 

firms. The regulator is adamant in 

its view that “firms should not give 

longstanding customers less attention 

than new customers or treat them in a 

way which results in poorer outcomes”. 

The topic of value has also been 

increasingly seized upon by the FCA. 

Firms’ definition of value for money 

can vary greatly. It’s a subjective 

area, and we regularly see it dividing 

opinions within a firm. For example, 

finance or actuarial teams will have a 

different perception than marketing 

or commercial teams. The regulator 

is committed to continuing its work 

into pricing practices in 2018 / 19, 

building upon its work in relation to 

the General Insurance value measures 

pilot and work on Big Data. This work 

is designed to ensure that pricing 

practices support a market that works 

well for all customers. 

 

The FCA wants to ensure those 

customers who have life insurance 

products which are closed to new 

business are treated fairly and receive 

the appropriate level of service, 

and enough information to help 

TREATMENT OF  
EXISTING CUSTOMERS

them make sound decisions over 

their product’s ongoing suitability. 

The regulator also notes potential 

competition concerns within the 

cash savings market, and continues 

to explore whether competition could 

work better for consumers in this 

sector. In 2018 / 19, the FCA has 

also committed to report back on the 

monthly maximum charge (MMC) for 

unarranged overdrafts (introduced 

by the CMA in 2017) as part of its 

increasing focus on fees and charges. 

The regulator has also taken interest 

in early exit charges for pensions, 

and has recently suggested that some 

of the governance reforms under 

consideration for asset managers, such 

as the strengthened duty to act in the 

best interests of investors, could also 

apply to insurance companies that sell 

investment products to retail investors.  

Finally, the regulator has confirmed 

that it expects to take over the 

responsibility of regulating claims 

management companies (CMCs) 

from the Ministry of Justice – subject 

to legislation – in spring 2019. They  

remain concerned that CMCs may not 

always act in customers’ best interests, 

and are developing a package of 

information measures to ensure CMCs 

are clear about the rules and principles 

they will have to meet when the FCA 

takes over their regulation.

 

THE REGULATOR’S FOCUS ON 
THE TREATMENT OF EXISTING 
CUSTOMERS IS NOT NEW. 
MANY OF THE HISTORIC 
ISSUES THE REGULATOR 
HAS NOTED CENTRE ON 
THE VARYING NEEDS OF 
CUSTOMERS DURING 
DIFFERENT ‘EVENTS’ OR 
STAGES WITHIN THE PRODUCT 
LIFECYCLE. FIRMS HAVE 
BEEN ADVISED TO IDENTIFY 
THE OUTCOMES THEY WISH 
TO PROVIDE TO THEIR 
CUSTOMERS AND SEE THAT 
THESE ARE DELIVERED WITH 
CONSISTENCY ACROSS THE 
LONG-STANDING CUSTOMER 
POPULATION.  
 
The Financial Services Consumer 

Panel has also pushed for a new 

duty of care rule to be imposed 

which will require firms to exercise 

‘reasonable skill and care in the 

provision of services to customers’. 

This further builds on the 

regulator’s desire for firms to ensure 

products and services are created 

with the best interests of customers 

in mind and that continue to meet 

need and circumstance.
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CONSIDERATIONS FOR FIRMS 

 ⚫ Is your firm’s advice target 

operating model robust and fit for 

purpose?

 ⚫ Does your firm conduct ongoing 

assessments of product suitability?

 ⚫ Is your firm able to meet ongoing 

customer information needs and 

product expectations?

 ⚫ Does your firm have an effective 

and appropriate approach to 

identifying, recognising and 

managing financial inclusion?

 ⚫ Does your firm ensure there 

are no barriers to consumers 

identifying and choosing the most 

competitive product?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Develop digital advice processes, 

ensuring that regulatory 

requirements are satisfied, and 

good outcomes are achieved

 ⚫ Review product governance 

frameworks to ensure they are 

effective at mitigating risks 

when firms are designing and 

developing products and services

 ⚫ Help firms determine whether 

existing products and channels 

used are meeting customer 

expectations and securing fair 

outcomes

 ⚫ Ensure that management 

information is appropriately 

focused and contains key 

performance indicators which will 

evidence whether your products 

are operating effectively in the 

longer term

 ⚫ Design and develop frameworks to 

support customers in vulnerable 

circumstances and ensure 

financial inclusion

The FCA has made it abundantly 

clear that they will “not hesitate to 

intervene, where necessary, if we see 

evidence of firms providing unsuitable 

pension transfer advice”. 

The regulator is particularly concerned 

that some firms have responded to the 

pension reforms by changing their 

business models in ways which could 

potentially harm consumers. The 

regulator plans to collate data from 

all firms that have pension transfer 

permissions across the entire market 

and use this to identify the extent 

of consumer harm and where and 

how it can intervene to best effect. 

The regulator will also publish its 

work on its final report in relation to 

its Retirement Outcomes Review in 

2018, alongside a paper on proposed 

remedies moving forward. 

LONG-TERM SAVINGS, PENSIONS 
AND INTERGENERATIONAL 
DIFFERENCES

As part of the focus on competition in 

relation to non-workplace pensions, 

the regulator seeks to understand the 

following points:

 ⚫ Whether providers are competing 

on charges

 ⚫ Whether there are barriers to 

consumers identifying and 

choosing suitable products

 ⚫ How the differences and 

similarities between the workplace 

and non-workplace markets 

impact competition and consumer 

outcomes 

Further work due to be conducted 

by the regulator into the adequacy 

of savings for retirement is likely to 

paint a mixed picture. The regulator 

is particularly keen to investigate 

which consumer groups are most at 

risk of experiencing a shortfall in their 

expected retirement provision. The 

regulator is expected to use a variety 

of metrics to assess how consumers 

are saving, and how this varies across 

generations. 

 

THE FCA HAS PUBLISHED 
A NUMBER OF WARNINGS 
OVER PENSION TRANSFERS 
IN RECENT MONTHS. IT IS 
CLEARLY AN AREA WHERE 
ADVICE FIRMS CAN EXPECT 
FURTHER REGULATORY 
SCRUTINY.  
 
