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3) In the Product Details dialogue box, click on the Compliance tab.  

 

 

 

 

 

 

 

 

 

 

Within the Compliance Audit Details area the Comments box will display the reason(s) the case has been marked 

for checking. 

 

At this point the compliance officer is able to access all client and / or product information to ascertain whether all 

advisor required actions have been completed. This may be within the Product Details or elsewhere, for example, 

the client’s documentation area.  

 

 

 

4) If no further action is required: Enter the date the ‘Compliance Check Completed’ 

 

5) If further action from the adviser is required:  

a) Enter follow up actions to be carried out in the lower box within the Product Details > Compliance tab.  

b) Enter the date for follow up actions to be completed by. The Key will default this to 14 days, but this can 

be amended as required. 

c) Click on the Close button to close the Product Details screen. This will update the compliance 

information, and send a task note to the associated adviser to carry out the required actions. 

d) Note that the compliance check can be marked as completed even if further actions are required from the 

adviser. This may be in such cases where all regulatory requirements have been fulfilled, but additional 

information would provide a more comprehensive case / sale record.  
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4.3 Identifying Cases With Outstanding Adviser Actions 

 

It is possible to identify cases where there are additional actions required by the adviser by slightly amending the 

process detailed in section 6.1 for identifying cases for checking. 

1) Select Admin > Compliance from the main menu. 

2) Select the date range, adviser and compliance officer (if necessary) as per section 6.1. 

3) Under ‘Filter By’, select the radio button next to ‘Cases with outstanding adviser actions’.  

 
 

4) From the subsequent list select the case required, and click on ‘Open Product’ to go directly to the product 

details. Note: Cases will appear in this list as long as the actions required from the adviser remain 

outstanding, even if a date is recorded alongside ‘Compliance Check Completed’. It will also display all 

cases where adviser action is required, whether or not the deadline entered in Product Details has been 

reached.  
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5 Managing complaints within the Key 

 

The Key incorporates a comprehensive complaint handling process, designed to fulfil both regulatory and 

business requirements.  

5.1  Recording System Settings For Complaint Management  

 

The only system wide setting relating to complaints management concerns an automated mail to be sent when a 

new complaint is recorded. This ensures proper and effective monitoring of any complaints made against the firm. 

1) Select Setup > General from the main menu. 

2) Select the Company Details tab. 

 

3) Within the E-mail Alerts section, enter the e-mail address where a mail is to be sent when a new complaint is 

recorded on The Key. 

5.2 Recording Complaints 

 

Complaints are recorded against a specific client record.  

1) Select Client to open the client selection screen. 

2) Complete filters as necessary (e.g. Adviser) and click ‘Search’. 

3) From the list of clients displayed, select the required client file and click ‘Open Client’. 
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4) With the client file open, select Client > Admin from the main menu. 

5) Click on the Complaints tab 

a) This will list any and all existing / previous complaints recorded against this client record, and should be 

checked to prevent duplication. 

6) Click Add New to record a complaint 

 

7) Within the Complaint Detail window complete the main details  

 

8) The complaint will now appear in the client record as well as being accessible under the Admin > Complaints 

menu.  
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5.3 Editing and Managing Complaints 

 

There are two options for managing complaints. The first option will open complaints recorded related to a 

specific client file, whereas the second will list all complaints recorded on the system for ease of access. 

To view complaint detail (and subsequently edit): 

EITHER 

1) Select Client from the main menu to open the client selection screen. 

2) Complete filters as necessary (e.g. Adviser) and click Search. 

3) From the list of clients displayed, select the required client file and click ‘Open Client’. 

4) With the client file open, select Client > Admin from the main menu. 

5) Click on the Complaints tab 

 

OR 

1) Select Admin > Complaints from the main menu. 

2) Select the complaint to be edited. 

3) Click on ‘Open’ to view the Complaint Detail. 

 

Within the subsequent Complaint Detail window progress can be recorded: 

1) Select the Referrals tab to record detail of notifications to third parties. 

2) Select the Outcome tab to record the final status of the complaint 
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3) Select Closed from the Status dropdown to close the complaint. 
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6 Reporting On Compliance Activity 

 

There are a number of reports that are available to provide summary or detail information of compliance related 

matters.  

6.1 Compliance Reports Menu 

 

There are a set of reports dedicated to compliance management. The majority of these reports take information 

from the various user profiles in order to collate the data required by the Staff RMAR reports as determined by the 

FSA. 

1) Select Reports > Compliance from the main menu. 

2) Select the report required. 

3) Select the date, branch and adviser filters required within the Report Selection area (if necessary and / or 

available, as this will differ according to the report selected) 

4) Click Open in Excel (or Run if available) to open the report for further analysis. 

 

 

 

 

 

 

 



 

21 

 

 

 

 

In addition to the FSA determined staff reports, there are three additional reports provided: 

• Mortgage Business written within date range where documents created out of sequence. 

o In particular, this will provide information of cases where the date associated with a KFI is less 

than that of a completed fact find and / or the IDD.   

• Complaints Report 

o Details all complaints within selected date range, including closed complaints. 

• List of All Users 

o Provides a list of all users, including those with a disabled login and administrative users. 

6.2 Adviser Risk Report 

 

This report is specifically designed to provide a summary of the relative risk of each adviser, incorporating the risk 

weighting (as determined in the user profile) and business activities. To run the report: 

1) Select Admin > Compliance from the main menu. 

2) Click on the Adviser Risk Report tab. 

 
 

3) Select the items to be included within the report via the checkboxes. 

4) Select the date range required, using the short cut hyperlinks to default to the last 6 or 12 months if 

appropriate. 

5) Click on Run Report to generate the report. 

a) A summary is displayed on screen, showing each adviser and the detail selected 

b) The report can be opened in Excel by clicking on the Print button, and therein further analysed, or saved 

for future reference.  
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6.3 Checked Cases Report 

To report on cases that have been compliance checked: 

1) Select Admin > Compliance from the main menu.  

2) Select the Incomplete File Checks tab. 

3) Click on the ‘hyperlink’ entitled ‘View report of checked cases for selected period’.  

 

 

 


