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CLIENT CHARTER



In this brochure we set out in more detail how 
we operate and what specific standards we 
aim for at all times. In addition we would refer 
you to our specific Client Agreement and Terms 
of Business which highlight our contractual 
and regulatory relationship with you.

WHAT YOU CAN EXPECT FROM US 
•  to receive a prompt response to your   
 communications with us whether this be by  
 letter, telephone call, fax or email

•  to receive clear honest advice in plain   
 English and free of financial jargon 

•  to receive value for money and clear   
 information on our remuneration from the   
 outset

•  to be dealt with fairly and with integrity at   
 all times

WHAT YOU CAN DO TO HELP US 
You can assist us by providing us at the 
earliest opportunity with copies of all relevant 
documents relating to the matter on which 
you are seeking our advice. If there are many 
documents, it would be helpful if you would 
sort them in date order and index them. In 
addition, the quicker you respond to any 
queries we raise and paperwork we issue, the 
quicker we are able to deal with matters on 
your behalf.  

OUR WORKING RELATIONSHIP 
The appointment of a Financial Planner/Life 
Planner is an important decision and one 
which you should not take lightly. We are 
anxious that you should get to know as much 
as possible about us and the way we work so 

that you are sure in your own mind that we are 
the right firm for you. 

We encourage you to ask as many questions 
as you can about our services and the way 
in which we work. We are pleased to supply 
references from existing Clients and other 
professionals.

DIRECTOR LED APPROACH 
Ian Painter, as Managing Director, will be 
responsible for supervising and handling 
the firm’s relationship with you. He will take 
a particular interest in your affairs to ensure 
that you are satisfied with the level of service 
you receive from us. Other members of our 
team may deal with different aspects of our 
relationship with you (for instance where the 
nature of the work means it can be done just 
as efficiently and at a lower cost to you by a 
more junior member of staff), but all matters 
are thoroughly supervised by Ian. 

EQUALITY 
We believe in equality of opportunity and do 
not discriminate on grounds of race, gender, 
sexual orientation, religion, age or disability 
in the provision of any of our services, when 
instructing other experts, or when deciding 
whether or not we are able to accept a 
Client’s instructions. 

We are committed to providing
all our Clients with the highest 

possible quality of service and to 
keeping our promises



INITIAL MEETING 
We may agree to meet with you on a no- 
obligation basis if you are unsure about 
whether or not we will be able to help, and 
would like to have a word with us informally 
before instructing us. This will need to be 
agreed in advance of any meeting. We also 
have occasional “surgeries/seminars” where 
initial advice is given at our expense. 

USE OF OTHER PROFESSIONALS 
When needed we will arrange, with your 
agreement, for other professionals to assist 
with your affairs. These may be lawyers, 
accountants, stock brokers or documentation 
specialists, for example. Although we take 
great care in selecting the appropriate 
professional we cannot be responsible for 
their conduct on matters which are under 
their control. 

PLAIN ENGLISH 
We aim to provide clear, jargon-free advice. All 
of our team are encouraged to communicate, 
whether by letter, email or telephone, in a 
concise and straightforward way. However, 
due to the complex nature and regulatory 
restrictions that apply to some of our work, it 
is sometimes necessary to produce lengthy 
and technical documentation. In such 
circumstances we are always happy to provide 
further explanation to ensure understanding.

HOURS OF WORK 
Our formal office hours are from 9 am to 5 pm 
Monday to Friday. Conscious of the needs 
of our clients, however, we are flexible and it 
may be possible for us to be available at other 
times if necessary. 

CLIENT CARE
We believe in continuous improvement and 
encourage feedback from our Clients. If 
you feel there is any way in which we could 
improve our service, please let us know. We 
occasionally send questionnaires to Clients 
asking for comments, good and bad, about 
our service. We would also encourage you to 
continue to recommend us to other Clients. 
For us, this is the highest compliment. 

REMUNERATION 
It is our philosophy to provide you with value 
for money and to give you the best possible 
information about the likely cost of work. 
Where a quotation (i.e. a fixed price) for work 
is given, you must take particular note of the 
parameters of the work for which the quotation 
is given. Due to the nature of Financial 
Planning and Life Planning work, sometimes 
matters arise that are outside the parameters 
originally identified by a Client. In such cases, 
the additional work will be agreed with you in 
advance and charged in accordance with 
our standard criteria.

ENVIRONMENT
Unfortunately because of the nature of 
our business a lot of paper is produced. All 
paper, documentation, and packaging 
material, whenever possible, is recycled. 
Confidential items are, of course, shredded 
beforehand.  When prudent to do so we will 
send communication and documentation 
electronically as this not only saves time but 
also paper. We encourage a positive attitude 
toward the environment and are always 
seeking ways in which we can improve 
efficiency and lessen our negative impact on 
the environment.

We encourage you ask as 
many questions as you can 
about our services and the 

way in which we work. 






