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Success 
Tip #2
If you’re genuinely 
curious, you’ll have 
better results.

Be fascinated by 
your clients.



Record Keeping Checklist
We have updated the Checklist you can use to do a quick check of your case to 
ensure you have all the supporting documents and evidence you need.  The new 
Checklist can be found on our Knowledge Hub website, scroll down to ‘checklists 
and handy docs’.

Compliance News 02/22 (Fiscal Probity). 
Thank you to all of you who have already completed the 3 questionnaires which 
are part of our ongoing fit & proper testing of all Advisers and Administrative 
staff.  If anyone hasn’t yet completed the forms, please can you do so asap – 
thank you.

Compliance News 03/22 (Mortgage RWL Update). 
We have now included optional Wills/LPA paragraphs at the end of the Mortgage 
RWL.  This paragraph is still in the Protection RWL but as not every client gets 
a Protection RWL we thought it best to give you the option to include it in the 
mortgage letter too.

Compliance News 04/22 (Client Fee Payments). 
Because of the implementation of some new regulation to protection consumers’ 
personal credit/debit card details we have ceased using the old Barclaycard 
system in our head office.  Clients (or Advisers for clients) can instead use the 
secure portal  fee.financeplanning.co.uk  to collect any client fees owing.

Compliance News 05/22 (Portable Device Encryption and 
Malware Protection). 
This was merely a reminder of two important security matters concerning our 
laptops.  Firstly, to check to ensure it is encrypted.  And secondly, to check that 
your system security updates are turned on and up-to-date.
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Financial Crime
You are reminded to inform Pete Burgess concerning any suspicions you have 
about existing or potential clients.  The majority of the cases currently referred 
as SARs are where it is not clear-cut as to whether we should proceed or not with 
a mortgage application.  So please don’t forget to also be referring those clients 
whom you quickly walk away from.   All we need is a quick email with their details 
and why you chose not to proceed, i.e. the nature of your suspicion – thank you.

FCA Fake Emails
The FCA has been targeted with fake emails which have been spoofed to falsely 
appear to come from an @fca.com address. The FCA only sends email from 
addresses ending:

 @fca.org.uk
 @fcanewsletters.org.uk
   @fcamail.org.uk

If you ever think you have received an email from the FCA, please forward it to 
Pete Burgess.

FCA Financial Promotions data
The Regulator has published its data from 2021 on the action taken against 
Firms for breaching financial promotion rules.  It has seen a record number of 
564 promotions being withdrawn, primarily for adverts being misleading, unfair 
or unclear.  Most of these adverts were from social medial influencers or social 
media platforms.  

It is important that if you wish to advertise, including online posts, that we approve 
your content.  Similarly, where you wish to buy leads from an external source, 
please inform us before you take any leads, as we will likely be responsible for 
their advertising which generates these leads, and we therefore need to carry 
out due diligence on that lead provider to understand their lead generation 
processes and advertising content

FCA Consumer Duty
New regulation is coming from the FCA which will bring about a lot of work for all 
of us in further demonstrating that we are achieving good outcomes, at all times, 
for all of our customers.  It is being dubbed “TCF on steroids” and it affect us all.

To give a little more background, the new Consumer Duty aims to bring about 
a fairer, more consumer-focused and level playing field in which firms are 
consistently placing consumers’ interests at the centre of their businesses and 
extending their focus beyond ensuring narrow compliance with specific rules, to 
a focus on delivering good outcomes.     

http://fca.com
http://fca.org.uk
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http://fcamail.org.uk


Specific outcomes the FCA are looking for are that consumers get products and 
services which are fit for purpose, provide fair value, and that they understand 
how to use them and are supported in doing so.   

It is proposed that the Consumer Duty would have 3 main elements:   

1. An overall consumer principle which sets a clear tone and uses language 
that reflects the overall standards of behaviour expected from firms:  The 
FCA propose that this principle should require firms to ‘act to deliver good 
outcomes for retail clients’. It is important to note that the FCA acknowledge 
that customers may experience negative outcomes as a result of matters 
outside an individual firm’s control, or even as a result of the consumers 
own choices, but the key issue will be whether firms have acted reasonably 
to deliver good outcomes.  

