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Foreword
For the last ten years or so, I have been trying to knock down what I call a ‘wall of myths’ about what 
the regulator requires. Most of this time I was at, and represented, the regulator and my role was to try 
and explain its expectations and dispel myths that had built up over time about what the rules meant. 

There is still poor compliance and over-compliance with the FCA’s rules; the wall of myths is still 
looking strong. This guide seeks to take another swipe at the wall and make it clear that bulk platform 
switching is perfectly possible in a reasonably efficient way from a regulatory perspective.

If you are only changing the underlying platform, then this is your individual advice – you do not need to 
do a full suitability report covering every investment and why they are suitable if they are not changing.
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1.  By the way, watch out when the FCA completes its market study on the advice sector and finds it is not a competitive market.

Introduction

The Financial Conduct Authority (FCA) wants you to consider switching platforms. In its 
Investment Platforms Market Study Final Report (March 2019) it states, ‘we still have concerns 
that consumers and advisers who want to switch platforms find it difficult to do because of the 
time, complexity and cost of switching’.

The FCA has a statutory objective to promote competition in the interests of consumers. The 
thinking behind this is that, where a market is competitive, firms always have external pressure 
from consumers to offer value for money. Firms are kept on their toes by this pressure as, if they 
fail to provide value for money, consumers will take their business elsewhere and the firm will go 
bust. Competition drives value for money.1 

In the platform market, although clients are the end buyers and pay for the platform, in economic 
terms, advisers are the real buyers in this intermediated market. Hence, for the platform market to 
work competitively, advisers need to generate that buying pressure by looking for better value for 
money on their clients’ behalves.

Where there are barriers to competition – for example difficulty in switching platforms – this  
potentially affects value for money and is therefore an issue for the FCA. So the FCA is 
introducing new rules to promote easier switching (banning exit fees and facilitating unit-class 
switching) and encouraging market solutions to compare costs.

But this FCA policy development is all in the future, and it takes quite a while for the FCA to go 
through the policy-making process before any new rules come in (and then sometimes further 
time for firms to be compliant – MiFID II disclosure springs to mind). In the meantime, you need 
to consider how best to switch platforms when this is the right thing for your clients. The lang cat 
guide explains why you need to do this – and why the FCA expects you to do this – very clearly. 

The aim of this guide is to provide further context and help reduce costs of switching. This guide 
explains how a bulk switching exercise can be undertaken compliantly. I would like to stress that 
this still constitutes suitable individual advice but undertaken on an efficient project basis.

https://www.flipsnack.com/langcat/signal-to-noise-final-barriers-to-transfer-business/full-view.html
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2.  There is a similar provision in COBS 9A.2.4 EU which relates to MiFID business.

Regulatory framework for switching
PROD
The Product Intervention and Product Governance (PROD) Handbook sets out requirements for advisory firms 
about mapping solutions to the firm’s client bank. I cover this stage in more detail in the Project Stages section.

COBS 9/9A
This is where the suitability rules and guidance sit. You know this bit already – knowing your client (KYC), risk 
profiling, capacity for loss, knowledge and experience and making a suitable recommendation etc. But there’s 
one bit that you may have blinked and missed. Let’s look at the KYC rule in full:

COBS 9.2.2R:2 A firm must obtain from the client such information as is necessary for the firm to understand 
the essential facts about him and have a reasonable basis for believing, giving due consideration to the nature 
and extent of the service provided, that the specific transaction to be recommended, or entered into in the 
course of managing:

a. meets his investment objectives;

b. is such that he is able financially to bear any related investment risks consistent with his investment 
objectives; and

c. is such that he has the necessary experience and knowledge in order to understand the risks involved in the 
transaction or in the management of his portfolio.

