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The end of the quarter is fast approaching and so please do ensure that you 
have recorded at least 4 hours of insurance CPD plus 4 hours of mortgage 
CPD by 30th June – thank you.  If you are struggling for hours then there are 
webinar recordings on our Knowledge Hub website, and we are running some 
CPD sessions on the last 4 Mondays (4pm) and Wednesdays (10am) in June, 
each session for one hour.

ADVERTISING STANDARDS AGENCY (ASA)

There have been several ASA rulings that act as a reminder to Advisers 
buying leads as the ASA will hold the buyer (Adviser) liable for the actions and 
activities of lead generation firms.  It is therefore important that you refer any 
lead providers to Pete Burgess before taking leads, so that we can carry out 
our due diligence, which will include understanding the origin of the leads and 
how they have been generated.

CLAIMS MANAGEMENT PHOENIXING

Imagine this – you have a FS firm sailing too close to the wind with its 
processes, you wind it up, then you (the same directors) set up a claims 
management company (CMC) where you charge consumers to help them 
claim compensation against their former FS firm.  Believe it or not, this 
actually happens and it is called claims management phoenixing.  Anyway, 
the FCA have published a consultation paper on proposals to prevent this 
from happening in the future.

CLAIMS MANAGEMENT COMPANIES (CMCs) ON INTEREST ONLY SALES

And on the same subject of CMCs, the mortgage advice sector continues 
to be attacked by a series of legal claims related to Interest Only mortgages.  
Whilst a small number of these have gone to FOS the majority currently look 
as though the firms face court claims and action.  This is a very expensive 
process.  In addition, it has been a factor in escalating PI Insurance excesses 
and premiums.

AMI is helping the industry to provide information and support to ensure 
that these complaints are defended, where appropriate, in a fair but robust 
manner.  If you receive such a complaint you must immediately inform Pete 
Burgess so we can immediately engage with our PI insurer.

The last few months have been encouraging in that a number of cases have 
terminated in the final weeks before commencement of court hearings.  In 
addition, there have now been three cases which provide evidence that the 
industry is correct to defend these claims.  The results in Ross and Ross 
versus Attanta Limited; Collett and Collett versus APF Private Clients Limited; 
and Colborn and Colborn versus Albany Park Limited all provide support to 
the broker position.

Despite this recent positive news, we urge all Advisers to think carefully before 
recommending interest only mortgages to new and existing clients.  Where 
you do make such a recommendation, even on what feels like a simple PT 
case, you must personalise your RWL to demonstrate that you have explored C
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alternatives.  Replaying a client’s specific comments around wanting 
interest only should be done where possible too.  We will soon be issuing a 
Compliance News communication on this matter, and recommending how 
our RWLs for these high risk sales can be further improved.

THE FOS – HIGHLIGHTING TWO TYPES OF VULNERABLE CUSTOMERS

The Financial Ombudsman Service has published a communication which 
highlights the following information on dealing with vulnerable customers, in 
particular those experiencing economic and domestic abuse.

Domestic abuse doesn’t just entail physical violence, but can also be 
emotional, psychological, or sexual abuse, coercive or controlling behaviour, 
and economic abuse. 

Economic abuse is where an individual’s access to resources is limited or 
controlled, it can often be a form of coercive or controlling behaviour. 

Complaints involving domestic or economic abuse often involve very 
complex or sensitive circumstances. 

In most cases the abuser is someone the individual knows well, such as a 
partner, family member, a friend, a relative or a carer. 

Examples seen by FOS include: 

• An individual forced to take out a loan in their own name for someone 
else’s benefit.

• An individual forced into letting someone use their card/account. 

• An individual forced to sign over policies or investments to another 
person. 

• Where an abusive individual has left the property but won’t agree to 
making changes to a joint mortgage, such as a reduced interest rate, 
even though the occupier makes all the payments. 

We are therefore being encouraged to look to work with the vulnerable 
customers to understand the issues, and we should act with sensitivity 
and understanding.  If you have any concerns about such situations, then 
these should be referred to Pete Burgess as we might feel it is appropriate 
to consider doing things differently from standard procedures to support 
such customers.  Specific circumstances might need to be considered such 
as taking steps to stop an abusive party from finding out a new address, for 
instance.

