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	History of changes to this document

	Version No
	Location of change
	Description of change
	When



	2.0
	
	Strengthening of reference to non-financial misconduct and inclusion of sample snr mgt. message reinforcing cultural expectations.
	Jan 26

	1.1
	Entire Document 
	Updates to align with FCA Individual COCON rules.
	Apr 25

	1.0
	New
	New Document 
	Sep 20


	Guidance notes on using this document. 

A code of conduct document is a short summary document that can be provided to employees to help them to understand both the company’s overall conduct objective to ensure that it’s employees and representatives act within good conduct standards and fully understand the requirement to ensure that good customer outcomes and best interests are at the heart of everything they do. 
The conduct standards expected within the document are aligned to the Individual COCON rules detailed in COCON 2.1 of the FCA Handbook.
With effect from 1st September 2026 COCON will be extended to include matters of serious non-financial misconduct in the workplace, we have therefore included a zero-tolerance approach withing this template to behaviours connected with bullying, harassment, or violence. 
Where a firm has Appointed Representatives (not IAR’s) we recommend that these standards are applied equally to the employees of the AR, it is recommended that given the importance of ensuring good standards of conduct and its impact to delivering good outcomes for customers, that when appointing ARs, firms seek to make compliance with the individual COCON rules a contractual term, requiring the AR to have appropriate training, breach and disciplinary procedures in place to apply the conduct rules which are equal in effect to those of the Principal.
We recommend that the document is prefaced with the firm’s mission statement and that this is delivered as a personal message from the Board chairperson/ CEO/Managing Director or from the Senior Management (executive) team. Guidance notes on producing a mission statement can be found in document download CORE12. 
The document refers to the firms Breaches and Issues policy and Disciplinary Procedures, we therefore recommend that this document is reviewed to ensure that it is compatible with the firms existing policies and procedures in these areas and that the firm makes any necessary alternations to wording to reflect its own preferred terminology in respect of its HR policies, particularly as it may be referred to in disciplinary proceedings. 

This Guidance note and history of changes should be deleted before use, and any areas in blue text should be personalised. 


	[Insert Firm Name] Code of Conduct 


A message from our Chairman/CEO/Managing Director/ Senior Management Team 

As a UK insurance intermediary, we are trusted to act with integrity, professionalism, and respect. Our culture is built on doing the right thing – for our customers, our colleagues and all those who we deal with in the wider market. 
We are committed to maintaining a workplace that is safe, inclusive, and respectful, behaviour which undermines the dignity or wellbeing of others will not be tolerated. 

All colleagues are expected to act in a manner consistent with our values and the FCA Conduct Rules and we encourage an open and supportive environment where concerns can be raised without fear, everyone has a responsibility to speak up if they experience or witness behaviour that does not meet our standards. 
By living these standards every day, we create a culture where people feel respected, supported, and able to do their best work, contributing to a workplace we can be proud of and a business our customers can trust. 

Our Mission and Values 

“[Insert the firms Mission Statement]”
	1. Scope


The code of conduct applies to all Staff including any permanent and temporary employees, officers, directors (executive & non-executive) consultants, contractors, agency workers, and anyone else undertaking work on behalf of or with the company regardless of role, seniority, or length of service. 
The code of conduct sets out the standards we expect and require all staff to work to, at all times, regardless of their role within the company. it is vital that we:

·  Put customers at the heart of everything we do and always take appropriate action to ensure customers receive good outcomes in all our dealings with them. 

·  Observe proper standards of market conduct with all third parties with whom we deal including our trading partners, service providers, and regulatory and law enforcement bodies.

·  At all times respect our colleagues, customers and third parties regardless of age, gender, marital status, sexual orientation, disability, race, religion, belief, or any other personal factors.

· Comply with the company’s health and safety requirements and never compromise the health and safety of ourselves or others. 

The FCA has set out its expectations of the behaviours expected of all employees who are involved in carrying out regulated activities in its Code of Conduct (COCON) section of the FCA Handbook. The rules applying to individuals are covered by this code of conduct. 

Additional Conduct Rules apply to those individuals holding Senior Management Functions (SMF’S), a copy of those conduct rules will be provided to you if they apply to your role. 
This code of conduct refers to and should be read in conjunction with the following Company Policies:

· Breaches and Issues Policy

· Disciplinary Procedures

· [Insert any other policies which the firm has referred to] 
	2. Individual Conduct Rules 


COCON 2.1.1
You must act with integrity
This means that you should:

· Always ensure that customer misunderstanding is corrected.

