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Big enough to help you, small enough to know you. 

 

 

As you probably know, we’ve been here a while. Many businesses in your sector probably 

either already work with us or are considering adding us to their finance toolkit for new and existing 

customers. We are grateful to be able to support the efficient operation of the marketplace in this way, and 

to be a ‘small’ but useful cog in the recovery of so many UK businesses after the economic uncertainty and 

upheaval of recent years.  

We are better working together, and we will certainly achieve more than we would have otherwise. We 

feel your gain. By allowing us to help you help your customers, you are minimising the obstacles which the 

inadequate supply of cash, regulators and competing jurisdictions have placed in your way.  

Highly skilled at obtaining access to finance in a world of variable appetites and increasingly constricting 

regulatory controls, we have the tools to do the job. Despite our deliberately personal, not to say 

personable approach, we offer access to our wide panel of funders, a choice of options in every sector and 

the pick of them too. 

 

 

 

 
“Time to get moving.  Time to get Creative™. It’s time to get ready for business.” 
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What is an Introducer Appointed Representative? 

An introducer appointed representative is a secondary credit broker without their own 

‘permission’. Financial activities in the UK are regulated. A person or legal entity must be authorised and 

regulated to do so by a regulator such as the FCA. You need credit broking permission from the FCA to make a 

referral for both consumer and (some) small business finance. 

Firms that want to carry on regulated activities must apply for authorisation (unless they are exempt). You are an 

introducer, and that means that you must at least hold a limited permission authorisation for credit broking – or 

we may appoint you as our Introducer Appointed Representative (IAR). 

 

 

A firm can carry out certain regulated financial activities without being directly 

authorised and regulated by the FCA, by becoming the Appointed Representative of 

another firm that is fully authorised and regulated by the FCA. 

 

ARs are popular in the asset finance industry and many brokers utilise such “networks”. What you are doing, if 

you are an Appointed Representative, is renting another firm’s permissions in effect. AR’s ‘borrow’ some of the 

permissions of another firm. Therefore the AR route is popular with entities who do not need or want full direct 

authorisation, or who are seeking full authorisation but because of the long lead time (up to 6 - 12 months) 

require an interim solution to enable their customers to access a full suite of funding products until permission is 

granted.  

An IAR is an Appointed Representative who does nothing more with regards to the finance than passing the 

customer onto another firm who then takes them through their finance journey. The I stands for Introducer. If 

you introduce your prospective customers asking about finance to us, you will be providing potential customers 

of yours with access to the finance needed to acquire something you sell – probably a car or some other type of 

vehicle. However you do not negotiate the price point of that finance with the customer or the finance company.  

In other words, your main business is the sale or lease of stock – and not the sale of finance. As an introducer you 

do no more than introduce customers to another firm that provides access to finance products for sale from third 

parties at a price point which has been fixed even before the customer even enters the showroom.  
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You are a limited company, a limited liability partnership or a sole trader. But right now, you don’t want to 

manage the sale of finance to individual customers, a highly regulated and sometimes complex activity. 

We are specialists in the field of purchase finance and through us you can outsource that activity. We are directly 

authorised by the FCA, (FRN 631176) and have permissions to arrange finance and give information to your client. 

If we provide them directly with information regarding their loan, then we will be responsible for the sale of 

finance to them.  We will lead any complaints handling and expect you to cooperate with us if there is an MQ 

dispute. 

An Appointed Representative is an ‘agent’ of a ‘Principal’ Firm that is already directly authorised by the FCA. A 

Principal Firm effectively rents out its FCA license to the other firm. In the case of an Introducer Appointed 

Representative, the regulated activity which is rented out is quite simply that of introducing a customer to the 

Principal. The Principal is responsible for the activities of the IAR insofar as they touch upon any such referral. 

However, fortunately an IAR is a stripped down version of an AR which only really allows the IAR to pass on 

contact details and distribute non real time financial promotions like a webpage, a letter, an email, a pre-

recorded presentation or a business card. 

We only appoint IARs and have no other kind of Appointed Representatives. An IAR cannot advise or arrange 

deals. That makes the relationship quite manageable. 

So, to recap, an IAR is able to refer clients to the Principal by passing them marketing literature, contact details or 

passing them through the Principal’s website. But they cannot... 

• arrange deals 

• advise on deals 

• financially promote specific deals 

We are directly authorised by the FCA and have permissions to arrange deals in certain investment classes and 

give information regarding them to your client on your behalf, but you have no authority to carry out that 

activity. Nor can you manage any credit product; to do so you would need to be fully authorised and to have the 

permissions to do so. 

 

You can refer any customer to us and we will handle the financing process from there. 
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Who can become an IAR of ours? 

 

Not simply anyone can become an IAR of ours. You will only be able to work with us for finance and 

you must have no other Principal. This will exclude many vendors who want to work with more than one broker. 

However the penalties for carrying out a regulated activity without having permission to do so is up to two years’ 

imprisonment and this appointment will protect you from that. 

