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There is no better time to experience OAC

OAC Actuaries and Consultants has been providing independent advice and solutions 
to the financial services industry since 1994.  It provides its clients, large and small, 
with both practical and technical guidance to help negotiate the increasing amount of 
regulation imposed by the FSA.

Having built-up an enviable reputation in actuarial and compliance services, OAC has 
become a trusted adviser to a variety of firms and bodies across the industry and 
prides itself on delivering a second-to-none service at extremely competitive fee rates.  

If you would like more information on how OAC can help you deal with the ever 
increasing regulatory demands on your business, or are concerned about the FSA’s 
requirement for you to review pension switching advice given since 2006, please 
contact Roger or Christiane, or visit our website.

Roger Comber  08707 205080
Practice Leader, Compliance Consulting enquiries@oacplc.com
Christiane Perera oacplc.com/complianceconsulting
Practice Leader, Regulatory Outsourcing oacplc.com/pensionswitchingadvice
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Pension switching advice - is yours good or bad?

The FSA has sent a letter to the Proprietors and Compliance Officers of over 4,500 
firms on pension switching advice following its report on the themed review of this 
topic.  The letter requires those firms to initiate a review of the advice given by the 
firm against a defined set of standards.  Where failings are identified, firms will need 
to take appropriate remedial measures to improve systems and controls and, where 
necessary, to provide redress to any customers who have unfairly suffered loss as a 
result.  

The FSA has provided a template to be used wherever case file reviews are needed, 
but it is leaving it to firms to design a structure for the wider process within which 
the template must sit.  However, the FSA is explicit that it will take regulatory action 
where appropriate, if the required standards are not met.  Therefore, firms will have 
two concerns: whether the original advice met the required standards, and whether 
their review process will meet the required standards.

OAC’s extensive experience of regulatory reviews can assist you with the 
required review of your past business and help you to ensure you comply 
with all standards for future business.



Auditing sales processes 

The outcome of a properly designed and implemented sales process is advice that is 
suitable to the recipient and is evidenced by the sales records, in particular the fact 
find, suitability letter, and other supporting documentation.  There should be clear 
evidence that the relevant FSA rules based on the Principles for Businesses and the 
Conduct of Business Sourcebook are being applied, and that the principle of Treating 
Customers Fairly is self evident.

The audit process itself must also be properly structured and documented.  Firms need 
to devise a rounded assessment that will help them to decide objectively whether 
sampling is necessary, and if so, at what level?  To be effective, ideally the audit 
should be designed and implemented by staff who remain independent of the existing 
compliance checking processes, and yet have the relevant technical skills and audit 
experience.

Whether you need help with a full systems audit, compliance healthcheck, 
business review, or individual complaint case handling, OAC’s ethos 
of relationship driven consulting will ensure a service tailored to your 
requirements.



SIPPs - the risk versus the reward 

Whilst the FSA is demanding that firms review all of their transfers, it is apparent that 
the main focus of its concern at present is on the transfers from personal pensions to 
SIPPs.  

n It believes that many investors transferring into SIPPs neither want nor need the 
increased investment flexibility offered by the move, and are simply incurring 
higher charges to no benefit.

n Through differential fund performance, the risk profile of the invested fund 
may migrate so that it is no longer in-line with the client’s original (or current) 
attitude to risk if there is no automatic rebalancing.

n There may be a failure to explain any potential loss of benefits upon transfer, 
such as a guaranteed annuity rate.

Switching into a SIPP can be an appropriate move for many, but it is a complex area of 
business and applying the principle of Treating Customers Fairly is paramount.

OAC can help you review the standard of your transfer business process 
making sure customers are being treated fairly.



Complaints set to rise - will you cope?

It is highly likely that the review by the FSA of pension switching will gain publicity.  
Which? (which.co.uk) is urging the FSA to ‘name and shame’ the worst offenders of 
pension switching mis-selling, and the weight of publicity may well continue to grow.  
Articles are already appearing in the press drawing investors’ attention to the issues 
surrounding pension transfers to SIPPS.  

FSA’s Money Made Clear website (moneymadeclear.fsa.gov.uk) has detailed 
information about this review which includes a link about “Making a Complaint”. 

Do you still have the systems and expertise in-house to deal with an influx of complex 
personal pension transfer complaints?

OAC offers a fully bespoke complaint handling software solution and service 
which can be used in-house or outsourced.

http://www.which.co.uk
http://www.moneymadeclear.fsa.gov.uk


System failure!

What would be the next step if a sales review reveals significant failures and the 
likelihood of a systemic failure?

The approach going forward should be to review the systems in place, to enhance 
or develop the systems and controls, and to improve the quality of the management 
information on the business now being written to ensure the relevant outcomes for 
Treating Customers Fairly are in accordance with the standards set by the FSA.

You will need to identify any customers affected by those failures and provide 
appropriate redress where failures have resulted in them not being treated fairly.

This will require a good understanding of the FSA requirements.

OAC’s expertise in understanding the controls and procedures required can 
help you ensure that your systems meet all necessary standards.



Redress calculations - insourcing or outsourcing?

OAC’s redress calculation software suite has been in use since 1994 and is still in 
constant demand.  With clear and simple input procedures, intelligent and context 
sensitive help notes, the OAC suite of calculators can either be used by OAC staff on 
behalf of clients or used in-house by clients.  Available calculators:

n Pension Transfer 
n Pension Opt-Out / Non Joiners
n Comparison of contributions (accumulated in-line with an index)
n FSAVC Charges only / Matched Contributions
n FSAVC Defined Benefit
n Endowment Mortgage
n SERPS
n Payment Accumulator (offering in excess of 10 interest accumulation types)
n Credit Agreement Assessment (to assess compliance with Consumer Credit Acts)

OAC is committed to maintaining and developing its calculators indefinitely, 
ensuring clients have a long-term solution to loss and redress calculation, 
whether for internal use or by outsourcing.



Outsourcing - are you being served? 

Outsourcing to OAC allows your staff to concentrate on what they do best and do 
most profitably, and at the same time offers effective and flexible access to outside 
expertise and services.  

OAC has been providing outsource services and solutions since 1994 to a full range of 
financial services providers and associated business areas.  

Whatever the source of complaint, OAC can undertake end-to-end complaint handling 
- compliance assessment through to redress calculation, decision / offer letters, 
and provision of data for FSA reporting - or a partial, bespoke service to suit your 
requirements.  We also offer access to our complaint handling system to facilitate 
client monitoring of outsourced complaint handling.

OAC’s ethos of relationship driven consulting makes sure its clients receive 
the service they are looking for.
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