Described as the ‘fourth industrial 

revolution’ by many, the evolving 

applications of the internet 

are also changing the way we 

live our lives; disrupting social 

and industry norms, shaping 

economies and improving the ease 

and convenience of connecting 

to others or obtaining goods and 

services. The regulator is, however, 

concerned that the move online 

may result in some consumers’ 

financial services needs not being 

fully met, resulting in exclusion, 

poor customer outcomes and 

potential harm. The historic fall 

in real interest rates has reduced 

savings growth and may also cause 

shortfalls in terms of retirement 

savings. An ageing population, 

longevity and social and 

demographic changes all rightly 

hold a place on the regulator’s 

agenda, and should be at the 

forefront of firms’ considerations.
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CONSIDERATIONS FOR FIRMS 

 ⚫ Do you clearly distinguish 

between affordability and credit 

risk - and assess both?

 ⚫ Are fees and charges simply to 

recoup costs incurred, or are they 

in any way punitive?

 ⚫ Does your firm have an effective 

and appropriate approach to 

identifying, recognising and 

managing vulnerability and 

financial difficulty?

 ⚫ How flexible are your forbearance 

options for customers?

 ⚫ Do you document your thought 

process and decision making in 

each of the above areas?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Support compliance and broker 

monitoring activity to ensure you 

have clear sight and can articulate 

the achievement of good customer 

outcomes

 ⚫ Support in the design and review 

of responsible lending practices

 ⚫ Help create a framework for the 

identification and fair treatment 

of customers in financial difficulty

 ⚫ Support in the creation of a best-

in-class collections and recoveries 

target operating model

 ⚫ Work with you to review past 

business and remediate any issues 

which may have arisen

 ⚫ Support with complaints 

operating models and complaints 

handling capability following the 

FCA’s ‘Dear CEO’ letter 

The direction of travel is clear: the 

regulator is concerned at the potential 

harm caused by high-cost credit 

products which may disproportionality 

impact vulnerable customers and those 

in financial difficulty. The recently 

published Financial Lives Survey, 

where 13,000 UK adults were asked a 

combination of 1,500 questions about 

their personal financial circumstances, 

provided thought-provoking figures, 

some of the key highlights are outlined 

below:

 ⚫ 50% of UK consumers currently 

show one or more characteristics 

of vulnerability – 25.6 million in 

total

 ⚫ Those showing characteristics of 

vulnerability are twice as likely to 

have used high-cost credit

 ⚫ 4.1 million people are currently 

defined as in financial difficulty, 

as they have failed to pay domestic 

bills or meet credit commitments 

in three or more of the last six 

months 

HIGH-COST CREDIT

As part of its ongoing work, the 

regulator has committed to investigate 

alternatives to high cost credit with 

the view of increasing awareness 

of the choice and availability of 

alternative products. In addition to 

creditworthiness, in relation to the 

rent-to-own sector, the FCA remains 

focused on pricing models, fees/

charges and add-ons. For home 

collected credit, the regulator has 

expressed a concern at refinancing 

loans and how consumers may end 

up paying significantly more in 

interest when compared to the original 

loan amount. Finally, in relation to 

catalogue credit, the regulator has 

expressed concern at the high level of 

arrears amongst customers and the 

amount of fees and charges applied. 

The regulator is assessing the potential 

need to consult on any changes 

moving forwards in relation to the 

areas identified as being key concerns.

In relation to arranged and unarranged 

overdrafts, the regulator is aiming 

to consult on measures to address 

low customer engagement, promote 

competition and improve transparency 

for customers. The regulator is using 

evidence and insight from the FCA’s 

Strategic Review of Retail Banking 

Models to inform its approach in this 

regard.

 

THE FCA’S OUTLINE OF 
ITS PRIORITIES FOR THE 
CONSUMER CREDIT 
MARKET GIVES A GOOD 
INDICATION ON THE FUTURE 
DIRECTION OF TRAVEL FOR 
THE REGULATOR, WITH A 
PARTICULAR FOCUS NOW 
EXPECTED ON THE RENT-TO-
OWN, HOME-COLLECTED 
CREDIT AND CATALOGUE 
CREDIT SECTORS. 

The FCA has previously made 

it clear that creditworthiness 

comprises both credit risk and 

affordability, and both should 

be considered as standalone. 

The impetus remains on firms to 

define affordability and to take 

appropriate risk-based measures 

to ensure that borrowing is 

responsible, sustainable and 

protects customers in vulnerable 

circumstances. There is a train of 

thought that suggests the target 

market for each of the above credit 

sectors are more susceptible to 

life events and changes to their 

creditworthiness status. The key 

will be for firms to recognise this, 

and put appropriate measures in 

place to prevent poor customer 

outcomes.
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SECTOR  
INSIGHTS

THE DETAIL
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CONSIDERATIONS FOR FIRMS 

 ⚫ How is your firm addressing the 

risk of APP fraud? Is your risk 

assessment holistic and does it 

include fraud?

 ⚫ Is your firm embracing the 

opportunities which PSD2 may 

bring to the market, or viewing it 

as a competitive threat?

 ⚫ Is your complaints operating 

model set up to support the 

closure of payments-related 

complaints in 15 days?

 ⚫ Are you on track to deliver against 

the ringfencing requirements, 

or is execution risk becoming 

apparent?

 ⚫ Have you considered the ramp-

up of the FCA's PPI advertising 

campaign against your PPI 

resourcing capacity plans?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Support the development of a 

robust fraud risk management 

framework

 ⚫ Help with any PSD2 authorisation 

support and ongoing compliance 

activity

 ⚫ Deliver a leading complaints 

target operating model, which is 

PSD2 and PS15/19 compliant 

 ⚫ Support any remediation activity 

and complaints handling linked to 

ongoing regulatory action

 ⚫ Futureproof your compliance 

operating model, balancing 

efficiency and effectiveness

The regulator has rightly stated that 

retail banking remains central to the 

lives of virtually every UK consumer, 

and that technology and innovation 

is now changing the way in which 

consumers interact with their banks. 

Payments in particular is undergoing 

a revolution, driven by three main 

factors. Firstly, there is a strong 

commercial and entrepreneurial 

interest in payments, where making 

payments is increasingly seen as 

a critical touchpoint for building 

customer engagement. Secondly, the 

take-up of new electronic payment 

services has been accompanied by a 

significant rise in payments-related 

fraud, which has distressing and 

life-changing impacts on the victims. 