Did you spot it? No? I am referring to the qualifying clause ‘giving due consideration to the nature and extent of 
the service’. You only need enough information about the client to give suitable  
advice that is relevant to the specific service you are providing. If you are providing full, holistic advice, then 
you need a full fact-find. If you are a robo-adviser and just recommending new ISAs, then you need much less 
information about the client. If you are a discretionary management firm (DFMs are subject to the same rule) 
running a managed portfolio service (MPS), then you need to know zip about the client as the nature and extent of 
you service is running the portfolio to the mandate. The suitability rule is therefore very flexible indeed – you need 
to know everything or nothing about the client, or anything in between, depending on the nature and extent of the 
service. The amount of KYC you need is entirely down to the nature and extent of the service you are providing.

So, if you are advising on switching platforms then the amount of KYC you need is … umm … not very much 
at all really. Functionality the client needs is all I can think of and you will have looked at this at the PROD 
stage (see page 12). There are things around the platform you need to consider – and PROD flags these, e.g. 
costs, financial strength and service – but this is part of your research and due diligence process rather than 
information you need about the client. And anyway, you know about the client already, so there isn’t really any 
additional fact-finding stage when you are focused on just advising on a platform switch. So you don’t need to 
do another full fact-find when advising on a platform switch.

COBS 9A.3.3 EU
In the section on suitability reports, this says, where an investment firm provides a service that involves periodic 
suitability assessments and reports, the subsequent reports after the initial service is established may only cover 
changes in the services or instruments involved and/or the circumstances of the client and may not need to repeat 
all the details of the first report.

So, there’s the FCA being sensible and pragmatic again. You don’t need to do a full suitability  
report covering all the investments and why they are suitable (you have done this before), you just need 
to cover the changes, i.e. the change in platform.

6
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3.  https://www.fca.org.uk/publication/foi/foi4816-information-provided.pdf

Suitability issues
I know, I know, this discussion of the FCA rules is really exciting. Bear with me though, I am not covering 
them all, just some really key ones.

In no particular order …

COBS 9A.2.19 EU
This new MiFID II rule is really, really important, and I don’t think firms have spotted this or taken it into 
account which is a problem as it is very impactful. The wording of the rule is a bit waffly but it essentially 
says that if something is cheaper or less complex but still meets the client’s requirements, then this is what 
you should recommend. Let’s turn that around – if you are recommending solutions that are more expensive 
or more complex than something else that meets the client’s needs, then this is unsuitable. This is mirrored 
in one of the questions the FCA uses in its file review approach – ‘The client has incurred additional cost 
without good reason’.3 This is pre-MiFID II. I suspect the FCA have added ‘or additional complexity’ since 
MiFID II came in to reflect this new rule.

I’m sure you can see how important this rule is. This places a clear onus on you to consider costs when 
advising clients. It doesn’t mean that you have to recommend the lowest cost, but it does mean that if you 
are recommending something that is more expensive, then there needs to be a good reason for this – i.e. 
there needs to be value for money for this additional cost.

The more you think about this rule, the more significant it becomes. It effectively sets low-cost solutions as 
a benchmark and if you recommend higher-cost solutions, then you need a good reason for this that is (a) 
relevant to the client and (b) commensurate with the additional cost. 

Let’s consider two examples: 

• Funds. Actively-managed funds cost more than passive funds. There is extra cost so you need to be able 
to demonstrate extra value. There are challenges around this, but you need to do this and it should be a 
standing item in your investment committee fund selection approach. Passive funds effectively become 
the benchmark.

• Platforms. Similarly, low-cost platforms that meet the other requirements set out in PROD (financial 
strength and service) become the benchmark. If there is a platform that has a basic charge of, say, 20 bps, 
and you are recommending a platform that charges, say, 35 bps, then there needs to be a good reason for 
this additional cost otherwise the recommendation is unsuitable.

This might sound harsh but let’s look at this another way. Tax is effectively a negative return. All clients, when 
investing, are implicitly looking for a return and tax works against the client’s objectives. Therefore, a less tax-
efficient solution is less effective at meeting the client’s objective and hence unsuitable. Advisers are really, 
really good at automatically and routinely looking at the most tax-efficient solutions for clients. But costs are 
exactly the same as tax – they are a negative return working against the client’s objectives. Hence advisers 
should automatically and routinely consider costs in order to provide suitable advice.

