The ITC Travel Network

A brief practical guide

travel compliance

This guide includes:

A Summary of Network Membership Requirements
Applying for Membership
Getting Started
Selling Insurance (including telesales)
Application Timeframes



Summary of Network membership requirements

The process and procedural changes required under our Network to enable you to carry on providing regulated
products after the 1st of January 2009 are straight forward. In brief they will involve:

e  Only undertaking Non Advised sales to customers, in brief that means only providing factual information to
customers and NOT making any judgement or recommendation as to the suitability of the product for the
customer. This is very important and your network fees and the structure of all paperwork depends upon
adherence to this requirement

e Maintenance or procurement of Professional Indemnity Insurance covering Insurance sales activity with a
claim limit of £250,000. Included within your membership costs is the regulatory required professional
I ndemnity Insurance with a claim Ilimit of €1°000, 00

e Providing a copy of our one page Status Disclosure Document to each customer (retaining a signed copy for
face to face sales)

An example of this document will be available in the ITC Compliance Website and Systems section of your
compliance manual. However please note that this document is specific to the products that you sell and the
information you have provided us with about those products. If your products change you will need to reprint
this document.

A true copy of this document can be printed from th
been provided with your log-in details.

e Toinclude ITC regulatory script within all telesales
e Providing a copy of the policy booklet to each customer

This document may already have an ITC approved Demands and Needs statement within it. If it does not you

must apply a label to each document. Again labels are specific to your organisation and the products you offer

and will be available to be downloaded for printing
you have received your log-in details

e Changes to brochures where insurance application forms are present

Your brochures may already have an ITC approved Demands and Needs statement within them. If they do not

you must apply a label next to each section where travel insurance is offered. Again labels are specific to your

organisation and the products you offer and will be available to be downloaded for printing from the

‘“document s’ section of the onl kindetalssystem once you h

e Each member of staff who deal with Travel Insurance will need to undertake ITCs online training programme
and be observed

Training is completed online and is modular (staff can take sections, go away and come back at a later time to
do more). You will be able to create training IDs and passwords for your staff from the Training section of the
online system once you have been provided with your log-in details. Details of how to do this are contained
within the Training and Competence chapter of your compliance manual.

In addition to the training there is a requirement for you to undertake an observation of each member of staff
undertaking regulated activity within the first 4 weeks of joining the Network. Details of how to do this are also
contained within the Training and Competence chapter of your manual

e  You will need to provide ITC with a view of your website (where insurance is offerd) and any insurance
promotional materials prior to them being made available to potential customers

e  You will need to complete a monthly online return to us detailing products sold, the retail price and retained
commissions

The above provides a summary of the requirements of Network membership. The following pages will deal with getting

you started with more detailed information available in your compliance manual. This will be presented to you in
person by a member of the ITC team prior to you starting regulated activity.

If you have any queries at any time please call our dedicated customer support team on 0117 953 9068



Applying for membership

Applying to be a part of the ITC Travel Network could not be simpler; all you need to do is log on to
www.travelcompliance.co.uk and click on the apply to join link
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These are just a few things that come to mind when thinking about the Regulation of Connected Travel
Insurance (CTI).

¢ > Click here to join _
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nominated person is in any way liable to the FSA, this is on the shoulders of ITC.

Once you have completed the application you will need to print it out (this is an FSA requirement) and send it to:

Travel Applications

ITC Compliance Limited
1 Charnwood House
Marsh Road

Bristol

BS3 2NA

We will then process your application in line with the timetable in Annex 1

If you have any queries at any time please call our dedicated customer support team on 0117 953 9068



G ettl ng Sta rted (the following elements must be done prior to starting regulated activity)

There are several things that as a business you must have in place prior to undertaking any regulated activity under ITC:

Ensure you have your professional indemnity insurance in place. Whilst ITC take out and pay for a large amount of
Professional Indemnity Insurance on your behalf, £1,000,000 per claim and £1,500,000 in aggregate (limits required by
the FSA), we do require you as an organisation to a cover at least the first £250,000 of any claim under your own policy.
It is therefore vital that you have this insurance in place.

When we approve your application we will contact you and provide you with your own unique log in to the Travel
Compliance system. Through this log in you will be able to obtain various documents and set up the training required
for your staff

To log in simply go to www.travelcompliance.co.uk and enter your user name and password in the box at the top left
hand side of the screen.
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Once logged in you will be presented with a number of options
Four of these options are very important and must be completed prior to doing any regulated activity

1. Print copies of your initial status disclosure document. This is a document that MUST be given to each and
every customer with no exceptions.

a. Inthe case of face to face sales you must obtain a customer signature and provide the customer with
a copy of the signed document. This should be kept on a file and available for inspection at any time

b. Inthe case of web sales this must be made available to the customer before they provide payment.
This must be in a PDF format so the customer can download and keep it.

c. For telesales or any other form of distance marketing a copy of this document must be sent out with
the policy booklet.

