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	CHARTER 
THE KEY PRINCIPLES OF OUR SERVICE PROPOSITION

	KEY AREAS

	STANDARDS AND EXPECTATIONS OF CLIENTS

	A – ADVICE

Advice and Sales Process (including Ongoing Service)


	The service we provide matches our client’s expectations. This includes obtaining sufficient information from our clients to ensure that we know what their financial situation is, what their objectives are and what level of risk, if any, they are prepared to take to achieve their objectives. Our recommendations are made after undertaking a detailed risk analysis for our client’s, and after research has been undertaken. We forward our recommendations to our clients in the form of a Personal Financial Report and the clients have the opportunity to consider the report prior to a second meeting and before applications are completed. For investments, once the policy / investments are in place, we review the portfolio on either a yearly or half-yearly /quarterly basis as agreed with our client.



	B - NO BARRIERS
Handling Complaints and Client Queries


	Clients have the right to complain if they feel the service we have provided does not meet their expectations. Our procedures to submit a complaint are clearly laid out in our Terms of Business and explained to clients at our initial meeting.

	C - CLEAR INFORMATION
Client specific communications, Marketing, Advertisement, etc.


	Advice is provided in plain English, avoiding the unnecessary jargon and is clear and transparent. Our recommendations are forwarded to the Client (usually by post or email) in the form of a Financial Planning Report which the Client receives prior to a second meeting. Clients have the opportunity to consider the advice before applications are completed.



	D - PRODUCTS & SERVICES
People and Remuneration


	Products and Services provided to our clients are matched to their needs and requirements. This means that Capital Tower’s processes take into account our clients attitude to risk, their circumstances and financial objectives and the level of on-going service they require. Our service is based on a whole of market choice of products and product providers with no bias shown to any financial institution.



	E - BUSINESS STRATEGY
Business Strategy, Culture, Values & Proposition


	Our clients’ needs are regarded as pivotal to the way we operate. Our processes and business practices are geared towards providing the level of service our clients expect and which we have agreed to provide on an on-going basis.
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A - Advice and Sales Process

(1) Initial Consultation – free of charge
i) Business Card given to client.

ii) Terms of Business Issued and explained in depth.

iii) Services and Client Disclosure Documents issued.

iv) Our remuneration structure is explained at the outset.

(2) Fact Finding
i) A comprehensive fact find is completed.

ii) The client’s financial situation is related to their family / career / retirement objectives.

iii) Recommendations are made and advice given taking all the above factors into account.

(3) Attitude to Risk
i) The client’s attitude to risk is ascertained by completing a “risk profile questionnaire” from an independent company – the results are processed via a sophisticated programme which determines the client’s attitude to risk.

ii) Recommendations are made relating the type of products to the risks they involve.

(4) Research
i) Our recommendations link the clients risk profile to the choice of product and provider.

(5) Personal Financial Report
i) A Personal Financial Report is issued – usually prior to our second meeting by post and always prior to any application being processed.

ii) The report includes explanatory information on products, the companies we are recommending and the funds (and their risks) we will use.

iii) Company KFD’s are issued with the report.

iv) Our remuneration – either fees or commission will be reiterated in the report.

(6) Ongoing Service
i) We will agree what level of on-going service we will provide.

ii) We will provide that level of service.

B - Handling Complaints and Client Queries

(1) Client Queries
We have established procedures to monitor client queries. They include:

i) Telephone in-coming calls have to be answered within 10 seconds during office hours.

ii) A message taking procedure is in place – messages are passed to the adviser within 2 hours of receipt.

iii) Email / Postal correspondence has to be replied to within 5 working days.

(2) Complaints Procedure
i) Complaints are dealt with by the Compliance & Training Manager with specific responsibility for compliance matters.

ii) The Compliance & Training Manager has 12 years experience of dealing with staff and handling customer queries / complaints.

iii) The Compliance & Training Manager has the power and responsibility to settle customer complaints if the complaint is upheld.

iv) In the event of a complaint being made against the Compliance & Training Manager, the matter would be investigated by the principal of the Company.

(3) The Company has a well established Complaints Procedure.

(4) The Company maintains a Complaints Register which is available for inspection.

(5) Individual advisers are monitored for complaints against them.

C - Clear Information

(1) Financial Promotions
It is not standard practice for Capital Tower to issue Financial Promotions. However, where these are issued they will be referred to the Compliance & Training Manager before they are released to clients.

