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1.0 INTRODUCTION

The object of this manual is to provide you with the necessary navigational support in order to
give you the ability to send out an electronic TCF (Treating Customer Fairly) Questionnaire to
your existing clients.

TCF Questionnaire is a simple yet effective Intrinsic approved E-Questionnaire facility which
can be sent from your Activity Management System case record on completion of a sale event.
This will send an email to your client with a link to complete the TCF questions. The client
simply selects from the drop-down box and gives an overall service rating and ticks if they
want to discuss future business. If the client selects one or more of the product areas for future
business this creates an automatic lead into the adviser Hotbox to contact or refer to a
specialist adviser.

The guide focuses particularly on the key navigational points for the TCF process (how to
send, how to retrieve and how to action/respond to any feedback received).

2.0 GETTING STARTED

For the purposes of this manual, we will send an electronic TCF
Questionnaire from opening a case record from the Office application. A?
7

Please note however the same functionality is available when
viewing/opening a case record from the Advisor application. The following
process assumes you have an internet connection and are working in 360 Lifecycle
connected mode.

- Office

I" 360 Lifecycle - Office_ 23w/ Enter your Username and

Password and click
Login.

User name

360 Lie5cic ——

Password
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Office



2.1 Landing Screen (Office)

Once loaded, you have now arrived at the Office Landing Screen.

o 360 Lifecyde - Office - X

Home: Tools Accounts Maintenance

ﬁ RO 2 I I = -
MNew Case GCave fresh P rint gag o || Performance Compliance Fortfolc MyFinancecentre Launch Advisor Useful
Case Explorer  Mamager FReport  Updates (5) System Links ~
&
o
8
2.2 Client Search
From here, you need to select the customer whom you wish to send e
the questionnaire to post the sale event. You can locate them by | ¢ |[a ] | o |
using the Client Search button. Simply type in the policy details or | £ | ceaioeme x
personal details of your customer. Once done, simply select = swmame ]
Search. "
PhUneNumberl:l
o[ =
s I
=== I
Policy Details 3
agviso -]
vongageret| |
siswo[ ]
Life Palicy No l:l
ceoligne ]
Property Details F3
Current Address l:l
Current Postcode I:“:l
New Address l:l
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2.3 Client Record

You will see the client’s case record appear. If you select Case ID you can view their general
details. At this stage, you must ensure that you have a valid email address for your customer.

Mr David Wressel (01-Jan-01) East Link
Meridian Business Park | Change Address
Leicester
ST LE1S XU
5 chemt port

-] Portfolio Client Details
: Assels —Client Details —Contact Details

| E{:tlnwm ndBAC Title _ Mobile %3 Email| david3sOlc@outiook. com
Financial Commitments Forename Client has no Email Address

| Martgages and Other Commitments

. Middle Names —ndditional Inf ti
) £ Website itional Intormation
) David Wiessell(27/11/2018) Surname Occupation | | NINumber| |
b e
o D.0.B. -
£ David Wressell (08/11/2018) status | -] Income | .00 2|
Website = smaker |Unmown v| Dependants | [1] :l

-1 Advisad Sale (07/11/2018)

Llfﬂllme_wﬂﬂ“h_“allﬂgﬂlﬂi Lid. LE13 1XwW/ i Remove Duplicates 71 Potential duplicate records found for David I' Add Client |] [l Remove Client ||

{74 Leeds Buikding Society, Completed

2 LTA (Mr David Wressell) [ | Fullvame Age | Home Phone Work Phone Mobile Phone Email

E Website
B David Wressell (07/11/2018)

View [Edit Permissions |] I'Pn'vaql Fortal Raqustll

"Data Privacy Setting
b

From here, scroll down the data tree until and select the Vanilla ‘Client Review’ folder which
represents a sale event.

Mr David Wressell (01-Jan-01) East Link
i Case ID - 3057011 Meridian Business Park
Leicester
{85 Client Portal LE19 1XU
-7/ Portfolio Event Details
—. Assels —Case Ownership Detail
- Properties, Savings, Investments and Pensons
i - ? [User Role Edit RAG Status |e Green - |
. Protection o
) Lifa, Incomaand B&C David Wressell . Pririty | - |
Financial Commitments Tara Bird Primary administrator Complexity |Simple - |
| Morgagasand Othar Commitmans
F ‘Website
A David Wressell (27/11/2018)
_ —Lead Details I =
{F Website - Check List Item MfA Compl...
Dawid Wressell {(08/11/2018) Event Type | Advised Sale - |
EI_ e | - | conte Coment rom
o - Demands & Needs
/-ﬁ Lifetime Wealth Management Lid, LE13 1XW Lead Source |Web5|be - |
Leeds Buikding Society, Completed Fee Agreement
) LTA (Mr David Wressell) —Introducer Detail Life KFI
AIG Lifs, 102645104530, On Rk Trreiies | - | Medical Consent Form
{F Website ) Mortgage KFI
David Wressell {07/11/2018) Megotiator | - |
‘ Estimated Date Of Completion I‘ ‘
—E-Questionnair Fee Waived - |
] — e — q
v Send ) Complete View
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2.4 TCF Access

