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Ian has more than 20 years’ experience in the retail finance
& insurance sector and has been directly dealing with the
former OFT / FSA and more recently the FCA for over a
decade. During that time, he has become a well-respected
member of the finance and insurance industry, and in 2011 he
was awarded the acclaimed Annual Achievement Award for
his services within the sector.
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Ian is Deputy Chairman and a Director of the Association of
Professional Compliance Consultants (APCC) and is Chair
of their working groups on Authorisation’s & Supervision, he
is also a regular speaker at financial and trade association
conferences. Ian meet’s regularly with the FCA to discuss
how the Association can work with them to improve
communication to their members and ultimately to the
regulated firms, he also meets with representatives within
the FCA’s various teams to promote collaborative thinking
and endeavouring to ensure the right balance between
compliance and commercial challenges are addressed.
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Assisting authorised clients to remain compliant within FCA threshold conditions.
Experience has taught us that we need to be different to our competitors. Most of
our clients are now taking bespoke packages to fit their specific business needs and
include additional elements such as:
•	Audits
•	Compliance Monitoring Programme to evidence your
Compliance Strategy has been put in place and your
procedures are working

Financial Promotion

8

•	How up to date is your Compliance manual? Is it GDPR
ready? What about your Privacy Policy?

GDPR
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• e-Learning we have FCA and GDPR courses available

Compliance Audit
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• Financial Promotions
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Senior Management Regime

12

CMC
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• Compliance Documentation
• Website Regulatory Review and Report
• Bespoke On-site Compliance Training
• External Classroom Training
•	We can review your financial promotions
• GDPR Compliance Support
• GDPR onsite or remote Audit

And of course, the next big thing to hit FCA regulated firms
will be the Senior Managers & Certification Regime – the
FCA will be releasing their final guidance for firms shortly.
Our basic ongoing support package includes: –
• Help Desk - Telephone and email support
•	Assistance with any FCA queries you may have including
guidance on the FCA’s online systems
•	GABRIEL – for your quarterly / six monthly / annual
returns
• i-receivables – online invoicing system
•	Connect – for Standing Data Changes
•	Monthly newsletters containing regulatory updates
•	A ‘Supported by Consumer Credit Compliance’ logo for
use on your website / promotional material etc.
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Consumer Credit Compliance is proud to be
recognised as one of the UK’s leading FCA
compliance solutions providers.
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Rachael Doyle

Senior Account Manager

FCA Applications
Variations of Permissions

We are proud to have a 99% success rate with applications
for hundreds of businesses across a wide range of sectors.
We work with you to complete your FCA application so that
it can be submitted correctly and on time. Your Regulatory
Business Plan and Compliance Polices and Procedures are

If you are already authorised by the FCA for other regulated
activities and you need to add a further permission, we can
assist you with the online application, writing the reason
for the variation document and providing supporting
documentation.

included in the application fee. These documents can also
be purchased individually.

Our range of FCA Applications:

Compliance Policies & Procedures - The FCA requires you
to have these documented and available for inspection at its
request. We can provide a standard set of these documents.
This includes a Compliance Monitoring Programme
Document which demonstrates how you and your staff will
comply with your firm’s compliance procedures

Martin Fenton
Training Director

Compliance Training Workshops

Consumer Credit & Insurance Mediation FCA Applications

Regulatory Business Plan (RBP) - This will explain to the
FCA who you are, how your firm operates and how you
will meet your ongoing regulatory requirements post
authorisation.

Tr a i n i n g

•

Full Permission (Consumer Credit & Insurance Mediation)

•
•

Limited Permission
Approved Person Application and Section 178 change
of controller
Variation of Permission, including your reason for
variation documentation; be that changing from limited
to full, or simply adding to your existing permissions

