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1

Purpose

This Treating Customers Fairly Policy details how House of Borse Limited (the Firm) will manage its obligations to
treat customers fairly and ensure a consistency of approach within the Firm.
The Firm will meet its obligation to conduct itself ethically by preventing any potential conflicts of interests of its
customers.
The Firm is authorised by the Financial Conduct Authority (FCA) and, as such, will act in accordance to the Principles
as deﬁned in the FCA Handbook, which will take precedence over the requirements of this Policy.
2

Review of Policy

This policy will be reviewed regularly, at least once a year, and amended as considered necessary by the Firm’s
Management Body in the event of changing circumstances or regulations.
3

Responsibilities
Management Body Responsibilities

The Management Body of the Firm are responsible for ensuring that the culture of treating customers fairly is
embedded within the Firm and is central to the Firm’s practices.
3.1.1

Culture

The Firm takes its responsibilities towards its customers seriously and as such has ensured that a culture of treating
customers fairly starts with the Management Body and is cascaded down through the Firm.
Fair treatment of customers is central to the behaviour and values of the Firm and senior management are able to
articulate what the fair treatment of customers means for their Firm and communicate this to all employees.
3.1.2

Strategy

When determining a strategy the Management Body has aligned its vision and values with the fair treatment of
customers at the forefront of the process.
The Firm sets out their objectives and risk appetite to reﬂect a consistent approach to treating customers fairly and
appropriate resources are allocated to ensure that actions that ensure fair treatment of customers agreed at the
planning stage are delivered.
Employee Responsibilities
All employees are expected to read and understand and accept all policies and procedures that relate to how the
Firm expects customers to be treated in order to ensure fair outcomes.
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Treating Customers Fairly

The Firm has reviewed each outcome and has documented how such an outcome may apply to the business and
how it will evidence fair outcomes for its customers.
Outcome 1: Customers can be conﬁdent that they are dealing with Firms where the fair treatment of customers is
central to the corporate culture;
Outcome 2: Products and services marketed and sold in the retail market are designed to meet the needs of
identiﬁed customer groups and are targeted accordingly;
Outcome 3: Customers are provided with clear information and are kept appropriately informed before, during and
after the point of sale;
Outcome 4: Prior to products and services offered to customers, they are tested under the appropriateness
assessment to ensure that the service and products offered by the Firm are appropriate for the customer in question;
Outcome 5: Customers are provided with products that perform as the Firm have led them to expect, and the
associated service is both of an acceptable standard and as they have been led to expect;
Outcome 6: Customers do not face unreasonable post-sale barriers imposed by the Firm to change product, switch
provider, submit a claim or make a complaint.
Management Information
The Firm continuously monitors and review the information gathering systems in place to be able to measure the
effectiveness of its policies and obligations to treat customers fairly through Management Information (MI). Where
deﬁciencies are noted, the Management Body strives to ensure and demonstrate that they take positive steps to
address them and ensure that no customers were disadvantaged.
Conﬂicts of Interests
The Firm has implemented a separate Conﬂicts of Interest Policy that sets out how the Firm intends to identify and
prevent risks arising from conﬂicts of interest.
Best Execution
The Firm has a Best Execution Policy in place and it has the relevant controls in place to ensure that the Firm abides
by that policy to provide best execution to its customers.
5

Recruitment

The Firm’s recruitment strategy takes into account the previous conduct and behaviour of potential employees.
Where there are indications that a potential employee may have participated in poor outcomes, further references
will be obtained and the outcome will be considered in any decision to offer a contract of employment.
Potential employees will be questioned on their experiences of ensuring good outcomes where it is relevant to the
role.
Remuneration
In line with its Remuneration Policy, the Firm operates a remuneration structure that is transparent and recognises
the fair treatment of customers.
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Training and Competence
Management make positive behaviours and attitudes towards the fair treatment of customers as central to how it
conducts its business and this is encouraged through effective training and maintenance of staff knowledge.
Any training must embed the concept of “Treating Customers Fairly” within the corporate culture and competence
assessments should ensure that the concept is fully understood and implemented. Management will have effective
controls in place allowing them to identify and act on poor customer outcomes and ensure that good outcomes are
encouraged.
6

Customer Communications

In its communications with customers, the Firm does not promise to or imply that they are able to provide services
that they are not able or equipped to deliver.
The Firm’s communications take into account a customer’s information needs and is set out in such a way as to
ensure that customers are able to clearly understand the nature of the service that is provided to them by the Firm
and the markets in which the relevant regulated entity dealing with that customer operates in.
Customers must be able to fully understand the Firm’s terms, conditions and charges therefore the tone and content
of the communications will take into account the likely level of understanding displayed by its customers. Similarly,
the Firm will apply the necessary procedures to ensure that its customers fully understand all costs and charges that
they may incur. To ensure that information communicated is always up to date bearing in mind the communication
method (e.g. online information should always be up-to-date, printed material to be updated when printed next).
The Firm will communicate with its customers in an open, transparent and easily understandable manner.
Financial Promotions
All non-real time ﬁnancial promotions are reviewed and must signed off by Compliance to ensure balance and
conformity with the Financial Promotion rules, i.e. fair, clear and not misleading. All promotions to always include a
fair and prominent indication of any risks where potential beneﬁts are referenced. The font size used to list potential
risks must be given same prominence as to the beneﬁts.
Appropriateness
Customers must fully understand the risks inherent in the ﬁnancial instruments being offered to them by both
regulated entities. Where applicable, due regard must be given to appropriateness requirements.
The Firm must have a clear understanding of the client’s knowledge and experience and speciﬁcally their
understanding of the risks entailed with the service and product that they wish to obtain.
Complaints
Customers must be able to understand the Firm’s complaints procedure, which must be clear, unambiguous and
impartial. The opportunity to refer their concerns to the Financial Ombudsman Service must be clearly stated where
the customer is an eligible complainant.
The Firm will ensure that the service offered to a customer is not negatively inﬂuenced by a customer’s complaint
and customers ca be assured that their complaint will be investigated fairly and objectively.
All complaints are recorded and the outcomes monitored with management information analysed by the
Management Body to identify any endemic issues within the Firm.
7

Breaches of Treating Customers Fairly Policy

Any breaches of the Treating Customers Fairly rules will be recorded on the Firm’s breach log in conjunction with its
Regulatory Breach procedure.
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