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3) Inthe 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.

‘ Worle List | Commission ‘ Tasks and Diary | Notes | Documents ||Comp||ance | Mortgage Details ‘

foia e

Compliance Audit Details

Audit Check Required I Compliance Check Completed =«  =Today I
Comments

All new cases must be checked -
Fallow up actions required by Advisor

Actions response required by = » <Today Completed 5 <Today

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’.

Administration - Compliance

Incomplete: File Checks | Advisor Risk Report | Incomplete Audits |

Summary of submitted businss for selected period
Cases marked for checking 22 2%

DateRenge  30/12/2008 [J~ And 30/01/2008 ~ Cases checked 11.1%

g E—
................................. Compliance Officer [:]
[Type ___Basis
Mortgage _|Purchase
Paul Test  |Mortgage  |Purchase |2/01/2009 | |Anderson, Willia_|Psul Chambers |
View report of checked cases for selected | Piilst | [ OpenClest | [ OpenProduct

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.

s | The 0.2 (K00018
- Start Page
= New Client
-Create
Client Company Details | Jlles Process | IDD/RWL | General | Reports/Fact Find | Online | DPA | Tasks/Alerts | Liss | Other Documents
Contact
Company Details
-FactFind pary
Ovenview Frliams Test FirnName
-Personal Details FSA Number 123456
Products .
Documents ©) Directly Authorised
@) AR Network
-Notes () Appointed Representative
Admin
- Admin Main Menu - Contact Details  Test Main Menu Contact Details
Diary/Tasks
-Pipeline Email Alets
Compliance .
Reviews Complaint aute alert e-mail to james sulivan @mortgage-brain co.u
- Complaints Terrorist List check auto alert e-mail & james sulivan@mortgags-brain.co.u
Contacts Compliance suto alert e-mail paul.chambers @morigage brain.co.
- Commissions
Receipts New Provider auto alert e-mail lee hubbard @mortgage-brain.co uk
Amounts due
Varketing Password Rules
—
[ o Fassword and Username cannot be the same Passuiord Minimum Length 1 :
Password must consist of at least one numeric: Password Maximum Length 8 3
and at least ane alpha character,
Users The number of login sttempts ] s
- Letters allowed be‘lfﬂrekﬂie users
account is loc}
~Workflow Setto 0to disable this festure
Compliance
-Network
Integration

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

Compilaints 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’.

2 | The Key v3.0.2 (K00018) .

Start Page et S | Cone S|
Cient Search
New Client e (LS [ New Client [ peme |

c Surname Adviso payl Chambers | Branch/Team -
Open Client Fe
=) Fo ot oos Tre =
Contar
FadtFing e —
Overview Sa\PmDm Client Reference e

Personal Details

Products = AT st Modifie e Tel [PostCode [ Address Line
Ez'c:sme”‘s Test Document 30/01/2009 SL6TFG |35 Wiilson Drive
Spencer Gareth 2910172003 0145277777 |GLITRF__ |15E Rosd |gareth@mail.com
DM::;"‘” Caines Andrew 28i01/2003 0145266666 |GL22DS |45 The Avenue com

MianTacke
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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

L | 000
- 3tart Page
= New Client
Create
) Client N -
Contact Main | Contact History | Change Historg |} Complaints ine | Lead Cost | Tasks
Fact Find
Overview
Personal Details
Products
Documents
Notes
Admin
— Admin
Diaryasks
Pipeline
Compliance
Reviews
Complaints
Contacts
= Commissions
Receipts
Reconciled
Amounts due
Marketing
Reports
ot T
Users
Letters
Workflow
Compliance
Network
Integration

28/01/2009 12:18 | Sample complaint

Curert Sales Process
Open C=cii Closed | [ Abandon Open

7) Within the Complaint Detail window complete the main details

Complaint Detail

Main details | Refemals I Outnnmal

Complainant Mr G Spencer

Customer Type Private individual complaints - Date of Receipt 26/01/2009 fv  <loday

Supervisor Complaint Type -

Complaint against Mr Paul Chambers - Compliance Officer -

Business Type Flexible Mortgage: = Date initial letter sent T« <Today

Date of sale v <Today Date final respense T« <Todav
sent

CAS Status of advisor at -

date of sale

Detailed description Sample complairt &

MOTES: For Customer Type Small business should include complaints from:

+ Small business customers (with an annual turnover of less than £1 million a year)

+ Charities (with an annual income of less than £1 million) Close
* Trustees of a trust (with net assets of less than £1 million)

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

2 | The Key v3.0.2 (K00018)
Start Page 5 0ad Gloucester.GL1 TR H:01482 7
- Mew Client
Create
- Client
Contact
Fact Find
Overview
Personal Details
Products
Documents
Notes
Admin

= Admin
PiariTaske

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.