Thirdly, linked to the above, is the 

active regulatory agenda in the UK 

and EU aiming to provide excellent 

payment services for all types of 

customer, enable innovation and 

competition in payments services and 

underlying payments infrastructures.

The regulator does remain concerned 

with the fraud and financial crime 

threat linked to take up of electronic 

payments. Many payments fraud 

issues relate to the misuse of identity, 

such as a payment card used by 

someone other than the cardholder 

(FFA-UK reports that remote purchase 

fraud losses in 2016 on UK issued 

cards was £432m). The FCA has 

RETAIL BANKING

committed to undertake diagnostic 

work on payment fraud, including 

Advanced Push Payment (APP) 

fraud and to develop appropriate 

interventions as well as support 

broader industry initiatives.

Firms also remain occupied by 

the move towards ringfencing. 

Ringfencing rules must be 

implemented by 1 January 2019, and 

firms continue to make headway in 

relation to this critical segregation 

activity. Finally, in relation to PPI 

redress, the regulator’s awareness 

campaign will continue to run 

throughout 2018 / 19, up until the 

deadline of 29th August 2019. The 

regulator has committed to continue to 

monitor performance and optimise its 

approach so that the campaign delivers 

its objectives.

The FCA will consider its success by 

measuring whether competition within 

the market is improving and how 

easily customers can compare products 

and switch accordingly. The regulator 

will monitor complaints (particularly 

in relation to financial exclusion and 

barriers of service) and will look to 

ensure transparency requirements 

are met regarding current account 

products. 

 

ACROSS RETAIL BANKING, 
THERE REMAINS A 
PARTICULAR REGULATORY 
FOCUS ON CUSTOMERS 
IN FINANCIAL DIFFICULTY 
AND ENSURING FEES AND 
CHARGES ARE FAIR AND 
PROPORTIONATE. THE FOCUS 
ON SMR AND INDIVIDUAL 
ACCOUNTABILITY WILL LIKELY 
GAIN FURTHER TRACTION 
MOVING FORWARDS. 

Although the FCA fined many 

individuals in 2017, there have 

been no enforcement cases under 

the SMR as of yet. This is, however, 

likely to change in 2018, with the 

focus on individual accountability 

expected to increase further and 

with many high-street banks 

moving back into the advice 

market, this will create new 

potential challenges for firms.
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CONSIDERATIONS FOR FIRMS 

 ⚫ Do you distinguish between 

affordability and credit risk?

 ⚫ Are fees and charges merely to 

recoup costs incurred, or are they 

in any way punitive? 

 ⚫ Does your firm have an adequate 

approach to identifying, 

recognising and managing 

vulnerability and financial 

difficulty?

 ⚫ Do you have robust controls in 

place to manage remuneration 

arrangements which are higher 

risk?

 ⚫ How do you factor in whole-

of-life vehicular costs into your 

affordability process?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Provide effective oversight of 

third-party relationships (for 

example, brokers and other related 

parties)

 ⚫ Design and embed robust target 

operating models in relation 

to supporting customers in 

vulnerable circumstances

 ⚫ Support you in ensuring 

responsible lending practices are 

integrated

 ⚫ Provide a regulatory health check 

to give independent assurance 

against areas of higher risk 

exposure

 ⚫ Support for any remediation 

activity linked to on-going 

regulatory scrutiny

SEAN KULAN  
CLIENT PARTNER

t   07795 814 645

e   skulan@huntswood.com

TOM GOODEY  
CLIENT PARTNER

t    07795 813 961

e   tgoodey@huntswood.com

The regulator ultimately aims to 

ensure that firms sell products to 

customers that are affordable and 

suitable for their circumstances, taking 

appropriate and reasonable action 

when customers are identified as being 

in financial difficulty. The regulator 

has singled out several areas for further 

investigate work, including debt advice 

and the long-term sustainability of 

some business models within the 

market. The regulator has shown that 

it will review the debt management 

sector and expects to complete its 

review and report on findings in Q1 

2019. The output of the findings is 

expected to be completed towards the 

end of 2018, and the focus will be on 

the initial debt advice process and the 

continuing service provided. 

Other areas specifically noted include 

the rent-to-own, home-collected and 

catalogue credit sectors, where the 

regulator has expressed concern at the 

high level of arrears amongst some 

consumers and also the amount of fees 

and charges applied. The regulator 

has also committed to publishing its 

interim report and final findings from 

its mortgage market work which will 

examine how the market can work 

better for consumers. 

Within the motor finance sector, it’s 

clear that the areas of continuing FCA 

focus are commission arrangements, 

affordability (particularly in the 

RETAIL LENDING

sub-prime sector) and point-of-sale 

information. The regulator has 

committed to undertaking further 

work on responsible lending by 

motor finance lenders, looking at 

creditworthiness and affordability, 

with a focus on higher risk consumers. 

The regulator has committed to 

completing its review of the motor 

finance market by the end of 2018. 

The FCA will also be carrying 

out a thematic review looking at 

commission and other remuneration 

models between credit brokers and 

lenders. The output of this review 

is aimed to assess how payments 

are affecting which products are 

offered to consumers, for example, 

looking at how product supply is 

influenced or constrained depending 

on remuneration received. The FCA 

has also announced their intention 

to launch a market study on credit 

information providers and credit 

reference agencies (CRAs) in Q4 2018, 

which follows on from their earlier 

consultation within the sector. The 

regulator aims to ensure that this vital 

market works as well as possible to 

maximise the benefits that it delivers 

for consumers. 

The regulator has also committed to 

review the Consumer Credit Act 1974 

(CCA) retained provisions and to 

report on progress to the Treasury by 

1st April 2019.

AUTHORISATION FOR 
CONSUMER CREDIT FIRMS 
IS JUST THE START OF THEIR 
REGULATORY JOURNEY. 
HAVING OVERCOME THIS 
IMPORTANT HURDLE, THE 
FCA NOW EXPECTS FIRMS TO 
HAVE ROBUST CONDUCT RISK 
FRAMEWORKS IN PLACE AND 
FOR THEM TO BE ABLE TO 
EVIDENCE GOOD CUSTOMER 
OUTCOMES.

