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Introduction 
 
 

Assessment Type, 

Visit Duration 

 

 

Standard being assessed 

 

Company Address 

 

Individuals assessed       

& dates 

 

Client files checked 

 

Quality Review 

Assessment Year 3 

Elevate 

Remote 1 Day 

BS ISO 22222 Personal 

Financial Planning – 

Requirements for Personal 

Financial Planners  

122 Hamstead Hall 

Road 

Handsworth Wood 

Birmingham 

B20 1JB 

Alan Moran - 030920 Fiona and Clive Waterhouse 

Andrew Mohr 

Katherine Moran 

 

 

Assessment summary 
 
 

Note: This assessment was carried out on a sample of evidence. 

 

Checked FCA Register 010920 

 

Alan Moran IRN AXM00060 

 

Current 

 

• Responsible for Insurance Distribution 

• SMF16 Compliance Oversight 

• SMF17 Money Laundering Reporting Officer (MLRO) 

• SMF3 Executive Director 

 

Previous 

 

• CF24 Pension Transfer Specialist 

• CF21 Investment Adviser 

• CF10 Compliance Oversight 

• CF30 Customer 

• CF11 Money Laundering Reporting 

• CF1 Director 
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• Responsible for Insurance Mediation 

• CF8 Apportionment and Oversight 

 

Main Interview 

 

We opened discussions by reflecting on the conversations that took place the previous day during the BS 8577 assessment. Alan had kindly 

sent positive feedback to Michelle, which was most welcome and well-received. Alan confirmed that he needs to bring Tom up to speed and 

involve him moving forwards. 

 

We talked through Alan's advice process end to end. 

 

Almost exclusively, Alan gains new clients via the Interface website. He is active on social media, and the firm has a lot of resources, videos 

and instructional material to share. Clients who make contact are directed back to the website to book a meeting and start the process of 

providing factual information. The online approach to business may not suit everyone, but this is Alan's model, and if the potential clients don't 

like it, they don't come on board. Alan’s, fee schedule and terms of business are transparently available for download from the Interface 

website. 

 

The core of the client management system is IO, supplemented by Papercloud for document management. A suite of 50 to 60 templated 

generic emails have been developed. These are stored in IO which and are selectively used to direct clients along each stage of the onboarding 

process. One example might be email number 15; Please register for your online account. Once registered, email 16 might say, please see 

attached details of our services and fees with links back to the website, and so, on. A Finametrica risk profile is sent online at a very early 

stage, and Alan gauges by how fast this returned if the client is fully engaged or not. 

 

Another email may say, please complete the details in your personal finance portal. The client is taken on a journey, using online tools and 

email exchanges to deliver the service cost-effectively. 

 

Intelliflo has recently developed the PFP to make it more fun to use (gamified). Each section requires completion before you can move to the 

next, e.g. personal details, then employment details, then expenses. 

 

Clients receive a series of all emails, one every three or four days requesting that they complete certain items of information, so the task is 

broken down into bitesize chunks so as not to overburden the client. If a client comes back and says, I'm having trouble adding something, 

Alan asks them to send a list, and he will add it for them. Throughout this process, the client would have also uploaded ID (passport and 

driving licence), so by the time the first online meeting is held, client ID verification using eIDV will have been completed. 

 

Up to this point, there's no fee. Because at this stage, Alan doesn't know how much of what it is they want to do and how much work is 

involved. The client has done most of the work so far. 

 

After the first meeting, Alan will have developed a better understanding of what is required and will confirm the fees. If the client does not 

proceed any further, there is no charge. The next stage is almost always invariably, Voyant cash flow. 
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Alan no longer embeds specific expected returns information for portfolios in Voyant. He finds that it's another layer of complication, which is 

not necessary. Just using a nominal 5% gross return is sufficient given that cash flow plan is just a projection that needs to be regularly 

reviewed. Alan back-tests and stress tests all his plans to illustrate how robust the plan is (or not). 

 

Alan explained that he had experienced clients in the office in tears when he's shown them their cash flow. And he's gone out and given them 

five or 10 minutes to themselves.  

