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& dates 
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Quality Review 
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Remote  
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BS ISO 22222 Personal 
Financial Planning – 
Requirements for Personal 
Financial Planners 

22 Hamstead Hall Road 
Handsworth Wood 
Birmingham 
B20 1JB 

Alan Moran Mason, Sonia – Personal 
Pension 
Stephenson, Claudette -
SIPP 
Small, Angela - Income 
Drawdown 
 

 

Assessment summary 
 
 
Note: This assessment was carried out on a sample of evidence. 
 
Alan has a three-stage planning process. The first and most important is stage is Life Planning, the second is Financial Planning through 
constructing a comprehensive lifetime cash flow forecast, and finally, the third stage is Independent Financial Advice should the need be 
identified. Alan believes that a financial adviser has no right to 'sell' a product unless they have carried out this three-stage process. Interface 
is trying to ensure that every client goes through this process where appropriate.  
 
We discussed how Alan breaks down his client database. He says that he has nearly all the clients he has ever dealt with are on Intelliflo’s 
Intelligent Office. MiFID now allows clients to be placed in a restricted category on Intelligent Office where they no longer receive ongoing 
advice. This can be legacy clients, deceased clients, or clients who have elected not to receive any on-going service. These are held based on 
regulatory or legal reasons. Interface is now trying to ensure that the remaining clients all receive regular contact and review. They have four 
ongoing clients that don’t have internet access and so fall outside of the regular communication plan. They are currently trying to address 
these. The rest of them get in touchpoints at least once, sometimes twice a month, and have been given a comprehensive review annually. 
Alan provides the same consistent service to all his ongoing clients. 
 
Interface currently has around 100 active clients, and as they become more efficient and Alan’s son Tom comes on board, they could go up to 
about 120-140 over a period. Two new clients a month would be more than enough work. The plan is that Tom would start with mortgage and 
protection business and then move onto more full-blown financial advice. This would also help bring down the average client age that now is in 
their late 50’s and early 60’s. 
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Over the years, Alan has tried various approaches to acquiring new business; he has always found that referrals are the best way to obtain 
new clients. Today, he finds that more than half of his inquiries are coming through the internet from the website and social media. Alan says 
that this is more than enough. He’s turned off leads for Unbiased and VouchedFor until January. He also gets a few clients from the Society of 
Later Life Advisers. Alan says that most have visited the website and are impressed. About half of these inquiries become clients. By only 
taking on new clients who are willing to deal with Interface through the website, this helps to further screen suitable clients. 
 
Initial inquiries come through the telephone or the moneypenny chatbot that Alan is trialling on the website. Alan then either emails the client 
with a link to the appointments page on the website where they can book a 15-minute call, or he calls them himself. He explains how they 
work and obtains a few details to ascertain if he can help them and then he can register them for an online account. They are then asked to 
complete a FinaMetrica questionnaire and given a link to make an appointment to come and see him. They also get text message reminders for 
the appointment. All clients have access to Alan’s diary and can book an appointment or call at any time. 
 
New clients come to the office where Alan has a meeting room with a projector, and as he explains in his Brand Pyramid, he tries to be friendly 
but business-like. Alan tries to be empathetic to try and show the client that it’s not all about the money. He asks them to explain their 
situation, why they are here today and is anything urgent. He is then able to tell them if he can help them. He goes on to tell them a little 
about himself and Interface Financial Planning and the way that they do business. He uses a flip chart to establish where the client is, and 
where they want to go in the future, together with their goals and aspirations. It enables him to show them “it’s not just about the money”. 
The client is introduced to the three-stage or hats of the planning process and in doing so is taken through the six-steps of the ISO 22222 
planning process. 
 
Alan has tried recording client meetings. However, now works from a series of notes and simply with a blank piece of paper. He takes relevant 
notes which he summarizes after the meeting. He emphasises the importance of listening to what the client has to say. The notes are then 
scanned. A summary of the meeting may be sent to the client or used as the basis of the suitability report. Sometimes he dictates the 
summary of the meeting afterwards in Dragon Go. We discussed ottter.ai for the recording and transcription of meetings, and it’s integration 
with Zoom. Alan said that he had tried fiverr and Upwork for transcription but was careful about confidentiality. 
 