The FCA clarify that the consumer principle does not  

• mean that consumers can or will be protected from all harm  
• impose an open-ended duty that goes beyond the scope of the 
firm’s ability to determine or influence consumer outcomes or protect 
consumers from all potential harms, or 
• remove the principle of consumer responsibility  

2. Cross-cutting rules which build on the consumer principle and develop 
and clarify the expectations of firm conduct and set out how firms should 
act to deliver. The rules would require firms to:  

• act in good faith towards retail customers; 
• avoid foreseeable harm to retail customers, 
• enable and support retail customers to pursue their financial objectives  

3. Four specific outcomes covering communications, products/services, 
customer service, and price/value.  

Such is the importance of this new regulation that we will soon be issuing 
a separate Compliance News on the subject, giving much more detailed 
information about what is coming and how it will affect us all.

DPA – Protecting Customers’ Personal Information
This is just a reminder to please take great care when sending emails containing 
a client’s personal information.  It is so important to ensure that each email is 
correctly addressed to the intended individual or organisation.  Please make use 
of secure portals or encrypted emails wherever possible.  In the unlikely event 
that you do send an email to the wrong person, please inform Pete Burgess 
immediately – thank you.



Vulnerable Customers – a reminder
A further reminder of the need to be recording any potentially vulnerable 
persons on your Fact Find and to then include a brief statement of why they 
are vulnerable and of any steps or measures you have taken to mitigate their 
vulnerable circumstances, where appropriate.  You might recall from the re-
validation workshops back in December that the FCA has data which suggests 
up to 53% of the population could be vulnerable.  

This is how the FCA break down vulnerability into four key areas, and it is 
important that we understand these areas:

At the point of a mortgage application some common vulnerability triggers 
or traits which might not be evident at first sight are things like clients who are 
first time buyers (lack of financial understanding), clients who have recently 
separated (rushed decision making and perhaps your client had no previous 
dealings with the household finances), clients in later life (whilst this category 
are often wiser, the need to be borrowing money in an individual’s latter years 
might be stressful), donors gifting deposits (have they been placed under undue 
pressure to help a family member), zero hours contracts (the non-guaranteed 
nature of this work can cause stress), and even joint cases where one applicant 
is so much more dominant in the dealings than the other (does the other person 
want to transact, or understand perhaps, and so extra attention should be 
given to these second applicants to ensure they are happy with the proposed 
arrangements).  

These are just a small number of the examples that we could use.  Please ensure 
that you are noting your Fact Find where a client is thought to be ‘potentially’ 
vulnerable and then add a sentence to or two to confirm why, and what (if 
anything) you have done differently.



Recording your CPD
You should by now have recorded most of your Q1 2022 CPD and, as a reminder, 
this is at least 4 hours of mortgage CPD, plus 4 hours of insurance CPD.  Please 
ensure your CPD logs on the Knowledge Hub are up-to-date – thank you.

Here are a few highlights from our protection providers.  Please ensure you refer 
to the array of provider emails for all updates.  There are many more updates 
from insurers promoting their products and best practices.

LV= GI.
The new LV= GI portal is now active and should be used (instead of L&G GI 
Connect or L&G GI Smart Quote) for your GI applications.  There are some small 
differences between the old L&G quoting system and the new LV= system, and 
a small number of product feature changes too.  Please familiarise yourself with 
these changes and ensure you have access to the new system.  

For information, the Paymentshield system is unchanged and can still be used 
as usual.

L&G.
L&G have promoted their “umbrella benefits” webpage which details the 
practical and emotional support included as standard with their policies.  There 
are two services which focus on physical and mental health , plus two fairly-new 
benefits which can be purchased for added health and financial security for 
additional peace of mind.  More information on well being support, rehabilitation 
support and services, private diagnostics and fracture cover can be found here  
https://www.legalandgeneral.com/adviser/protection/umbrella-benefits  
You can also watch a learning video on this link to give you 20 minutes CPD. 

