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Introduction 

 
 
Assessment Type, Visit 
Duration 
 

 
Standard being assessed 

 
Company Address 

 
Individuals assessed & dates 

Quality Review Assessment 
Remote  
One day 

BS8577 Framework for the 
provision of financial advice and 
planning services  
 

22 Hamstead Hall Road 
Handsworth Wood 
Birmingham 
B20 1JB 
 

Alan Moran  
Tom Moran 

 

Assessment summary 
 
 
Note: This assessment was carried out on a sample of evidence. 
 
Alan joined General Portfolio in January 1990, and in February 1992 Alan became independent and established Interface Financial Planning, 
and in March 2005 he became directly authorised. Since the very beginning, he has “put clients at the heart of his business”, and his first two 
clients are still with him today. He has always taken a holistic view of the client’s circumstances and has helped them save considerable 
amounts of money over the years. His philosophy is to enjoy life, particularly his ballroom dancing and to “do a bit of good in the world”. 
Interfaces website contains many inspiring quotations to live life to the full and make a difference. 
 
The centre of Interface Financial Planning business is their website. It provides a fantastic resource for potential, new and existing clients and 
provides the gateway to a business that is based upon technology. This allows Alan to provide excellent client service, effectively and 
efficiently, without losing the personal touch. All new clients must register through the client portal on the website before the first meeting.  
 
The website has numerous very engaging videos. We discussed the use of video for clients to view in preparation for their first meeting. This 
not only helps qualify their interest but more importantly providing additional time for the planner to focus upon the clients in the first meeting. 
Examples we talked about were those of other certified clients, Hampshire Hill (Meet the Styles Family - an introduction to Lifestyle Financial 
Planning), and RockWealth and their video Investing: The Evidence, produced by Regis Media and Robin Powell The Evidence-Based Investor 
about their investment philosophy. Interface could consider more prominent use of the excellent video resources that they have both on their 
website and their onboarding process. 
 
Intelliflo’s Intelligent Office provides the core platform of their business. Since taking on Intelligent Office in early 2015, when Alan was invited 
down to meet Nick Eatock, he has been helping in the development of Intelligent Office and their Appstore.  
 
 



 

                          
 

BS 8577 – Assessment Report and Notes v6.0 Interface Financial Planning         Page 3 of 11  
 

He has been beta testing Watermark Technologies Papercloud app that Interface use as the core of their cloud-based document management 
system. This went live on the Intelliflo app store last week. Alan has also been working with Voyant, in Austin, Texas, to help with their 
integration with Intelligent Office. There is a new release due this week with some of Alan’s suggestions.  
 
Alan already has some clients linking their bank account through the Intelligent Office’s Personal Finance Portal, and with the advent of Open 
Banking, this will mean that client income and expenditure will be directly imported into Intelligent Office, and this will the pre-populate Voyant 
to produce up to date cash flow forecasts. Alan describes this as a WOWW! service and experience. Moreover, it helps not only save time and 
reduce costs but enables more time to be focused on lifestyle financial planning. This technology-based approach enables Alan to deal with 
clients who may have limited financial resources who would ordinarily not be able to access such advice and service.  
 
Discussed with Alan Standards International’s work with Intelliflo, and how, as an advocate of both Standards International and Adviser Office, 
he may be able to help in the adoption of the Standards within Adviser Office. He said he would be happy to discuss this with Michelle further. 
We also discussed Eileen Murphy of Informed Training, who is a valuable member of Alan’s outsourced team, who has helped to train on 
Intelligent Office and develop the use of it throughout the business. 
 
In January 2016 Alan engaged Debbie Condon’s Intuitive Support Services for administrative support, and Sarah Harvey has been his 
Processing Manager since. Sarah then helped Alan recruit Lucy Brand and undertook due diligence on her. Lucy started in September 2017 
helping Alan in day to day administration. However, although she loved the job, she didn’t like working remotely, and earlier this year she had 
the offer of a good position from a local IFA to her. This left a gap in the business. 
 
Additionally, although Alan felt that he had most aspects of the business sorted, there remained the biggest risk to the business, that of 
himself. He is 71 next month, and although he plans to continue working, he knows that he will retire at some point. This issue has been 
regularly highlighted in his coaching sessions with Clare Evans. This then led to a conversation with Alan’s son Tom who didn’t like what he was 
doing and was between jobs as a School Liaison Officer. Tom joined the team in May as a trainee financial planner. According to Alan, he has 
“taken to it like a duck to water”. 
 
Tom is first of all, learning how to run the business; all the systems, processes, and procedures, before he starts on his examinations to qualify 
to give advice. He has now reached the stage where he has been able to process an initial fact find and application on a new regular pension 
contract through to implementation, including using Genovo for writing the suitability report. Alan dictates to Tom using Dragon Anywhere on 
his iPhone all the information about the client, their circumstances and their needs so that he can implement the case through to completion. 
 