We discussed the use of an agenda in a client meeting. Alan is so familiar with what and when he is going to cover in the meeting, but we 
discussed how an agenda could help the client understand the process better and see where they are in the meeting. It’s a little bit similar to 
say what you are going to say, say it and then say what you’ve done. Additionally, it can help the meeting keep on track and make the most 
effective and efficient use of the time allocated. An agenda also helps you accommodate the regulatory and compliance matter with a meeting. 
 
As part of the introductory emails sent to the client, they receive the Terms of Business, the Fee Schedule, the Investment Policy Statement, 
and the Data Protection & Privacy Statement together Document & Information Requirements that clearly explains the requirement throughout 
the client journey. These are all available on the website under Client Engagement Documents. The use of the Intelligent Office Personal 
Finance Portal ensures the clients have agreed that they have seen and read all the relevant documentation. This then also saves considerable 
time in the meeting. Alan explains that the first meeting is about whether they like each other, as financial planning is a long-term relationship. 
Alan then leaves the client to decide what they want to do and whether to proceed or not. If he thinks that he can’t or doesn’t think they are 
the right kind of client for the business, he helps them by referring them elsewhere. 
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Alan briefly visits the results of the FinaMetrica risk questionnaire in the first meeting just to confirm completion and to give them an indication 
of their risk rating from one to seven. This matches Interface’s model portfolios.  
 
Interface have their own Ethical Investment Profile questionnaire that is complemented by their Investing Ethically guide. Alan ensures that all 
clients at least have considered the ethical question. 
 
The next stage is dependent upon the client and their situation. It may entail further face to face meetings, or where possible they are 
conducted online with screen sharing. General Authority to Act is then obtained where necessary. 
 
Alan has programmed into Voyant the actual performance of Interface’s Model Portfolios for the five years following the 2008 stock market 
crash. He uses it to demonstrate the effects on the client’s financial plan and then projects it for every five years going forward. This helps the 
client not only to understand risk better but to help clarify their capacity for loss and also their need to take the risk. Alan tries to put this in 
the context of how it may or may not affect want they want to achieve or do, and not just monetary value. Interface provides all client access 
to Voyant to be able to see and administer their financial plan. 
 
Clients existing portfolios are assessed using FE Analytics, where they can be compared and contrasted with the Dimensional portfolios of 
Interface or their ethical portfolio that sits outside of the Dimensional ones.  
 
Nucleus is Interface’s preferred platform, and this is reviewed annually using AdviserAsset. The client portal is at the core of the technology 
used in the business as it links Intelligent Office to both FinaMetrica and Voyant. The other main technology tools used are PaperCloud for all 
document storage which has an Intelliflo app and FE Analytics, which provides some integration with Intelligent Office. 
 
When developing the financial plan for the client, Alan produces the plan separate to any suitability report. This is because it adds to the 
complexity and length of the report. He wants the client to read it. Moreover, financial planning is a non-regulated activity, whereas the 
suitability report is a regulated activity. Alan focuses upon the executive summary to give the client a clear and concise explanation of the 
advice given. He dictates the summary: this is what we discussed, this is what you wanted, this is what we decided, and this is my 
recommendation. Alan also covers any other needs he identifies that are not be addressed and informs the client that the need to be 
addressed. 
 
The executive summary is sent separately shortly after the meeting. It explains that it is a record of the meeting, what was agreed and if there 
is anything that they don’t understand or hasn’t been covered then to please let us know. Alan dictates this immediately after the meeting and 
is sent to the client within 24 hours.  
 
Sarah works with Tom to process client documentation and reports. Tom is involved so that he can learn the business, but eventually, when he 
begins to advise himself, Sarah will revert to wholly looking after the administration. This process is managed and administered through 
Intelligent Office. Alan finds this a great system. The suitability report is sent to the client portal before it is discussed further with the client, 
whether through a meeting or secure communication. Throughout the process, Alan concentrates on the client, the relationship and their 
situation, while ensuring that he covers everything he needs to without it getting in the way of placing the client’s interest at the centre of the 
process. 
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Alan has been fee-based since 1996. His fees are based on the amount of work involved, and he provides a very detailed breakdown of them. 
He is flexible in that if the client elects to do some or all of the work, he is happy to accommodate them. Alan intends that all clients have a 
financial plan, but it doesn’t always work out that way. It depends on the client’s priority. 
 