Responsible lending remains a 

hot topic for the FCA and is a key 

risk to any firm that lends money. 

Arrears and forbearance are 

also noted to be high-risk areas. 

The FCA’s focus on incentive 

schemes will continue. The FCA 

has no problem with people being 

rewarded for their productivity, 

but it needs to be done in the right 

way. The extension of SM&CR and 

the continued responsibility of 

principal firms to oversight their 

brokers is likely to feature heavily 

on the regulatory agenda in 2018.
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CONSIDERATIONS FOR FIRMS 

 ⚫ How do you best ensure customers 

financial needs and circumstances 

are taken into account when 

making a recommendation? 

 ⚫ Do you consider the robustness of 

existing disclosure documentation 

to determine whether customers 

are given the correct information, 

including the structure, content 

and accuracy of suitability reports 

and whether it accurately reflects 

what was discussed?

 ⚫ How equipped are your customers 

to make an informed decision on 

the advice provided? 

 ⚫ Do you test consumer outcomes as 

part of the advice journey?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Conduct deep-dive exercises 

into existing control frameworks 

for monitoring, identifying and 

remediating poor advice

 ⚫ Conduct quality assurance 

exercises on your existing 

frameworks to ensure they are fit 

for purpose

 ⚫ Support in training Pension 

Transfer Advisers with the new 

requirements and test advice given 

to ensure operating models are 

compliant 

 ⚫ Provide an independent past 

business review and remediation 

service where the risk of 

unsuitable advice is discovered

LUKE WOOTTON   
HEAD OF  

BUSINESS DEVELOPMENT

t   07774 335 485

e   lwootton@huntswood.com

The FCA has made clear its position 

in relation to firms advising on 

high-risk investments. The regulator 

has announced plans to carry out a 

programme of work to tackle instances 

of consumers entering into high-risk 

investments which are unsuitable for 

their needs. 

“This work will enable the FCA to 

identify where there are problems with 

high-risk investments. The regulator 

wants to strengthen the authorisations 

gateway and supervision for firms 

that provide advice on high-risk 

and complex investments. This will 

ensure they improve their disclosure 

and reduce the risks of harm to retail 

investors."

The Financial Advice Market Review 

(FAMR) is due to be reviewed 

alongside the Retail Distribution 

Review (RDR) in 2019 to allow the 

regulator to understand whether it 

has achieved its objective of widening 

access to financial advice. The 

regulator will also be keeping a close 

eye on the technological developments 

in the market, specifically through 

‘robo’ or automated advice models. 

Andrew Bailey, in his introduction 

to the business plan, expressed his 

concerns about some firms exploiting 

consumers’ lack of knowledge of 

pension products when advising to 

transfer them out of defined benefit 

RETAIL INVESTMENTS

schemes. Subsequently, the FCA 

has published new rules on pension 

transfers to help customers make 

informed decisions about their 

circumstances and improve the 

overall quality of advice given. They 

also released a further consultation 

proposing further changes, which 

include requiring pension transfer 

specialists to have the same 

qualifications as investment advisers. 

 

The investments platforms market 

has seen a significant rate of growth. 

The FCA’s market study in this 

area is reviewing how platforms 

compete and their impact on overall 

charges investors pay for their retail 

investment products. They intend to 

publish an interim report in summer 

2018, setting out any problems they 

see in the market and any actions they 

plan to take. 

The regulator is also supporting ESMA 

in relation to the temporary product 

intervention measures announced 

on 27th March 2018 in relation 

to contracts for differences (CFD) 

products and the sale of binary options 

to retail clients. Furthermore, the 

increase in fraudulent investment 

firms that are advertising online and 

on social media continues to be an 

issue and will remain an area of focus 

for the FCA. 

THE SUITABILITY OF 
ADVICE THAT CUSTOMERS 
RECEIVE FOR INVESTMENT 
AND PENSION PRODUCTS 
REMAINS A KEY AREA OF 
FOCUS FOR THE FCA. THIS 
IS LARGELY DUE TO THE 
IMBALANCE IN KNOWLEDGE 
OF FINANCIAL PRODUCTS 
BETWEEN FINANCIAL 
ADVISERS AND THEIR 
CUSTOMERS. 

The FCA has undertaken 

significant work on this issue, 

publishing outcomes from thematic 

work, handing out final notices 

and imposing record fines. The 

thematic work highlights concerns 

and areas of poor practice in 

relation to investment risk 

profiling, the suitability of customer 

portfolios and the suitability of 

pension switches.

 

STUART O’SULLIVAN  
PRINCIPAL CONSULTANT

t    07920 006 125

e   sosullivan@huntswood.com
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CONSIDERATIONS FOR FIRMS 

 ⚫ Do you currently consider product 

value as part of your product 

governance processes? What do 

you consider to be indicators 

of poor value? Are you able to 

evidence value for money in your 

pricing practices?

 ⚫ As a product manufacturer, are 

you assessing the effectiveness 

of your oversight of distributors 

to ensure that products 

manufactured and sold on your 

behalf are suitable?

 ⚫ Do you assess whether your sales 

processes support customer 

understanding?

 ⚫ How will you ensure you adhere 

to the 15-hour CPD rule as part of 

the IDD?

 ⚫ How will you ensure the 

‘customer’s best interest’ rule is 

able to be evidenced?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Support on product governance 

processes relating to value for 

money and product suitability

 ⚫ Provide learning and development 

packages to support you embed 

the 15-hour CPD rule with 

tailored support

 ⚫ Delegated authority and 

outsourcing framework support 

and management

 ⚫ Customers in vulnerable 

circumstances framework review 

and implementation

NIKKI CEKO
CLIENT PARTNER

t   07500 578 780

e   nceko@huntswood.com

TOM GOODEY 
CLIENT PARTNER

t    07795 813 961

e   tgoodey@huntswood.com

The general concept of value for 

money (VFM) in everyday life is 

relatively easily understood. When 

aligning this concept to financial 

services and the products and 

services different organisations 

offer, it can become troublesome 

and time consuming to design 

and implement effective value for 

money assessments because of the 

number of features, characteristics 

and dependencies inherent within 

product design. The regulator has 

been proactively assessing the extent 

to which businesses offer a ‘fair deal’ 

to consumers across the financial 

services sector. Within the insurance 

market, we have seen a particular 

focus of activity from the regulator in 

relation to the general insurance value 

measures work.  