•

We are here to help firms understand their responsibilities once they are FCA authorised and this can
be achieved through attendance at our training days. These practical sessions are a great opportunity
to exchange dialogue and compare experiences with other firms. There are plenty of useful exercises
and activities to reinforce learning.
Workshop Aims & Objectives
By the end of the Workshop you will:
• 	Understand what the key responsibilities are for
a firm authorised by FCA
• 	 Know how the FCA intends to supervise your firm
• 	Consider what systems and processes you need to put
in place to (achieve) compliance
• 	Identify risks and compile an effective Compliance
Monitoring Programme to mitigate those risks (maintain)
• 	Be able to prepare for an independent audit or an onsite
visit by the regulator (evidence)
Authorised firms must be able to provide evidence to the
FCA that they have implemented systems and processes to
demonstrate not only that they are compliant, but “Treating
Customers Fairly” is at the heart of, and embedded into, the
culture.
Duration
The course typically starts at 9.30am and lasts until about
4.30pm. This gives plenty of time for questions and to
network with other businesses who are also regulated by
the FCA. Refreshments are provided throughout the day and
lunch is included.

Bespoke Solutions
Some firms require bespoke training specifically tailored
to the needs of their own business. We are happy to work
onsite at your premises, or at an appropriate learning
environment of your choosing.
CPD Accredited
Accredited CPD training means the learning activity has
reached the required Continuing Professional Development
standards and benchmarks. The learning value has been
scrutinised to ensure integrity and quality. The CPD
Certification Service provides recognised independent CPD
accreditation compatible with global CPD requirements.
There is an increasing expectation for professionals to
undertake Continuing Professional Development regardless
of the industry, career level, job role and responsibilities. The
CPD Certification Service helps formalise knowledge into a
structured and recognised approach to meet expectations.
Points or hours?
It is up to the individual/organisation to set the number of
points allocated for the learning activity within their own
programmes. Our open accredited course would be 5 CPD
hours or 5 CPD points.

Consumer Credit Compliance is proud to be recognised as one of the UK’s
leading FCA compliance solutions providers.
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David Petty

Chief Information Officer

e-Learning Training

e-Learning Training Continued

Our e-Learning programme is ideal for firms that find it a challenge to deliver real time training, or
where a self-paced learning programme would benefit staff.

GDPR e-Learning Course

A cost effective alternative to developing your team.
An interactive multi-media e-Learning system allows your
staff to complete an online training course, complete with
certified modules and a CPD certificate upon completion.

An introduction to the ICO and its expectations of firms
under GDPR

Understand why and how the FCA
regulate Consumer Credit firms course
The course is split into 8 modules.
The subject titles are as follows:
•	An introduction to the FCA and its expectations
of authorised firms.
•	How the FCA monitors firms, and the consequences
of getting it wrong.
•	Treating customers fairly and the care of vulnerable
customers.
• The role and the responsibilities of the Approved Person.
•	Pre and Post Contract Responsibilities and “adequate
explanations”.
•	Financial Crime, Bribery, Corruption and Anti-Money
Laundering
• Whistleblowing
• GDPR – General Data Protection Regulation

Benefits of e-Learning
The course is CPD approved for 5 hours and the CPD will
issue certificates on successful completion of the module tests
•	It is quick, easy and an economical way to grow staff
knowledge
•	Convenience of studying at any time using PC, laptop,
mobile, smartphone or tablet
•	Staff can work in private and don’t have to take time off
work
• Facility to track and report on individual performance
•	Study when you want, where you want, for as long as you
want
•	Comprehensive reporting suite for evidencing user results
Our e-Learning programme will help you get to grips with
the forthcoming Senior Managers and Certification Regime,
applicable to all Consumer Credit & General Insurance firms.

The course is split into 8 modules.
The subject titles are as follows:
•	An introduction to the ICO and its expectations of firms
under GDPR.
• Key definitions under GDPR.
• GDPR principles and lawful bases for processing.

I was very impressed with the Consumer Credit
Compliance e-Learning Course. It was user
friendly to navigate and raised my awareness and
knowledge of being an FCA Authorised Person. It
was certainly value for money and I would highly
recommend it.
Daniel Thomas - Clocktower Support Limited

• Lawful bases under GDPR.
• Special categories of personal information under GDPR.
• Data Security.
• Individual rights.
• General Data Protection Regulation breaches.

Our interactive multimedia e-Learning system encompasses
a blend of text, graphics, video, audio, to create a highimpact learning experience. Completion of our modules
will go a long way to demonstrate to the FCA that your firm
meets its Threshold Conditions.

