


Step one - by end of March 2008, you’ll be expected to:

e include TCF in your business strategy, and make sure that it receives strong leadership
from your senior management (and Board if you have one).

e |ook objectively at how you do business, and have some way of checking whether you're
treating customers fairly. This might include records of what advice you've given, what
products you've sold, and any complaints you've received.

NB: If you're a small firm (the FSA would define this as any business with an annual
turnover of less than £ 1million per year) you may avoid some of this paperwork. You
won't have to have a documented strategy or detailed files showing how you treat
customers fairly (there’s no requirement to record what is checked), but you may wish
to keep a record of what areas you looked at, the main decisions you made and why,
and any areas that need addressing.

e be able to describe how TCF fits into your business, and how behaviour within your firm
takes account of the needs, acceptance of risk, level of understanding and rights of your
customers.

You'll need to have these processes and measures in place to test whether you're treating
customers fairly by the end of March 2008.

Step 2 - by end of December 2008

Once you've incorporated TCF into a substantial part of your business, you'll need to make
sure you're delivering the right outcomes for your customers, and to be able to demonstrate
how well you're doing this (eg collecting management information to monitor TCF on an
ongoing basis, identifying and tackling any issues that arise). You'll need to have completed
your work on TCF, and be able to demonstrate that you're consistently treating customers
fairly by the end of December 2008.

The FSA have recently been incorporating TCF into the ARROW procedure which they carry
out when they visit firms. The FSA intend to improve (which probably means ‘expand’) the
tool they use to measure TCF in firms.

You can find out more by visiting www.fsa.gov.uk/tcf where you'll find online
‘tools’ including a TCF Self assessment tool.

* Dr Phil, AKA Phil Lewis (CeMAP, CeRGI, CeRCC) is Human Resources and Compliance
Manager at Source.

The information contained in this document is a summary. It should not be taken as an authoritative or legally binding view of
‘Treating Customers Fairly”. Source Insurance Ltd does not accept any liability for loss or damages arising, in contract, tort or
otherwise, directly or indirectly from the use or reliance upon any information contained in this document.