 

 

Your business model MUST NOT include 

• Credit broking and introducing customers to finance companies other than 

Creative™ 

• Advising (giving opinions) on investments 

• Arranging (helping in the process of buying and selling) finance agreements 

• Making arrangements with any other Principal 

• Dealing with customers as a Principal 

• Financially promoting, marketing and selling funding opportunities 

• Engaging Third Party marketers to create and distribute marketing materials 

promoting Creative™ services (we will provide all marketing materials) 

• Debt management, counselling, collecting and administration 

• Consumer hire agreements 

 

 

At present, for a firm to become directly authorised and regulated by the FCA, it involves completing an 

application form, paying a processing fee, putting up regulatory capital, having a detailed regulatory business 

plan, determining the scope of business and what permissions are required, having offices in the UK, and waiting 

to be approved. Once authorised, a firm must submit regular reports to the FCA and is obliged to monitor itself 

(or hire external consultants) to ensure that it is acting in accordance with the FCA handbook (which stands to 

over 7 feet tall if printed out) and other regulations and laws.  
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For many firms being fully authorised and regulated is the best solution. However, if your firm does NOT sell 

credit as a core product or service of the business then being an IAR is often the most cost effective and practical 

solution. Many IARs start out testing the water and become fully authorised later on. Others stay IARs because 

they do not want or need to be directly authorised by the FCA. It can be a good solution for a firm working with a 

single broker. 

Before we appoint you, we will collect some basic information about your operation, a copy of your paying-in slip 

to verify your bank details and we will review your trading premises. Finally, we will satisfy ourselves that you are 

indeed a ‘fit and proper’ introducer, which will involve investigating background, private and public feedback. 

Your firm will then receive an approval status from us which reflects the risks identified. 

In theory anyone that satisfies the FCA’s due diligence criteria can become an Appointed Representative. 

 

 

• We recommend potential AR’s seek legal advice if they are unsure they would be suitable, and 

consider carefully whether the Appointed Representative route is the right strategy for your 

business, and your customers. 

• Our IARs must not be already regulated by the FCA for credit broking and indeed may only work 

with one broker, Creative™. 

• IARs are also usually UK legal entities (Limited or LLP) with at least 1 UK resident director/ 

member. They will be financially solvent and have some infrastructure (e.g. office, business 

continuity plans, 2-5 year business plans, at least 3 months working capital) to enable them to 

conduct regulated business. We can usually help with all of these. 

• The controllers and managers should have some experience and be able to demonstrate 

responsible and consumer friendly practices and procedures. 

• If potential staff have been Approved Persons or responsible for SMF functions in the past that 

will help, although it is not necessary. Usually, a 5 year track record of business is best, but we 

will consider every application on its own merits. 
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The common business model of an IAR includes: 

Selling products and services which may sometimes be purchased by customers using finance, and passing on 

information regarding a suitable finance broker to help in this regard. 

An IAR must be conducting regulated business. However many more businesses that only handle unregulated 

business are facing issues with dealing with FCA regulated entities who will not deal with them, and the FCA 

sometimes still requires them to be registered. Some firms have become IARs just to be able to transact with 

these entities despite not requiring to be regulated. If you are an IAR of ours your introductions to us are 

themselves a regulated activity, and we will deal with other regulated entities on your behalf. 

Authorised and regulated firms can be searched on the Financial Services register here: 

https://register.fca.org.uk/ 

and please note this will list some data concerning appointed representatives. 

  

https://register.fca.org.uk/
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Different Ways of working with us 

 

 

IAR 

As explained in this guide, an IAR is Exempt from direct regulation by the FCA and acts under the 

terms of our licence. They do have a Firm Reference Number (FRN) and will appear on the Financial 

Services Register (FSR). This is suitable for firms only wishing to introduce to us but who do not want to 

apply for their own licence. 

 

Fully supporting dealer 

Not covered in this guide, this is an introducer with limited credit-broking permission who is tied to 

us and doesn’t introduce finance business anywhere else. They will not negotiate finance terms with or 

quote the client. Typically, these secondary brokers have the best commission package with us as they 

represent the lowest risk. 

 

Dealer with fixed price bands, we quote 

Not covered in this guide, in this case the authorised dealer has fixed price banding for customers 

based on objective criteria such as risk and asset class or earns a single fixed referral fee for every 

introduction leading to the sale of finance. We own the customer journey and provide all the information 

regarding the finance. The dealer remains responsible for vehicle quality issues. 

 

Dealer with fixed price bands, you quote 

Not covered in this guide, in this case the authorised dealer wishes to own the customer journey 

and the sale of finance, and we act in the capacity of a secondary broker, providing access to our funder 

panel. The dealer has their own dedicated portal to manage finance proposals and all disclosures and 

explanations are made by the dealer. 
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How does the application process work?  

i.e. What due diligence will we undertake before taking on an AR?  

 

 

 

• Reviewing and discussing the AR’s business including historical financials and forecasts.  

• Seeking evidence of the AR’s existence e.g. certificates of incorporation, shareholder 

agreements, partnership agreements, checks on Companies House and use of third party credit 

checking services.  

• For the controllers and managers, the usual Customer Due Diligence such as proof of residency 

and identity.  