THE FCA – A NEW CONSUMER DUTY

And finally, this is just some background information to make you aware of.  

The FCA are consulting the industry on introducing a new Consumer Duty, 
which they expect to add to their rulebook by the year end.  The proposals 
are a package of measures designed to more effectively tackle the harms 
seen in financial services markets, and their causes. 

The new duty would seek to set clearer and higher expectations for firms’ 
standards of care towards retail consumers.  The intention of the FCA would 
be to require a significant shift in some firm’s culture and behaviour for 
them to focus consistently on consumer outcomes and put customers in a 
position where they can act and make decisions in their interests.  

The new Duty would require firms to focus on the actual outcomes C
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experienced by consumers, and act in a way that reflects how consumers 
behave and transact in the real world.  The FCA wants firms to be putting 
consumers at the heart of their businesses, offering products and services 
that are fit for purpose and they know represent fair value. 

The Consumer Duty has three key elements: 

1. A Consumer Principle – setting a clear tone and using language that 
reflects the overall standards of behaviour expected from firms. This 
would strengthen the existing Principle requirements, it would be an 
objective standard that would require firms to consider the reasonable 
expectations of their customer base as a whole, rather than achieving the 
absolute best outcome for each and every customer. Two options have 
been proposed for the principle: 

a. A firm must act to deliver good outcomes for retail clients. 

b. A firm must act in the best interests of retail clients. 

2. ‘Cross-cutting rules’ – to develop and clarify the Consumer Principle’s 
overarching expectations of firm conduct and set out how it should apply 
in practice. These would require firms to: 

a. Act in good faith. 

b. Take all reasonable steps to avoid foreseeable harm to consumers. 

c. Take all reasonable steps to enable consumers to pursue their 
financial objectives. 

3. Four Outcomes – A suite of rules and guidance that set more detailed 
expectations for firm conduct in relation to 4 specific outcomes for key 
elements of the firm-customer relationship. 

a. Communications – these should support consumers by enabling 
them to make informed decisions. Communications should be 
understandable and facilitate informed consumer decisions. 
Consumers should be able to evaluate: 

i. The options available to them. 

ii. The costs, risks and benefits attached to those options. 

iii. Which options offer fair value and would meet their needs. 

b. Products and Services – Products and services are specifically 
designed to meet the needs of consumers and sold to those whose 
needs they meet. Products and services should not: 

i. Take advantage of behavioural biases. 

ii. Make it difficult for consumers to assess whether they are 
right for their needs. 

iii. Deter consumer from acting in their interests. 

c. Customer Service – Customer service should meet the needs of 
consumers, enabling them to realise the benefits of products and 
services and act in their interests without undue hindrance. 
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i. This should be through the customers relationship with the 
firm. 

ii. Service levels should meet the reasonable needs and 
expectations of consumers. For instance, it should be at least 
as easy to exit a product or service as it is to purchase in the 
first place. 

d. Price and Value – The price of products and services represents 
fair value for consumers. There will be a clear and consistent 
expectation of how firms should assess whether the price of 
products and services offers fair value. Firms should be able to 
demonstrate that the benefits of their products and services are 
reasonable relative to their price. 

Whilst we do not need to be doing any specific towards this new Consumer 
Duty at the present time, the FCA have urged us to give early consideration 
to the proposals.



ABI INSURER 2020 CLAIMS DATA

The latest figures out today from the Association of British Insurers (ABI) 
and Group Risk Development show that the insurance industry paid out £6.2 
billion in life insurance,  income protection, and critical illness  claims in 2020, 
the equivalent of £17 million  a day, the highest combined figure on record 
and up 8% on 2019.

Earlier this year, the ABI published figures highlighting the £202 million paid 
by insurers in 2020 to help the families of those who were tragically affected 
by Covid-19.

These latest figures also show a rise in mental health claims under individual 
income protection – up from 10% to 12% in 2020. This further highlights the 
impact of the pandemic on the mental health of the UK population. The ABI’s 
recently launched mental health training platform, developed with mental 
health experts, aims to help train 5,000 advisers and front-line insurer staff 
to better engage with customers who disclose a mental health condition.