The other angle to look at this is that, if the new solution meets the client’s requirements, then it cannot 
be unsuitable if it is lower cost. This might sound obvious but it’s a key point of reassurance.

Any move to a lower-cost solution – unless there are some key additional benefits of the existing 
arrangement that are relevant to the client – is always going to be suitable.

8
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4.  The sound of a weighty due diligence file landing on the desk.

Platform selection
As flagged, PROD indicates that your research and due diligence need to include costs, financial strength 
and service. This is not particularly contentious. It is outside the scope of this guide to cover platform due 
diligence and selection in detail, but I would flag up two issues.

• It’s more important to focus on the really important issues for your client segments. Too often, firms send 
significant RFI documents to platforms and the important issues get lost in the detail. The FCA isn’t 
particularly impressed by the ‘thud factor’ in your due diligence approach. These important issues will 
become clear during your PROD process (see page 12).

• PROD says you need to look at service. It doesn’t say you can take the approach that your existing platform 
provider has good service and therefore you don’t need to switch. This isn’t acceptable. At the Money 
Marketing annual conference this year, an FCA Director of Supervision expressed concerns about firms 
making decisions on providers based on relationships rather than an objective review of the options.

I discuss platform research and due diligence in more detail on page 15.

Segment v individual
You will need to segment your client bank as part of your PROD process. The FCA has always recognised 
that platforms should be geared for client segments and that you don’t need to consider platform selection 
on a client-by-client basis. However, you do need to consider the suitability of the platform selection for 
individual clients. If you have undertaken your segmentation and platform selection by segment process 
effectively, then you will get a very high proportion of clients for whom the platform is suitable. 

However, you need to be alert to outlier clients and take a different approach rather than recommend an 
unsuitable platform. For example, you may have a client that is a senior executive with significant assets 
including a large shareholding in the company he works for (due to share options/share save scheme). 
Let’s say you decide a bespoke discretionary management service is the right solution to manage out the 
unbalanced portfolio over time and your research and due diligence process has highlighted a particular DFM 
to provide this. If your selected platform cannot host this DFM, then it would not be suitable to put the client on 
this platform anyway and use a less appropriate DFM or other solution.

When it comes to outlier clients, there are two ways of dealing with them – either on a bespoke basis or, of 
course, you can decide not to deal with some clients.

Functionality
This is something you need to be mindful of when switching clients. Your PROD process should highlight 
which platforms are appropriate for your client segments. As discussed immediately above, you need to 
consider the needs of individual clients to ensure suitability. Functionality is one area where there is a 
possibility that differences between the existing platform and the one you have highlighted is appropriate 
for a particular client segment might mean that a switch for an individual client is not appropriate. Although 
the client is in that segment, there may be some issue that makes them an outlier such that it is more 
appropriate for them to stay in the existing platform. For example, they might be taking retirement benefits 
from their SIPP in the form of natural income, but this option is not available on the new platform.

9
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Adviser charging
Is it appropriate for you to charge a new fee for the platform switch or should you do it as part of your ongoing 
service? The answer is down to what you have disclosed your service provides. The ongoing adviser charge 
(OAC) will cover a range of services and these can vary between firms. It’s probably unclear with most firms 
whether the OAC includes the cost of reviewing – and if appropriate switching – platforms. 

In the FCA’s platforms market study, it opines on this: ‘If ongoing advice charges do not cover the costs of 
assessing the benefits of switching, advisers need to be able to justify this’. As someone who used to work 
for the FCA and wrote some of its publications, I like to consider myself a bit of a dab hand at understanding 
what the FCA really means when it writes stuff. In my opinion, what the FCA really means here is ‘if ongoing 
advice charges do not cover the costs of assessing the benefits of switching, advisers need to have a 
bloody good reason to justify this’. 