Consumer Credit Compliance is proud to be recognised as one of the UK’s
leading FCA compliance solutions providers.
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Pat Harter

Compliance Director

Consultancy Services
Document Checking

Do you need advice on how to deal with a complex
question? Our consultancy services, are designed to cover
a wide range of issues that many FCA authorised firms
may encounter. These services can help if you are already
authorised and need specialist advice for one off issues. Our

Understanding the complexities of plotting your existing
policies and procedures against the requirements of the FCA
can be baffling. We are here to conduct this review for you
and offer suggested courses of action and amendments, so
you can remain compliant at all times. For example, we can
assist by checking your SECCI (pre-contract information) and
credit agreements to ensure they meet the latest standards.

Pre-Application Guidance
Need advice on how to proceed? Making an application is
a daunting process and you may need advice to get to that
stage. We offer a pre-application service which can identify
whether you need authorisation or not. Once we have
identified this, we can then advise on the type of application
you will require.
Pre-application enquiries can save you a lot of hassle
and money, and many of our clients find it a good way of
clarifying their position, prior to making an application.
Post Application Pre-Authorisation Questions and
Consultancy
We understand that some firms will have completed the FCA
authorisation application themselves and subsequently will
receive one or more rounds of questions from the FCA as
part of their application review process. If you are looking for
support in answering these questions we would be happy
to assist.
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Compliance Documentation

Consultancy

charge rate is based on project complexity and time frame.
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Meet Our Compliance Director, Pat Harter
We understand that you want professional advice and
guidance from a credible source, which is where Pat Harter
our Compliance Director comes to the fore, as our Lead
Consultant.
Pat is a hugely experienced professional, having previously
had an extensive career in Trading Standards, where she
advised firms on all areas of complex Consumer Credit
Legislation. Pat is well known and respected in the industry.

Compliance documentation will identify and address the compliance risks that a firm faces and
contain management information which a firm can use to measure its compliance.
Writing of a Regulatory Business Plan
For any FCA Application you are required to have a
Regulatory Business Plan, which advises the FCA of your
business and how it operates in line with meeting threshold
conditions. This will explain to the FCA who you are, how
your firm operates and how you will meet your ongoing

Provision of a standard set of Compliance
Policies and Procedures
The FCA requires you to have these documented and
available for inspection at their request. We can provide
a standard set of these documents. This includes a
Compliance Monitoring Programme Document.

regulatory requirements post-authorisation.
Provision of a Regulatory Business Plan Template
Rather than having a Compliance Expert write this Regulatory
Business Plan for you, should you prefer to do so yourself, we
can provide you with a template allowing you to complete all
the information that is needed in your plan.

Compliance Monitoring Programme Document
As part of your compliance policies and procedures you will
need to have a monitoring document demonstrating the
areas that require reviewing, illustrating how you and your
staff will comply with your firm’s compliance procedures.

Since joining CCC, Pat has built an impressive portfolio of
globally based clients, but still has time for small independent
firms that need her help and guidance.
Pat holds a Diploma in Consumer Affairs and Trading
Standards and is a full member of the Chartered Trading
Standards Institute. She is also a Quality Management
Systems Lead Auditor to standards ISO 9001:2015 and a
qualified Chartered Institute of Environmental Health Trainer.

Consumer Credit Compliance is proud to be recognised as one of the UK’s
leading FCA compliance solutions providers.
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Jade Inwood
Marketing Executive

G DPR

Jourdain Tambo

Senior Compliance Consultant

Financial Promotions

GDPR

Advertising and marketing is your shop window for many of your own clients and this has to be FCA
Compliant. Before you go to print, or publication, why not let us conduct a financial promotion review
and to ensure you are operating within the FCA’s expectations. This service is available at just £145.00
per hour.

GDPR’s objective is to give individuals control over the use of their personal information. It achieves
this through rules to ensure greater transparency when collecting personal information, giving
individuals more rights in relation to their personal information and requiring organisations to
maintain an audit trail of their data processing activities.

In recognition of the 40% increase year on year in the
number of complaints received against firms undertaking
a Consumer Credit activity, coupled with the majority of
financial promotions withdrawals, we have developed
services to enable your business to remain compliant.

So why is it so important to have a website which is FCA
compliant?