 

The regulator is increasingly 

interested in value across the general 

insurance distribution chain and 

has committed to look into the end-

to-end relationships in a sample of 

distribution chains.  

The regulator has committed in 

2018/2019 to conclude their first 

phase of diagnostic work on value in 

the distribution chain. This will look at 

three insurance products – tradesman 

insurance, travel insurance and motor 

ancillary insurances, including further 

investigative work into guaranteed 

GENERAL INSURANCE  
AND PROTECTION

asset protection (GAP) insurance (for 

which the regulator has committed to 

keep its rules under active review). 

As part of the IDD, firms are required 

to identify the target audience for 

products to ensure they are designed 

to meet these consumers’ needs. Firms 

will also need to ensure that they meet 

the ‘customers best interest’ rule and 

adhere to the 15-hour continuous 

professional development (CPD) rule.  

The regulator believes that IDD will 

reduce the risk of unsuitable products 

being sold to consumers, given that 

firms must explicitly identify their 

target audience and regularly review 

products, and this will continue to 

put pressure on existing product 

governance processes, which will 

likely need to be refreshed in light of 

the continuing demands to evidence 

ongoing product suitability and value. 

 

The regulator has also focused on 

protecting vulnerable consumers 

and in summer 2018, will publish 

a feedback statement from their 

call for input on Access to Travel 

Insurance and will also look to publish 

their interim findings on wholesale 

insurance brokers, following on from 

the market study in 2017 which looks 

at whether conflicts of interest exist 

and how broker conduct can impact on 

competition.

 

GENERAL INSURANCE 
AND PROTECTION FIRMS 
CONTINUE TO GRAPPLE 
WITH EVER INCREASING 
REGULATORY SCRUTINY 
IN AN ENVIRONMENT 
OF TECHNOLOGICAL 
DISRUPTION, A PERSISTENT 
SOFT MARKET AND 
A CONTINUED LOW 
YIELD ENVIRONMENT -  
NECESSITATING CHANGES IN 
BUSINESS MODELS AND RISK 
APPETITE. 

Firms also face challenges in 

delivering the product innovation 

needed to meet changing customer 

needs, all against the backdrop of 

regulatory pressure in the form of 

IDD, GDPR, and other issues, such 

as evidencing culture, value for 

money, implementing the SM&CR, 

customer vulnerability, access and 

inclusion, and delegated authority 

and third-party oversight.
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CONSIDERATIONS FOR FIRMS 

 ⚫ Firms should look to review their 

existing pension advice business 

and conduct a sample review of 

files to ensure the advice is fit for 

purpose

 ⚫ Providers of non-workplace 

pensions – whether products (new 

and existing) are competitively 

charged, are not unduly 

complicated and there are no 

barriers to consumers who want to 

switch

 ⚫ Pension advisory firms 

(distributors/advisers) – whether 

processes enable clients to receive 

the most competitive contract; 

whether as part of an annual 

review or ad-hoc recommendation 

to switch to a more competitive 

contract, and whether the scope 

of service will facilitate the best 

customer outcomes (i.e. is not too 

restrictive)

 ⚫ What are your current pension 

transfer capabilities and what skill 

gaps (if any) are there against the 

new requirements?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Support analysis of existing 

quality assurance (QA) 

frameworks and what 

requirements are needed to 

ensure compliance, which should 

include independent assurance in 

relation to advice target operating 

models and forming necessary 

updates, for example, amending 

the framework to add the new 

requirement for the Appropriate 

Pension Transfer Analysis (APTA) 

and Transfer Value Comparator 

(TVC)

 ⚫ Outsourced specialist 

paraplanning support and service

 ⚫ Offer targeted support for past 

business reviews which form 

specific areas of regulatory 

concern

 ⚫ Develop advice processes, 

ensuring that regulatory 

requirements are satisfied, and 

good outcomes are achieved

LUKE WOOTTON   
HEAD OF  

BUSINESS DEVELOPMENT

t   07774 335 485

e   lwootton@huntswood.com

The UK pensions and retirement 

income sector serves over 34 million 

consumers and holds £2.1 trillion 

of assets. Over the next five years, 

the number of people over 65 will 

increase by 1.1 million. The over 85s 

are the fastest growing segment of 

UK population. In the FCA’s strategic 

approach paper, the regulator stated 

that ‘the biggest potential harm in the 

sector is the prospect of people not 

having adequate income or the level of 

income they expected in retirement’, 

and it has identified several areas 

around which it is looking for 

contributions from stakeholders to 

assist its strategic approach, which 

include: 

 ⚫ Getting off to a good start: access 

to pensions

 ⚫ Making sure pensions are well run 

and funded: effective governance 

and secure funding

 ⚫ Making sure pensions offer good 

value for money and are safe and 

supporting of good choices and 

outcomes for consumers and 

members 

PENSIONS AND  
RETIREMENT INCOME

With the enhanced scrutiny on 

supporting consumers to avoid 

scams, the FCA continues to monitor, 

quantify and tackle cases of systemic 

pension misselling and fraud. They 

continue to work with the Treasury 

and Department of Work and Pensions 

(DWP) on legislative measures to 

combat pension scams, including a 

ban on pension cold calling.  

Suitability remains high on the 

agenda, and the regulator is interested 

in whether customers are making 

unsuitable purchases or choices due to 

advice obtained. The regulator is also 

continuing to review the effectiveness 

of robo-advice models and will release 

a verdict next year on whether the 

Financial Advice Market Review 

(FAMR) achieved its objectives of 

widening access to advice. 

The FCA is currently collecting data 

from all firms with pension transfer 

permissions to assess practices across 

the entire market and identify the 

extent of consumer harm and where 

and how it can intervene to prevent it. 