Alan and Mel Holman of Compliance and Training Solutions (CATS) mapped out Tom’s induction into the business when Lucy left in April. Tom 
has a first-class honours degree and has gotten up to speed very quickly. He has had training by Nucleus and Countrywide Tax & Trust 
Corporation and plans to start his examinations next year. This is a well thought out induction process for Tom to become immersed in the 
business before providing advice himself. 
 
Alan outsources as much of his business as he can. This is displayed by the Organigram on Interface website. He has managed to engender a 
real team ethos amongst the outsourced team, whereby they communicate directly with each other when completing tasks and projects and 
only involve Alan where necessary.  
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The teamwork very effectively and proactively. Everything is pre-arranged and planned where possible by appointment. Punctuality is very 
important to Alan; this contributes to the setting of boundaries within the business that enables it to function effectively and efficiently. For 
example, Interface’s tax year-end is 31st March, and Alan this year had a meeting at 8:30 am that morning with his accountant, and the 
accounts were submitted online to HMRC by 3:00 pm the same day. Very impressive and WOWW! 
 
We discussed the Plan Do Check Act cycle of continual improvement, that is at the core of all the international management standards, and 
how Alan is already using it to continually improve the processes within Interface Financial Planning to produce better business and client 
outcomes. Tom is currently trying to map all Interfaces processes. We further discussed the role of the continual improvement log in the 
continual improvement process. 
 
We discussed Alan’s use of technology within the business. He moved over to Apple products three years ago for enhanced security and 
Interface is certified to Cyber Essentials to help protect the business and its clients. Alan spoke about how they effectively implemented GDPR 
through the process of Cyber Essentials. He has provided a testimonial of this for the Cyber Essentials website. We went onto discuss 
networking, security, and the use of VoIP within the business. I recommended that he might like to review UniFi. 
 
MiFID has been effectively and efficiently implemented with the help of EDVOA by helping to Educate and Demonstrate the Value Of Advice to 
clients. This excellent system helps to show that the advice process can add up to 2.31% per annum to client investment returns. Each client 
receives a personalised annual statement to show the valued added through advice. Alan has made suggestions to EDVOA on improvements 
for the tools used, and these are being implemented now. The use of EDVOA also clearly helps to demonstrate how fairly Interface customers 
are treated. 
  
Alan believes that the business is in a good place and that they have the structure, processes, and resources in place for the future. In the next 
twelve months, they have a plan in place to develop the website and social media, including more videos. He produced a video based on Paul 
Armson’s bucket presentation with his permission two or three months ago, and this has already had 1400 views on LinkedIn. This content 
leads to higher Google rankings and more online enquiries. Interface’s financial planning process is based around Voyant. Alan helped to train 
Andy Hart of The Voyantist as a Registered Life Planner®, and Andy helped train Alan to become a Black Belt Voyantist. Andy asked if he could 
use the Lifetime Cash Flow Modelling Disclaimer that is on Interface’s website, and this has now been downloaded 450 times from The 
Voyantist website. Additionally, two of the financial guides written by Alan on Interface’s website - Investing Ethically and Defined Benefit 
Schemes, are sold by Independent Check and Alan receives £100 for every one sold. As a result of seeing the guide on ethical investing, the 
Green Party electoral candidate for London Mayor contacted Alan, and now he has just agreed to take on the chairmanship of the electoral 
campaign.  
 
For ongoing advice, Alan supplements Voyant with Timeline where he has also assisted them with their integration with Voyant. Alan mops up 
ideas and always tries to integrate them into his business. He went to a Lucian Camp brand seminar and now features the Brand Pyramid to 
define Interface’s purpose and values on the website. This is at the core of the client experience and has also helped in creating a close-knit 
outsourced team who share in Interfaces purpose and values. Alan is constantly improving and changing things - “striving to be better”.  
 
We discussed vulnerable clients, and an excellent example of how Interface assist them is by the provision of any of their guides in large print, 
audio, or braille formats.  
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These are produced in association with All Formats Queen Alexandra College Birmingham who can supply any document format required. Alan 
says that “It’s part of going the extra mile and thinking things through”. Another area we discussed was financial abuse and how Michelle was 
trying to raise awareness of this because she feels that advisors are very much in a position to be able to identify people who are potentially 
vulnerable to financial abuse. Alan stated that financial abuse was already on his action list. 
 