BIBA Flood Insurance
For those small number of instances where we might not be able to provide 
cover to new or existing clients, because of flood issues with their property, then 
you could refer the client to this Insurance Association who can provide details 
of the flood specialist insurers.  Here’s the link  https://www.biba.org.uk/press-
releases/insurance-sector-pulls-together-to-help-those-at-risk-of-flood/  
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Zurich
We have a new Protection Specialist at Zurich.  Jude Reynolds can be contacted 
on 07875 398560 or jude.reynolds@uk.zurich.com  Or desk-based we have 
jack.1.ellis@uk.zurich.com or 01793 406581.  Plus the following email addresses 
Underwriting.Team@uk.Zurich.com for medical queries/documents and 
Applicationsupport@uk.zurich.com for non-medical queries/documents.

Also, with it recently being World Cancer Day which aimed to bring an 
understanding and awareness of this disease, Zurich wanted to share some 
less-publicised data on cancer survival and the average age of diagnosis.  Their 
data showed that the average age of claimants for cancer was typically in the 
late 30s, 40s and 50s. The average age for a testicular cancer diagnosis was just 
38, whilst ovarian and cervical cancer were both 44.  However, the good news 
is that people are increasingly likely to survive cancer.  According to Cancer 
Research UK, cancer survival in the UK has doubled in the last 40 years and 
now 50% of patients survive cancer for 10 or more years. But living with cancer 
can come with a hidden financial impact beyond the cost of treatment, with 
McMillan estimating that 4 in 5 people living with cancer are on average £570 
worse off each month!  The average age of claimants is even more surprising for 
open heart surgery (35) and motor neurone disease (45).  As a reminder FIB can 
be written to include CIC with most insurers.

Vitality
Vitality wishes us to know that 1 in 12 of their Serious Illness Claims in 2021 
were for conditions unique to them as an insurer.  Serious Illness Cover from 
Vitality includes 37 unique conditions and Serious Illness Cover Plus 60 unique 
conditions – meaning these aren’t covered by any other insurer in the market.  
What’s more, Vitality’s Serious Illness Cover pays out based on the impact that 
the condition has on your client’s lifestyle. This means your client could receive 
a pay out at an earlier stage of their illness, even if it’s not life-threatening.  That’s 
why Vitality cover more conditions than any other insurer and how they say they 
provide your clients with access to the most comprehensive cover.

AIG
This insurer is the latest to launch a range of materials to help Advisers in bringing 
protection to life with their clients.  Whether it’s planning for a meeting, during 
the meeting, or keeping in touch they have a range of materials to help.   We are 
comfortable with you using these so please treat them as being pre-approved, 
just let us know when you do use them.  Click here for more information https://
thetoolkit.aiglife.co.uk/?utm_campaign=2022-02-15-EMEA-UK_The_Toolkit_
Email_2&utm_medium=email&utm_source=Eloqua 
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Scottish Widows
According to their own statistics, only 30% of the UK population with children 
have life cover, and just 7% have CIC, and so Scottish Widows are this month 
promoting the use of their Family Income Benefit product.  They point out that 
FIB can be used for the obvious ongoing expenses outside of the mortgage, e.g. 
utility bills, other loan payments, food, travel, insurances, children’s expenses 
and fuel, etc.  But it can also be used for many other things too, e.g. protecting 
maintenance payments, leaving money to guardians to help with raising the 
client’s children, or perhaps covering the cost of education fees.

Protection Guru – Important!  Is negligence by some GPs 
putting families into poverty?!
Our friends at Protection Guru are keen to hear of any examples where the slow 
response from a GP surgery to a medical evidence request has led to a bad 
consumer outcome. This could be:

• A client becoming ill whilst waiting for a GP report to be returned and as such 
offered higher premiums, postponed or even declined when cover would 
have been offered if the report was returned sooner?

• A client that would have been able to claim on their policy if a GP report was 
returned sooner and the policy been put in force?

• A client or their family waiting a disproportionately long time to have their 
claim approved as medical evidence took a long time?

Every example that we provide to Protection Guru will help them. AMI are also on 
board.  And they both wish to put the case to GP surgeries as to why they should 
adopt electronic GPR services and speed up medical evidence requests.  You 
can contact these organisations directly with your cases, or you can simply let 
Dave Riley know and he’ll do the rest – thank you.



In this mortgage update we are minimising the number of product or specific 
criteria changes as you can review these from the vast array of emails you 
receive from lenders each day.