 

IN AN ENVIRONMENT OF 
LOW FEES AND GROWTH, 
AND PRESSURE TO 
IMPROVE SERVICES FOR 
LONGSTANDING CUSTOMERS, 
SEVERAL FIRMS HAVE 
ALREADY OPTED TO START 
MAJOR TRANSFORMATION 
PROGRAMMES. THE 
STANDING WAVE OF 
REGULATORY CHANGE WILL 
CONTINUE TO ROLL ON, 
AND MOST PROVIDERS HAVE 
BEGUN THE YEAR WITH MANY 
MAJOR MANDATORY CHANGE 
PROGRAMMES STILL IN 
PROGRESS. 

It is also likely that more market 

participants will launch automated 

advice options. Aligned to the 

above, firms are continuing to 

tread carefully in and around non-

advised drawdown, which remains 

a key area of focus for the regulator, 

alongside DB to DC transfers and 

the evidencing of suitability.

 

NEIL COLLINS  
PRINCIPAL CONSULTANT

t    07912 780 063

e   ncollins@huntswood.com
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CONSIDERATIONS FOR FIRMS 

 ⚫ How has your firm worked to 

mitigate potential conflicts of 

interest? 

 ⚫ Have you embedded conduct risk 

as a primary risk within your firm? 

 ⚫ Is your firm ‘cyber resilient’, and 

do you have adequate systems and 

controls in place to mitigate the 

risk of cyber intrusion?

 ⚫ How do you best ensure adequate 

disclosure and transparency of key 

information?

HOW CAN HUNTSWOOD HELP? 

 ⚫ Support on value for money and 

product governance frameworks 

and reviews

 ⚫ Assess the current culture and 

conduct within your firm and its 

impact on the delivery of good 

outcomes

 ⚫ Provide expertise to react 

promptly and appropriately to 

financial crime investigations 

within your business, protecting 

your customers and reputation

 ⚫ Specialist resource to support 

achieving regulatory compliance

LUKE WOOTTON   
HEAD OF  

BUSINESS DEVELOPMENT

t   07774 335 485

e   lwootton@huntswood.com

The FCA has committed to providing 

a remedies package on asset 

management to tackle the harm 

found as part of its market study. In 

September 2017, the FCA referred 

investment consulting and fiduciary 

management to the Competition 

and Markets Authority (CMA) for a 

full market investigation. In summer 

2018, the CMA will publish their 

findings on how competition is 

working and will finalise the research 

with recommendations for remedies by 

March 2019. 

PRIIPs regulation requires firms 

to produce, publish and provide 

a standardised key information 

document (KID). The KID offers 

investors a higher level of information 

in order that they make fully informed 

decisions by comparing key features, 

risks and rewards of PRIIPS. The 

FCA has noted that some firms had 

concerns about the regulation, and 

in January 2018, the FCA published 

a statement to clarify its views on 

the KID. The regulator will continue 

to engage with firms and their trade 

associations to consider how to resolve 

their concerns and for investors to 

benefit from the regulation.  

The FCA reviewed the 2017 discussion 

paper on liquidity management in 

open-ended funds. The article noted 

potential harms to investors that could 

not withdraw their money or receive a 

INVESTMENT 
MANAGEMENT

fair price for their assets. The FCA will 

consult on new rules and guidance, 

and they will consider the responses 

received and the international agenda, 

notably the International Organization 

of Securities Commission's (IOSCO) 

updated ‘Collective Investment 

Schemes (CIS) Liquidity Risk 

Management Recommendations'. 

The framework should not prevent 

investors having access to diversified 

investment opportunities and should 

support the fair treatment of all 

investors in these funds. 

The FCA also proposes strengthened 

governance with the Asset 

Management Market Study and 

is considering extending similar 

remedies to with-profits and unit-

linked funds. 

In December 2017, the EU 

Commission published a legislative 

proposal for a new prudential regime 

for investment firms authorised 

under MiFID. Over the next year, the 

FCA will be assisting the Treasury 

over the legislation to strengthen the 

governance of investment managers. 

The FCA aims to publish research by 

the end of 2018 / 19, on the rise of 

passive management in the UK and 

explore the impact on core aspects of 

financial market performance such 

as corporate governance, market 

efficiency and financial stability.

THE INVESTMENT SECTOR IS 
AN ESSENTIAL CONTRIBUTOR 
TO THE UK ECONOMY. 
HOWEVER, THE CRITICAL 
ISSUES IN THIS SECTOR 
INCLUDE; VALUE FOR MONEY 
OF PRODUCTS, INADEQUATE 
DISCLOSURE, LACK OF 
TRANSPARENCY, EXPOSURE 
TO FINANCIAL CRIME, AND 
CYBER RESILIENCE RISKS. 

As expected, the FCA will focus 

on the provision of good outcomes 

to investors, and on firms’ 

effective participation within the 

wholesale marketplace. Firms' 

decision-making must put market 

participants interests first and 

foremost, and firms will need to 

ensure they have adequate systems 

and controls to avoid being used 

as conduits for financial crime, 

including market abuse.

 

MATTHEW DRAGE 
HEAD OF  

REGULATORY DEVELOPMENT

t    07500 991 222

e   mdrage@huntswood.com
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CONSIDERATIONS FOR FIRMS 

 ⚫ How does your firm ensure 

that the service provided is fair, 

transparent and efficient, and one 

which will remain competitive in 

the market? 

 ⚫ Have you embedded conduct risk 

as a primary risk within your firm? 

 ⚫ Have you assessed the risk 

and opportunities which new 

technology may bring, for 

example, AI and machine 

learning? 

HOW CAN HUNTSWOOD HELP? 

 ⚫ Assess the current culture and 

conduct within your firm and 

its impact on the delivery of 

good customer outcomes, using 

quantitative and qualitative 

measures

 ⚫ Provide expertise to react 

promptly and appropriately to 

financial crime investigations 

within your business, protecting 

your customers and reputation

 ⚫ Fraud identification and loss 

recovery with a robust approach 

using cutting-edge technology 

blended with regulatory and 

recovery expertise

 ⚫ Provide detailed training to help 

those at the frontline of your firm 

understand their obligations and 

empower them to drive good 

customer outcomes

MATTHEW DRAGE 
HEAD OF  

REGULATORY DEVELOPMENT

t    07500 991 222

e   mdrage@huntswood.com

LUKE WOOTTON   
HEAD OF  

BUSINESS DEVELOPMENT

t   07774 335 485

e   lwootton@huntswood.com

Insider dealing, market manipulation 

and other forms of market abuse 

distort the effective allocation of 

capital, damage competition and 

reduce confidence in market fairness 

and integrity. In 2018, the FCA will 

monitor, detect and investigate any 

market abuse and enforce action 

against illegal behaviour. The priority 

will be their supervision monitoring 

on the fixed income, commodity and 

non-standard derivative markets. In 

2018 / 19, a thematic review of money 

laundering in capital markets will 

provide an understanding of the risks 

in the market.  

