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PRIVATE RIGHT OF 

ACTION
PRICE/VALUE

MORE CLARITY ON 

SCOPE

“ALL REASONABLE 

STEPS”
DISTRIBUTION CHAIN
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Manufacturer

Firm that 

creates, 

develops, 

design, issues 

operates/under

writes

Distributor

A firm that offers, 

sells, recommends, 

advises on, proposes 

or provides the 

products 

▪ More than one 

firm can be 

manufacturer

▪ Intermediary can 

be manufacturer, 

if they set 

parameter of 

product or 

commission for a 

product 

produced by 

other

▪ A firm can be 

both 

manufacture and 

distributors
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price value

similar products

characteristics of the 
product or ongoing 

support

quality / barriers 

benefit derived by the 
customer

economies of 
scale/market rates

cost incurred by the firm

income/profit generated 
from minority of 

customers

total price paid by the 
customer over the life of 

the product
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All communications 

throughout a firm 

interactions with 

customers 

irrespective of 

channel use ti
m

e
ly

re
le

v
a
n

t

u
n
d
e
rs

ta
n
d
a
b
le

All firms involved in the 

production, approval or 

distribution of 

communication irrespective 

of whether they have direct 

relationship with the 

customer

Enable 

customers to 

make 

effective and 

timely 

decisions 

and to realise 

the benefits 

of the 

product
c
u

s
to

m
e

r 

lif
e

c
y
c
le
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Customer 
support

Must be 
accessible*

*When a customer 

wants to:
▪ make general enquires 

or requests

▪ amend or switch 

products

▪ transfer to a new 

product provider

▪ submit a claim

▪ make a complaint

▪ cancel or terminate the 

relationship

Must be 
accessible*

Must be 
adjusted to 

specific 
customers 

needs**

** Additional support 

to be provided to 

vulnerable 

customers or group 

of customers who 

share particular 

needs that differ 

from the average 

customer

Customer 
support

Must meet 
customers 

needs

Must realise 
the benefits
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Touchpoints Assessment Action envisaged

Settlement quotes High residual risk Modify the wording

of the contracts to 

ensure the 

modalities are well

understood.

Fees

High intrinsic risk
Third Party Agents costs

Financial promotions

Vulnerable customers

Commissions structure and disclosure
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Focus areas Challenges

Review and update 

affordability rules at granting

Protect the interest of the 

customer in the context of 

inflation and cost of living 

challenges.

Vulnerable customers Change the company’s

culture and define

processes for specific

needs.

Collection and Recovery Work on delegation to grant

the ability to agree payment

plans and reschedulings.



Classification : Internal

How do we detect nuanced aspects of vulnerability within 
our customer base though portfolio monitoring ?

Large 

Exposures

Medium Sized 
Tickets

Granular Portfolio

• Screened at least once annually through the annual review process. 

• Effective use of ‘real time’ data such as Current Account information.

• Supplemented with commercial news agency alerts

• Portfolio screening, via a monthly batch file to the credit bureau, for deterioration in 
key metrics : Commercial Cash Flow, Financial Distress/ Strength and Credit Risk 
scores, plus payment behaviour data. 

• Customers in financial difficulty are escalated to the LoD2 for manual and to 
consider of adding to the Watch ist.

• Internal suite of Risk indicators reviewed regularly .

• Higher risk portfolios receive monthly monitoring. 
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Focus areas Challenges

New product and activity

governance

Upskill teams to implement the 

Consumer Duty by design.

Annual report to the Board of 

Directors

Build relevant ascendant 

information and be prospective.
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