On an ongoing basis, clients are provided with a range of services from a quarterly statement and rebalancing to an annual review with no 
additional fees for further transactions. Alan likes to keep it simple and provide the client with good value and service. The review is at the 
client’s discretion as well as to how it is provided; through secure communications, online in face to face. Clients can book their review meeting 
through the website. Alan even has a couple of slots for Saturday morning. 
 
Alan is experimenting with obtaining client feedback. They were asking Lucy to telephone the clients for feedback as Alan didn’t want to be 
involved or influence it. They are now emailing the request for feedback to the clients. The feedback has been used on the website and in the 
client case studies. They’ve also had a couple of reviews through money.info and twenty on VouchedFor. We discussed the role of feedback in 
the cycle of continuous improvement and how it is necessary to measure feedback to enable it to be assessed over time. To establish that the 
client is receiving the service they want and that they are satisfied with the level of it. We discussed the benefits of collating the feedback so 
that it can be assessed, and any trends or themes identified. 
 
We talked through examples of firms where they had obtained a good response to feedback requests. One firm, after completion of business or 
an annual review, send a very nice letter out to say thank you for letting them help them, and would they mind just answering three short 
questions: what things do you think that we do well and that you appreciate; what things do you think we didn’t do so well or that you don’t 
appreciate; and finally is there anything else that you'd like us to do for you? They also have the option to return the response anonymously. 
For a technology-based solution, the Interface SurveyMonkey account could be used, and a link could be added to the email that is 
automatically generated through Intelligent Office thanking clients for their business.  
 
We discussed the use of the coaching method of hot and cool feedback, where similar questions to the above are asked, with the hot question 
at the end of a personal interaction and the cool questions at the end of the business process. Tom had already identified that they need to 
ascertain client feedback at the end of the client interaction. It can be very beneficial to ask clients what their thoughts are because this can 
make them feel that more valued. 
 
The feedback can then be tied into the continual improvement log. We also talked about how the continual improvement log can be seen as a 
record of achievements over time, as sometimes it is difficult to assess how far a business has come. 
 
Alan is very selective in his personal development. Since the demise of the Institute of Financial Planning, he has tended only to attend 
Nucleus, Dimensional and Back2Y events but maintains his CPD through both the CISI for his CFP, and his SPS through the CII. I mentioned 
LinkedIn Learning to Alan as a resource for the business. 
 
We revisited the document review process of the BS 8577 and covered the ISO 22222 document review process. Alan felt that it would be 
helpful to have an idea of the documents required for the review so that they could then implement them into ongoing internal audit process 
that would be part of the preparation for the assessment and part of the process of continual improvement. I informed him that when 
Standards International arranges the assessment, a list of the required documentation is provided.  
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I noted that from the BS 8577 document review that Tom had already constructed an excellent document called Document Audit and Review 
Tracker 2019, and that would be ideal as the basis of the audit process. 
 
Alan gave an excellent example of how they work, as while we were talking the Intelligent Office task system flashed a message from Tom that 
the Service and Fee Schedule that had been the last document under review, as part of their review of all documentation, had been completed. 
He explained that there was a series of messages and tasks that had been logged in Intelligent Office, and a total of eight documents were 
attached and used in the process of the review. This provides a valuable audit trail. Alan can monitor and reassign tasks within the system. 
 
We ended the assessment discussing the value of the assessment to Alan and the opportunity to stand back from the financial planning process 
and review it. 
 
Alan is client-focused and attentive to every aspect of his business, striving continuously to improve both business and client outcomes through 
the use of technology and best practice. His abundance mentality is visible on the website in that there are many documents that would be of 
great value to other financial planners and their firms as well as his clients. His philosophy is that if you let it flow out, you will get it back in 
return. 
 
