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Introduction 
 
 

Assessment Type, Visit 

Duration 

 

 

Standard being assessed 

 

Company Address 

 

Individuals assessed & dates 

Quality Review Assessment Year 3 

Elevate 

Remote 1 Day 

BS8577 Framework for the 

provision of financial advice and 

planning services – specification 

 

122 Hamstead Hall Road 

Handsworth Wood 

Birmingham 

B20 1JB 

Alan Moran 02/09/20 

 

Assessment summary 
 
 

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

 

Pre Meeting Checks 

 

Checked FCA Register 010920 

 

Interface Financial Planning Ltd is registered under FRN 424729, Registered Company Number 02644317 

 

Checked ICO Register 010920 

 

Registration number: Z5157211 

Registration expires: 14 December 2020 

 

Checked https://interfacefinancialplanning.co.uk 

 

The site is extremely comprehensive with many guides, policy documents and Terms of Business available to download. The content and tools 

available far outweigh most other financial planning firm’s websites. 

 

 

 

 

https://interfacefinancialplanning.co.uk/
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Main Interview 

 

The meeting opened with introductions and a focus on Alan's recent health issues. Alan explained that over the past five months, he had rarely 

left the house. He has mostly been working, often late into the evening. He doesn't sleep very well and has been regularly up at 6 am. In 

normal times, Alan and his wife would go ballroom dancing three times a week and go out for regular walks. The constant focus on work has 

stressed Alan out, and a few weeks ago, he started shaking. Alan said it isn't a physical problem but is still concerning. We agreed that he was 

ok to continue with the assessment. 

 

We discussed the 4 Es of Excellence and the new 4-year cycle. Alan's previous BS 8577 and ISO 22222 certification years have been out of 

step (because he was one of the first to sign up to the ISO 22222 standard which was active ahead of BS 8577), we agreed this year that we 

would realign the focus of both certifications at Year 3 – Elevate, taking him to the next level. 

 

Katie, Alan's daughter, is now working in the business since November 2019. She prepares and is doing all the administration work for lasting 

powers of attorney, trusts and funeral planning related issues. Interface has been using Countrywide Tax and Trusts since 2013 and Alan has 

recently been campaigning the Law Society on witnessing documents via Zoom. 

 

Alan's son Tom continues to develop his skills to become a financial planner, and he has started passing some CII RO exams. In terms of 

succession planning, the intention is for these family members to take over Alan's work gradually. However, this plan needs considering 

further, given Alan's recent health problems. The issue of a fragile succession plan is a crucial risk to the longevity and continuation of the 

business.  

 

Over the past year, Alan explained that he'd had quite a bit of fun running the business. Alan loves helping people, and he's been able to 

"spend a lot of time helping some lovely people". Alan worked with David Scarlet about ten years ago. It was about creating a niche. Alan said 

to David, "I've already got a niche, I just work with nice people". Alan doesn't want to work with a client based on how much money they've 

got or what occupation they follow. Providing they are lovely people, he will work with them, and that makes it fun and worthwhile. Throughout 

our conversations, it became evident that Alan's ethics and passion for doing the right thing for his clients permeates every area of his 

business. 

 

Alan has operated mostly remotely for the past eight years, and he's taking the business online more than ever. The COVID-19 outbreak has 

accelerated this over the last few months, of course. 

 

Alan is always contributing to various industry forums to help improve ways of working and systems functionality. Alan sits on the nucleus 

platform development group. He's been working with Intelliflo on their soon to be announced new offering [Highly Confidential] and Voyant. 

Alan has also submitted improvement ideas to EDVOA. 

 

The Interface business financials are in good shape. Alan analysed quarter on quarter, April to June, and income has gone down by 2% over 

the previous year, primarily market performance-related. However, expenses have gone down by 13%, increasing profitability overall. We 

referenced business bank statements to confirm sufficient capital adequacy over the £20,000 requirement. Alan uses FreeAgent for 

bookkeeping and has real-time reporting for P&L, balance sheet, income and expenditure etc. 
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Alan told me that he didn't have a current business plan which led into a further discussion around succession planning. However, during the 

document review (see below) a business plan, April 2020 through to March 2021 was evidenced. Alan explained that last year he was offered a 

substantial 6-figure sum for the business, but he didn't want to sell his caring business to someone who appeared to want to asset strip. With 

Tom joining the company and training to be a financial adviser, Alan has been proceeding cautiously just in case this didn't work out. 