Alan explains the website as the hub of the way we work, and that they only work with clients who work through the website but provides 
them with the personal touch for both initial and ongoing advice. A client recently told Alan that she had been looking at Wikipedia and then 
Interface’s website and that she thought that Interface’s website could be called “Interpedia”. They are constantly improving the website as 
part of their quest to continually improve their processes, procedures, and documentation. Over the last three months, they have thoroughly 
reviewed every piece of paper that they use. Alan is currently completely revising the Service and Fee Schedule; this is the last document to be 
reviewed. Alan said that yesterday that he instructed his web designer to link to the new FCA video on Defined Benefit Transfers on the 
website. They use Trello within the business to action and monitor all changes to the website. They’ve also recently added a long-term care 
questionnaire that can be used by anyone or can be completed and submitted to Interface for further advice — a further example of Alan’s 
quest for continual improvement.  
 
The website is a fantastic resource for clients. It explains the ethos, the heart of what they are about, and who they are. The company 
structure and the operational documents – code of ethics and client care policies, client engagement documents, your values and life planning, 
and legal statements are all available to see and download. It goes on to explain Interfaces process, why we start with you, what makes us 
different and the three-stage planning process – life planning, financial planning, and independent financial advice. Very comprehensive. 
 
Alan, together with Mel Holman of CATS, has put plans in place for the implementation of the Senior Managers and Certification Regime. He 
has a further meeting with her next week to discuss and monitor progress. Alan holds weekly meetings with Sarah to discuss the progress of 
the business, and she documents these. However, most communication within the business is through Intelligent Office. Alan holds regular 
telephone meetings with the rest of the team. However, he explains that Eileen has set up a task-based communication system within 
Intelligent Office, where all tasks are allocated to the team, and all exchanges are recorded and documented. This means that telephone 
meetings are not where things happen, but where he builds the team ethos. Every user has an account in IO; tasks are created against that 
account; they are then actioned and recorded. The tasks are then assigned to the next team member in the process. Everybody then has a 
workflow, and it's fully recorded. 
 
Management responsibilities still lie firmly with Alan. As Tom becomes more involved in the business that may change. Alan has been acutely 
aware of his age and the future of the business for some time but now feels that he has a plan in place for Tom to take over. He plans to 
continue working as long as he can because he enjoys what he does. We discussed some of the options and roles that Alan has and is 
considering as he works towards retirement. This includes the Life Planner role as Alan explains in his new video on the Paul Armson’s Three 
Hats that he has just produced with Paul’s approval and is due to go live shortly on the website. The role of Life Planner does not include any 
regulated activity and so it could provide Alan with more flexibility and freedom in his route to retirement. 
 
We moved on to discuss Alan’s very ethical approach to business. The operational documentation disclosed on Interface’s website provide 
clients with full disclosure of all client documentation: the code of ethics and quality policy encapsulate the ethos of Interface clearly and 
succinctly; the core values document to help clients establish their values lists Alan’s top ten values -  Integrity, Compassion, Respect, 
Contribution, Honesty, Trust, Fairness, Loyalty, Sincerity, and Equality; and the client service policy statement insists that all this should be 
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delivered through the ”wow” factor. These documents reinforce Alan’s refreshingly open and honest approach throughout the assessment and 
reinforce Interface’s ethical stance.  
 
Interface is focused on improving the effectiveness and efficiency of everything that they do. Technology and streamlining processes are a 
significant part of this. They help to reduce costs and improve client and business outcomes. This includes only working with clients who will 
work through the website and the client portal. Verification of identity is by the client uploading or providing a good quality colour copy of their 
identification documents, and this is confirmed through eIDV in Intelligent Office. This thought-through approach encapsulates who Interface 
work and how Intelligent Office is at the core of the process. Alan has provided a glowing video testimonial of his client story on Intelliflo’s 
website. 
 
CATS assist regulatory compliance, and this year they have reviewed every page of Interface’s website. They only found four minor points that 
were promptly addressed. They have also performed a full document check and review of the operations manual. Mel undertakes quarterly file 
checks, and they have agreed that the first six cases that Tom processes are to be checked. Ongoing, they have agreed to review two of Tom’s 
cases each month on a risk basis. We discussed the fact that, as Alan self supervises, the additional level of oversight that an annual one to 
one with CATS could provide. 
 
We talked about the preparations for the BS 8577 and ISO 22222 assessments and the role of how an ongoing audit programme could help in 
reviewing the respective frameworks. Recently they have fully reviewed all their documentation. We discussed having in place an audit 
programme that breaks down the task over the period between assessments. This could be integrated into their current Document Checker 
and Audit. Historically Lucy reviewed the operations management system, and this task was assigned through Intelligent Office. When Tom 
came on board, one of the first things he did was to review Interface’s operations managements system using his knowledge and 
organisational skills developed in helping schools implement their operational management systems. This resulted in a further review of all the 
documents with the management system. During this review, they have added the date of the last review to each document as well as the 
version number and document date. This is now nearly complete. The next task is to set up an audit process of the operational management 
system. We discussed the complementary role of the continuous improvement log to the audit process. Moreover, how the whole purpose of 
the audit and log was to improves client and business outcomes. 
 