For me, this comes down to disclosure and the need to be clear about what clients are, and are not, paying 
for. If your original client agreement states clearly that your OAC does not cover the cost of reviewing the 
client’s platform or making changes, then this qualifies as a bloody good reason and you can charge your 
client a fair fee for this process. If it doesn’t, then I suggest you don’t.

10
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Project stages
I would strongly suggest treating this process as a formal project with appropriate allocation of 
responsibilities, resources, timelines and reporting to the Board or equivalent. This will make the process 
more efficient and save you costs.

Stage 1 PROD – client segmentation

Stage 2 PROD – platform research and due diligence

Stage 3 Identify clients where switch may be appropriate

Stage 4 Create/source materials (letters, cost comparison)

Stage 5 Advice and contacting clients

Stage 6 Implementation

PROD
PROD was introduced on 3 January 2018 alongside MIFID II. Initially, awareness of these new provisions 
was minimal and compliance almost non-existent. Over 18 months on and compliance is still low. This is a 
problem as this is a set of rules that will become increasingly important to the FCA over time, particularly 
once it has completed its advice-sector market study next year.

Let’s take a step back. In 2012, following the centralised investment propositions (CIPs) and replacement 
business project, the Financial Services Authority ran a series of workshops around the country to explain 
the findings and set out its expectations of advisers. In these sessions, we (for I was there) talked about the 
two stages of suitability.

• Stage 1: due diligence and adoption. This was about designing your investment and advice propositions, 
including platform selection. It suggested stages of the process – client segmentation, design criteria (i.e. 
client segment-related criteria for selecting CIP and platform), reviewing the market, due diligence and 
selection and finally, integration into the business. This is your advice framework.

• Stage 2: individual suitability. In the context of the stage 1 advice framework, you give advice that is 
suitable for the individual client (recognising outlier clients where a different approach may  
be needed).

Historically, all the way back to 1988 when regulation first came in, we have had rules about stage 2 – the 
suitability rules. PROD effectively brings in rules for the first time about stage 1. PROD has received a lot of 
stick from advisers but, in practice, it just sets some formality around the process you have been undertaking 
for some time anyway.
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This table represents a very simple version. You can use this framework but you need to ensure it is 
completed in a way that is relevant to your firm – I don’t want to see this exact version in firms! In practice, 
I suggest you add an extra column after ‘Category’ for ‘Subcategory’. You are likely to find that there are 
some main subdivisions, for example, small business owners whom you advise on remuneration structures, 
senior executives who have significant shareholdings in the company they work for (where a bespoke DFM 
portfolio may be appropriate), etc. Some of these subcategories may appear in different main categories. The 
other option, if there are few clients who fall into different subcategories, is to have an ‘Outliers’ line at the 
bottom of the table as below and then to clearly indicate some examples of clients that fall into this category. 
Even if you have the subcategory column, you should also have an outliers line.

Category Summary
Possible investment 
solution

Platform selection Advisory service

Young 
accumulators

Clients up to the age of 45/50 
(typically) whose main focus is 
to build their wealth and save  
for retirement

Simple and low 
maintenance; eg  
multi-asset fund, MPS

Low-cost with 
functionality needed 

Light touch with additional 
advice at major life events 
(eg marriage, job change)

Serious about 
retirement

Clients from 45/50 to five years 
before retirement who now 
need to be more serious about 
retirement planning 

Probably still simple and 
low maintenance

As above Moderate. Focus on  
cash-flow planning and 
advice about making  
up shortfalls

Transition into 
retirement

Clients between five years  
from starting to retire up  
until full retirement

Appropriate for 
decumulation; e.g. 
income-focus if going to 
natural income or different 
asset classes for ‘pots’ 
approach to decumulation

Cost-effective but 
has additional 
functionality for 
decumulation 
needed 

Intensive. Cash-flow 
planning and advice about 
increasingly drawing 
income/capital and tax 
wrappers

Retirement  
income

Clients in full retirement Dependant on income 
needs; may include annuity, 
drawdown as above etc

As above Intensive if in drawdown to 
ensure sustainable income. 
Possibly IHT planning and 
care cost planning

Outliers Clients with particular 
circumstances that do not sit 
well with the above categories 
and solutions.