However, there was a 6% fall in the number of critical illness claims paid last 
year, with their value down by 7% on 2019. This may in part be due to some 
illnesses going undiagnosed during the period of unprecedented pressure on 
medical services during the pandemic. 

The pandemic dramatically highlighted the crucial role of the financial safety 
nets and support services provided by insurers.  This support includes lump 
sum payments to provide financial support following a bereavement or 
diagnosis of serious illness and monthly payments to replace lost income 
following ill health or injury.  Insurers also offer rehabilitation services to help 
customers return to work after an illness and they provide a wide range of 
extra services to support their customers’ health, such as enhanced online 
medial consultations.

During the pandemic, insurers supported the NHS by finding alternative 
routes to source medical evidence to support claims and were flexible with 
customers experiencing financial hardship. 

Some highlights from the data:

• The equivalent of £17 million paid every single day in 2020, which is 
£1.16 million a day more than in 2019 

• The average payout on term life insurance policies (individual and 
group) was £79,304. The average payout was £22,000 on income 
protection policies. 

• 98% of all claims were paid, virtually unchanged from 2019.

• £3.4 billion was paid in life insurance claims, up by £349 million year on 
year.

• Musculoskeletal illnesses were the most common claim under 
individual income protection. 

• Non-disclosure was the biggest reason for declining individual income 
protection claims.
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Full data breakdown:

Products  claims paid % paid  Total value  Average 

Critical Illness  16,845  91.3%  £1,128,825   £67,011

Life   43,160  97.0%  £3,422,788  £79,304

Total Permanent Dis. 391  66.4%  £28,102   £71,939

Whole of Life  237,458 99.99% £956,021  £4,026

Income Protection 27,281* 86.5%  £688,256   £22,170

All    325,136 98.0%  £6,223,992  

And here are some insurer specific updates for you:

L&G

L&G have reminded us that in addition to their level premium IPB products, 
they also now have a Low Start IPB where the premiums start off lower and 
then go up each year.

GUARDIAN 

This insurer is now able to offer terms on life policies with ratings up of to 
250% for under 60 year olds.

Also, the telephone pre-sales support pilot has been extended, meaning we 
can still use it.  Telephone 0808 133 1821.

THE EXETER

In the latest of their CPD offerings, The Exeter invite you to the CPD section 
of their website where you can download Let’s Talk Insurance – their new 
research report which takes opinions from Advisers and UK working adults.  
Reading the full report will give you a great insight as well as 20 minutes CPD.

LV 

Did you know that through their Life & CIC offering LV can pay out up to 
double the client’s sum assured (capped at £200k) if they claim through 
any 1 of 17 different scenarios, (where LV recognise certain scenarios have a 
longer financial impact on a family), for instance:

10 conditions if a result of an accident, for instance the loss of a limb.

3 major organ decisions, for instance a lung transplant.

4 neurological conditions under age 55, for instance Parkinson’s diagnosis.

AEGON

Warning:  Where you are quoting for Aegon income protection through 
Assureweb there is an issue where the occupation class is not pulling through, 
meaning all clients are being quoted assuming occupation class 1.  You can 
obtain a correctly priced quote from their website.

PAYMENT SHIELD

New and existing Payment Shield customers can now enjoy some Sky 
benefits as part of their household insurance policy.  (L&G offer something 
similar).PR
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STAMP DUTY DEADLINE

Yes, we all know it is fast approaching!  The 30th June is the deadline for the 
next change in Stamp Duty rates.  So please ensure that you are in contact 
with any pipeline purchase clients so that they understand the deadline to 
potentially avoid, or reduce, their stamp duty.  It is important that your clients 
know that it is not your responsibility if they happen to miss the deadline.  I 
know this seems petty, but a two minute client call and a two minute follow 
up email is much better than the many hours we need to spend in refuting 
these types of complaint after the event.  Please do therefore engage with 
your clients in this respect – thank you.