You will now notice under The Event Details tab the option to send the E Questionnaire, simply
select Send and a pop-up box will appear. Simply select the questionnaire from the drop-down
menu and then choose OK. Please note, if there is no client email address captured for an
electronic TCF questionnaire to be sent to, then Paper Questionnaire Sent will be selected.
You can then manually Complete the results once the paper questionnaire has been received.

= Mr David Wressell (01-Jan-01) East Link
ﬁ Case ID - 3057011 Meridian Business Park

Leicester

.[85] Client Portal LE19 1XU

[ Portiolio Event Detalls Documents | Ci
W Assels r—Case Ownership Detai| ceject Questionnaire x I
] } ) . |
s Pmpeme_s‘ Savings, Investments and Pansons Mser I creen - |
7. Protection
&) Life, Income andBE C David Wressel d
_m, Financial Commitments Tara Bird fAccount Menager Dema i | gimple M |

| Mortgagas and Othar Commitmants

ré\l Website
&) David Wress=ll (27/11/2018)

- —Lead Details
.'/é\| Website Cancel NfA Compl... 1
g e Ll S — o @@

'T__I' Lead Type | - | Contact Consent Form
Demands & MNeeds

Paper Questionnaire Sent

B
B

4, Lifetime Wealth Management Lid, LE13 1XW Lead Source |Website h |
"t L sads Building Sociaty, Complend

s LTA(Mr David Wressell) r—Introducer Detail Life KF1
W MG Lf, 102645104880, On Rk Introducer | <] | Medcalconsent Form

'/é\ Website Mortgage KFL
£ David Wrassall (07/1112018) Negotiator |

‘ Estimated Date Of Completion i|‘

—E-Questionnaire Fee Waived N |

— | il

Fee Agreement

oOEEEEm
oOoooEm

[ [ ]

Once you have selected Send you will notice that the Q Sent box will have greyed out and a
Q Sent date now shows.

- Mr David Wressell (01-Jan-01) East Link
ﬁ Case ID - 3057011 Meridian Business Park
Leicester
5| Client Portal LE1S X
Event Details Documents | Commission & Payments
- —Case Ownership Detail
! Properties, Savings, Investments and Pensons.
. [User Role ) - Edit RAG Status |9 Green - ‘
. Protection
) Lifa, Incoma and B&C David Wressel . Pririty | - ‘
= Financial Commitments Tara Bird Primary administrator ] Complexity |Simpla - ‘
[] Mongages and Other Commitments
fé\ Website
&) David Wiessell (27/11/2018)
; —Lead Detail v =]
sy Wel eck Lis| m ompl...
() Website : Check List Itey N | Compl
&) David Wres=ell (09/11/2018) Event Type |.ﬂdulsed Sale v ‘ e ey
- Lead Type | A ‘ Contact Consent Form
F F
. Lifetime Wealth Management Lid, LE19 TXW Lead Source |Website -] Demands & Needs
t! Lesds Buiding Society, Completed Fee Agreement
., LTA(MrDavid Wressell —Introducer Details Life KFT
W AIG Life, 102645104890, On Rk T | - ‘ Medical Consent Farm
B Website _ Mortgage KFI
&/ David Wressell (07/11/2018) Negotiator | '\
‘ Estimated Date Of Completion Ii‘ ‘
E-Questionnair: Fee Waived - ‘
Complete Wiew ‘ I




2.5 The Electronic TCF Completion Process
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Assuming an electronic questionnaire was used, from this point the TCF will have been sent
to your client via email. Below is how it will appear in their inbox. Within the email will be a
hyper link which will take your customer directly to the E Questionnaire.

Account Manager Demo Satisfaction Survey

accountmanagerdemo@360lifecycle.c
o.uk

Thu 27/12/2018 12:41

You

Dear Mr David Wressell

Here at Account Manager Demo we value your opinion and would like to
hear your views with regard to the recent business you have entrusted to
us.

There are only ten questions where we ask you to give different aspects
of our service a rating between 1 and 10, so it should only take a couple
of minutes of your time. It will be immensely useful to us so we can
continually evaluate how well we are looking after you.

Whether its good or bad we would like to hear your opinion.
Simply click here to complete our customer satisfaction survey.
Regards

Account Manager Demo
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Once your client has clicked onto the link, it will then take them directly to the TCF

Questionnaire.

Thank you for choosing Account Manager Demo.