• Other checks on individuals can include use of third party credit checking services (searching for 

CCJs, Criminal activities etc.), CVs, resumes and proofs, searching Blacklists and Sanctions  

• Reviewing organisation structures.  

• Risk assessing the firm and its ability to be an AR.  

• Assessing the fitness, propriety and competency of controllers and directors.  

• Ensuring the firm has adequate insurance in place.  

• Discuss with candidate potential obligations.  

• Outlining obligations in writing.  

• Obtain signed contract. 

• Check FCA register – you may have no other Principal nor any authorisation of your own in the 

area of credit broking. 

• Check website and obtain commitment to compliant wording.  

• Give notice to the FCA. 

• Monitor compliance with the six TCF outcomes. 

• Check FCA register and website regularly.  

• Review the suitability of the arrangement at regular intervals.  

 

 



 

P
ag

e1
1

 

 

The checks conducted on any prospective AR can depend on the nature of the business, its size, and its 

complexity. Much of this will be done in the background, but in the first instance you will receive a questionnaire 

which you should return to director@creativefs.co.uk, along with a copy of the signed IAR agreement.  

Please ensure that the correct person is named as the ‘Exempt Person’ on the paperwork. This will usually be the 

company which is to make the referrals. The signatory at the end of the agreement will usually be the senior 

person controlling the company which is seeking exemption. 

IAR Agreement – What you are signing  

The agreement will engage the Principal firm (known as the “Authorised Person” and the IAR known as 

the “Exempt Person”) and have clauses relating to fees, termination, representations, warranties and 

breach clauses.  

 

 

 

The terms of the contract will include the following:  

 

• provisions for permitting or requiring the IAR to carry on regulated financial services referrals to 

the Principal alone;  

• provisions that will enable the Principal to impose restrictions as to other counterparties the AR 

may represent or as to the types of investment for which the IAR may refer to other 

counterparties;  

• any provisions that are required to enable the Principal to comply properly with any limitations or 

requirements on its own permission;  

• provision requiring the IAR to co-operate with the FCA or the Principal in any information 

gathering exercise i.e. being readily available for meetings, granting access to records, answering 

questions and granting access to business premises;  

• provision requiring IAR to give to the Principal’s auditors any books, accounts and vouchers of the 

IAR and entitlement to information and explanations from the IAR’s officers  

• provisions giving the Principal the ability to terminate the contract if it has reasonable grounds to 

believe that certain conditions are not satisfied, or are likely not to be satisfied;  
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• provisions requiring the IAR to notify the Principal that it is seeking appointment as the IAR of 

another firm and any change in the business it carries out and the termination of any 

appointment;  

• provisions specifying equivalent wording to be used in the privacy notice/ fair processing notice 

the IAR must give to individuals before passing them on; and 

• provisions prohibiting the IAR to hold client money in performance of any credit related activity 

(this does not affect the holding of a deposit to secure a vehicle).  

 

 

 

Once the IAR agreement has been executed and the Principal has conducted its due diligence, the application will 

be sent to the FCA via the Connect system. The FCA will conduct checks on the IAR and once approved will 

provide it with an FRN (Firm Reference Number) and this will be visible on the FCA registry website. 
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How does the Agent and Principal relationship work? 

As mentioned above, an Appointed Representative is an agent for the Principal firm. However, 

as an IAR this agency is limited to the distribution of information such as marketing materials and contact 

information. The IAR is tied to us as Principal and may have no other Principal. 

There will be a written contract between the Principal firm and the AR documenting the arrangement. This is 

called the IAR agreement, and is detailed above.  

The Principal takes full responsibility for ensuring that the IAR complies with the rules. The IAR becomes an 

‘exempt person’ for the purposes of the Financial Services and Markets Act. 

 

 

 

So what responsibilities does the IAR have? 

• The IAR must understand and comply with the regulatory requirements relating to the business it 

does. This essentially means treating the customer fairly and telling them that you refer to no 

other broker but us. 

• The IAR must allow the Principal access to the IAR’s staff, premises and records so they can carry 

out their supervisory responsibilities. 

• The Principal will usually carry out Compliance Monitoring via a programme on a regular basis to 

ensure the IAR is complying with its obligations and those of the Principal. This will largely 

happen in the background and will be unobtrusive. 

• The IAR staff will usually agree to abide by the policies of the Principal in relation to the 

treatment of individuals. 

• The IAR must ensure it is financially viable at all times and prove this to the Principal. This 

requirement is however less onerous than in the case of an AR that is not restricted to 

introductions. 

  

 



 

P
ag

e1
4

 

The IAR is the Principal’s responsibility and the Principal is ultimately accountable for the behaviour of the IAR. 