· Prepare accurate and appropriate records.

· Act in the best interests of the customer at all times
· Engage in business practices that will deliver appropriate customer outcomes.
· Be open, honest, and cooperative with our colleagues, managers and escalate risks and issues when identified.

COCON 2.1.2
You must act with due skill, care, and diligence
This means that you should:

· Inform customers of material information which you are aware of that should be provided to them. 

· Ensure your business area is controlled effectively
· Undertake adequate risk assessments or investigation of new products, services, systems, and procedures.
In practice this means that we expect you to:
· Take steps to fully understand the requirements of your role and the products that you offer

· Always follow company processes and procedures and tell your line manager if you do not understand or if something is not working as it should 

· Let us know when you have suggestions for improvements 

· Undertake training as necessary and ask questions where you are unsure. 

· Fully participate in any change or development activity which impacts your role including testing and training activities
COCON 2.1.3
You must be open and cooperative with the FCA, the PRA and other regulators.
This means that you should:

· Respond promptly to questions raised by the FCA, or questions raised by line managers/senior management to allow them to respond to the FCA.

· Always give the regulator or line managers/senior management the full information of which you are aware when asked
· Attend for interview (if requested) to answer the regulators questions and do so honestly and to the best of your knowledge and belief
· Supply documents or information requested within required timeframes.

COCON 2.1.4
You must pay due regard to the interests of customers and treat them fairly.
This means that you should:
· Ensure that you consider how actions can positively affect the interests of and outcomes we deliver for customers with particular emphasis on the Consumer Duty outcomes.

· Inform a customer of all material information that will enable them to make an informed decision on whether to purchase a product or service.

· Complete a thorough fact find when establishing the customers’ requirements and only recommend products which are suitable for the customers’ needs.

· Treat client monies appropriately (including any payments, deposits or premiums received) and in strict compliance with company policy. 

· Welcome customer feedback and deal with errors, mistakes, and complaints appropriately, ensuring that they are recorded in accordance with the company’s processes and procedures. 

· Ensure any issues outside of your authority are escalated promptly.

· Provide relevant documentation in a way which is clear and easy for the customer to understand.
· Always communicate with our customers in a way that is clear, fair, and not misleading and enable our customers to make informed decisions by doing all we can to ensure that they fully understand the products and services that we offer.

· Observe ethical walls and report/declare any conflicts of interest that compromise your or our ability to act in the best interest of customers.

· Collaborate with our colleagues to ensure that the company as a whole deliver’s good outcomes for customers, delivered in the best way for our business.
COCON 2.1.5
You must observe proper standards of market conduct.
This means that you should:

· Comply with the FCA’s relevant rules and requirements and our legal obligations which are set out in the company’s internal processes and procedures.
· Always follow the standards set out in company policy and processes and where breaches occur, report them to your line manager.

· Never participate in or conceal any form of criminal act, financial crime, fraud, bribery, or corruption. If you suspect that others are participating in such activities or that you may have done, you should report it to us.

· Always endeavour to protect confidential, sensitive, and personal information. If you suspect information is being mis-used, you must report it immediately.

· Always act professionally when dealing with third parties and only ever act within the scope of your authority, ensuring that you refer any third-party requests outside your authority or outside the scope of company policy to your line manager or appropriate Senior Manager. 

COCON 2.1.6 
You must act to deliver good outcomes for retail customers
This means that you should:

· Act in good faith towards retail customers (this is a standard characterised by honesty, fair and open dealing and acting consistently with the reasonable expectations of the customer).

· Avoid causing foreseeable harm to retail customers by clearly pointing out any areas where products of services do not meet the customer’s needs, where there are significant limitations or exclusions to the cover requested, or any significant risks associated with the purchase of the product or service.

· Enable and support retail customers to pursue their financial objectives.
· Always communicate with customers in a way that they can understand and pay regard to how you communicate with vulnerable customers, treating them with respect and responding to any vulnerabilities by adapting our approach where necessary in accordance with the company’s vulnerable customers policy.
· Provide equal levels of support to customers after the sale as you do when making the sale.

· Comply with all elements of the Consumer Duty and the company’s internal processes and procedures to deliver good customer outcomes.

· Always follow appropriate product governance procedures and financial promotions procedures where your role involves development and marketing of our products and distribution arrangements 
· Ensure that you keep accurate and timely records of information in accordance with the company’s internal record keeping processes and procedures.

· Complete all training in the training and competency plan as set out by the company.

· Always aim to deliver excellent customer services and meet any service levels set out by the company.