Bespoke Bespoke Bespoke

Stage 1: PROD – client segmentation
In my opinion, some rules around the stage 1 of suitability were needed as, in too many firms, client 
segmentation is not undertaken very well. If you segment your clients according to wealth and deliver 
different levels of services accordingly, then I would suggest this is not client-centric but, rather, is firm-
centric. Consciously or unconsciously, the mind set is ‘if a client has more money then, with an ad valorem 
fee, we receive more income and therefore can afford to provide more services’. Firm-centric.

The approach you should take is to segment your clients such that similar products and services would be 
appropriate for most of the clients within the segment. 

I have always said that life-stages is a better way of segmenting clients. Young accumulators will need similar 
products and services to each other. Clients in retirement will need different products and services to young 
accumulators. You may need to sub-segment as well if you have a diverse client bank. One way of doing this 
would be to create a matrix as follows. I am sure that you will find that if you complete the client segment and 
the summary columns well, then the rest of the table will be fairly obvious. It may then look complex but you 
will find there are common themes running through so the end result in terms of CIP/CRP, platform selection 
and advisory services will be reasonably straight-forward. 
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5.  https://www.fca.org.uk/publication/thematic-reviews/tr16-01.pdf 

6.  Actually, I wrote TR16/1 so am well aware of the FCA’s view on this!

Good practice
An advisory firm based in a rural location identified that they had a segment of clients – farmers – who had 
a very different approach to money and managing their finances. They realised that this merited a different 
approach from the advisory firm in delivering services to these clients that was more focused on their 
needs and circumstances. This is proper client-centric client segmentation. This also helped the firm create 
marketing material specific to this segment and enhance the flow of new good-quality clients.

I can’t stress the importance of this stage too highly. Good client segmentation should drive everything 
your firm does – your CIP, your platform selection, your advisory services, your pricing, your marketing, your 
administration. Too many firms provide suitable advice (stage 2) in spite of their proposition design  
(stage 1). Good firms deliver suitable advice with the help of their proposition design.
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Stage 2: PROD – platform research  
and due diligence
It is beyond the scope of this paper to discuss all the issues around platform research and due diligence but 
in broad terms, I see three main elements to this process.

• Hygiene factors. These are standard factors that are essential with any platform and are not client-related. 
They include financial strength, service and basic functionality requirements. Standard documentation 
supplied by the platforms or independent sources such as lang cat guides can help here.

• Client-segment-specific. If you do your client segmentation effectively, then this will make  
the platform research and due diligence process much easier. The segmentation exercise will  
flag up a small number of key functionality or proposition issues that are must-haves in your selection. 

For example, the ability to hold the low-cost, self-managing CIP you want to use for your young accumulator 
clients with simple needs. Depending on the issue, this client-segment-specific information may be available 
in the platforms’ standard information or independent guides, but you may need to seek this information 
from the platform providers.

• Costs. As discussed above, you must reduce costs wherever possible. The aim is to provide value for 
money so you should seek the lowest cost provider that meets the required hygiene and client-segment-
specific needs. And then see if the platform provider will offer you a deal.

The most important thing is to ensure you undertake this process objectively. The FCA found platform 
research and due diligence to be a particular area of concern when it undertook its thematic project on 
this area. In the Thematic Review (TR16/1) Assessing Suitability: Research and due diligence of products 
and services,5 the FCA said, ‘We were disappointed to identify issues relating to platform research 
and due diligence, particularly having previously published our expectations around this topic’. It gave 
further detail: ‘Many firms demonstrated inconsistent and insufficient research and due diligence in the 
selection of platforms. We believe this was caused in some cases by status quo bias and an ‘if it isn’t 
broke don’t fix it’ attitude. We also saw evidence of some firms retro-fitting due diligence to justify the 
outcome the firm had already previously decided upon’. Interpreting FCA language again,6 this means 
it was very miffed that it has flagged this issue before and not seen an adequate improvement. If it finds 
problems again, it really won’t be happy and may well take more severe action.