Conflicts of interest and lack of clarity 

by market participants cause harm 

in wholesale markets, which includes 

overpaying for services or products 

and purchasing poorly performing 

products. In 2018 / 19, the FCA has 

committed to monitoring compliance 

and looking to address conflicts of 

interest in producing connected 

research. 

WHOLESALE  
FINANCIAL MARKETS 

Wholesale markets rely on resilient 

infrastructures that can withstand 

cyber-attacks or traditional operational 

failures. Artificial intelligence, 

algorithms and machine learning 

can result in faster decision making. 

However, inadequate controls and 

understanding of technology can result 

in harm and system failures. The FCA 

will increase its knowledge of trading 

algorithms and other innovations 

that the harm of new technology may 

create. Primary markets that function 

unsatisfactorily create sub-standard 

economic resources and capital. The 

FCA has focused on two key drivers 

of harm in primary markets. The first 

is the disparity in the information 

provided to investors during the 

IPO processes, and the second is the 

difficulties market participants had in 

interpreting the Listings Rules. Over 

2018 / 19, the FCA will monitor firms’ 

compliance with the final rules on 

IPOs made last year.

THE FCA HAS AFFIRMED THAT 
CLEAN AND COMPETITIVE 
MARKETS ARE VITAL TO 
THE UK’S PROSPERITY. 
THE FCA FOCUSES ON 
FOUR PRINCIPLES THAT 
ARE DRIVING HARM IN 
WHOLESALE MARKETS.  
 
Firstly, participants that undermine 

market integrity through financial 

crime and market abuse with 

unlawful activities have a 

significant impact at the expense 

of others. Secondly, market 

participants that fail to deal with 

each other appropriately and 

create conflicts of interest, poor 

governance or weak oversight affect 

the incentive to act in the client’s 

best interest. As a result, clients buy 

unsuitable or overpriced products. 

Thirdly, the rate of technology 

combined with poor operational 

controls leads to company 

failures, cyber-attacks and market 

turbulence that affects the market 

and economy. Finally, the FCA will 

intervene to improve efficiency and 

effectiveness of serving users.
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REGULATORY  
HORIZON TIMELINE
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PENSIONS AND 
RETIREMENT INCOME 

PROVIDING SMES 
ACCESS TO FOS 
Final report and 

Consultation Paper 

NON-WORKPLACE 
PENSIONS 
Feedback Statement 

FAIR TREATMENT 
OF WITH-PROFITS 
CUSTOMERS 

UNSUITABLE 
PENSION TRANSFER 
ADVICE 
Policy Statement 

SAVINGS ADEQUACY 
Occasional Paper 

RETAIL BANKING  

STRATEGIC REVIEW 
OF RETAIL BANKING 
BUSINESS MODELS 
Consultation Paper 

IMPROVING 
COMPETITION 
IN CURRENT 
ACCOUNTS 
Policy Statement 

FINANCIAL CRIME 

FINANCIAL CRIME 
REVIEW OF E-MONEY  
Report

Q2  
2018 / 19 

Q3  
2018 / 19 

Q3  
2018 / 19 

Q3  
2018 / 19 

Q4  
2018 / 19 

Q3  
2018 / 19 

Q3  
2018 / 19 

Q2  
2018 / 19 

FIRMS’ CULTURE AND 
GOVERNANCE 

ESTABLISHING A 
PUBLIC REGISTER 

ACCOUNTABILITY 

Consultation Paper 

Policy Statement 

INNOVATION, BIG 
DATA, TECHNOLOGY 
AND COMPETITION 

REVIEW OF 
CRYPTOCURRENCIES
Assessment report in 

conjunction with HMT 

and BoE 

TREATMENT OF 
EXISTING CUSTOMERS 

PROVIDING SMES 
ACCESS TO FOS 
Policy Statement 

Q2  
2018 / 19 

Q2  
2018 / 19 

Q2  
2018 / 19 

Q2  
2018 / 19 
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MORTGAGES  
AND MUTUALS 

Q1  
2018 / 19 

MORTGAGES 
MARKET STUDY  
Interim report 

CONSUMER CREDIT   
WHOLESALE 
FINANCIAL MARKETS 

Q3  
2018 / 19 

MOTOR  
FINANCE 
Final Report 

Q4  
2018 / 19 

CONSUMER CREDIT 
ACT RETAINED 
PROVISIONS REVIEW 
Consultation Paper 

Q4  
2018 / 19 

DEBT MANAGEMENT 
SECTOR REVIEW 

Q4  
2018 / 19 

MARKET STUDY 
ON CREDIT 
INFORMATION 
Terms of Reference 

Q4  
2018 / 19 

HIGH-COST CREDIT 
REVIEW 
Consultation Paper 

Policy Statement 

Q1  
2018 / 19 

IMPLEMENTATION OF 
THE EU BENCHMARK 
REGULATION 
Policy Statement 

Q2  
2018 / 19 

REFORMS TO THE 
LISTING REGIME 
Consultation Paper 

Q1  
2019/20 

MONEY 
LAUNDERING IN 
CAPITAL MARKETS 

Q4  
2018 / 19 

APPROACH TO 
MARKET INTEGRITY 
Report for Consultation 

2020/ 
2021 

LIBOR TRANSITION 

Report 

GENERAL INSURANCE 
AND PROTECTION 

Q2  
2018 / 19 

Q3  
2018 / 19 

WHOLESALE 
INSURANCE 
BROKERS MARKET 
STUDY 

VALUE IN THE 
DISTRIBUTION 
CHAIN (PHASE 1) 