Santander – Porting
When porting a Santander mortgage to a new property the lender recommends 
that we speak with their Telephone Sales Team to help with the application, 
making the process easier for you and your client.

NatWest – Product switch process (old Metro cases)
For any old Metro mortgages that have now switched to NatWest, the lender 
has now launched a digital PT switch process which replaces the temporary 
arrangements that have been in play for the past few months.  The new process 
mirrors the normal NatWest PT process, i.e. log on and obtain a quote in the 
usual way.

You are also reminded that we are not permitted to re-mortgage a RBS mortgage 
to NatWest.

Vida
We have a new Key Account Manager at Vida who is Ollie Smith (formerly of 
Pepper Money).  Ollie can be contacted on 07391 402476 or oliver.smith@
vidahomeloans.co.uk  

Teachers Building Society – short term mortgage lending
Just a reminder from Teachers that they have a short term mortgage, with no 
ERCs, which could provide an alternative to a client needing a bridging loan.  Our 
BDM, Ralfe Punter (07741 875248) can provide further information.

Halifax – PT revaluations
From now on, when you request a property revaluation as part of a Halifax PT, 
you need to make the customer aware they may receive a text message from 
e-serv as part of that valuation process.  The customer may be asked to provide 
e-serv with details about their property.  It is really important to have a correct 
mobile phone number with each PT application to enable this process to work.
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Nationwide – Helping Hand
Hopefully everyone is aware of Nationwide’s new Helping Hand mortgage which 
can help eligible clients on the property ladder by providing potentially higher 
loan amounts when taking a 5 year or 10 year fixed rate product.  Please ensure 
you check the client and property eligibility.

Suffolk Building Society – 95% deals
This lender has returned to 95% lending.

MPowered Mortgages – new lender
MPowered Mortgages are the most recent addition to our lender panel.  We are 
piloting their new products.  Please ensure you are registered, and ideally please 
watch the recorded webinar on our Knowledge Hub website, if you didn’t attend 
one of the live launch sessions in early March.  MPowered Mortgages are currently 
providing BTL Offers within 4 hours, and residential Offers within 36 hours!

Generation Home
We are seeing more and more Advisers using this new and exciting lender.  
Our BDM, Sarah Courtnage, can be contacted on 07897 037869 or sarah.
courtnage@generationhome.com  

Generation Home also has a new Affordability Calculator on their website where 
you can see how a family member’s income boost or deposit boost can help or 
increase your client’s borrowing potential.

eConveyancer
We have a new Account Manager for eConveyancer, Leah-Marie Bunce.  Leah-
Marie can be contacted on 01844 265410 or leah-mariebunce@ulstechnology.
com  Leah-Marie will be able to help you get set up, or help you navigate their 
portal if you are unsure about which product is best for your client.

Simplify conveyancing (PPL and My Home Move brands)
This conveyancer who has been plagued with system issues since the attempted 
hack, is now back up and running for new business, and they arguably now have 
the most secure of all the conveyancing portals out there.

e-Conveyancer
As an alternative, and in light of the recent service issues from various 
conveyancers, we have reached out to e-Conveyancer, and you can now register 
with this conveyancer platform should you wish.  E-Conveyancer is essentially 
a conveyancing comparison tool for brokers, enabling us to help customers to 
compare over 50 conveyancer firms on either price, service or location.  You can 
set an introductory fee in the same way you can for other conveyancers.
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Mortgage Market
And finally on mortgages, we thought we’d share some data with you on the 
industry’s 2021 lending figures and house price growth, for the UK as a whole:

• Mortgage Market in 2021 was expected to be £215bn according to UKFI 
• Mortgage Market in 2021 ended on £310-320bn
• Expected Market in 2022 – £284bn 
• Market share of aggregators – circa 3% 
• Market share of intermediary – Circa 82% 
• Unemployment rate Dec 2021 – 4.2%
• According to Nationwide, house prices recorded another above consensus 

gain of 1.0% m/m in December, pushing annual growth up to just over 10%.
• Annual house price inflation rose to 9.8% in December, up from 8.2% in 

November, according to the Halifax house price index
• According to the Office for National Statistics (ONS), annual house price 

growth increased by 10.2% over the year to October 2021, down from 12.3% 
in September 2021.
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Protection 
Well done to Paul Gent on maintaining 
top spot on the protection league table 
for February.  As a reminder, please don’t 
be putting off those important protection 
discussions with your clients.