Therefore, before on-boarding an IAR, the Principal will carry out the following Customer Due Diligence, 

according to the likely risk posed by the IAR. Make sure you are comfortable with these checks before you apply: 

1. Information about the appointed representative 

a. Name 

b. Address, and, where applicable and different, address of the registered office and the Principal place of 

business 

c. Full name of every director, senior manager and controller 

d. Accounts for the last three complete financial years 

2. The appointed representative's professional reputation 

a. Disciplinary proceedings 

i. whether the appointed representative has ever been publicly censured, disciplined, suspended 

or expelled by the FCA, another regulator, a clearing house, an exchange, a professional body, or 

a government body or agency; 

ii. whether the appointed representative is currently the subject of any disciplinary proceedings 

by a body referred to in (i) above or is aware that such proceedings are pending; 

iii. whether the appointed representative has ever been the subject of a formal investigation 

under the powers in the Companies Acts 1985 to 2006; and 

iv. whether the appointed representative has had anything equivalent to (i) to (iii) above occur 

under relevant overseas provisions. 

b. Criminal or civil proceedings 

i. Whether the appointed representative is a defendant in any current civil proceedings 

connected with professional activities in which an allegation of fraud or dishonesty is being made, 

the subject of any current criminal proceedings, or has been convicted of any criminal offence, 

either in the UK or overseas. 

c. Insolvency, bankruptcy and winding up 

i. Whether the appointed representative has: 

1. been wound up or had a petition presented, or had a meeting called to consider a 

resolution, for winding it up; or 

2. in the case of a company, been the subject of an application to dissolve it or to strike it 

off the Register of Companies; or 

3. made, or proposed to make, a composition or voluntary arrangement with any one of 

more of its creditors; or 
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4. had an administrator or trustee in bankruptcy appointed to it or had an application 

made for such an appointment; or 

5. had a receiver appointed to it (whether an administrative receiver or a receiver 

appointed over particular property); or 

6. had an application for an interim order made against it under section 252 of the 

Insolvency Act 1986 (or, in Northern Ireland, section 227 of the Insolvency (Northern 

Ireland) Order 1989); or 

7. if it is a sole trader, been the subject of an application for a sequestration order or a 

petition for bankruptcy; or 

8. ceased trading in circumstances in which any of its creditors did not receive full 

payment; or 

9. anything equivalent to (1) to (8) above occur under relevant overseas law. 

 

 

 

We WILL: 

• carry out adequate checks on any IAR prior to notifying the FCA 

• carry out due diligence on any individual wishing to perform a governing or customer function for 

the IAR 

• ensure the IARs have achieved and are maintaining a level of competence in order to carry out 

their business 

• ensure the IAR has a well-structured system of control over the IAR to reduce the level of risk. 

• ensure customers and clients of an IAR receive the same fair treatment as at a directly authorised 

firm. 

• ensure that the acts and omissions of the IAR at senior management level are reviewed 

• ensure the IAR does not hold any client money pertaining to credit activity 

• ensure the IAR satisfies the FCA’s training and competence requirements 

• monitor the IAR’s compliance with the IAR agreement 

• keep records of our IAR for at least 6 years 

• notify the FCA of certain events, such as the termination of the IAR’s appointment or any change 

in information or conditions of appointment 
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• undertake a credit reference check on the appointed representative itself (in the case of a 

company); on the partners (in the case of a partnership); or on the individual (in the case of a sole 

trader). 

 

 

One of the key reasons for regulation is to ensure customers and clients are treated fairly. The Principal has an 

obligation to ensure the AR follows these TCF guidelines: 

 

 

1. Consumers can be confident that they are dealing with firms where the fair treatment of customers is central 

to the corporate culture. 

2. Products and services marketed and sold in the retail market are designed to meet the needs of identified 

consumer groups and are targeted accordingly. 

3. Consumers are provided with clear information and are kept appropriately informed before, during and after 

the point of sale. 

4. Where consumers receive advice, the advice is suitable and takes account of their circumstances. 

5. Consumers are provided with products that perform as firms have led them to expect, and the associated 

service is of an acceptable standard and as they have been led to expect. 

6. Consumers do not face unreasonable post-sale barriers imposed by firms to change products, switch providers, 

submit claims or make complaints 
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Dealing with conduct risk 

As an IAR your conduct risk will be actively monitored. The FCA is keen to ensure regulated firms 

operate in a way that supports the integrity of the UK financial markets and the reputation of firms in the market 

place. Conduct risk is the risk of a firm doing or supporting something that breaches this principle and is 

something all firms should consider when assessing all business risks. 

 

 

 

So how does the Principal monitor the IAR? 

• The Principal will usually conduct a programme of Compliance Monitoring like an Internal Audit. In our 

case, since we handle the customer chain from referral, we are able to assess from customer feedback 

and our own internal procedures whether the customer has been exposed to an elevated level of 

compliance risk or not. This is not at all intrusive for the IAR under normal circumstances. 

• Should a risk be uncovered which falls within the responsibilities of the IAR to address, then we will seek 

assurances as to future conduct and may investigate further, which could amount to an on-site visit or 

request for further information. 

• The Principal will ensure it has rigorous management information to allow it to closely and continuously 

supervise and monitor all IAR’s. Monitoring key performance indicators and occasionally discussing these 

with IARs allows us to spot trends and take appropriate action. 

• Examples could be to use information on sales, complaints, claims or business written, online resources 

and websites in order to determine training and development needs. Other examples could include 

reviewing and marketing materials to ensure relevant risk warnings are in place and the content is up to 

date, fair and accurate. 