If you use direct mail, printed media, or online advertising,

•	The website, communication, or financial promotion, is
often the first part of the customer journey and is critical
to demonstrate to the FCA the firm treats its customers
fairly. Get this wrong and the chances are that there are
other problems within the firm.

then we can ensure that the promotions don’t fall foul of the
required standards.
Website Regulatory Review and Report
Let our experienced team of Compliance Experts perform a
comprehensive regulatory review of the website against the
requirements of FCA CONC Sourcebook and also comment
on E-commerce, Distance Selling and the Consumer
Protection from Unfair Trading Regulations,
where appropriate.
Not only will we identify any non-compliant websites, we will
recommend improvements and grade compliance issues
from a simple recommendation to a call for immediate action.
We provide proposed remedial actions and can support you
in the implementation of these.
Your website may have been “approved” previously at some

•	Often it is all the regulator will know about the firm – if the
website is unclear or misleading then the FCA is likely to
delve deeper.

•	The website has to comply with the Handbook
requirements, but, overall has to be clear, fair and not
misleading.
•	Your website must be balanced in the information it
provides. All relevant information about the product on
offer must be included, both good, and not so good.
Remember an advertisement can be misleading by
omission too.
•	Most importantly, it must be likely to be understood by
its target audience. This is of particular importance if you
have identified your market as potentially vulnerable.

Our GDPR Services

Who does the GDPR apply to?

•	GDPR Privacy Policy – A template privacy policy that
contains the updated GDPR prescribed terms.

GDPR applies to all organisations that collect, hold or
use personal information. This includes customers’ and
employees’ personal information.

•	Data Protection Schedule (Contract) – A data protection
schedule to add to contracts with third parties.
•	GDPR Adequacy Assessment – A review of a firms’ data
protection policies and procedures and an update to
meet requirements.
•	GDPR Audit – An adequacy assessment plus an onsite
audit of a firm’s data protection practices.
•	GDPR Premium Audit – An adequacy assessment, an
onsite audit of a firm’s data protection practices plus
provision of a GDPR compliance manual.

How does GDPR affect you?
You will need to update your privacy policy to include the
additional information prescribed under GDPR. The purpose
of a privacy policy is to inform individuals about why you
collect their personal information and how you will use it.
You will need to conduct an assessment of what types of
personal information you collect, how you collect them, how
you use them, who you share them with, how long you keep
them and how you keep them safe.

•	GDPR Compliance Manual – A GDPR compliance manual
compliant data protection policies and associated
templates, breach recording forms and information asset
register templates.

This assessment will inform you of any risk areas and give
you a focus to implement controls to manage those risks.

• GDPR Ongoing Compliance Support.

GDPR gives the Information Commissioner’s Office (ICO) the
power to issue organisations with fines of up to €10 million
or 2% of global turnover for certain categories of breaches
and up to €20 million or 4% of global turnover for other
categories of breaches.

• Reviewing and updating data protection policies.
•	E-learning Course – A bespoke GDPR e-learning course.

point, but is it compliant now?

What’s the worst that can happen if you are not GDPR
compliant?

Consumer Credit Compliance is proud to be recognised as one of the UK’s
leading FCA compliance solutions providers.
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Shaun Gill

Business Development Manager

Compliance Audits

Appointed Representative (AR) Network

Evidence compliance to the regulator by commissioning a review by our qualified audit team.

Our AR Network service is for Firms that do not want to be directly authorised by the FCA and would
prefer a ‘Principal’ to look after their Consumer Credit Broking / General Insurance activities.

In auditing terms, we often hear the phrase 3 lines of
defence, what does this mean?
1)	Can you demonstrate strong management control and
good governance?
2)	Can you demonstrate that the day to day carrying out
of documented policies and procedures is being done
compliantly?
3)	The third line is usually an internal audit which is likely to
be your Compliance Monitoring Programme (CMP). But
how do you know that the activities recorded on the CMP
are being carried out?
What can you expect from a review by CCC?
1.	Authorisation details & organisational structure
We will verify information already given to the regulator,
identify false or inaccurate information and establish if
information on the FSA register is correct.
2. B
 usiness model – sales channels & third parties
We will explore all types of sales channels and the nature
of these. We want information on each third party and on
any activities undertaken that could undermine strategies
put in place to improve conduct.
3.	
Regulatory compliance: business policies, practices &
procedures - Are your policies, practices and procedures
documented and who authorised them? How often
are they reviewed and updated? Are there details of
any changes implemented in response to a lack of
effectiveness identified?