2. Print Demands and Needs labels for brochures. In many cases an ITC approved Demands and Needs wording
will have already been added to your brochure wording by your product provider. If however this has not
happened you will need to add a label to each and every brochure where insurance is offered.

3. Print Demands and Needs labels for policy booklets. Again in many cases an ITC approved Demands and Needs
wording will have been added to your policy wording by your product provider. If however this has not
happened you will need to add a label to each and every policy booklet where insurance is offered.
IMPORTANT where you do not send out the policy booklet it is vital that the organisation responsible (perhaps
the product provider) add the required wording or labels to this document.

4. Issue a new training ID. Here you will be able to create training IDs for all of your staff. If you have over 50 staff
please supply us with an excel spreadsheet and we will create the training IDs for you.

If you have any queries at any time please call our dedicated customer support team on 0117 953 9068
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The answer is below!

What Would You Like To Do Today?

Change your Password
Complete a Monthly Return

Print Initial Status Disclosure Document
A copy MUST be provided to every customer.

Print Demands & Needs Labels - Brochure
These MUST be added to ALL Brochures where Demands & Needs wording is not present.

| |

Print Demands & Needs Labels - Policy Booklet
These MUST be added to ALL Policy Booklets where Demands & Needs wording is not present

View FSA Documents

Monitor your Staff Training

|

Issue a New Training ID
View ITC Messages
View Frequently Asked Questions

Contact ITC Compliance

Selling insurance

As a result of FSA regulation the way in which you sell travel insurance will need to change the key change is that now
sales will be made on a NON-ADVISED basis.

What does non-advised mean?

This phrase means that you can provide the customer with factual information about your policy/policies, you can ask
him/her questions to narrow down the choice of products that you make available, but you may not make a
recommendation as to the suitability of the product for them.

Why are we not able to recommend a particular product?

Simply because under FSA regulations if you provide advice this advice must be based on you gathering information
from the customer about their eligibility, demands and needs. Typically this requires some form of questionnaire to be
run through with the customer at point of sale. It also means that the customer is entitled to rely on this advice and if
something goes wrong the person giving that advice is liable. This would have a significant impact on costs of elements

such as Professional Indemnity Insurance, time and human resource.

If you have any queries at any time please call our dedicated customer support team on 0117 953 9068



What if we want to provide advice?

Under the ITC Network we do not permit advised sales. If you do wish to provide advice to your customers you will
need to seek FSA authorisation in a different way.

How do we stop our staff providing advice?

When each staff member goes through the ITC training course they will have to undertake a NON-ADVISED selling
module. At the end of their training they will be required to sign a statement confirming they understand they must not
give advice and that they are fully aware of the limitations as to what they can say/do. This document should be kept
on file to be checked by ITC.

Telesales

Selling at a distance brings with it its own unique regulatory challenges. These challenges however can be overcome
with the use of the ITC telesales script. This script has been created to ensure that operators give all of the regulatory
required information at the right time. We appreciate that this will add time to any sale and that this may require some
changes to the way in which telesales are conducted. This is however a regulatory requirement and one that cannot be
overlooked.

A copy of the abbreviated script (one that can be used where a customer gives explicit consent to its use) and a copy of
the full script are available to download in the view FSA documents section of the Travelcompliance website
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Demands & Needs Labels - Brochure
These MUST be added to ALL Brochures where Demands & Needs wording is not present.

Demands & Needs Labels - Policy Booklet
These MUST be added to ALL Policy Booklets where Demands & Needs wording is not present.

Initial Status Disclosure Document
A copy MUST be provided to every customer.

Telesales Script
Telesales Script MUST be used for ALL telesales transactions

|

Complaints Procedure
Pll Policy
Observation How-to Guide

New Report Manager How-to Guide

ITC Learning How-to Guide

If you have any queries at any time please call our dedicated customer support team on 0117 953 9068



Annex 1- Application timeframes

Step 1.
Step 2.
Step 3.

Step 4.

Step 5.

Step 6.

Step 7.

Step 8.

ITC process the application and advise as to its success or otherwise within 2 working days
ITC submit the firms application to the FSA within 2 working days

ITC are advised by the FSA that the firm has been added to the FSA register. This will usually
happen within 10 working days of the application being submitted

ITC submit the Form A section (Approved Person form) within 1 working day of receiving advice
from the FSA as to the successful firms application.

You will be contacted by telephone to update as to the position. At this stage we will provide you
with your log in to the Travelcompliance system Within 5 working days

You will be advised of the approval of the nominated Approved Person (timeframe dependent on
the FSA)

You will be contacted to arrange a visit from ITC to check the practical implementation of
required process and procedure changes (as detailed in this guide) and to discuss any other
aspects. At this meeting the firm will also receive a copy of the full ITC Process and Procedures
manual (by 30 November 2008)

ITC check all records to ensure all nominated staff are trained and then give final approval to start
to sell General Insurance.

The above timeframes are a guide and are subject to change

If you have any queries at any time please call our dedicated customer support team on 0117 953 9068