• Monitoring is set according to the business risks each IAR poses. IAR’s that produce a higher level of 

business compared to others, are appropriate to the allocation of more monitoring resources, for which 

we do not charge a fee. 

• The Principal will monitor the ARs on a regular basis to ensure they are treating their customers fairly; 

reviewing the quality of the feedback received from customers and reviewing their training and 

development. 
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What are our obligations to the customer? 

 

This table lays out our respective responsibilities depending on the type of arrangement we have agreed. 

 

1. The ‘NO CONTACT’ stage, prior to a finance enquiry 

 

 
 

Activity Obligation IAR Fully 
Supporting 
Dealer 

In
vita

tio
n

 (a
d

vertisin
g

, P
O

S litera
tu

re) 

DO be clear, fair and not misleading WE supply advertising YOU 

DO use Representative APR/ examples WE supply advertising YOU 

DON’T offer incentives to apply for finance YOU YOU 

DON’T target customers for whom finance is unsuitable (i.e. under 
18s) 

WE supply advertising YOU 

DON’T claim products improve credit scores/ reduce debt WE supply advertising YOU 

DO highlight the general risks of credit (“failure to keep up 
repayments may cost you more and/or harm your ability to obtain 
credit in future”) 

WE supply advertising YOU 

DON’T charge a fee for application/ processing YOU YOU 
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2. The ‘CONTACT’ stage, following a finance enquiry 
 

 

Activity Obligation IAR Fully 
Supporting 
Dealer 

En
q

u
iry 

DO explain your regulatory status and disclose your broker 
relationship 

YOU YOU 

DO disclose the existence and nature of commissions in writing and 
keep a record of this 

YOU AND US YOU AND 
US 

DO give them a copy of your Privacy Notice and complaints 
procedure 

US US 

DO encourage them to communicate Personal Data in a secure 
manner 

US US 

K
YC

 

DO carry out a fact find to discover their circumstances, with their 
explicit permission (i.e. get permission to search) 

US US 

DO verify their identity with Photo ID US YOU/US 

DO establish their rationale for finance over cash (they wish to 
preserve cash available to them) 

US US 

DO provide indicative figures as representative US US 

D
iscu

ss 

O
p

tio
n

s 

DO have a verbal discussion of the risks and particulars of different 
routes to finance 

US US 

DO establish any Special Needs using the BRUCE protocol US US 

DO obtain informed consent to proceed with any formal proposal US US 

P
ro

p
o

se to
 C

u
sto

m
er 

DO make a submission to a lender containing all relevant 
information 

US US 

DO obtain approval or return to ‘Discuss Options’ US US 

DO make the necessary regulatory disclosures (‘Adequate 
Explanations, SECCI etc.) 

US US 

DO confirm the performance of conditions US US 
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C
o

m
p

letio
n

 

DO perform the final validations at sign-up and delivery (compare 
likeness with Photo ID) 

US YOU/US 

DO get the agreement signed after due consideration US US 

DO chase pay-out US US 

DO update your customer records US US 

DO maintain your transaction logs US US 

DO send out a welcome letter and complaints procedure US US 

DO authorise all disclosed commissions and payments. Do not 
authorise if undisclosed. 

US US 

 

 3. Aftersales     

R
eview

 

DO complete your filechecks US US US US 

DO carry out your complaints 
handling process 

YOU/US YOU/US YOU/US YOU/US 

DO maintain a clean desk policy US US US YOU/US 

DO seek feedback from 
stakeholders and customers 

US US US YOU/US 

DO produce MI on product 
performance 

US US US YOU/US 

DO update your training where 
necessary 

US US US YOU/US 

DO carry out your data 
maintenance procedures 

US US US YOU/US 

DO carry out your data retention 
procedure 

US US US YOU/US 
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Step by step - the basics 
 

What happens when a customer comes to one of our IARs with a finance need? 

 

1. You can refer the customer to our online forms. 

Online form to apply as a business 

Online form to apply as an individual 

OR, where appropriate, we can provide you with a dealer portal to build the 

proposal in the dealership. This will be a ‘Creative’ terminal for customer use 

only. 

 

Before you make any referral 

 

You must be exempt from regulatory oversight by the FCA. In this case you will be 

on the Financial Services Register, and have an FRN which we will require in order 

to accept any referral. 

You must also have signed a copy of our latest terms and been approved as an 

IAR. You can get the customer to fill in our privacy notice here.  

https://businessfundingsolutions.co.uk/privacy-notice/ 

We will act as the data controller in any such referral so it is important that you 

abide by our GDPR Data Protection Policy, a copy of which is kept updated on our 

website. You must tell the customer that you will pass their information to us and 

that we may carry out a credit search as part of our fact find. Our initial search is a 

soft search but any lender may in the end carry out their own hard search if an 

application is made to them. 

Because you only introduce customers to us and have no other broker partner 

then you must tell the customer this. We have a wide panel of funders so this is 

unlikely to be a disadvantage. You must also tell them if you will earn a 

commission for the referral. We will provide you with a disclosure template which 

you van use. 