 

Alan's business model is based on clients self-serving as much as possible to keep costs down. They register on the Interface website and 

complete an online fact find. Data is exported into IO and Voyant, and clients get access to both a document portal via IO and Papercloud. Alan 

weaves his life planning skills into all his conversations, virtually all clients receive cash flow modelling, and they only go on to receive 

regulated advice, if it's appropriate. 

 

Alan first took his business paperless in 2006. Originally the system used was Watermark Volume, which was hosted on a local server. At the 

beginning of last year, Interface migrated to Watermark's Papercloud. This is an entirely cloud-based system. Clients are given access to this 

document management system so they can log in, view, download and upload all their files. The client sees everything that Interface sees. This 

ethos is also replicated in the IO PFP. In this system, clients not only see documents stored in the portal but also all the notes and tasks carried 

out by the Interface team. We discussed the issue of clients having two different system logins. Alan confirmed that in practice, this had not 

been an issue. When clients upload documents to the IO PFP, it can be challenging to read them and difficult to manage. So the Interface team 

will print them into Papercloud. There's a little bit of duplication between IO and Papercloud, but it's not a big issue. 

 

This approach is consistent with Alan's strategy of total transparency and also compatible with the quest for being efficient because none of the 

Interface team has got a supply hard copies of documents. The clients log in and help themselves. 

 

Last week, Intelliflo launched open banking. Alan has already had a couple of clients register, and they said it was straightforward to do. With 

that feedback, Alan will be confidently asking other people to connect their open banking feeds as well. Next month, Intelliflo will implement 

categorising income and expenditure, so Interface will automatically receive a breakdown of what people have spent on groceries or utilities, 

for example, then that information will automatically export into Voyant. Alan believes that when you use real and actual expenditure figures in 

Voyant, the client is more focused on what they spend and the cash flow projections become more accurate. 

 

There is a constant focus on elevating the business to the next level by implementing new technology solutions, keeping costs low and working 

efficiently. Without this, Interface would not be able to provide cash flow modelling economically to everyone. 

 

One of the most exciting developments for Interface this year is the imminent launch of Life Planning Online. Anyone can register at no charge. 

There are four elements to it: 

 

• Kinder questions 

• Create your bucket list tool 

• A values exercise 

• A life balance wheel 

 

Clients can complete the exercises, and they can save and can print them off as PDFs. They can return at any time in the future to see where 

they were, and they can tick things off their bucket list, for example. 
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Alan has found that the values exercise is one of the most valuable tools. Clients can choose ten values from a list of 100 values and then put 

them in priority order. Interface is working on being able to print these off and deliver them to the client as a personalised poster or a key fob. 

 

It's taken quite a lot of time to get this up and running. Alan is making some final adjustments to the launch video to make it more multi-

cultural. As soon as this is done, within a week or so, Life Planning Online will launch and will be promoted across the Interface social media 

channels. 

 

The Interface team also has a monthly process to issue birthday cards to clients using Jacquie Lawson and Moonpig. 

 

We discussed how vulnerable clients are identified. Alan takes the view that anyone can be vulnerable. He explained a situation where a burly 

68-year-old security guard client was scammed out of £67k. On the face of it, he didn't appear vulnerable, but actually, he was. Alan has been 

working more with SOLLA clients recently, the children of parents with dementia. Again, it was apparent during our discussion that Alan's 

ethics and values are beyond reproach. He would never knowingly do anything wrong or put anyone at a disadvantage. His primary focus is 

always on helping people. We discussed the new Standards International Financial Abuse Specialist Certification as an option to explore. 

 

Interface can provide large print documents on request, guides as a podcast and braille documents can be made available within a week. 

 

Alan explained that running an outsourced team is a skill in itself. He meets with Sarah Harvey, Sarah Challenor, Tom and Lark weekly. Mel 

Holman carries out quarterly compliance checks and ensures that Alan is up to date with compliance matters overall. However, he doesn't have 

a monthly group meeting. I agreed to supply an outline of a framework used in the past, which he may find useful for a group meeting. 