 
*Alan enquired about the possibility of a trial to The Standards International Academy™. I said that I would inquire for him and that this was a 
good example of the use of our continual improvement log. 
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Glossary and Terms 
 
 

Compliant (C): Evidence of conformity to the requirements of the standard(s) has been shown therefore no further corrective action is 
required. 

 

Opportunity for improvement (OFI): A finding that requires improvement or correction, but is not indicative of a framework, system, 
process or deliverable failure or weakness; or is of insufficient concern or potential impact to merit root cause analysis or corrective action.  

 

Minor Nonconformity (MINC): A weakness in an internal facing process or procedure; or a finding where any further deterioration of 
control could reasonably be considered likely to result in the framework, system(s) and processes becoming ineffective. This finding requires 
root cause analysis and corrective action.  Evidence confirming root cause analysis and corrective action must be submitted for re-assessment 
within 3 months of the assessment date.  

 

Major Nonconformity (MANC): A failure impacting the effectiveness of the framework, system(s), processes and deliverables, which puts 
at risk the capability of the management system.  This finding requires immediate containment, root cause analysis and corrective action.  
Your assessor and dedicated Scheme Administrator will make the necessary arrangements with you for follow up.  

 

The assessment will incorporate all processes undertaken by the customer and all elements of ISO 22222 with no justified exclusions. 
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Assessment Findings 
 
For full details of all clauses please refer to your copy of BS ISO 22222 Personal Financial Planning – Requirements for Personal Financial 
Planners 
 
Clauses not outlined below are considered Compliant.  
 

Opportunities for improvement raised at this assessment 
 
Please Note: These will be assessed again in depth at the next annual assessment. 
 
 
Clause 
 

 
Process 

 
Findings 

4.1  
 
 

Personal Finance Process Consider the use of agendas for client meetings so that clients can have an outline of what 
to expect and this can allow them to become comfortable with the process. 

4.7  
 
 

Monitoring the financial plan and the 
financial planning relationship 

Consider having a more formalised feedback process, one that is not onerous but allows 
you to identify themes over time. The request for feedback could be as part of the email 
sent on completion of business that already asks the client if they are happy with 
everything. 
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Minor non-conformities raised at this assessment  
 
Please Note: Evidence must be submitted within 3 months of the report date with all non conformities being resolved satisfactorily within 6 months of the date of this 
assessment for certification to be awarded. 
 
 
Clause 
 

 
Process 

 
Findings Date 

Resolved 

 
 
 

 None  

 
 
 

   

 
 
 

   

 

Major non-conformities raised at this assessment  
 
Please Note: Evidence must be submitted within 3 months of the report date with all non conformities being resolved satisfactorily within 6 months of the date of this 
assessment for certification to be awarded.  A reassessment is likely. 
 
 
Clause 
 

 
Process 

 
Findings 

 
Date 
Resolved 

 
 
 

 None  
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Assessment conclusions 
 
 
I recommend Alan Moran for certification to BS ISO 22222 Personal Financial Planning – Requirements for Personal Financial Planners 
 
 

For internal use only 
 
Note to the assessor regarding scope of service offered: Please tick which areas have been assessed (these areas shall be displayed on 
the adviser’s ISO 22222 certificate). 
 
Investment & Saving          Taxation Planning     
Personal Protection          Retirement Planning     
Estate Planning          Long Term Care     
 

 
Additional information 
 
 
Cancelled Visits 

 
Where a specific date for the next assessment has been arranged this 
should be considered as confirmed.  Any required changes to this date 
should be notified to Standards International.    
 

 
Contact Details 

Email:            Enquiries@standardsinternational.co.uk  
Tel:                01462 790894  
Website:        www.standardsinternational.co.uk   
Twitter:          @StandardsInt 
LinkedIn:        /standardsexpert    

 
Continual Improvement 

 
Our client’s needs are at the heart of everything we do.  In the next 
few days you will receive a client feedback form from us, we would 
love to hear your thoughts and feedback about your journey (we want 
the good, the bad and the ugly).  Please be as honest as you like and 
we look forward to hearing from you soon. Thanks – The SI Team! 
 

 


