TCF - MI checklist
This TCF MI checklist will help you identify data that could be used to measure and improve TCF performance in your business. The right-hand column shows you how you could use the data to monitor not only performance but also how customers are treated. You could use this element of the data to take corrective action where necessary.
	Sales

	Data required
	TCF measurement/risk assessment 

	Sales volume by product type (add risk rating for each product?)
	Product suitability – excessive sales of one product may indicate that customer fact find is not identifying most suitable product on each occasion

	Sales volume by commission rate/type (mortgage and insurance products)
	Commission rate payable on a particular product may be adversely influencing recommendation

	Sales volume by extended tie-in
	Excessive sales may indicate a lack of suitability of advice

	Sales volume by PPI
	Excessive penetration rates may indicate that customer Fact Find is not identifying suitability of product on each occasion

	Offer to completion rate
	A high drop off rate between offer and completion may indicate that the customer Fact Find is not identifying suitability of product on each occasion

	Offer to completion time
	Very short completion times may indicate the customer has had inadequate time to consider the terms of the offer and/or has been pressured into accepting a product they do not fully understand

	Cancellation within cooling off period (insurance products)
	High cancellation rates may indicate a lack of suitability of advice and/or a misunderstanding of the product on the part of the customer

	Early redemption rates on limited period products
	Excessive early redemption rates may indicate a lack of suitability of advice as customer believes product is unsuitable and terminates early

	Percentage of file check fails – total and by adviser (based on a sample of files)
	Ensures that business is aware of any systematic failure to comply with regulatory information and disclosure requirements

	Number of new products introduced during a given period
	Review in conjunction with product training statistics (see below)

	Percentage of sales staff completing new product training within a given period
	Training and competency of advisers is a key component in ensuring that customers are treated fairly. Poor product knowledge may lead to an inappropriate recommendation.


	Complaints

	Data required
	TCF measurement/risk assessment 

	Volume of complaints
	Performance measurement 

	Complaints by adviser/AR
	Adviser training may be required

	Complaints by branded product
	Product suitability or complexity of lender marketing material – liaise with lender

	Complaints relating to broker information supplied
	Clarity and completeness of Key Facts and other documents/correspondence supplied by the broker

	Complaints upheld internally – broken down by key category (see FSA list)
	Review and improve standards in relevant areas

	Complaints not upheld internally – as above
	Identify possible areas of misunderstanding and assess possible action to reduce this

	Volume and percentage of complaints referred to FOS
	High level performance measurement

	Percentage of complaints to FOS upheld
	Product/service review for those areas

	Percentage of complaints to FOS not upheld
	Identify possible areas of misunderstanding and assess possible action to reduce this

	Percentage of complaints acknowledged within 5 day deadline
	Performance measurement

	Percentage of complaints resolved within 5 days
	Performance measurement/complaints being handled in a fair and timely manner/ assess training needs

	Percentage of complaints resolved within 4 weeks
	Performance measurement/complaints be handled in a fair and timely manner/ assess training needs

	Percentage of complaints resolved within 8 weeks
	Performance measurement/complaints be handled in a fair and timely manner/ assess training needs

	Complaints by other
	Risk as per nature of complaint

	Number of RFCs raised. (‘Recommendation following complaint’) 
	Action being taken to improve standards. (For more information on RFCs see the section Complaints tips and tools)

	Number of RFCs resulting in a change to procedure or policy
	Action taken to improve standards/reduce complaints

	After sales service

	Data required
	TCF measurement/risk assessment 

	Percentage of clients contacted within X months/years of completion
	Customer care – general

	Clients on non-tie in variable rates contacted after base rate rise
	Customer care – to alert to better deal

	Clients contacted within 3 months of tie-in end
	Customer care – to alert to better deal than going onto variable rate

	Clients contacted to notify unsuitability of product following TCF review
	Customer care – to alert to potential misselling and take corrective action

	Percentage of clients contacted following completion with satisfaction survey
	Customer care – general

	Overall service satisfaction score for this period out of 10
	Customer care – performance measurement


	Culture and values

	Data required
	TCF measurement/risk assessment 

	Percentage of staff who’ve completed general TCF training – sales and non-sales
	TCF awareness and integration 

	Percentage of staff who’ve completed additional TCF training specific to their area
	TCF awareness integration

	Number of new suggestions for measuring TCF - by business area (advice, complaints, advertising, after-sales service)
	TCF awareness integration

	Number of TCF goals in place by business area (advice, complaints, advertising, after-sales service)
	TCF awareness integration

	Percentage of goals achieved by business area for this period
	Embedding of TCF into daily business practice

	Number of sales/non-sales staff rewarded for meeting TCF targets?
	Embedding of TCF into daily business practice

	Number of staff rewarded for suggestions to improve service (whether following complaints or otherwise)
	Embedding of TCF into daily business practice

	Advertising and Financial Promotion 

	Data required
	TCF measurement/risk assessment 

	Volume of complaints by promotion type (advertisement, DM)
	Misleading or hard to understand information – review/improve

	Number of compliance breaches picked up by compliance manager
	Compliance/staff training need - providing clear and fair information

	Number of compliance breaches picked up by FSA
	Misleading information reaching the customer

	Product feedback

	Data required
	TCF measurement/risk assessment 

	Number of cases of product feedback/suggestions to providers to assist TCF
	Evidences embedding of TCF culture; also evidences potential risks associated with the quality/suitability of a product and/or clarity of product information


This is a general guide only - the extent of MI you’ll need will depend on the nature and size of your business. 
For more information follow the Case Study and other FSA links.
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