4.	
Skills, knowledge & experience - What training and
development is in place? Evidence will be required to
support answers such as training schedules, certificates,
qualifications, tests, results and personal development files.
5.	
Pre-contractual issues
I. Marketing - Advertisements and website will be
assessed. Are changes signed off and checked by
a legal firm?
ii. A
 ffordability - How do you concentrate on customer
outcomes? We will look at reasons for arrears – are
any adverse outcomes wholly or partly attributable to
a deficiency in the assessment procedure?
Iii. Adequate explanations & disclosure - How do
you ensure consumers have listened to/read and/
or understood the PCI? Calls may be listened to,
transactions observed, and records accessed to
check for evidence.

What is a Principal?
A ‘Principal’ is a firm directly authorised by the FCA that will
be responsible for ensuring any Appointed Representatives
(AR’s) meet their requirements.

Responsibilities:
Appointed Representatives must understand and comply
with regulatory requirements for the business you conduct.
A business cannot be an Appointed Representative if:

What is an Appointed Representative?
An Appointed Representative will advise customers,
complete proposals, and advertise Finance & Insurance
products. You can still choose your Finance/Insurance
provider if they are correctly authorised and comply with
FCA regulations. This firm is known as the AR’s ‘Principal’.

•	It does not have a contract with a principal firm covering
regulated business

What are the benefits of joining an Appointed
Representative (AR) Network:

•	It operates a credit reference agency

• You don’t have to apply to the FCA for Authorisation

• It is authorised for another activity

• You can’t be directly fined or censured by the FCA
•	You don’t have to report data to the FCA through their
Gabriel system

6.	
Vulnerable customers - We look for specific provisions
for the fair and appropriate treatment of vulnerable
customers. Policies and procedures will be checked
against what happens in practice.

•	Your Principal takes responsibility for regulatory conduct
and supplies the necessary systems, processes and
compliance programmes

7. C
 omplaint handling - Who is responsible for – and who
deals with – complaints? Records will be checked to
ensure consumers are informed of the process by the
time the agreement is made. Complaints will be checked
for written acknowledgements and final responses sent
for required timescales; and has any appropriate remedial
action been taken as a result of complaints.

An Appointed Representative will advise customers,
complete finance proposals, and advertise finance. You
can still choose your finance provider if they are correctly
authorised and comply with FCA regulations.

•	You benefit from best practice learnings from the Principal
and other AR’s

•	It has not accepted responsibility in writing for the
regulated activity the business undertakes
•	The firm holds only an interim permission for the relevant
credit activity
• It provides credit (unless the credit is free of interest)

The exceptions to this are:
•	A firm with interim permission for a credit activity can be
an Appointed Representative for activity not covered by its
interim permission
•	A firm with limited permission for certain credit activities
can be an Appointed Representative for other regulated
activities.
You must allow the principal access to your staff, premises
and records so they can carry out the necessary oversight
and monitoring of your business.
Who can join
Any firm or person that can meet our strict criteria.

Consumer Credit Compliance is proud to be recognised as one of the UK’s
leading FCA compliance solutions providers.
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CMC

Senior Manager’s Regime
Extension of the Regime to all FSMA authorised firms

Certification Regime

The Bank of England and Financial Services Act 2016
includes the extension of the Senior Managers and
Certification Regime (SM&CR) to all FSMA authorised firms.
This will affect firms who offer financial services and are
regulated by the FCA.

This applies to employees who do not hold any of the

Senior Managers Regime

Firms need to have identified:

The Senior Managers Regime (SMR) for Bank and Insurers
focuses on the most senior individuals in firms who hold key
roles or have responsibility for whole areas of relevant firms.