2 | The Key v3.0.2 (K00018)
- Btart Page
= New Client
Create
= Client
Contact
Fact Find
Overview
Personal Details
Products Mr R Green & [28/01/2009 12:25 | mis selling of merigage Open 15/05/2008
Documents
Notes Mr t mortgage (02/01/2009 15:24 | (null) Open 02/01/2009
Admin
= Admin
DiaryTasks
Pipeline
Compliance Wir G Spencer |30/012003 1327 | Sample complaint Open 2810172008
Reviews
B compiaints || MrDTest |12/01/2003 1156 |Client concerned product selection was incorrect for his cir | Open 12/01/2009
Contacts
- Commissions Mrs J Slavin (29/01/2008 12:25  |the sent Open 14/01/2009
Receipts
Reconciled
Amaounts due
Marketing
- Reports
= Setup
General
Users

Workflow

Administration - Complaints

Client e etails eale
Mr R Green & (24/12/2008 09:58 | Test other detailed description Open 15/05/2008

Mr R Green & [29/01/2009 12:25  |test miss selling of income protection to the customer Open 15/05/2008

Mr O FactFin (27/01/2009 08:51 | (null) Open 27/01/2009

Mr O FactFin (27/01/2009 08:51 | (null) Open 27/01/2009

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.

7] Gl bast boen eefered b he OIS Swen
Dane veterred [[-] «rom Complsint upheld T clodw 1] Paryrrert oilered 4o chent ™
Date of FOS decision -] <Tosm Ressonfor complaint [ Managing xpecisbins 1) Paymare rads?
Upheld by FOS. = Mok retarrang colls SencustE
FOStet Lendar irapprognate
Diste paid Fw dlodw
Bemeusrt sodatd 12 pay by FOS © Presut msgencerishe
Fading 1o updale chent
=1 Mesleading micrmabon
[ Complamt has boen roforred ko o theed party
Incormact comphebon of documentabon
Names of third party
Deliry 10 sesbwrssmcn
Perbal oo bl referral
Loss of documents
Date of relerral Bshiaouridescourieny
Compizmant rovhed of referral k- Frivolous = vexatious or no chear reascn
[ 1 inmurers has bees notied Compluins closnd i slday
Cate netifed . i -
Dnys taken 12 rmaciv This compliin has s yat basn choaed [7] Compant s been mibrans.
Dinte appeoad
HOTES: For Customer clue PRTR: Pl Typ Ry
« Seral busi sers [with a0 e of lass than £1 mill * Serall b - ol oo |
« Charises {with an aonual income of less than £1 millen) : G S Chasiian (with 30 arsiuchl incosie oF lada than C1 millicn)
« Trustees of  rest (with et asses of hess then £1 mallien. + Trstits of 8 st with et sssets of has e £1 milionh
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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.

L] The Key v3.0.2 (K00018)