PAUL GENT   18
ROB CHART   15
MATT STEPHENS  15
JANE HUTCHINSON 12
Scott Sutton   11
Karen Mills   9
Wilma Morton  8
Jack Clarke   7
Claire Lipscomb  7
Paul Ripley   7
Carrie Millin   7
Jack Savory   7
Joe Maskell   7

Mortgages 
A record breaking month for Dan Mules 
and a first for FPG with a whopping sixty six 
cases. We’d say that he deserves a holiday, 
but he actually had one during February!

DAN MULES   66
DAN FLETCHER  33
ROB CHART   30
Paul Gent   27
Philip Smith   26
Paul Ripley   22
Daniel Walsh   20
Jack Savory   19
Cathy Rafferty  17
Colin Mackay   15
Phil James   15
Andy Poustie   14
Carl Thorne   14
Jim Maye   14
Joanne Pope   13
David Wise   12
Scott Sutton   12
Trevor Farley   12
Charlotte Haddow  10
Karen Looker   10
Marion Hunnisett  10
Peter Stickley  10

February 2022

And congratulations to everyone who has featured in either of these league tables for 
February – a tremendous effort all round.  As a reminder, please do ensure that you get 
your cases loaded on to your Point of Sale system as soon as possible – thank you.

rmance



millionaire club

Mortgages 

Dan Mules   £6,000,000
PAUL GOODEY  £2,140,754
TIM DOCK   £1,920,999
DAVID WISE  £1,520,000
DAN WALSH  £1,500,999
CLAIRE LIPSCOMB £1,300,199
PHOEBE SHEPHERD £1,275,000
Craig Thomas  £1,250,000
DAVID WISE  £1,200,000
PAUL GOODEY  £1,187,870
DAVID BROWN  £1,170,000
David Brown   £1,061,500
PAUL GOODEY  £1,050,995
Dan Duncombe  £1,030,000 
Paul Goodey   £1,001,499
Stuart Hunnisett  £1,000,999
ROY BOURNE  £1,000,000

Protection

KAREN MILLS  £3,826,999
KAREN MILLS  £2,494,745
Claire Lipscomb  £1,119,000

Each year we create three honorary members in recognition for writing the largest 
single piece of business in each of  core activities. We will leave these on display to 
remind us of how high we set the bar in the previous year.

Honorary member hall of fame

Dan Mules  £6,650,000  Mortgage  2021
Phil Thomas  £2,151,800  Protection  2021
Sarah Hope  £3,600,000  Investment  2021

Lots of new members joining the millionaire club in February! One that jumps off the 
page is Karen Mills who taken the protection table by storm with two entries and 6.3m in 
protection. Great work all.



FPG Zoom Meetings
Dan and Mark continue to host the weekly zoom meetings, at 4pm on a 
Monday, to help bring you up-to-speed with latest industry developments and 
lender/insurer presentations.  They’re a great way to also help with your CPD 
requirements, and if you cannot attend a meeting, then you can always watch it 
at your convenience on our Knowledge Hub #Hangouts.

Please also watch out for our ad hoc Wednesday morning webinars too.

This Friday (18th March) please join us at 11am for our Uinsure webinar where you 
will find out more about this new insurer to your B&C panel.

Later Life Conference 
For those of you who are Equity Release authorised, a reminder of our 
Conference on Wednesday 23rd March 2022. 9.30am to 2pm.

Welcome
And last, but by no means least, we’d like to offer a warm welcome and best 
wishes for their future success, to the following new Advisers:

Jon Peachey – New Finance Planning Adviser

Danielle Rasor – Fitch & Fitch (welcome back from maternity leave)

Connor Sutton – New Finance Planning Adviser (formerly helping Advisers with 
para-planning)

Ellis Featherbe – New Finance Planning para-planner (but soon to be Adviser)

Adam Fletcher – New Elysian Finance Adviser

Bryce Protheroe – New Finance Planning Adviser

We’re delighted to have you all on board, and good luck to you all!

and finally