(2) Sphere of Competence
As a practice, we have agreed that we will not carry out the following types of business unless qualified:
i) Residential Mortgages

ii) Equity Release/Home Reversion 
iii) Occupational Pension Transfers

iv) Long Term Care
Other higher risk business types may also be subject to supervision. These include:
i) Unsecured Income/Alternative Secured Income
iii) Structured Products

iv) Split Capital Investment Trusts
(3) Execution Only
No adviser can carry out execution only business without the prior consent of the Compliance & Training Manager.

(4) Communications
i) Our regular communications are reviewed to ensure that they are “fair, clear and not misleading”.

ii) Since direct authorisation in 1996, Capital Tower has always forwarded recommendations as a report PRIOR to the second consultation and before clients sign application forms. The Report has been refined over many years to conform to best practice guidelines.

(5) Testing
Our practise of providing clear information is tested by:

i) Regular File Checking.

ii) Use of Standard Documents.

*Fact Finds.

*Risk Profiles.

*Client Reports.

*Half Yearly Compliance Checks.

*Number of Complaints Received.  

*Persistency Levels.

*Regular Adviser Reviews.

D. Products and Services 

(1) Matching Clients Needs
We aim to ensure that any recommendations given match our clients’ needs by following a clearly defined advice process. This includes:

i) Providing business cards, Terms of Business and Service and Client Disclosure Documents at our first meeting.

ii) Explaining our fee and commission structure and giving our clients the opportunity to consider how they wish to pay for our services.

iii) Completing a comprehensive fact find which includes all aspects of our clients’ financial background, their family situation and commitments and their financial needs and objectives.

iv) Carrying out a detailed “risk profile questionnaire” on our clients to ascertain what level of risk, if any, they are prepared to accept.

v) Preparing a Personal Financial Report outlining our recommendations. This report is normally sent to clients prior to our second meeting and always before application stage.

vi) The report includes product key features, reasons why products and providers have been chosen and confirmation of our remuneration.

vii) There is no bias towards any product or provider. Our standard commission rates are set at a MAXIMUM of 2.5% plus renewal at 0.7% irrespective of recommendations made.

viii) Frequency and the nature of reviews are set and agreed with clients, at application stage.
(2) Monitoring Our Service Standards
The company is keen to promote the wider ideals of treating customers fairly and tests the process by:

i) Constantly reviewing its systems processes and client documents at bi-monthly management meetings. 
ii) Carrying out weekly reviews of the business register.

iii) Implementing a T&C programme of Testing (and observed client meetings where appropriate).

iv) Regular file checks and half yearly Key Performance Indicator reviews by our Compliance & Training Manager.

v) One to One meeting with advisers measuring KPI’s / persistency / CPD and training / complaints.

(3) Ongoing Service
This important feature of TCF has been addressed by:

i) Segmenting our Client Bank.

ii) Writing to clients and outlining our service proposals for the future.

iii) Scheduling client reviews on a monthly basis.
iv) Client Surveys.
E. Business Strategy

Our business strategy is based upon the provision of Independent, whole of market advice. Treating customers fairly is inherent in the process and is demonstrated by the following:

(1) We have refused to be drawn into organisations which offer inducements to write business or to become tied or multi tied.

(2) We have adopted a business model that promotes long term client relationships. We will primarily work on a ‘client agreed remuneration’ basis and have set a ceiling on commission at 2.5% initial plus 0.7% fund management fees.

(3) TCF is a focal point of our practice – themes are discussed at our bi-monthly management meetings and quarterly adviser meetings, our training is geared towards ensuring our advisers are skilled at providing a comprehensive financial strategy and shortfalls in skills and training are analysed and addressed.

(4) Clients financial well being is this organisations priority. We ensure that clients are treated in a consistent and equitable manner by:
* A structured advice / sales process.

* A scientific truly independent approach to risk assessment.

* Using a highly rated independent investment fund research system to build investment portfolios.
* Issuing recommendations in the form of a report to clients prior to second meeting and application stage.

* A structured client review process.

* Constant review and evaluation of our systems, processes, training and development.
* Using highly rated independent mortgage research systems to source suitable mortgage/equity release products.
* Using highly rated independent research systems to source suitable protection products.

* Investment in a new back office system to assist in the provision of timely and relevant management information to    test our systems and ensure that client reviews are completed in a timely manner.