 

Alan has recently become more focused on ESG investing and has started using DFMs who offer ESG portfolios. The main Investment 

philosophy for the core of clients is an evidenced-based/systematic approach to building portfolios, primarily using Dimensional funds. 

 

We discussed the issue of Excess Reportable Income for Offshore Reporting Funds (as some of the Dimensional Funds in use are domiciled in 

Ireland) and we were unable to conclude if the Nucleus Platform is reporting offshore gains correctly. I offered to send Alan some information 

about Offshore Reporting Funds. 

 

Nucleus provides excellent tools for analysing CGT in GIAs, helping with washing out unrealised gains, rebalancing and providing information 

for client tax returns. Interface use these tools extensively, where appropriate. 

 

Alan supplied a login to the Papercloud system and allowed full and unfettered access to his client files and Operations Manual. The Operations 

Manual is very clearly laid out and is very easy to use. Alan has developed clear processes from start to finish. The whole effort to address the 

BS 8577 standard is impressive. 
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Document Review 

 

The following documents were evidenced for this review: 

 

• Locum Agreement 010910 between Interface FP and Keeley & Co 

• AXA Insurance policy 260220 covering working from home, business interruption, employers liability and legal expenses 

• PI Insurance issued 010220 with Howden UK Group Limited 

• Due diligence on Adviser outsourcing Ltd expires 121220 (very comprehensive) 

• GDPR Register in place (no entries) 

• Data Protection Policy (Internal) next review date 250520 

• Data Protection & Privacy Statement (Client Facing) V4 Sept 2019 

• Information Security and Data Protection Reviewed January 2019 

• Company Privacy Management Policy V1 Reviewed January 2019 

• Data Sharing Policies and Procedures V1 Reviewed June 2019 

• Subject Rights Policy V1 Reviewed June 2019 

• MLRO Register in place (no entries) 

• MLRO Annual Report for 2019 reviewed July 2019 

• Business Continuity Risk Assessment V6 July 2019 

• Disaster Recovery Plan V6 July 2019 

• Code of Ethics V3.2 Sept 2019 (Client Facing) 

• TCF V2.1 Reviewed September 2019 (Client Facing) 

• Client Service Policy Statement V1.1 reviewed September 2019 (Client Facing) 

• Customer Services Charter v2.2 reviewed September 2019 (Client Facing) 

• Quality Policy v1.1 reviewed September 2019 (Client Facing) 

• Vulnerability Policy V1.2 reviewed September 2019 (Client Facing) 

• Policy on a Clients Infirmity or Death v1.1 reviewed September 2019 (Client Facing) 

• Older and Vulnerable Client Care Procedures v1.3 reviewed September 2019 (Client Facing) 

• Disability & Discrimination Policy v1.1 reviewed August 2019 

• Complaints Policy v1.1 reviewed September 2019 

• Complaints & Conflicts of Interest Register - Complaints 2 entries last one 290917 / Conflicts of interest empty 

• Complaints Handling Procedure 2019 v2.1 reviewed March 2019 (Internal) 

• Conflicts of Interest Policy v1.1 reviewed October 2017 (Client Facing) 

• Marketing Strategy v3 August 2019 

• Social Media Policy v2.0 January 2019 

• Document Control v3 20th July 

• Health & Safety Risk Assessment 2021 reviewed 300720 

• First Aid Assessment Policy v3 20th July 

• Fire Policy V3 reviewed August 2020 

• Organigram Updated August 2020 

• Business Structure V6 reviewed August 2020 
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• Business Plan April 2020 to March 2021 V3 July 2020 

• Vision Statement V2 010820 

• Corporate Social Responsibility Policy V4 October 2019 (Client Facing) 

• Accredited Financial Planning firm expires January 2021 

• Training and Competence December 2019 

 

Implementation of the SM&CR has been completed with the support of Mel Holman at CATS 

 

• SM&CR checklist 240920 

• Fit & Proper checks under SMCR 240919 

• Certificate of Competency 240920 

• SM&CR statement of responsibilities 250920 

 

Document review issues 

 

• Cyber Essential Certificate 160519 recommends re-assessment 15th May 2020. 