 

Alan spends a lot of time educating clients about how investments work, the risks as well as the potential rewards. He references various 

charts (Finalytiq) which look back over time, charting the performance of different asset classes. As a result, even in periods of market 

turbulence and downturn, his clients don't panic and start calling him.  

 

Alan uses an iterative discussion to narrow down mapping of the Finametrica risk score to the recommended investment portfolio. Alan 

explains that he wants clients to be able to sleep at night. He doesn't want them phoning up in a panic. Alan is in this business to make friends 

rather than enemies. And he wants to be friends for a long time. A typical discussion is, he explains that "the only way we're going to be 

friends is if I put you into a portfolio that you're happy with. You do understand that you could get a higher return if you are prepared to 

endure higher volatility, but I don't think you're going to be comfortable with that". 

 

This approach is a testament to the care and attention that Alan provides to his clients at this crucial stage of providing suitable advice. He gets 

to know his clients very well, educates them, holds detailed discussions and only then recommends a suitable solution. 

 

The end to end process is very slick. Alan referenced a recent new client, who he hasn't physically met who lives three miles away. They've 

held zoom meetings to discuss what is required, and this ultimately became a nucleus recommendation (Alan's preferred platform) for circa 

£600k investment. Applications have become even easier since Nucleus implemented electronic signatures from 24th Aug. 2020. 

 

Since 2010, Alan has worked with George Kinder to mentor over 50 Life Planners. And it only stopped because it was taking a considerable 

amount of time. And, Alan wanted his life back and needed to focus more on his clients and business. There was a minimal reward for the time 

spent. 

 

Alan explained that his work is not only professionally satisfying, it's also personal. "Personally, you think, I'm making such a difference in the 

world to many people's lives. Okay, I don't have the power of the Prime Minister or a President. But, if we all do a little bit of good in our own 

area, then, that's enough".  

 

On the issue of DB transfer work, Alan has seen little impact on his PI Insurance costs so far. He has only transacted a few DB cases but thinks 

that this is a key area of advice. There is a separate area of his website that addresses DB transfers. Alan has built an online triage system and 

a downloadable guide, so people don't waste money, and he doesn't waste time on people that would never be suitable for transfer. However, 

Mel Holman is not happy with it following recent FCA guidance on contingent charging. Also, there is no live policy available to address the 

issue of insistent clients, only a draft. 

 

Alan started reviewing the DB transfer and insistent client policy with Mel at the beginning of August. This hasn't been fully completed, and 

Alan is still in discussions with her. His focus is to get this resolved by the end of September. 
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Alan uses O&M for pension transfer analysis reporting and Genovo for suitability report writing. Alan transacts very little protection business. 

CPD was referenced, and the 15 hours IDD requirement has been met. 

 

We discussed security protocols for client withdrawal requests. All communications of this nature take place via the secure portal, and for the 

nucleus platform, bank accounts are pre-approved. It's not possible to make a payment to some other bank account without additional 

approval. Nucleus is soon to implement Faster Payments which will reduce the time for clients to draw down funds when needed. 

 

When monies are invested, Nucleus provides pre-built models for Alan's portfolios. The money is invested, and an auto rebalance is set up for 

8th Jan, 8th April, 8th Jul and 8th Oct. Alan confirmed that this approach is covered off in the recommendation report. 

 

We discussed how much of the end to end process is documented at a detailed level. Alan showed me how tasks are recorded in IO throughout 

the advice process by all of the team at each stage. Client emails are attached to each client record, and even phone calls are recorded via 

RingCentral and linked.  

 

In development is the use of a new feature from IO, Advice Flows. The team has done a lot of work on implementing Advice Flows over the last 

few months. They have been busy developing Advice Flows for different activities. For example, new business processing, annual reviews, wills, 

trusts and funeral planning. Again, this further illustrates an ongoing commitment to continual improvement. 

 

At the end of an advice process, clients are sent a link to complete a feedback form. In practice, many clients don't respond to this. There is 

also a link on the website for people to provide feedback at any time. I suggested that Alan consider the implementation of an annual client 

listening program. Essentially, a focused, once a year client survey with a plan of scheduled emails to introduce the survey, issue a 

personalised link and a chase up if it's not completed to encourage more clients to provide feedback. This would provide an additional 

opportunity to keep gently touching clients to let them know you are still there in between annual reviews. 

