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Compliance Monitoring

The impact of the Consumer Duty

Course outline and objectives

The Consumer Duty formally imposes an actionable duty on
regulated firms to deliver good outcomes for retail customers
with a focus on products and services, price and value,
consumer understanding and consumer support. These build on
previous FCA initiatives such as Treating Customers Fairly and
the Conduct Risk Framework.

The Duty is inextricably linked to these non-rules-based
obligations which rely on subjective tests of “fairness” rather
than objective legal tests. This means compliance will always be
subjected to a test of hindsight if the FCA decides to take
action.

With the FCA highlighting gaps in firm’s implementation plans

and a growing realization in the compliance community of the

tight deadline and the complexity involved, this course aims to
help firms focus on the impact of the Duty on their monitoring
programmes and will likely raise questions and challenges for

your current implementation plan.

Training approach

The course programme will comprise a blend of trainer
presentations, group discussion, practical examples and case
studies. There will be ample opportunity for questions,
experience sharing and networking. All course materials (and at
face-to-face events, refreshments) will be provided.

Who will benefit?

This course will comprise a blend of trainer presentation, group
discussions, exercises and examples. There will be ample
opportunity for questions, experience sharing and networking.
All course documents, (as well as refreshments for face-to-face
courses) will be provided.


https://www.ctp.uk.com/open-courses/compliance-monitoring-consumer-duty-fca-2304v
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¢ Understand what the Consumer Duty expects firms
to deliver and the pitfalls it creates

¢ Highlight the changes you may need to consider for risk
assessments and MI

¢ Create or identify auditable Consumer Duty
outcomes that are relevant for your firm

o Identify the conclusions your monitoring needs to
draw which will provide an evidential basis for any
assessment of the extent of compliance/non-compliance

e Explore what monitoring techniques might be most
helpful in a resource-constrained environment

¢ Leverage existing information/monitoring
infrastructure for the purpose of the Consumer Duty
monitoring

Course Leader

Gary Pitts has over 25 years of compliance experience in
the UK and overseas, including spells in regulation, asset
management, investment banking and as managing partner
of a boutique financial services house. A FSA/FCA registered
person in Controlled Functions 10 and/or 11 since 2001, he
now runs his own governance and regulatory consultancy:
Tetractys Partners LLP. Gary is a regular conference speaker
and author of technical articles on compliance related topics
and sits on the regulatory advisory group of the Journal of
Securities Operations and Custody. He brings a combination
of compliance and commercial experience, in terms of both
practical implementation and Board level oversight, to the
training he delivers.



Course Programme

Session

Objective

Content

What the
Consumer Duty
expects firms to
deliver

The Duty is Principle- based but
breach can lead to regulatory
action. We look at how this fits
together and what might be
triggers for disciplinary action.
We start to consider how we
define the Consumer Duty
outcomes in relation to our own
firms and begin to use a worked
example. We also consider the
issue of Board ownership of the
Consumer Duty

What is the Duty?

What might trigger a “breach” of the
Duty leading to discipline?

What might that look like to us?

The importance of robust ownership
and governance

How this links to monitoring

How this affects
risk assessment
and mi

The risks arising are those of
failing to meet the requirements
of the Duty - we examine (with
the aid of the worked example)
how the firm-specific definitions
relating to the Duty will affect the
risk assessment and how we can
use this to identify relevant MI
and metrics, and how this plugs
in to the firm’s governance
processes

The key questions you need to ask
yourselves

Defining good outcomes for customers
in the context of the strategic plan and
the evidence of governance

Would our customers agree with this
definition?

How this links to risk, controls and
metrics

Creating relevant
auditable
outcomes for your
firm

Auditable outcomes only arise
where there is something that
can be measured. We examine
through the worked example how
these auditable outcomes can be
identified and used.

How risks, mapped to impact on
outcomes can identify appropriate
controls and measurable metrics

Identifying the contribution of all
areas of the business to “good
outcomes” and drawing auditable
outcomes out from this.

The conclusions
you need to draw

FCA has made numerous
statements about the conclusions
that should be drawn from
monitoring activity as a validation
of the Firm’s compliant conduct.
Here we look at how we build on
these to create a series of
qualitative high level questions
that the Board can stand behind
based on the results of your
compliance monitoring.

What has the FCA said previously
about the questions firms should ask
themselves?

What does this imply for the
conclusions we need to evidence from
Consumer Duty monitoring?

What might these look like (worked
example)




Compliance monitoring is often
resource constrained and it is
essential that Compliance uses
existing and agreed processes
and controls to support its

TCF

Conduct Risk — how to make the
mapping work effectively

Helpful monitoring. We use the worked ) ) o
techniques example to understand whether Risk a*_ssessment |dent|fy|ng relevant
thematic reviews of Consumer MI which can form the basis for a
Duty compliance are more desk-based monitoring approach
effective than embedding the Contributions of Risk and Internal
Consumer Duty in every aspect of Audit
monitoring
The Consumer Duty builds on the
existing TCF and Conduct Risk Link TCF and Consumer Duty
frameworks. This section looks at outcomes
Leveraging how we might assess if we are What can our Conduct Risk mapping
existing doing enough in these areas to tell us?
monitoring / leverage the information they How can we leverage the PROD_
infrastructure provide in order to build our process and product stress testing

Consumer Duty monitoring
approach, rather than creating a
whole new programme.

Vulnerable customers processes and
what they contribute
The policy ecosystem
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