•	All certified individuals from implementation of the SMR
for consumer credit firms

Firms need to:
•	Ensure each Senior Manager has a Statement of
Responsibilities setting out the areas for which they are
personally accountable;
•	Produce a Firm Responsibilities Map that knits these
together;
•	Ensure that all Senior Managers are pre-approved by the
regulators.
The Government also introduced a ‘duty of responsibility’,
which means Senior Managers must take the steps that
are reasonable for a person in that position, to prevent a
regulatory breach.
This replaces the current Approved Person regime which is
in place for FCA Consumer Credit regulated firms.

Senior Manager functions. Employees who currently hold
the Significant Management Function (CF29) or who are
responsible for client money compliance (CF10a) in a debt
management firm.

•	Assess them as fit and proper 12 months from the
implementation date
•	Have procedures in place to re-assess the fitness and
propriety of certified staff on an annual basis
•	Have procedures in place to identify any breaches of the
Conduct Rules and notify the FCA
Conduct Rules
Conduct Rules set the standard of behaviour expected from
Senior Managers and certified staff. The Conduct Rules
set out high-level requirements such as a duty to act with
integrity, due care, skill and diligence.
How can we help you?
The FCA are due to publish a Policy Statement this summer
setting out final arrangements to apply the SMR to FCA
Consumer Credit regulated firms. We can keep you updated
with developments relating to the SM&CR and assist
your firm ensure that all the right people hold the Senior
Managers Functions, Certification Functions and have the
correct statements of responsibilities where required.

Claims Management Compliance
Claims Management Compliance is a designated compliance support service aimed at Claims
Management Companies (CMC).
CMCs are currently regulated by the Claims Management
Regulation Unit (CMRU) which is a unit of the Ministry of
Justice. The CMRU is responsible for supervising CMCs’
compliance with the Conduct of Authorised Persons Rules
2018 which incorporates various regulatory rules such as the
CMR’s Complaints Handling Rules 2015, data protection and
rules on direct marketing.
The CMRU supervise CMCs’ compliance by conducting
periodic onsite audits, obtaining intelligence from other
regulators such as the Information Commissioner’s Office
and receiving complaints data that is passed to them from
the Legal Ombudsman or from complaints received directly
from consumers.
How can Claims Management Compliance help?
Claims Management Compliance (CMC) are on hand to
assist CMCs attain and maintain compliance. We are able to
assist CMCs prepare for CMRU audits, conduct compliance
health check audits and provide bespoke compliance advice
as required.
Our CMC Services
•	CMR Authorisation Support – Assistance with CMRU
authorisation applications (including the provision of a
claims pack and compliance policies & procedures) and
assistance with post-submission information requests.
•	CMC Claims Pack - This includes terms of business and
a letter of authority.

•	CMC Data Due Diligence Pack - This includes a data due
diligence policy and due diligence form to ensure GDPR
and PECR compliance.
•	CMC Policies & Procedures - Provision of a vulnerable
customers policy and complaints handling procedure.
•	CMC Audit - An onsite audit of firms’ compliance with the
Conduct of Authorised Persons Rules 2018.
•	CMC Remote Audit - A telephone and documentation
audit of a firms’ compliance with the Conduct of
Authorised Persons Rules 2018.
•	CMC Audit Representation - Represent firms during CMRU
audits.
•	CMC Investigation/Enforcement Representation – We
make representations on behalf of firms in response to
CMRU investigations and/or enforcement information
requests.
•	CMC Outsource – You can outsource your complaints
handling and data due diligence reviews to us.
•	CMC Bespoke Ongoing Compliance Support – We tailor
our ongoing compliance support service to the needs of
your organisation.
•	Bespoke Consultancy – Bespoke consultancy services
based on the needs of your organisation.
If you require any information in regards to claims
management compliance then please contact us.

Consumer Credit Compliance is proud to be recognised as one of the UK’s
leading FCA compliance solutions providers.
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Can’t find what you’re looking for?

Contact Us
Consumer Credit Compliance
Windsor House, Cornwall Road
Harrogate, North Yorkshire
HG1 2PW
Authorised and regulated by the Financial Conduct Authority for
Credit Broking & Insurance Mediation under FRN 631736. Information
Commissioner Office Registered ZA074336

Give us a call

01423 522 599
Visit our website
consumercreditcompliance.co.uk
Email us at

info@consumercreditcompliance.co.uk
14