 

Last year’s assessment suggested the use of agendas for client meetings. Alan explained that this had not been implemented due to the more 

extensive use of online sessions. I suggested putting up a generic agenda as a screen share at the start of each Zoom meeting. Alan welcomed 

this idea. 

 

We discussed how last year’s trial of the MoneyPenny chatbot had panned out. Alan explained that this tool was limited in functionality, and 

they now use TIDIO, which is working much better and provides a lot more automation. 

 

We discussed the Standards International Academy and Alan said that this was more appropriate for Tom to access than himself. 

 

Alan offers a lot of free materials for download from his website. Having noticed that some firms charge for similar resources, Alan has very 

recently set up a voluntary donation request via a Just Giving page to benefit the RSPCA. The link is available from the top of the Interface 

website. 
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Document Review 

 

The following documents were evidenced for this review: 

 

• CPD Records up to date for both CII and CISI 

• CFP Certificate Expires 31st March 21 

• Examinations and Accreditations Record and Learning Statement Referenced 

• SPS Evidenced to 310820 

• Tom Moran Development Strategy June 2019 

• Tom Moran Role Description v3.1 Feb 2020 

• Tom R01 and R05 certificates 

 

 

File Reviews 

 

Alan offered 3 cases for review, full and unfettered access to the Papercloud system was given. 

 

Fiona and Clive Waterhouse lump sum investment to ISA and GIA £400k 

 

• ESG Case suitability 100820 

• Meeting agenda transcript of call 180620 

• Data Protection and Privacy Statement 

• Investment Policy Statement 

• Fee Schedule - clearly laid out 

• Client Agreement (unsigned) 

• Investment Report no aggerated costs and charges (not MiFID II compliant) 

• CATs tool for Clive and Fiona 

• Finametrica Risk Profile 15/12/2019 however not one for Clive 

• Ethical Investment Personal Profile Questionnaire 200320 (Fiona only) - could this be updated to ESG?  

• ID verification on file birth certificate, passport, council tax bill 

• Platform Declarations and DFM authorities in order 

• Bank statements on file 

• NO eIDV Certificate on file 

• No obvious fact find 

 

Andrew Mohr ESG pension switch from SL GPP £76455  

 

• Suitability Report July 2020 page 15 says {INSERT PROVIDER} 190720 

• Aggregated costs and charges are shown but could be laid out more clearly 

• eIDV Certificate on file 
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• Finametrica Report 091020 

• Pension Information Capture form completed to analyse charges 

• ID verification on file birth certificate, passport, driving licence 

• Authority to act letters in the file for SL 

• Couldn't find signed client agreement 

• No obvious fact find 

 

Katherine Moran – DB Transfer 

 

• ID on file Driving Licence, Passport Bank Statement, birth certificates  

• No eIDV 

• Finametrica 020920 

• Nucleus illustrations contain costs and charges  

• Ongoing Fee Breakdown illustration for MiFID II 

• EDVOA Tool 190220 

• Ongoing suitability Letter 210319 directs the client to Nucleus report for a breakdown of charges 

• 2020 no ongoing suitability report on file 

• No signed TOB 

• No obvious fact find 

• Couldn't see the original suitability report to recommend the transfer 

 

Debrief Session 

 

Alan asked Joanne Morgan to join the debrief. 

 

We talked through my feedback on the file reviews. However, although many inconsistencies were found, these were more compliance issues 

rather than standards issues. We looked at all the points documented above for all three cases. It became clear that where it wasn't possible to 

find a particular document, that it could be found in IO. I recommended that the document management system should be used as a single 

repository for a complete compliant set of files, for each client case, rather than having documents split across two separate systems. 

However, the advice process was still followed. 

 

A key area of concern was discussed around the issue of MiFID II compliant aggregated costs and charges which, although not a standards 

issue, would be a compliance issue. I screen shared some anonymised examples of how aggregated costs and charges are detailed in another 

firm’s suitability reports. 