Start Page _
& New Client Compliance Reports
- Create
) Client RMAR, Staff that give advice as at period end date (RRO410)
Contact RMAR, Advisers that have left since the last reporting date (RR0429)
RMAR. Mortgage advisers that have left since the last reporting date (RRO426)
Fact Find RMAR, Noninvestmert insurance advisers that have left since the last reporting date (RRD427)
- Overview RMAR., Retail investment advisers that have left since the last reporting date (RR0428)
Personal Details RMAR, Advisers that have been assessed as competent (RR0420)
RMAR. Mortgage Advisers that have been assessed as competert (RR0417)
Products RMAR, Nen-nvestment insurance Advisers that have been assessed as competert (RR0418)
- Documents RMAR. Retail investment Advisers that have been assessed as compstert (RR0419)
RMAR, Staff that give Mortgage advice as at perod end date (RRO40
MNotes RMAR, Staff that give non-nvestment insurance advice as at period end date (RR0408)
- Admin RMAR, Staff that give Retail investments advice as at period end date (RR0403)
admin RMAR, Staff that supsrvise Mortgage Advisers to give advice (RR0412)
= RMAR, Staff that supervise Non-investment insurance others to give advice (RRO413)
-DiaryTasks RMAR, Staff that supervise Retail investment Advisers to give advice (RRD414)
Pipeline Mortgage Business written wihin date range where documents created out of sequence
compli Complaints Report
-Compliance List of All Users
Reviews
Complaints Description
- Contacts
— Commissions
-Receipts
Reconciled Report Selection
-Amounts due Start Date 30 October 2008 EndDate (30 January 2009
Marketing
eports
- New Busined BranchiTeam Adviser [[7] All ] Advisor B [ Jane Sullivan [ Login [] RolesTest [ SourceOnline
commissionh ] Admin ] dreece [ Karen [CJPaul Chambers [ Sally Creese  [] TabOrder
Fipeline Allecation ] Adviser A [T James Sullivan [ lee.hubbard [ Paul Test [ Shalini ] Testert
-ﬂmFI < . ] »
- Setup
General Business source Adverising ]
-Users [T 123486
Letters
Workflow Type Provider
-Compliance
Network
- Integration
Add to Report schedule View Report schedule I Open in Bxcel I Fun
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In addition to the FSA determined staff reports, there are three additional reports provided:

e Mortgage Business written within date range where documents created out of sequence.
o0 In particular, this will provide information of cases where the date associated with a KFl is less
than that of a completed fact find and / or the IDD.
e Complaints Report
o Details all complaints within selected date range, including closed complaints.
o List of All Users

0 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.

[, | The Key v3.0.2 (K00018)
Start Page
- Mew Client
Create
- Client
Contact
-FactFind
Overview
-Personal Details
Products
-Documents
-Notes
Admin

- Admin Report for all business writien between  30,07/2008 [~ And 30/01/2009

Diary/Tasks Set date range fo Last 6 months  Last 12 months

- Pipeling

Administration - Compliance

| Incomplete File Checife | Advisor Risk Repart | incomplete Audits

Please select items to be included in report

IWicighting] Risk weighting score

[% File Check] Percentage of cases that are randemly marked for checking
[% High Risk] Percentage of business that has been identified as high risk
[% Rmg New Lender] Percentage of remerigages where lender was changed
[% Mert Std NF] NPV rate for Standard Morigages

REEEE

-Reviews Advisor Products Sold File Check Vieighting Score Rmg New Lender  Mort SWNPW  — '
Complaints Les Hubbard 2 100 0 0 I
o contacts Tester One [ 100 [ [ 0 E
° Sally Creese [} [ [} [ [}
'iece'ms James Sullivan 0 100 30 0 0
Amounts due advisor querty [} 0 [} 0 [}
Marketing David Reece Fl [} [} [} [}
Reparts Advisor ATester | 1 [ [} [ [}
New Business Advisor B Test [ 0 [ 0 [
Commissions Teatinn Teat n n n n n 2
-Compliance
=

- Setup
General
-Users

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’.

[ ] The Key v3.0.2 (K00D18)

Start Page . ) .
£ New Client Administration - Compliance
Create
i Cliert incomplete Hie Check:
Contact incomplete Fiie 5| Advisor Risk Report | Incomplete Auits |
Fact Find Summary of submitted business for selected period
Querview Cases marked for checking 44.4%
Personal Details DateRange 3p/12/2008 [@~ And 30/01/2009 ~ Conee o
Products Crece
Documents Fiter By
Notes
Admin @) Cases requiring checking Advisor
=+ Admin

() Cases with outstanding adviser actions Compliance Officer :}
Diaryimasks

Compliance
Reviews

Complaints
Contacts
Commissions
Receipts
Reconciled
Amounts due
Marketing
- Reports
New Business
Commissions
Compliance
Ad-hoc
- Setup

Purchase
Purchase
Purchase

Morigage | Purchase

Test, Dozument
Bartlett, Susic & | (nane entered)
Sale. Muli & Sale |(nane eniered)

Anderson, Willia _|Paul Chambers

Jane Sullivan

Paul Test

Open Product

General View report of checked cases for selected Pitlst | [ Opencient | |
Users
Letters
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