
There are four required outcomes for the
firm/consumer relationship:

#1

The Duty introduces a new Principle for regulated
firms and a new Conduct Rule for members of staff.
 
Principle 12 and Conduct Rule 6 require firms and
individuals to act to deliver good outcomes for
retail customers. 

The FCA can take disciplinary action against firms
and individuals that fail to comply with the relevant
requirements.
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The impact of the FCA’s Consumer Duty initiative will be significant for firms that are involved in the distribution and/or manufacture of

products and services to retail customers. It came into force on 31 July 2023 for new and existing products and services that are on sale or

open for renewal.

#3
Consumer
outcomes

#2

The cross-cutting rules provide greater clarity on the
behaviour that the FCA expects under Principle 12
and Conduct Rule 6.

Cross-cutting 
rules

Compliance is everyone's responsibility. If you have any queries
regarding your firm’s procedures, contact your Compliance team.

In the FCA’s own words: “Be in no doubt: the Duty will be a significant shift in what we expect of firms. It means making lasting changes to

culture and behaviour to consistently deliver good outcomes.” It is, therefore, important that relevant staff understand the impact of the Duty

and its three core elements.

The three cross-cutting obligations are:

1. Act in good faith towards retail customers 
2. Avoid causing foreseeable harm to retail       
    customers
3. Enable and support retail customers to   
    pursue their financial objectives.

1. Products & services: provide products and   
    services that are fit for purpose
2. Price & value: consumers should receive fair value
3. Consumer understanding: communications    
     should support consumers to make informed  
     decisions
4. Consumer support: provide support that meets 
     consumers’ needs.