 

 

 

1

https://businessfundingsolutions.co.uk/apply-online-business/
https://businessfundingsolutions.co.uk/apply-online-individuals/
https://businessfundingsolutions.co.uk/privacy-notice/
https://businessfundingsolutions.co.uk/privacy-notice/
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2

3

 

2. We take over the customer 

journey at that point. 

 

 

 

 

 

3. Once an approval is in place we will then forward the documentation/ 

eclick for the customer to sign. We will provide them with a demands and needs 

statement at this point. We can also sign the customer up in person if required. At 

this point the customer’s photo ID must be verified and certified as a true 

likeness. We will require a certified copy of the customer’s ID on file in every case. 

 

 

 

4. The signed documentation/ ID must be returned to us for final checking. 

We will then provide final verifications to the funder, who will also make some 

last minute checks. 

 

 

 

 

 

5. Payout should follow 

soon after, and usually within 24 

hours.  

  

4

5
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So What’s Changed? 

 

The FCA have published new rules* for the way you do business which MUST be implemented by  

 

 

 

January 28th 2021. 

 

 

 

 

 

* These changes don’t just affect us, they affect all of our partners as well. 
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The presence and nature of commission 

paid to the credit broker by the lender must 

be clear and transparent. 

 

 

 

What you need to do now 

 

You must disclose the existence, or likely existence of any payment to 

you as a result of the introduction 

 

You must also disclose the amount and nature of the payment if asked 

 

You need to change your policies and procedures to reflect this 

 

You need to retrain your staff 

 

Please note: we may also tell your customer of the existence of any payment to be made to you. 

 

In any case the existence of commissions will be prominently displayed on our website and promotional 

literatures and customers will be signposted towards information clearly laying out the way in which commissions 

may vary, and if that is likely to impact the amount paid by the customer for a loan. Or we can design a dedicated 

page for your customers which you can direct them towards if you prefer. 
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Pricing models linked to commission are banned from 28 

January 2021 

 

 

 

What happens now 

• You will no longer have access to any reducing Difference in Charges (DIC) pricing and commission 

packages. 

• Together we will negotiate a new pricing and commission package for your dealership, based on type and 

amount of business we anticipate from you. 

• The customer’s interest rate will be based on their credit profile and the type of purchase they are 

making. 

• The amount of commission you receive will not vary from deal to deal and will either be a percentage of 

the advance, revenue or a flat fee, as per the terms of your agreement. 

• You will not be able to give up commission for a lower rate or increase the rate to increase your 

commission. 

 

Don’t worry. We’ll 

offer additional 

support to you and 

your business which 

may include 

bespoke marketing, 

point of sale, web 

materials, market 

intel, policies and 

training support. 

 

Fair & Consistent Outcomes

Disclosure of 
amount and 

nature of 
commission

Broker unable 
to influence 

rate

Ban on 
discretionary 

pricing
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2

 

 

 

 

 

 

 

 Sign your new IAR Contract 

 

 

 

 

Switch to the new commission 

model from January 28th 

 

 

 

 

Arrange a review in 3-6 months to see 

how the new arrangements are 

working 

 

 

 

We will carry out annual reviews 

including an interview to determine 

your customer risk 

  

3

4
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Dealing with Complaints 

 

 

We want to offer access to quality products and deliver excellent customer service. It is important that we only 

work with partners who fit our ethos. If something goes wrong, we need to address it in a way that delivers a fair 

outcome in accordance with regulatory principles and objectives. 

 

If we receive any expression of dissatisfaction, we will treat it seriously and strive to unpick the reason for the 

complaint. This may mean working with you, assigning a complaint handler, and keeping you updated on the 

progress and outcome of the investigation. Or it may mean explaining the complaint to you and asking you to 

resolve it yourselves. 

 

In the event that either you or we are unable to resolve the complaint, we will advise the complainant of their 

right to refer the case to the Financial Ombudsman Service. The Financial Ombudsman Service will direct a 

resolution which is fair to the customer and charge the regulated firm for doing so. If the complaint is about 

something you have done, we will charge you. Currently the fee is £650, although this is likely to increase over 

time. This is in addition to any remedy they may propose. 

 

• Within five working days from receipt of the complaint, if it touches upon your service or the quality of the vehicle 

you supplied, we’ll send you written confirmation that we’ve received a complaint about you and give you the 

substance of the complaint, including the name of the customer. 

• If the complaint is regarding the merchantable quality of the vehicle, we will hand over control of the complaints 

process to you, although we will tell the customer what remedies they may reasonably expect should their 

complaint be justified. Otherwise, the complaint will be handled by our dedicated complaint handler, who will lead 

the process keeping you informed at every step of the way. 

• If any investigation is still ongoing after four weeks, we will clarify the reason for this with you and with the 

customer and remind all parties of the regulatory window for resolving a complaint. 

