


RESPONSE OF THE CHARTERED INSTITUTE OF CREDIT MANAGEMENT TO: FINANCIAL 

CONDUCT AUTHORITY – OUR FUTURE APPROACH TO CONSUMERS 

QUESTION 1: FSMA requires us to take into account the eight principles of good regulation. 

One of these is the general principle that consumers should take responsibility for their 

decisions. While having regard to the general principle that consumers should take 
responsibility for their decisions, do you agree that there are circumstances where consumers 

cannot be expected to take responsibility? What do you think these circumstances are? How 
could – and should – the FCA intervene in these cases? 

ANSWER: We do believe that there are circumstances where consumers cannot be expected 

to take responsibility. An example of this could be a consumer with lesser capability. It would 
be important to afford these types of consumer with greater protection, and regular 

consultation and market engagement is important to ensure that definitions of those unable to 

take responsibility keep pace with the market. 

QUESTION 2: It is not always easy to identify which consumers are vulnerable at any point in 
time. But these consumers may face a higher risk of harm, and may suffer more severe harm 

as a result. Do you agree that firms have a responsibility to take reasonable steps to identify 
the signs of vulnerability, and to have processes in place to take appropriate action where 

they have identified a consumer with a particular need and at a particular risk of harm? 

ANSWER: We agree that firms have a responsibility to take reasonable steps to identify the 

signs of vulnerability and have processes in place to take apropropriate action where they 
have identified a consumer with a particular need. A formal allowance for discretion at an 

organisational level for individual circumstances should be considered. As long as the 
obligation on firms to treat customers fairly is clearly defined, this, balanced with education 

and support, ultimately benefits the consumer. 

QUESTION 3: In a number of areas, for example financial exclusion, there are aspects that 
sit directly within the FCA’s remit, but others that are part of a broader social policy debate 

and therefore in the domain of other parties, including Government. Which consumer issues 

do you think sit directly within the FCA’s remit, and which are more a matter for Government? 
Are we right to commit our resources to working with others organisations, such as firms, 

other regulators, government, courts, consumer groups etc., where improved consumer 
outcomes may require action that is not within the FCA’s regulatory toolkit? 

ANSWER: We agree you are right to focus your resources on areas directly within your remit, 

and to work with other organisations where any action required is in areas outside of it. 

QUESTION 4: In this approach document we set out our vision of ‘well-functioning markets 
that benefit everyone.’ Do you agree with the aspirational vision and outcomes that we 

explore? Are there any further barriers or risks to us achieving it? 

ANSWER: We believe that for the market to evolve at the pace that is being demanded by 

consumers, the definition and vision needs to be flexible and able to change at speed. It is 
important that consumers can, where possible, make their own well informed choices. A vision 

which takes into account diverse consumer characteristics whilst supporting and eductating 
firms can help to achieve this. 



QUESTION 5: We have described our approach and detailed some of the data we have used 

(notably our Financial Lives Survey 2017) to identify how far our vision is from consumers 
experiences across a range of retail products or sectors. What further metrics would you use? 

Are there any specific data sources or tools that may be of benefit? 
 

ANSWER: Regular consultation and market engagement would assist in keeping approaches 
up to date and informed. 

 
QUESTION 6: In the final section we set out our framework explaining how we will work, 

including how we intend to prioritise consumer issues, select interventions and design 

remedies. Do you agree with this framework? Would you like us to consider any additional or 
alternative factors in how we regulate: a. for all consumers b. for the most vulnerable or 

excluded, and c. to meet the challenges of the future? 
 

ANSWER: We broadly agree with the framework outlined, including the need for all parties 
involved to support the ultimate aim of a fair, transparent, and consistent approach to 

consumers. The right balance needs to be struck between supporting and educating firms and 
allowing the consumer to be protected and make their own well informed financial choices. It 

is essential to have the ability to work within a flexible model which can adapt quickly to the 

ever changing role of the consumer. 


