
Your business

How do you make your training and competence efforts work
for your business? Is there a better way to satisfy the FSA's
requirements? Ian Patterson offers 10 tips for successful compliance

T&C to the power ottO

you sometimes hear politicians
talking about putting things in
the "too difficult" box, especially

when they want to defer taking action
for fear of upsetting people. In our own
regulatory world, we have a similar
concept: the "just too dull to worry
about" box.

Unfortunately, the result is exactly
the same: we find good reasons for not
looking at some things that could make a
big impact on howwe run our business.

Training and competence (T&C) is
one such area. There have been plenty
of changes to T&C over the years-we
are, for example, on our second version
of the F5AT&C requirements in just
eight years. But despite this and huge
changes elsewhere, many firms still use
T&C schemes (or part of them) that are 11

years old.
The F5Ahas expressed concerns about

things being "overly process-focussed ...
with little or no attention to customer
outcomes". It seems to be saying that
there must be a better way.

So this is why, notwithstanding the
economic situation, you should be

closely interested in T&C. There specific
reasons:
• Most T&C schemes belong to a bygone

era and don't do either firms or clients
any great favours as a monitoring or
development tool;

• The RDRwill increase the costs of
most businesses. In response to this,
businesses have three choices: pass
this on to clients, take a hit on their
bottom line or make advisers and their
business practices more effective. I
know which one I prefer;

• Increasingly, demanding clients and
the RDRmean there is little choice.
How the 'advice process' adds value
has changed significantly over the
past 10 years. This will continue into
the future with ongoing moves from
product sales and advice to broader
financial planning such as life-goal
planning. Formany advisers, the shift
to client-agreed remuneration will itself
be challenging.

The key question is this: are your
current T&C processes and supervisors
capable of delivering these changes? If
not, here are 10 tips that should help.

01
Purpose
What is the main focus ofyourT&C
scheme: to monitor or to develo'p people?
I'll try to illustrate this with an example.
Think of the observation form you use:
does it just cover the F5Amandatory
compliance requirements or does it also
cover soft skills? If you want to shape
a different advice model with different
behaviours, T&C has to go beyond just
proving someone is compliant.

02
I<eyPerformance Indicators (KPls)
Make sure that your KPls are relevant
and reflect your business drivers. For
example, why not include income split
between fees/commission, percentage
of business split between full and limited
advice and client service meetings
completed on schedule (if these fit your
business)? Many firms now use client
satisfaction surveys - why not include
client satisfaction as a KPI?



°3
Identification of training needs
Are continuous improvement and the
identification of training part of the
culture? Are they identified on a regular
basis and is this activity driven by the
individual advisers?

°4
Less is sometimes more
Procedures are necessary but keep them
as simple as possible. T&C procedures
that are overly cumbersome or are not fit
for purpose provide an easy excuse. For
most firms, T&C procedures could - and
should - be less than 20 pages long.

°5
Coach adviser skills
Any client is ultimately buying the
adviser's skills and expertise. How much
genuine effort do you spend on building
and reinforcing these key skills?

!-
Manage risk effectively
Not everyone represents the same
degree of risk. Forexample, someone's
performance, experience and the
products they advise on will all impact
on the risk they represent to a business.
Adopt a risk-based approach that focuses
valuable supervisory resource where it is
most needed. In other words, don't treat
everyone the same.

°7
ContinuingProfessionalDevelopment(CPO)
Ensure the focus of this is on what
makes individuals more effective and
on what they have learned, not on how
many hours have been recorded or the
completeness of their records. This could
include case studies or file reviews as an
alternative to reading and multiple-choice
tests. The key watchwords are: routinely,
focused and owned.

Your business

08
T&C is only as good as the
supervisor's skills
Supervisors must demonstrate keyskills
before acting in this capacity - ensure that
they can and that these skillsare regularly
practised and updated. The ability (and
focus) of supervisors to develop staff rather
than simply monitor performance could
make a huge impact on the bottom line.

°9
Use training to motivate people
Catch people doing things right, not wrong.

10
Get genuine buy-in
Most people will buy into something if
they can see its value. If that's not the
case with T&C in your business, this is
telling you something that you shouldn't
ignore. FS
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