GOVERNMENT FIRST HOMES SCHEMES

The Government has published guidance on the new First Homes scheme 
and its implementation.  The First Homes scheme will provide new homes to 
people at a discount of at least 30 percent.  They will be sold to local people 
and local authorities are encouraged to prioritise first time buyers, members 
of the Armed Forces (serving and veterans) and key workers.  The discount 
will be passed onto future buyers when the First Homes are sold.  Further 
details of the property and applicant criteria can be found on the gov website.  
Seven lenders have so far confirmed they will have products for this scheme 
at up to 95% LTV.

LENDER SPREAD

We suspect that each month you are using the top six lenders of Barclays, 
Halifax, NatWest, HSBC, Nationwide and Santander.  But, did you know, you 
and your colleagues have used  over 40 different first charge lenders so far 
this year?  Outside of the top six, these are the ten next commonly used 
lenders: Coventry, TSB, Accord, Virgin, TMW, BMS, Platform, Clydesdale, 
Skipton and Leeds.  If you have not recently used any of these second tier 
lenders, then please do familiarise yourself with their criteria and products.

And below is an array of lender news to provide you with an overview, with 
more details being found on the lenders’ websites.

NATWEST

NatWest has launched an Economic Hub on their intermediary website to 
help Advisers understand the key themes affecting our economy.  Their 
Economic Hub will be updated monthly.

NatWest have also improved their BTL criteria with the removal of the £25k 
minimum salary requirement.

BESPOKE

BofI Bespoke would like to remind us that they are good with contractors, 
employees of an umbrella firm, and those who have recently changed their 
status, i.e. employed to self-employed or vice versa.  Also, in some instances 
you can now go straight to AIP instead of seeking initial agreement from the 
BDM.  Please refer to the Bespoke emails for further details.

PLATFORM

Firstly, a reminder that supporting our field based BDM, Steve Barrett, we 
have a telephone BDM too – Taj Dogra.  Taj can be contacted at taj.dogra@
platform.co.uk or 07542 858870.

And secondly, we can now make applications for existing Platform customers M
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for Porting and Further Advance transactions.  The process is similar to their 
product switch and so they recommend you engage with all the support they 
are providing to ensure your first experience of this new process holds no 
unforeseen surprises.  There is lots of information on their website. 

Here are some pointers:

• To manage expectations, please allow 5 working days for part 1 for a 
response, 3 working days for part 2 and up to 30 working days for part 3.

• There will be a £199 porting fee (non-refundable) and a valuation fee 
required.

• Where an existing Platform customer has taken a further advance 
previously, unfortunately will not be able to accept mortgage variation 
application from intermediaries - these customers will still have to 
approach platform directly. 

• Our Variations team can be contacted on 0345 070 1999 option5, 
option 2.

• The proc fee paid is 0.3% of the total borrowing.

ACCORD

Mike Huston is willing to discuss cases with Advisers where they fall outside of 
Accord’s normal lending criteria, but where the Adviser feels there is a solid 
reason for lending.  Such lending might be possible using Accord’s Principle 
Based Lending.  Mike will be able to give you a provisional yes or no prior to 
you inputting an AIP.

TSB

TSB have made improvements to their income affordability assessment 
where bonus is included.

FOUNDATION

This lender will go to 90% LTV on your complex residential cases.  Give them 
a call if the high street says no.

HODGE

Hodge have extended their Early Repayment Promise across their entire 
range of products, including holiday lets, which means clients will not incur an 
early repayment charge at any point, if they decide to sell up.

VIRGIN

This lender has announced a Greener Range of mortgage products, priced 
0.10% cheaper than their standard range, to reward clients buying energy-
efficient new build properties.

FAMILY BUILDING SOCIETY

A reminder that for your later life clients, or those with family assistance, this 
lender can go to age 95.

HINCKLEY & RUGBY

We can’t seem to currently source this lender on Mortgage Brain but H&R do 
currently have a 2 year discount mortgage starting at 0.99%, with a £699 fee 
for sub 65% LTV cases.  Might be worth a look if you are currently only offering 
fixed rate deals.M
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NEWCASTLE

This lender has reminded us that they offer some no ERC deals on a 
residential basis.