· Keep customers  informed when things go wrong or when there are delays.
	3. Poor Behaviours and Breaches of the Conduct Rules


The FCA have set out examples of what poor behaviours may look like which we have set out below:

	· Misleading/attempting to mislead by act/omission.
· Misleading clients about products.

· Misleading others within the company.

· Failing to inform customers of material information which you are aware should be provided to them.

· Failing to ensure your business area is controlled effectively.
· Failing to undertake adequate risk assessments or investigation of new products, services, systems, and procedures.

· Failure to comply with the FCA’s relevant rules and requirements as laid down in company policies and procedures
· Not paying due regard to identified characteristics of vulnerability when communicating or providing support for vulnerable customers, resulting in customer detriment or customers being unable to use products as intended.

· Not following appropriate governance and approval processes for new products and services, target market literature, financial promotions, or service developments.

· Failing to provide accurate advice, providing advice outside of authority or failing to make the customer aware of any significant exclusions, limitations or risks associated with the purchase of the product.
· Failing to consider how actions (or failure to act) can affect the interests of customers.
· Falsifying or destroying documents.


	· Failing to respond promptly to questions raised by the FCA.

· Failing to give the regulator the full information of which you are aware.

· Failing to attend for FCA interview (without reason) or answer the Regulator’s questions if requested.
· Failing to supply documents or information requested by the FCA within required timeframes.

· Failing to inform a customer of material information.

· Recommending products which are unsuitable for customers.
· Failing to treat client premiums appropriately.

· Failing to deal with errors, mistakes, and complaints appropriately.

· Failing to provide relevant documentation in a way which is clear and easy for the customer to understand.

· Providing consistently poor levels of service compared to the company’s SLAs or internal procedures, resulting in customer detriment or customers being unable to use the products and services they have purchased as they would reasonably expect.

· Failing to maintain accurate records in accordance with company procedures.
· Instances of non-financial misconduct i.e. bullying, harassment (including sexual harassment), discrimination, abuse of authority physical threat or violence.


The examples of poor behaviours above represent those situations which may result in a breach of the conduct rules and depending on the circumstances may result in disciplinary action.

We appreciate from time-to-time genuine mistakes occur and therefore, typically a breach of the conduct rules or disciplinary action will occur where a person's conduct was deliberate; or where the person's standard of conduct was below that which would be reasonable in all the circumstances - for example if the breach was a result of reckless behaviour, wilfully acting outside your scope of authority, a deliberate disregard of company policy or a colleagues dignity, attempting to hide or disguise a breach or repeated errors due to you failing to address any performance issues or training needs.

If any breach does occur, regardless of the circumstances,  you should always report it immediately, in accordance with the Company Breaches and Issues Policy. Failure to mislead or hide information in itself constitutes a conduct breach and if you do not report a breach or delay reporting a breach, it could prevent the Company from taking mitigating actions and ultimately could result in the breach becoming much more serious or affecting a greater number of customers. 
If you are aware of or witness any serious matter relating to behaviour that has the purpose or effect of violating colleagues’ dignity or which creates an intimidating, hostile, degrading, humiliating or offensive environment for, or is violent to colleagues you should report this immediately to [insert name/the HR department]. 
Any breach reported will be investigated impartially and fairly, taking into account all of the circumstances and any mitigating factors.
	4. Obligations for Compliance


The company’s Senior Management will review and monitor this code of conduct regularly to make sure it is effective, relevant, and adhered to [Insert Name of the Senior Manager] has overall responsibility for Conduct Breach reporting.
The company takes compliance with this code of conduct very seriously. Failure to comply puts individuals, the company, its customers, and overall market conduct at risk. These expectations apply not only in the workplace but in any work-related context including external meetings, work related social events and on-line or external conduct where this is a connection to our business or its reputation

We all have a personal responsibility for working to the standards expected within this code of conduct. If you for any reason do not understand what is expected of you or feel that you are not able to comply with any part of the code of conduct, please speak to your line manager. 

If at any time you feel that you are being asked to do anything that compromises your ability to meet the standards outlined in this code of conduct or if you know or suspect that anyone is acting in breach of the code of conduct, you must report this. You can raise this with your line manager if you feel that this appropriate, alternatively you can discuss this with [insert name or role of appropriate employee]. You are also able to use the company’s Whistleblowing policy to report any concerns confidentially. 

Failure to comply with this code of conduct may result in disciplinary action in accordance with the Company’s Disciplinary Procedures which may result in dismissal and where appropriate matters may also be reported to regulators and other external bodies. 
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