We have built our business on customer referrals and we pride ourselves on the service that we provide. We continually evaluate our service and

—

Dot

strive to make improvements to enrich the customer experience. When people experience great service they tell their friends, family and colleagues. We would be delighted if you could
recommend our services. Your feedback is important to us and we will act on the information that you share with us.

Qur promise to you is that we will always treat you fairly. You can expect in all our dealings with you that we will:

= Treat you as we would expect to be treated
= Mever take advantage of you

= Be open and honest

= Quickly put right any mistake that we make

Are we keeping our promise? Please take a few moments to let us know how we're doing.

Please make your appraisals from scores of 0-10 where 0 is "strongly disagree",5 is "not sure”, 10 is “strongly agree".

Your Advisor: David Wressell, Your Administrator: Tara Bird

My adviser took the time to understand my circumstances and my financial needs

The advice my adviser gave me was clear and easy to understand

The product or service my adviser recommended met my needs

The written information | received from my adviser was clear and easy to follow

Please Select v
Please Select v
Please Select v
Please Select v

By simply scrolling down the page, the client can view the questions and answer accordingly.

Your Advisor: David Wressell, Your Admi

My adviser took the time to understand my circumstances and my financial needs

The advice my adviser gave me was clear and easy to understand

The product or service my adviser recommended met my needs

The written information | received from my adviser was clear and easy to follow

My adviser explained the cost of the advice to me

My adviser was easy to contact, and available to help me with queries when required

My adviser treated me in a friendly, courteous, and helpful manner

My adviser contacts me on a regular basis to review my needs

We kept our promise (see above) in all dealings with you

Service Standards post-sale (during the processing of my case) were excellent

...Please Select v
Please Select
1 - Strongly Disagree

- Not Sure

RN (RN

w

10 - Sjongly Agree

...Plea elect v
...Please Select v
...Please Select v

Please Select v
...Please Select v

Your client also can add comments by free text and select whether they require Additional

Advice in the future.

Additional Advice

Moving House

Mortgage Protection
Buildings And Contents
Savings And Investments

Wills

Re Mortgage Buy To Let
Family Protection Income Protection
Pensions Inheritance Tax Planning

Long Term Care Private Medical Insurance
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Once the questionnaire has been completed, all the client needs to do is select Submit
Questionnaire.

This is the screen that will appear once the TCF has been submitted.

Once Again, thank you for choosing Account Manager Demo.

We greatly appreciate you taking the time to complete our TCF Customer service Questionnaire.

Many Thanks

In order to view the TCF Questionnaire, simply return to the system and select View in the
client’s case record.

Mr David Wressell (01-Jan-01) East Link
ﬁ Case ID - 3057011 Meridian Business Park
Leicester
{l_- Client Portal LE19 1XU
~[[=] portfolio J Event Details (M=
Aszszels —Case Ownership Detail
'~ Py . Savings, | Panzons
P nPl . 9 [User Role ) - Edit RAG Status |e Green - |
. Protection
) Life, Income and B& C David Wressel . priority | -]
Financial Commitments Tara Bird Primary administratar ] Complexity |Simple - |
= Mortgages and Other Commitments
,ré Website
- David Wrassall (27/11/2018) B
. —Lead Detail v =
I/é Website Check List Item
David Wressell (09/11/2018) Event Type |.ﬂdvised Sale - | e
E- Lead Type | - | Contact Consent Form
ey - Demands & Needs
4 Lifetime Wealth Management Lid, LE13 1XwW/ Lead Source |Webs|te - |
"t} Lead=Buiding Sociaty, Complewd Fee Agreement
LTA (Mr David Wressell) —Introducer Detail Life KFI
AIG Life, 102645104890, On Rek T | - | Medical Consent Form
.@ Website ) Mortgage KFL
David Wrassell (07/11/2018) Negatiator | v |
Estimated Date Of Completion I,., ‘
—E-Questionnair [7] Fee Waived '|
QSent [27/12/2013 I QReceived |[27/12/2013 B
Send Complete View i ‘ I

Once loaded, you can view the results.

Client Name: Mr David Wressell
Event Date: 07/11/2018
Case ID: 3057011 DO‘t

The administrator on my case handled everything in a friendly and efficient manner

My adviser took the time to understand my circumstances and my financial needs
The advice my adviser gave me was clear and easy to understand
The product or service my adviser recommended met my needs

The written information I received from my adviser was clear and easy to follow
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2.6 Hotbox

Note that any Additional Advice options that have been ticked will automatically create a sales
opportunity for the Servicing Advisor on the case. In order to demonstrate this, simply log into

Advisor via the icon on your desktop screen. You will now arrive at the landing screen.