• We aim to resolve all complaints within a maximum of seven weeks. However, a complaint may take up to 8 weeks 

before it can be resolved. If the complaint is not resolved after eight weeks the customer is entitled to refer their 

complaint to the Financial Ombudsman Service. If it is resolved they may still refer the complaint to the Financial 

Service Ombudsman if they feel that the outcome was unfair. They have six months to do so, and the FOS may take 

a further six months to one year to begin investigating the complaint. 

• They will then ask for information about the complaint. We’ll inform you if this is the case. The case file will include 

the complaint investigation we have carried out, and we will ask for any investigation you carried out, and we will 

include any communication that you have sent us regarding the complaint or the customer, and the final resolution 

letter. You should give us any supporting evidence you may have at this point as you will not be able to do so later. 

• When they have finished reviewing the complaint, the adjudicator will tell us of their decision and their reasoning, 

including what we need to do to next. Most decisions are made in favour of the customer. 

• At this point we may request an ombudsman to review the decision. However, once the ombudsman has 

made a “final decision” this becomes legally binding and may include compensation or a financial penalty.  

• In addition to this the number and type of complaints are monitored by the FCA to assess the risk posed by a firm. 

This may lead to an on-site audit or further investigation and could affect the conditions of our regulatory licence. 
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Consumer Rights Act 2015 

 

What does the legislation mean by “of satisfactory quality” and “fit for purpose”? 

 

• Free of minor defects* 

• Safe 

• Sound 

• Fit for use 

• Satisfactory finish* 

 

*For a used vehicle, appropriate to the age and mileage. 

 

What does the legislation mean by “as described”? 

 

If an ad states a vehicle has added extras, a full-service history, low mileage, additional media options or free 

warranty, then those facts must be true. All advertisements should be clear, fair, and not misleading, or the 

customer will be entitled to remedy. This also applies to antecedent negotiations. 

 

How long does the customer have to complain? 

 

The customer can complain at any time.   

 

Complaint in 30 days If the customer is exercising their 30-day short-term right to reject or complaining more 

than 6 months after receiving the vehicle, they must be able to prove that the faults were present or developing 

at the point of sale. In practice it is unlikely that a customer exercising a 30-day right to reject will be unable to 

prove this if they are supported by an independent engineer’s inspection. However they may opt for repairs if 

they prefer. Within 30 days you have no right to insist on a first repair. 

 

Complaint in 31days to 6 months The presumption remains that any faults which develop in this time were 

present at the point of sale. However you will have one opportunity to repair the vehicle, no matter how many 

faults are present.  The customer can request rejection of the vehicle if the repair does not work. (The repair will 

not have worked if the vehicle is not fit for purpose as outlined above). 

You have one 

 

Complaint after 6 months The fault is no longer presumed to have been present at the point of supply, unless it 

emerged within the first six months or an independent engineers’ inspection states otherwise. 
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We recommend that any known defects which you bring to the customer’s attention prior to sale are made and 

acknowledged in writing. 

 

     
Period Right to request 

rejection? 
Right to request 
replacement? 

Opportunity to 
repair? 

Price reduction? 

     
Within 30 days 

Needs mechanical 
evidence 



 
X 
No opportunity to 
repair 

 

After 30 days but 
within 6 months 



Only after 1 failure 
to repair/ replace 
(deduction for use 
allowed if 
replacement) 

   

After six months 
but within 6 years 



Needs mechanical 
evidence that fault 
was present at the 
time of sale AND 
failure to repair/ 
replace 



Needs mechanical 
evidence that fault 
was present at the 
time of sale 



Needs mechanical 
evidence that fault 
was present at the 
time of sale 



Needs mechanical 
evidence that fault 
was present at the 
time of sale 
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Vulnerable customers 

 

 

We have a duty of care to support vulnerable customers, but we cannot rely on the customer to disclose their 

vulnerability to us. Firms should therefore follow the BRUCE protocol to identify these customers, so that the 

right support can be offered to them. 

 

• Behaviour and talk - staff should monitor a customer’s behaviour and talk for indications of difficulties 

with: 

 

• Remembering – is the customer exhibiting any problems with their memory or recall? 

 

• Understanding – does the customer grasp or understand the information given to them? 

 

• Communicating – can the customer share and communicate their thoughts, questions and decisions 

about what they want to do? 

 

• Evaluating – can the customer ‘weigh-up’ the different options open to them? 

 

If there is any suspicion of cognitive impairment or other decision-making difficulty, there are techniques to 

broach this with the customer and obtain their permission to pass this information onto us so that we can put the 

right support in place. Talk to us about the provision of Vulnerable Customer training for your staff if you need 

further guidance. 
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Audit 

 

It is essential that we have the right to audit your compliance, as we have some responsibility for the 

compliant conduct of our partners in the supply chain and we need to assess the risk posed to customers. Field 

visits could be undertaken as appropriate and proportionate, in line with a risk-based approach. Usually, an 

interview will suffice. Interviews will be conducted annually, along with a review of certain policies, procedures, 

and documentation.  These interviews can be face-to-face by field visit, over the phone or by written 

correspondence, and will be conducted regularly. 