It’s also worth discussing how you view service. It needs to be taken into account and PROD refers to this. 
However, the FCA (in TR16/1) has flagged concerns about over doing this: ‘Firms inadequately managed 
conflicts of interest between their client’s interests and themselves. This was evident, for example, in the 
consideration of service level as an over-riding factor when selecting platforms’. The FCA does not consider 
it acceptable to say ‘we have great service from our existing platform(s) so it’s best not to change’.
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Good practice 
The firm’s investment committee tasked the Head of Paraplanning with the job of undertaking the 
research and due diligence on platforms in the context of the client segmentation exercise, the idea 
being that she was less likely to be influenced by biases around platform selection, particularly in relation 
to the existing platforms used.

She created a small list of ‘must-haves’ for both hygiene factors and client-segment-specific  
(i.e. there were different must have criteria for the different segments). She also created a longer list of 
‘nice–to-haves’. She then eliminated platforms that did not meet the must-haves and scored the remainder 
on the effectiveness of the must-haves and nice–to-haves to arrive at a shortlist.

This shortlist was reduced further when considering costs of the platforms, i.e. higher-cost platforms 
providing similar benefits were eliminated. For the final list, firms were all assessed further and interviewed 
to come to a decision on which platforms to use with which segments. In practice, some platforms 
effectively covered the needs of more than one segment and they ended up selecting two platforms: one 
for simple accumulation that could handle their most simple investment proposition at the lowest all in 
cost; the other platform was selected for the more complex accumulation, approaching retirement and 
decumulation cases with more sophisticated options available where needed. 

Good practice
The criteria for the platform selection was focused on the needs of clients in the firm’s segments and 
sub-segments as well as the firm’s CIP/CRP. For example, when looking at the criteria relevant to the 
transition into retirement and retirement income segments, the firm highlighted the need for a flexible 
payment option at retirement such as one off and regular UFPLS payments for clients as one important 
criterion. Similarly, for the young accumulators, access to a wide range of low-cost, self-managing 
investment options considered important (i.e. no need for annual rebalancing by the advisory firm).
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Stage 3: Identify clients where switch may 
be appropriate
You need to quiz your back-office system to identify the clients in the relevant segment(s). In practice, there 
may be issues with historic data input detail or accuracy that means this is problematic. If so, then it may be 
necessary to highlight potential clients of each adviser and ask them to confirm which clients do in fact sit 
within this segment. This should not be too onerous. You should also, going forward, have a field or a way of 
recording the client segment on the back-office system.

Create a tracking process either on the back-office system or a separate spreadsheet. This should cover the 
whole process of contact stages, chasers and implementation.

Good practice 
The firm found the process of identifying clients for the different segments and sub-segments reasonably 
easy. The segment level was straight-forward as this was on a life-stage basis so the firm were able to use 
date of birth as an initial screen and advisers were quickly able to flag any outliers here (for example, clients 
beyond normal retirement age who had not yet retired and, conversely, younger clients who had retired).

The sub-segments (including sub-segments that needed to be treated differently) also needed the input 
of the advisers as well as the administrators. The administrators were able to search on some such as 
which clients were in different forms of decumulation (sustainable withdrawal rate, ‘buckets’, natural 
income) but the advisers were needed to highlight other segments where back-office records were 
insufficient, for example clients who ran small businesses.

Good practice
Targeting customers with a saving of 10 bps or more (or equivalent) first. Depending on the numbers, you 
might do this across a couple of your target segments or within one segment at a time.
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Stage 4: Create/source materials
You will need to create or source materials to undertake a bulk switch exercise, remembering that you are 
still providing suitable advice to individual clients. This is about efficiency in the advice process. You will 
probably need the following.