Interim report 

RETAIL INVESTMENTS  

INVESTMENT 
PLATFORMS MARKET 
STUDY 
Interim Report 

INVESTMENT 
MANAGEMENT 

Q4  
2018 / 19 

ASSET MANAGEMENT 
MARKET STUDY 
REMEDIES 
Policy Statement 

Q4 
2018 / 19 

ASSESSING 
CLAIMS INFLATION 
IN GENERAL 
INSURANCE 

OUTCOMES TESTING 
ON AUTO ADVICE 

HIGH-RISK COMPLEX 
INVESTMENTS 

Q2  
2018 / 19 

Q3  
2018 / 19 

Q4  
2018 / 19 
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PROTECTING YOUR 
FIRM, SAFEGUARDING 

YOUR REPUTATION

OUTSOURCING IN 
REGUALTED MARKETS

MANAGING DIGITAL 
CONDUCT RISK

DELIVERING FAIR 
OUTCOMES TO LONG 

STANDING CUSTOMERS

VULNERBALE CUSTOMERS - 
FINANCIAL SERVICES

FAIR TREATMENT OF  
CUSTOMERS IN VULNERABLE 

CIRCUMSTANCE - UTILITIES

VULNERABLE 
CUSTOMERS SELF 

ASSESSMENT TOOL

IMPROVING TRUST  
IN FINANCIAL 

ADVICE 

COMPLAINTS 
OUTLOOK

EFFECTIVE MANAGEMENT 
OF OUTSOURCING IN 
GENERAL INSRUNACE

IMPLEMENTING THE 
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Click on any of the documents below to sign up and 
download the relevant material.
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download the relevant material.

http://443873.hs-sites.com/outsourcing-in-regulated-markets-5-essential-considerations-for-your-firm?utm_campaign=5%20Considerations%20-%20Outsourcing%20mini-paper%20-%20March%202018&utm_content=FCApaper2018
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https://www.huntswood.com/services/vulnerable-customers
https://www.huntswood.com/consulting/trust-advice?utm_content=FCApaper2018
https://www.huntswood.com/insights/complaints-outlook-2016?utm_content=FCApaper2018
https://www.huntswood.com/insights/white-paper-delegated-authority?utm_content=FCApaper2018
https://www.huntswood.com/insights/implementing-smcr-white-paper?utm_content=FCApaper2018
https://www.huntswood.com/insights/protecting-your-firm-safeguarding-your-reputation?utm_content=FCApaper2018
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TO DELIVER PRACTICAL SOLUTIONS

OPERATIONAL SERVICES

EX
PE
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PAYMENTS
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PHARMACEUTICALS

WE 
COMBINE

GAMING

ACROSS A 
RANGE OF

REGULATED 
INDUSTRIES

TECHNOLOGY DELIVERY AND DATA ANALYTICS

SPECIALIST RECRUITMENT

LEARNING AND DEVELOPMENT

ADVISORY AND ASSURANCE

OUTSOURCING AND RESOURCING

ABOUT HUNTSWOOD

Our aim is to drive better outcomes 

– for our clients and our clients’ 

customers. For us, better outcomes 

means helping firms deliver high 

quality services to customers in a 

cost efficient way, while effectively 

mitigating business risk. 

From working with clients, we know 

that they are faced with a number of 

competing challenges: an increasingly 

complex regulatory landscape, the 

need to maximise the efficiency and 

effectiveness of their operations, and 

the imperative to drive advocacy by 

meeting customers’ ever-changing 

needs. 

And, critically, firms need to navigate 

all of these concurrently while 

ensuring they achieve business goals.  

We help clients thrive in this 

environment by combining expertise, 

technology and operational services 

to deliver practical solutions that 

help regulated firms efficiently 

achieve better business and customer 

outcomes: 

 ⚫ OUTSOURCING AND 
RESOURCING

 ⚫ ADVISORY AND ASSURANCE

 ⚫ TECHNOLOGY DELIVERY 
AND DATA ANLYTICS

 ⚫ SPECIALIST RECRUITMENT

 ⚫ LEARNING AND 
DEVELOPMENT

 

We work with firms across a wide 

range of regulated industries, 

including financial services, payments, 

utilities, travel, pharmaceuticals and 

gaming.  

 

Huntswood are also appointed to two 

of the FCA skilled person panels - 

conduct of business and governance 

and individual accountability.
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CONTACT US

SEAN KULAN
CLIENT PARTNER

CONSUMER CREDIT

T    07795 814 645

E    skulan@huntswood.com

NIKKI CEKO 
CLIENT PARTNER

GENERAL INSURANCE

T    07500 578 780

E    nceko@huntswood.com

TOM GOODEY
CLIENT PARTNER

GENERAL INSURANCE AND CONSUMER CREDIT

T    07795 813 961

E    tgoodey@huntswood.com

CHARLIE ROBSON
CLIENT PARTNER

BANKS AND BUILDING SOCIETIES

T    07798 646 392

E    crobson@huntswood.com

LUKE WOOTTON
HEAD OF BUSINESS DEVELOPMENT

CLIENT PARTNER LIFE, PENSIONS AND WHOLESALE

T   07774 335 485

E    lwootton@huntswood.com

STEPHEN HIGGS
SENIOR CLIENT PARTNER

BANKS AND BUILDING SOCIETIES

T    07912 308 067

E    shiggs@huntswood.com

ALEX PRENTICE
SENIOR CLIENT PARTNER

UTILITIES AND TELECOMS

T    07771 775 389

E    aprentice@huntswood.com

PAUL SCOTT
CHIEF COMMERCIAL OFFICER

HUNTSWOOD
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NOTES RELATING TO HUNTSWOOD
This document and its contents are confidential and proprietary to Huntswood or its licensors. No part of this 
document may be copied, reproduced or transmitted to any third party in any form without our prior written 
consent. Huntswood cannot accept any liability for the information given in this document which is offered as 
a general guide only. All Huntswood engagements are subject to a binding contract, fully setting out all terms 
and conditions. A full summary of terms and conditions is available on request. Huntswood CTC Ltd trades as 
Huntswood, Abbey Gardens, Abbey Street, Reading RG1 3BA, registered company number 03969379.
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