 

The following items are likely to be significant in any review: 

GREEN TICK We can help you to evidence this using our own MI  

RED TICK You will have to provide evidence for this 

Item IAR Fully Supporting We Quote You Quote 

Business performance. Does 
the introducer over- or under-
perform against expectation 
and is this indicative of a wider 
risk? 

Not likely to be 
significant 

Not likely to be 
significant

  

Quality. The quality of cases 
introduced by you: are the 
loans performing well and are 
early settlements / defaults 
within acceptable limits?     

Churning. Are cases introduced 
being refinanced quickly (for 
example within one year), and 
might this be indicative of 
criminal activity, or poor 
creditworthiness and 
affordability policies? 

    

Governance. Do management 
have clear oversight and 
control over business functions 
and staff, including keeping 
policy and procedures updated 
and performing internal 
monitoring? 

    

Regulatory checks. Are relevant 
FCA permissions and 
authorisations in place, along 
with any limitations? 

Exempt 
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Sales staff remuneration. Are 
commission structures 
incentivising inappropriate 
behaviour? Are appropriate 
systems and controls in place?     

Treating Customers Fairly. Can 
the introducer demonstrate 
and evidence the delivery of 
fair outcomes for consumers, 
including in relation to 
commission arrangements? 

    

The customer journey. Can the 
introducer demonstrate and 
evidence its sales processes 
and regulatory disclosure?     

Affordability assessments. 
Does the introducer follow 
lender requirements and best 
practice? 

Not likely to be 
significant 

Not likely to be 
significant 

Not likely to be 
significant 

 

Vulnerable customers. How are 
vulnerable customers 
identified and protected? Is 
information shared with the 
broker/ lender with consent?     

Complaint handling. Does the 
business follow best practice? 
Do we have a contractual 
agreement in place which is 
adhered to?     

Fraud prevention and anti-
money laundering. Does the 
introducer comply with the 
industry standard for financial 
crime prevention in motor 
finance credit application 
processing? 

Not likely to be 
significant 

Not likely to be 
significant 

  

Advertising and Financial 
Promotions. Are financial 
promotions in line with FCA 
and ASA rules?     
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Client and staff training. Can 
the introducer demonstrate 
and evidence a training record 
and quality of training? Are 
they working towards 
obtaining SAF Approved status 
and / or taking on Motor 
Finance Specialist Apprentices? 

Not likely to be 
significant 

Not likely to be 
significant 

  

Record Keeping. Are full and 
appropriate records 
maintained and retained? 

Not likely to be 
significant 

Not likely to be 
significant 

  

 

Please note: in certain cases it may be appropriate to refer an introducer to the FCA. 

 

 

What can happen as a result of an audit. 
 

If the audit reveals or confirms issues with the introducer's processes, practices or conduct, prompt action should 

be taken, following these steps: 

1. Remedial actions agreed, including client contact where necessary, as soon as possible after issues 

identified. Remedial action tasks should have clear ownership and resolution timeframes, and be tracked 

and reported. 

2. Results and issues discussed and tracked in senior leadership meetings. 

3. Ongoing monitoring and tracking of improvements via MI and monitoring reports. 

4. It is for us to decide the appropriate course of action whilst issue resolution is in progress, but this may 

include suspending acceptance of business from the firm pending resolution of the issue. 

5. An open and transparent appeals process should be adopted. 

6. If fraud by the introducer is suspected or proven, we will report the details to our own FCA supervisor. 

7. Consequence management if no improvement seen within an agreed timescale, which may result in 

giving notice that the introducer is to be removed from our Panel, subject to any appeal. 

 

 

 

If you are an Introducer of ours, there will be dedicated support from your account manager: 

 

 

 

………………………………………………………………………………………………………………………………………………………………………. 

 

Otherwise please contact director@creativefs.co.uk for more information, and support.

mailto:director@creativefs.co.uk
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AR Pointers 

 

1. Business must be introduced to us in an ethical manner; this means that your legal duties are 

complied with, due diligence is maintained, and you act in a fair and unprejudiced manner 

2. You mustn’t tell any customer that you offer finance; however if they enquire you can state that 

you have a relationship with a single broker who arranges finance with a wide panel of funders 

3. Your advertising cannot state that you offer finance; however you can advertise that you accept 

finance as a means of payment and you have a relationship with one broker who arranges finance 

with a wide panel of funders 

4. You cannot promote our finance products in conversation, but only explain if asked about finance 

that you do not offer finance yourselves, but that you do have a relationship with a broker whom 

you could introduce your customer to who arranges finance with a wide panel of lenders (over 50) 

5. You cannot enter into any agreement with another broker or funder to act as their appointed 

representative 

6. You must report any complaint regarding the sale of finance or the quality of any vehicle used as 

security for finance resulting in a financial risk to any consumer to us immediately; and you must 

cooperate with our investigations 

7. No personal information can be submitted to us without the customer’s prior agreement, having 

accepted a proper privacy notice and having agreed to a credit search for the purposes of obtaining 

finance 

8. You may only make available up-to-date literature and materials provided to you by us with 

regards to information or advertising regarding finance 

9. You must be financially sound 

10. You may not offer advice as to the suitability of any funding product 

 