• Cost-comparison tool. You will need to undertake a cost comparison for each client. To make this efficient, 
you should use a tool to do this. There are some tools available in the market or you can create your own 
version using Excel or similar. You will need to include the clients’ actual holdings, platform and fund 
fees (which may differ between platforms), product/tax wrappers, assumptions on event-driven fees like 
trading and discounts negotiated on the platforms etc. Be alert to the basis of quoting charges on funds 
and ensure they are on a like-for-like basis – they should be if they are MiFID II compliant but compliance 
with these rules has been a bit patchy.

This is likely to take the most time and should be done carefully. It would make sense to take a senior 
paraplanner away from their normal duties for a while to undertake this exercise and then check the work. 
Once you have set up the tool with the right common factors – platform fees, funds in your CIP etc. – then it 
should be reasonable quick to work through individual clients’ accounts.

You should decide what you feel is appropriate in terms of extent of cost saving. 

I am making the assumption that you will be considering a move to a lower-cost platform. It may be that the 
new platform has higher costs. If this is the case, then, as mentioned above in section 2, you need to have 
a good reason for the additional cost. In practice, this is unlikely to apply to a whole client segment (unless 
your original platform choice was woefully inadequate) but may apply to individual clients in particular 
circumstances in which case it is probably better to deal with these individually at review.

• In terms of making the initial approach to the client, some may favour calling the individual and some 
may favour using a letter. If you use an approach letter, it is probably worthwhile creating a standard letter 
to alert your clients to the work you are doing and the impending recommendation. See appendix for a 
suggested approach letter.

• Template suitability report. Once you have looked at each case (see stage 5), you will need to send the 
client a suitability report for the recommendation so you should create a template suitability report to 
make this process easier. See appendix for a suggested template suitability report. The FCA has said 
that suitability reports should be more personalised for individual clients and to be wary of standard 
text. However, this is the case with core suitability reports when you explaining the financial plan and 
the recommendations for new investments. Where the situation is much more narrowly defined such as 
platform–to-platform switching (and also annual reviews), then the use of more standard text is much 
more appropriate.

Where a pension is involved, you may need additional points depending on your pension switching process, 
but this should at least cover the ‘RU64’ requirement of why you are not recommending a stakeholder 
pension. This is likely to be the same reason why you didn’t in the first instance with the existing platform 
pension so this can be referred to. 

Not all of your other pension-switching requirements will be necessary and the cost comparisons will 
already be taken care of in your overall analysis of costs. As a reminder, you may still need to consider the 
following if you didn’t at segmentation stage:

• any tax-free cash or early retirement age protection that would need to be preserved by a block transfer; or

• disturbance to regular contributions (income is considered later in the guide); or

• whether the platform pension is a personal pension contract with different FSCS limits to a trust based SIPP;

• transfers made in serious ill health might be subject to the risk of Inheritance Tax if the client dies within 
two years.
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There may be other efficiencies you can create at this planning stage. 

Good practice 
As we know, the FCA is looking for firms to offer a common clean share class for transfers with the aim  
of speeding up transfer times.

As part of this planning stage until now, the firm has contacted the new platform to confirm the availability 
of the current share classes in their portfolios. In some cases, a cleaner, cheaper share class is already 
available on the new platform. The work involved will vary depending on whether you are replicating the 
existing approach to investments or replacing it with a new Centralised Investment Proposition.
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Stage 5: Advice and contacting clients
There are a few suggested straight-forward steps in this stage.

• Run a mail merge to populate the approach letter with the segment client details. Don’t send yet

• Run each client through the cost-comparison tool

• Decide whether the switch is suitable given the level of saving (see cost comparison above). Assuming it 
is …

• Run a mail merge to populate the suitability report with the segment client details and insert the cost 
comparison

• The resulting suitability reports should be provided to each adviser for them to confirm the details 
are correct and the advice to switch is suitable. The adviser should tweak the suitability report where 
appropriate to the individual client where this is necessary

• Once the advice has been agreed by the advisers, send out the approach letter to the client

• After an appropriate time, send the suitability report

• Schedule a call from the adviser to the client shortly after their receipt of the suitability report to answer 
any questions and to manage the clients’ expectations around timescales and any other issues such 
as possible disruption to income being withdrawn. Also, the recommendation has been made on the 
assumption that the clients’ circumstances have not changed since the last review, so this call is an 
opportunity to confirm this and record it on file

• Schedule further follow-ups as necessary

Depending on the number of cases involved, it may well be appropriate to stagger the despatch of approach 
letters and suitability reports.