FPG MONDAY WEBINARS

During May we recorded sessions with Santander, HSBC & Virgin/Clydesdale 
and all of these can now be viewed via the Knowledge Hub website.  These 
lenders all offer something unique and so these recorded webinars are all 
well worth watching if you missed any of them.
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Mortgage Apps 
 
Colin Mackay  £2,500,000

Paul Goodey £2,400,995

Jim Cox  £2,063,495   

Lindsey Quirke  £1,875,000

Lindsey Quirke £1,440,000

Paul Goodey £1,390,222

Paul Goodey £1,290,999

Carrie Millin £1,115,000

Karen Looker £1,050,000

Nigel Urban £1,000,000

Joe Maskell £1,000,000

Protection  Apps 
 
Phil Thomas £2,151,800

Richard Lucy £1,760,100

Phil Thomas £1,427,883

Investment Apps

Sarah Hope £3,600,000

Sarah Hope £2,200,000

The Millionaire Club 

Mortgage Apps 

Dan Fletcher 32
Rob Chart  32
Carl Thorne  23
Paul Gent  22

Karen Looker  17

Peter Stickley 17

Philip Smith  17

Jack Savory  16

Daniel Walsh  15

Lindsey Quirke 14

Scott Sutton  14

Andy Poustie  13

Paul Ripley  13

Charlotte Haddow 10

Jim Maye  10

Matt Stephens 10

Paul Goodey  10

Phil James  10

Paul Goodey  10

Tor Worthington 10

Jim Maye  10

Protection  Apps
 
Scott Sutton 29

Simon Maskell 23

Rob Chart  22

Paul Gent  18

Philip Smith  18

Jane Hutchinson 16

Matt Stephens 14

Carrie Millin  12

Graham Morris 11

Karen Mills  10

Paul Ripley  10

Tim Dock  10
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Well done to Scott Sutton with an 
amazing 29 protection policies 
submitted in May.  Well done also to 
Simon Maskell for his highest  
monthly position.

Well done to both Dan Fletcher and 
Rob Chart for jointly leading the way 
with mortgages in May, with a  
staggering 32 cases apiece!  Well 
done also to Carl Thorne for his  
highest monthly position.
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JUNE FPG ZOOM MEETINGS

Just to confirm that we are continuing our weekly zoom meetings at 
4pm every Monday afternoon.  Each week we will be joined by a guest 
speaker, generally either an insurer or a lender.  And, if you are unable to 
attend one of these sessions then the good news is that they are all now 
recorded and can be watched at a time convenient to you.  Simply go 
to our knowledge hub website, then click ‘hang-outs’ and then hangout 
recordings.  You can also watch our Conferences from the ‘our events’ 
heading on the knowledge hub website.

WEDNESDAY 9TH JUNE.  10AM.  1 hour of protection CPD.

FRIDAY 11TH JUNE.  10AM.  Equity Release meeting.

MONDAY 14TH JUNE.  4PM.  TBC

WEDNESDAY 16TH JUNE.  10AM  1 hour of protection CPD

MONDAY 21ST JUNE.  4PM.  TBC

WEDNESDAY 23RD JUNE.  10AM.  1 hour of protection CPD

MONDAY 28TH JUNE.  4PM.  TBC

WEDNESDAY 30TH JUNE.  10AM.  The new look Mortgage Brain  
sourcing system will be demonstrated before we switch to this new 
system next month.

PLUS, there are many webinars being arranged by insurers, lenders 
and the L&G Mortgage Club which you can attend to maintain your  
knowledge.

WELCOME

Please join us in welcoming two more new Advisers, David Bland and 
Linda Froud.

Linda will be working as a Protection Adviser with Elysian Finance in 
South East London, whereas David joins Finance Planning as one of 
our most northerly Advisers, being based in Newcastle Upon Tyne.  We 
wish both David and Linda all the best in their new roles.

THE KEY – ADVISER PORTAL

Did you know that The Key can be accessed as a read only version on 
any device via the web, i.e. smart phones and tablets.  Here is the we-
blink that you can save to your phone if you feel this might be of interest 
to you – https://thekeyv1.mbl.co.uk/FinancePlanningGroup/  You then 
log in as normal, i.e. your name and password for The Key.  Please feel 
free to have a play.