 

The first example highlighted what the initial charges are in percentage terms and £ terms. The second example showed the ongoing platform 

charge, the fund charge (OCF), the DFM fee, the ongoing advice fee and the total of all fees. Again, expressed in £ as well as percentage 

terms. And then the final one separately illustrated the ongoing advisor charge even though it's already included in the previous example. Alan 

found this very helpful and requested examples or guidance we may have in this area.  
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I suggested that Alan should ask that Mel Holman conducts a number of file reviews to look at the integrity of the client file in one place 

(Papercloud) and the issue of aggregated costs and charges. 

 

Alan has recently moved to use several DFMs to access ESG portfolios. However, the client questionnaire in use still refers to Ethical 

Investments. It was recommended that Alan looks at upgrading the old questionnaire to bring it in line with ESG principles and thinking. 

 

Joanne Morgan has been tasked with reviewing and improving the integrity of client files. Overall, the design and delivery of the advice process 

remains of a very high standard. 

 

 

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 Non-conformity (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 Non-conformity (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.  
 

What really stood out for us during this assessment – well done! 

 
 

Area 

 

  

Example(s) of excellence 

 

Process 

 

 

The time you take to spend educating clients about how investing works, the risks and rewards is impressive and really 

demonstrates your commitment to doing the right thing. 

 

 

Continual 

Improvement 

 

 

I was impressed with your unwavering commitment to adopt and effectively use technology to provide an outstanding 

service to your clients. Your early adoption of IO Advice Flows is another example of this commitment. 

 

Doing the 

right thing 

 

 

Supporting the RSPCA via Just Giving by providing resources and materials in return for a donation really blew me away! 

 

 
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 Financial Planning Process 

 

A compliant service proposition for DB transfers and an insistent client policy that 

complies with the latest FCA guidance should be implemented as a matter of urgency.  

4.1 Personal Financial Planning Process 

 

 

Consider the use of an agenda 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. 

Present as a screen share at the start of Zoom meetings. 
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4.1 Personal Financial Planning Process 

 

 

Consider upgrading the old Ethical Investing questionnaire to bring it in line with ESG 

principles and thinking. 

4.3.4 The personal financial planner shall 

maintain an electronic or hard copy 

database of files and/or records for the 

client 

 

Consider making Papercloud the single database of truth to store client service cases 

so that the integrity of a compliant file for each advice cycle is maintained on one 

system (i.e. not partly on IO and partly on Papercloud). 

4.5 

 

Developing and presenting the financial 

plan 

Review MiFID II compliant presentation of aggregated costs and charges in suitability 

reports with compliance provider. 

 

4.7 

 

 

Monitoring the financial plan and the 

financial planning relationship 

Consider the introduction of an annual client feedback survey (Client Listening 

Program), to improve the feedback loop for continual improvement. 

 
Minor non-conformities (MINCs) raised at this assessment  
 
Please Note: Evidence must be submitted within 3 months of the report date with all non-conformities being resolved satisfactorily in order for certification to be awarded. 
Evidence review is chargeable at a rate of £75 per hour.  

 
 

Clause 

 

 

Process 

 

Findings 
Date 

Resolved 

 

 

 

 None  

 
Major non-conformities (MANCs) raised at this assessment  
 
Please Note: All Minor and Major non-conformities must be resolved satisfactorily in order for certification to be considered and to establish this a full reassessment will be 
required. This will be chargeable. 

 
 

Clause 

 

 

Process 

 

Findings 

 

Date Resolved 

 

 

 

 None  
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Assessment conclusions 
 
 

I recommend Alan Moran for continuing certification to BS ISO 22222 Personal Financial Planning – Requirements for Personal Financial 

Planners. 

 

 
 
Areas we discussed where you might benefit from further support 
 
Please Note: Should we be able to assist in any way with the areas noted below please let us know and we shall be happy to discuss the possible next steps.  
 

 

Area  

 

 

Support required 

  

Suitability 

Reports 

 

  

Examples of aggregated cost and charges to be supplied 

 
 
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    ✓ 
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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. 

Thank you.  

 

 

mailto:Enquiries@standardsinternational.co.uk
http://www.standardsinternational.co.uk/
http://twitter.com/#!/SIISO22222
http://uk.linkedin.com/in/standardsexpert

