APPOINTED REPRESENTATIVE CODE OF CONDUCT SALES PROCESS

Please note that the processes outlined relates purely to your activities and responsibilities in the sale of PxL Insurance products. The purpose of these processes, is to help you fulfill Principle 7 of the FSA guidelines (communication with clients), which requires you to pay due regard to the needs of your clients and communicate information to them in a way that is clear, fair, not misleading and timely. 
Face to Face Sales (i.e. not a distance contract as defined by the FSA)
· Hand over your business card to identify yourself which should clearly state that you are an Appointed Representative of  PxL Associates Ltd. 
· Issue your initial disclosure document which again confirms your appointed representative status and whether or not you are giving advice. ( A template of this document can be downloaded from the PxL website via the section called “Stock Room”).
· Explain the purpose of the “Duty of Care” document and complete. Also explain the implications of the Data Protection Act 1998. Ensure your client checks the details recorded on the Duty of Care document and then ask them to sign the relevant sections. This document should be retained for 3 years. Please note that in order to comply with FSA guidelines, the completed Duty of Care documents should be stored in a way that would enable them to be inspected by either the PxL Compliance Manager or a representative of the FSA within 48 hours notice.  ( A template of this document can also be downloaded from the PxL website via the section called “Stock Room”).
· Provide the customer with the relevant Key Facts product literature specific to the products your client is interested in. Copies of these documents can be downloaded via the PxL website “Stock Room”. 
· Where possible, confirm the cost of each product your client is interested in (known as the Statement of Price in FSA terminology) prior to completing any application forms. This should be feasible for all products other than monthly level term life and household buildings & contents. Specific quotes for these products can be obtained via the PxL website.
            Draw the attention of your client orally to the importance of reading the Key

            Facts document, and in particular the section on significant and unusual
            exclusions or limitations.
            On the rare occasion when the quote generated via the website states that it is a “refer case” 

            Speak to the Helpdesk team and they will liaise with the underwriters and issue a revised quote  

            (Statement of price) if there is any premium loadings. 
· If your client wants to proceed then complete the relevant application forms via the PXL web site or by completing a manual application form and posting it our Helpdesk. We would recommend you electronically submitting you business via the website for the following reasons.
Key benefits of electronically submitting applications via the  PxL website:

1. It ensures all the relevant information is collected to enable the product underwriters to process the application without delay.

2. The system will provide a permanent record of any business you have either quoted and/or submitted thereby retaining all the key client data, which is ideal from compliance prospective and for future marketing and requoting purposes.
3. Electronically submitted applications forms do not require clients signatures which again helps speed up the underwriting process for application amendments and can facilitates requests to put policies immediately on risk, especially  buildings and contents policies. (NB. If you are organising buildings insurance in conjunction with a  mortgage and the valuation report makes reference to the property being in a potential flooding or mining area , or is adversely affected in any way, then you must fax a copy of the valuation report to our helpdesk 01962 841015  so we can refer it to the underwriters.
	· Within 5 working days of the underwriters accepting the risk and a start date for the policy having been stated (even future start dates), the “Welcome Pack” containing the Policy Documentation and supporting information such as confirmation of the cooling off / cancellation period and claims procedure, will be sent to your client by our outsourced administration services team – Wessex Administration Services Ltd. The Welcome Pack will normally go out immediately, it is only if the case needs to be specifically referred to the underwriters could it take up to 5 working days.
· However the “Welcome Pack” referred to above is not sent out until  the policy contract has a definite start date, so in instances where no definite start date is initially stated, it becomes your responsibility to send your client a copy of the quote and a copy of the “policy schedule/document”. Both can be downloaded from the website. In due course, when you notify us of a start date the “Welcome Pack” will be issued.

· NB. When selling one of our single premium products and the premium is to be funded from the proceeds of a mortgage or loan, in addition to clarifying to your client how the premium is calculated, you must confirm the true cost of the premium i.e. the amount of interest payable on the premium over the terms of the mortgage/loan.  


	Telephone Sales (a distance contract as defined by the FSA)

The FSA states that if a non-investment insurance contract is concluded by telephone, provided the customer gives his explicit consent to receiving only limited information, an insurance intermediary may proceed on the basis of at least the following information being verbally given: 

(i)
name of the insurance undertaking (i.e. the fact you are covered by the Financial Services Compensation Scheme as outlined in your “Initial Disclosure Document”). 

(ii)
type of insurance and cover; 

(iii)
significant features and benefits; 

(iv)
significant and unusual exclusions or limitations; 

(v)
the total price to be paid by the retail customer for the non-investment insurance contract (or, if an exact price cannot be indicated, the basis for calculation of the price enabling the retail customer to verify it); 

(vi)
notice of the possibility that other taxes or costs may exist in respect of the non-investment insurance 

 HYPERLINK "file:///D:\\Files\\handbook\\hbk_glossary.pdf" \t "_new" contract that are not payable via the insurance intermediary or imposed by him; 

(vii)
the existence or absence of the right of cancellation (i.e. cooling off period) and, where applicable, the duration of the cancellation period and the conditions for exercising the right to cancel, including information on the amount which the retail customer may be required to pay; 

(viii)
a telephone number or address to which a claim may be notified; and 

(ix)
that other information is available on request and the nature of that information. 