Alan has created a great business and team-based mainly by outsourcing as many non-core aspects of his business as possible. We discussed 
the process of due diligence around this. For regulatory due diligence, Alan uses AdviserAsset. We discussed the extension of the due diligence 
process to other areas of the business where beneficial. 
 
Alan places the client at the centre of the business. We discussed at length how he has positioned the business and how he wants the clients to 
interact with it through the website and Intelligent Office. This he feels has had a great impact upon improving the client relationship.  During 
the assessment, Alan received several messages through the client portal, including one from an 81-year-old and another from a client in 
China. It has allowed him to advise and service clients that would not have been able to on a cost-effective basis. This now extends to 
providing automated advice with a simple and straightforward investment proposition. 
 
The effective implementation of the client portal has involved a lot of hand-holding, the production of several guides on how to use it, 
combined with a set of up to 25 generic emails that can be sent through IO. Alan is constantly improving this process and added a new email 
yesterday explaining the value of advice.  
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He says that being able to have secure messaging and an auditable record of all client interactions is a great benefit for all parties. The portal 
will only improve as the Open Banking standard comes to fruition. Through the portal, the clients have access to all documentation and client 
communications that they have had with Interface. Alan says he is always badgering Intelliflo for improvements but at the moment “it works”. 
 
Interface is in the top 3% of advisers who use Intelligent Office, with a current eAdviser Index score of 550 out of 600. Alan has uploaded all 
historical client data into Intelligent Office, and it is that data quality which accounts for most of the shortfall, for example, some previous 
clients not having an email address. Sarah is addressing the data shortfall where she can to try and improve the eAdviser score.  
 
Spoke to Tom at length about how he is developing his role in the business. Now he is more familiar with the business, processes, and 
procedures he is doing some process mapping of client engagement. He feels that the operations management system and the standards have 
helped in his induction to the business. Tom has been very involved in the review and updating of both internal and external documentation. 
Tom experience in the implementation and monitoring of systems and processes within schools has allowed him to more readily adapt to his 
new environment. He explains how if everyone follows a process, then the outcomes are better. The process mapping originated in Tom trying 
to understand how things worked and the roles of the various parties he interacts with. This then developed into the much more substantial 
review above.  
 
We discussed the use of business process mapping software, including Lucidchart and draw.io, which is free to use and has an Office 365 app. I 
would further suggest looking at process.st, checklist-based workflow software and Atul Gawande’s book The Checklist Manifesto. Process.st 
has an excellent article explaining the use of Business Process Model & Notation (BPMN) that can be used in draw.io. We further discussed 
making the business processes as frictionless as possible and to try to delight or WOWW! the client by using the Plan, Do, Check and Act cycle 
of continuous improvement. We talked about how the assessment gives firms and individuals the opportunity to stand back and review the 
business; it’s objectives, policies and procedures. We also touched upon the use of the continual improvement log in this process. 
 
As noted previously Tom has yet to start his formal qualifications, but as he progresses towards becoming a financial planner, his mentoring 
and coaching qualifications he has will be very beneficial in the life planning aspect of the role. Tom may find it useful that the Chartered 
Insurance Institute provides access to study texts for financial planning here. 
 
Alan’s constant endeavours over many years have resulted in the business that is Interface Financial Planning. His dedicated and ethical 
approach to providing clients with a first-class financial planning service is evidenced in excellent client and business outcomes. It is a credit to 
him. 
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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 BS 8577 with no justified exclusions. 
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Assessment Findings 
 
For full details of all clauses please refer to your copy of BS 8577 Framework for the Provision of Financial Advice and Planning Services 
 
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 

5.1 
 

Management Commitment Consider the implementation of an ongoing audit programme over the period between 
assessments. 
 

5.2 
 
 

Management Review Consider having a regular meeting structure in place appropriate to the effective and 
efficient running of the business. The use of agendas and meeting notes/minutes is 
encouraged to document actions and progress. This should be appropriate to the size of the 
business and be part of the continual improvement process. 
 

6.0 
 
 

Objectives Although there is a well-considered business plan for April 2019 t0 March 2020 
consideration should be given to having more measurable objectives. Additional 
consideration should be given to the production longer-term business plan. The FCA 
preference is for 1, 3 and 5 years. The plans should however be relevant to the size and 
objectives of the business. 
 

8.2  
 
 

Regulatory Compliance Consider the benefits of having an annual one to one based around key performance 
indicators to provide an additional level of oversight. 
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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 Interface Financial Planning for certification to BS 8577 Framework for the Provision of Financial Advice and Planning Services 
 
 

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! 
 

 