• Document Audit & Tracker 2020 Working Document shows some documents that have been reviewed and updated to 2021 but some 

outstanding. 

 

Debrief session 

 

Interface has implemented an ongoing monthly review of all documents in the Operational Management System. Overall, the documents 

evidenced are in line with what we expect to see. However, Alan explained that due to illness and time pressures, some document reviews had 

fallen behind. This is evident from many of the review dates on documents evidenced, but conversely, there are quite a number of documents 

that have been reviewed recently. A document review log is kept for both Internal and Client Facing documents. Alan confirmed that Interface 

would be back on track within a few months with document reviews and he has tasked Joanne Morgan to focus on this specifically. 

 

The lack of a longer-term business plan was discussed with a recommendation to document plans with financial projections out further than 

one year to 3 and 5 years. 

 

We discussed the financial promotions register. Joanne Morgan has started again with a complete refresh of the register. A spreadsheet with 

multiple tabs to document all current brochures, videos and client-facing documents has been prepared. 

 

PaperCloud MFA is not enabled, which is a conscious decision to not put barriers in the way of clients accessing the system. Alan reference an 

ongoing client education program whereby clients are reminded about data security and are directed to a website to test the effectiveness of 

their chosen passwords @ https://howsecureismypassword.net 

 

However, there has to be a balance between ease of use and data security. I recommended that Alan review his cyber essentials certification 

and consider elevating this to cyber essentials plus. As part of this, consider the risk/reward position of enabling MFA on critical systems such 

as IO and Papercloud. 

https://howsecureismypassword.net/
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Finally, as we are in the Elevate point in his assessment cycle and looking towards the next level of Endless excellence, I brought Alan back to 

the issue of his succession plan and health. I encouraged Alan to talk to Standards International (specifically Michelle Hoskin) about working 

this through and potentially involving Louise at Gunner & Co. Alan agreed and welcomed this advice. He confirmed he was happy for a follow 

up from Michelle Hoskin. Interface FP continues to be a quality business operating at a level of excellence in line with BS 8577. 

 

 
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 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.  
 

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

Area 

 

  

Example(s) of excellence 

 

Ethics 

 

 

The approach to business ethics at Interface FP is beyond question. 

 

Operations 

 

 

The business constantly strives to improve the performance and efficiency of business processes through the 

implementation and integration of technology. 

 

 

Marketing 

 

Your efforts to create the new service proposition ‘Life Planning Online’ are amazing and we look forward to seeing this 

service go live in the near future. 

 

 
 

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

 

Clause 

 

 

Process 

 

Findings 

4.7 

 

 

Confidentiality The business should consider renewal of the cyber essentials certification and enhancing 

this to the standard of cyber essentials plus. Consider enabling MFA on critical systems. 

Update and re-issue data security policies as required following review. 

 

5.2 

 

 

Management Review Consider having a regular meeting structure in place for the whole outsourced team as a 

group. The use of agendas and meeting notes/minutes is encouraged to document 

actions and progress. 
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6.0 

 

Objectives Although there is a business plan in place for April 2020 to March 2021, consideration 

should be given to having more measurable objectives and an indication of expected 

financial performance. Additional consideration should be given to the production of 

longer-term business plan looking out 3 and 5 years and to include a robust succession 

plan. 

 

9.0 

 

 

Control of documents and records The business has implemented an ongoing programme of review for documentation. 

However this has fallen behind in recent months. The issue has been acknowledged and 

a specific team member has been targeted to resolve within 3 months. Please maintain 

focus on this. 

 

 
 
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 Interface Financial Planning for certification to BS 8577 Framework for the Provision of Financial Advice and Planning 

Services. 

 

 
 
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 

  

Succession 

Planning 

 

  

Agreement confirmed for Michelle Hoskin to contact Alan Moran directly to discuss succession planning. 

  

Supporting 

documents 

 

  

Meeting template/tracker and information on Excess Reportable Income for Offshore Reporting Funds to be supplied. 
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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