· Complete the “Duty of Care” document as detailed in the “Face to Face Sales Procedure” detailed above.

· If having been told the above, your client is happy to proceed with the purchase of the relevant insurance products, submit the details via the PxL website. On the rare occasion when the quote generated via the website states that it is a “refer case” Speak to the Helpdesk team and they will liaise with the underwriters and issue a revised quote (statement of price) if there is any premium loadings. 

· Confirm to your client that the policy documentation will be issued shortly, and in the meantime send them the completed “Duty Of Care Document” for signature and return. Retain this document for 3 years.

· Within 5 working days of the underwriters accepting the risk and a start date for the policy having been stated (even future start dates), the “Welcome Pack” containing the Policy Documentation and supporting information such as confirmation of the cooling off / cancellation period and claims procedure, will be sent to your client by our outsourced administration services team – Wessex Administration Services Ltd. The Welcome Pack will normally go out immediately, it is only if the case needs to be specifically referred to the underwriters could it take up to 5 working days.
· However the “Welcome Pack” referred to above is not sent out until  the policy contract has a definite start date, so in instances where no definite start date is initially stated, it becomes your responsibility to send your client a copy of the quote and a copy of the “policy schedule/document”. Both can be downloaded from the website. In due course, when you notify us of a start date the “Welcome Pack” will be issued.
· NB. When selling one of our single premium products and the premium is to be funded from the proceeds of a mortgage or loan, in addition to clarifying to your client how the premium is calculated, you must confirm the true cost of the premium i.e. the amount of interest payable on the premium over the terms of the mortgage/loan.  

However, if your client(s) does not give his explicit consent to receiving limited information and the parties wish to proceed by telephone, the insurance intermediary must, prior to the conclusion of the contract, provide all of the information as detailed in the Postal Sales process outlined below, before the conclusion of the contract.
Postal Sales (Distance Contract) 

The FSA have confirmed that if the non-investment insurance contract is concluded using a means of distance communication (other than by telephone) i.e. by post, the insurance intermediary must before the conclusion of the contract i.e. before your client commits to buying the product, also provide a copy of the Policy Schedule/Document in addition to the standard documentation all of which can be downloaded from our website:

· Initial Disclosure Document

· Key Facts Document

· A quote i.e. Statement of Price

· In the first instance we recommend you telephone your prospective client in order to complete the “Duty of Care” document as detailed in the “Face to Face Sales Procedure” detailed above. In addition you must also cover points (i), (ii), (iii) & (iv) detailed in the Telephone Sales Script above.

· Based on the details obtained in the Duty Of Care document,  prepare a quote and send out a pack containing the Duty Of Care document, Initial disclosure, Key Facts, Quote and Policy Schedule and optional manual application form (copies downloadable via the website). 
· If having received the pack, your client is happy to proceed with the purchase of the relevant insurance products, either ask them to complete and return the manual application form or go through the questions directly on line via the PxL website. We would still recommend that even if client sends you a completed application form, that you actually  input the details electronically via the website because of the numerous key benefits of electronic submission previously highlighted.

Please remember to also ask your client to sign and return the Duty Of Care document which should be filled and retained for 3 years. 

· Within 5 working days of the underwriters accepting the risk and a start date for the policy having been stated (even future start dates), the “Welcome Pack” containing the Policy Documentation and supporting information such as confirmation of the cooling off / cancellation period and claims procedure, will be sent to your client by our outsourced administration services team – Wessex Administration Services Ltd. The Welcome Pack will normally go out immediately, it is only if the case needs to be specifically referred to the underwriters could it take up to 5 working days.
· NB. When selling one of our single premium products and the premium is to be funded from the proceeds of a mortgage or loan, in addition to clarifying to your client how the premium is calculated, you must confirm the true cost of the premium i.e. the amount of interest payable on the premium over the terms of the mortgage/loan.  

Marketing Activity

An Appointed Representative shall not publish, issue, write or circulate any advertisement, advertising matter, letters or other documents of whatever nature relating to PxL product range or otherwise connected with the business of the Company or write, send or furnish any communication or information to any person whomsoever relating to the business of the Company unless the Compliance Manager at PxL Associates Ltd has given prior written approval to the Agent of the intended display, dissemination or communication of such material or information.

If an Agent has any questions regarding any aspect of this document please contact our helpdesk on 01962 892136 and ask to speak to either Howard Broadbent (PxL General Manager) or John Phillips (PxL Compliance Manager)

	