Home: Opportunity Management

o b

HotBox HotBox My Referrals | Case Search Show Reports || Remote  About
Postponed

Calendar  View
Navigation Navigation

4 November + { 2020 ¥
MO TU WETH FR 5A 5U

1
23456738
9 10 11 12 13 14 15
16 17 18 [@8]2 21 22
23243526 27 25 2
3

IR

Today

spoday m ypieag ase ;.a

View Toolbar

Diary Views

E All Users
&" David Wressell
& Dhaneer Popat

g Tara Bird

David Wressell - 360 Lifecycle - Advisor - X

To windows

I 4

Assistance

David Wressel

444 ¥y 19 November 2020

David Wressel
| Thursday, 15 November |

OGUD :
0700 %
0800

ey __________________________________________________________________________

1000 =

L L

Full Names A |Last Acion | Action Date | Email Tel Mobile Lead Source Status Reference Due Date

@ Amanda waker No Actions tara@360lifecyde. co.uk 07526312661  Pension Review New Opportunity 03/11/2020
@ Ben Smith No Actions david350ic@outiook.com 07737310... Website New Opporturity 10/06/2020
@ cameron Parsons No Actions cameron.parsons@uinsure.co.uk  +44785185... Bronze (Servicing Arrang...  New Oppartunity 11/12f2019

RRC Cales Onnnrhnib; New Aonnrh ity 11/19010

D Chrie Canner Tanne.

My Postponed Hot Box (0 Items)

als (21tems) |

In order to confirm the details of the opportunity which has been created from the electronic
TCF, simply right click the opportunity and select View/Edit notes from the drop-down menu.

Home: Opportunity Manag

e b

HotBox HotBox My Referrals | Case Search Show Reports

Calendar  View
Navigation Navigation Pos

4 November + { 2020 ¥

MO TU WETH FR 5A 5U

1

23456738

9 10 11 12 13 14 15

7 16 17 13[@8]20 21 22

23243526 27 25 2
3

Today

spoday m ypieag ase ;.a

View Toolbar

Diary Views
E All Users

&" David Wressell
& Dhaneer Popat
g Tara Bird

10

David Wressell - 360 Lifecycle - Advisor - X

Windows

P

Remot=  About
Assistance

David Wressel

Rlasimnahme 205

&%  View Case

Record Contact

David Wressel
Thursday, 19 November

Refresh Hotbox
Start Advice Process
Change Priority
Change Status
Record Action

Postpene Sales Opportunity

4 | seiit

Transfer To »

Refer To »

? | View/ Add Notes N

&3 | Phone Client »

Attach Document

[ t-warmmit—

Tel Mobile Lead Source Status Reference

e New oprrit ||

07737310, Websit Mew Opporturity
+44785185... Bronze (Servicng Arrang... New Opportunity

Action Date Email Due Date
tara@360ifecyde. c
david360lc@outiook.com

cameron. parsons@uinsure.co.uk

Sales Opportunity Value

10/06/2020
11/12/2019

11/19010

No Actions
No Actions

N 4 ctinne

@ Cameron Parsons
B Chwic Conner Tonne

8 Dzvd wiressel's Hot Box (33 Tteme)

My Referrals (2 Items) "' My Pastponed Hot Box (0 [tems)



Once selected you can A View\Add Notes - Wressell

clearly see what additional

items the client would like
to discuss.

- Add Maote

19/11/2020 16:48:53 - David Wressell ~
(Opportunity status changed to In Progress
21/05/2020 11:58:28 - David Wressell
Opportunity status changed from New Opportunity TO NPW - Bad Record
21/05/2020 10:53:32 - System
A TCF questionnaire has been completed for this case. The dient{s) indicated that they would like to discuss
the following products/services:-
Remortgaging
Income Protection
Pensions
Savings & Investments
v
i Ok ;| || Cancel

2.7 TCF Reports

Please note that within the Reports section of
Office the below TCF Reports will allow you to
monitor TCF Questionnaires Outstanding, TCF
Questionnaires Received and TCF
Questionnaires Sent.

The ‘Questionnaires Outstanding’,
‘Questionnaires Received’ and ‘Questionnaires
Sent’ reports can be found within the ‘Client
Contact Reports’ within the Office Reports as per
the screen shot below.

11

l‘o
(9]
£
@
]
€0
o
)
=
a
=2

Reporis

»

-.[] Actions Outstanding

- [] Actions Overdue

- [] Actions Received

.. ] Actions Sent

.. ] Missing Email Addresses
. [] Missing Email Addresses - No Email
- [] Questionnaires Outstanding
- [ ] Questionnaires Received

- [] Questionnaires Sent
. [] SMS Messages Sent

|| Clear Reports

Report Criteria

Period |

Start Date -

End Date I

Group |

Ad-.'isor|

Introducer |

Group Field | Advisor

roduce Reports

Clear Criteria