One or two chasers would be appropriate but, after that, I would suggest leaving the subject to raise again at 
the next normal review date.

Good practice 
The firm undertook some pre-planning for clients who were taking income from their pension accounts 
to minimise inconvenience. The firm wanted to ensure that clients were not left without income whilst 
the switches were taking place. It was possible to better manage the clients’ expectations in light of 
the firm’s knowledge of the income payment schedule and payment dates of the existing platform 
and the new one, and in light of the expected time it was going to take for the switches to complete. 
One option would be to take a quarterly income payment from the existing SIPP drawdown fund just 
in advance of starting the transfer exercise to cover their income needs of the coming quarter and to 
avoid monthly payments being missed or delayed.

Good practice
One firm decided to try and help save the planet and rather than printing, ensured all of the documents 
the client needed – and the client’s authority – were all undertaken by email.

Platform Switching: A Guide
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Stage 6: Implementation
In advance of the receipt of the relevant switching documentation from the client, you should set up a 
streamlined approach to process cases. This is likely to reflect your standard new business process but there 
may be advantages in allocating this work to certain individuals to aid with speed and consistency.

Good practices to help platform processing
• Advance communication with the new platform as to how you would like the process to run. Some 

platforms may have a dedicated contact within the operations department for you to liaise with or a 
dedicated business development team familiar with the process.

• Provide all investment holding information to the new platform before you begin the switch process.

• Consider how you will preserve records of book cost and transactions histories. In some cases the 
ceding platform may not be willing or able to make these available once a transfer exercise commences.

• Plan with client for possible income withdrawal disruption where relevant.

• Avoid making changes to portfolios as part of the switching process (e.g. rebalancing). This may prove 
to be a challenge in cases where you are moving to a new Centralised Investment Proposition.

• Currently, the FCA is driving the move to common share classes for transfers and this should drive 
improvements in this process over time. At present, this can be a challenging, time-consuming 
process with a range of parties involved. Should you experience significant problems or delays, it may 
be sensible to plan in advance and have a clear idea of what your preferred plan B is likely to be.

• You may need to consider the implications of selling certain funds to cash from a tax perspective and 
also being out of the market.

Good practice
The firm nominated certain paraplanners and administrators to be dedicated support staff for this 
project, ensuring they were fully trained, briefed and ready to handle any queries on the process from 
clients. They were also introduced to the relevant team at the new platform. Some platforms have a 
dedicated team that deals with bulk transfers to oversee the implementation of the switches. The firm 
also made use of their business development individual at the new platform to help with training to go 
the various tools and systems of the new platform. 

Good practice
A firm noticed from a previous client switch that the ceding platform was unable to provide them with 
accurate book cost and transaction history for investments once the transfer process had commenced. 

To protect against this happening with their bulk process, they obtained records in durable forms of the 
holdings in accounts so that they were preserved and able to be keyed into the new platform’s records. 
Although this took some time now, it saved significant amounts of time in future years and meant the new 
platform was able to help get the records set up accurately from outset.

Platform Switching: A Guide
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Appendix: 
Approach letter 

and template 
suitability report
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Good practice
The firm also considered possible disruption to its ongoing adviser charges (OAC) and how it wanted 
to manage this process. It checked out at what stage the existing platform would stop payment (for 
example, when it receives the instruction to switch) and also when the new platform would start paying 
the OAC (for example, once funds have arrived). The firm wanted to ensure it still received the right level 
of OAC but also that clients were not double-charged.

[Approach letter]
Title First name Surname

Address1

Address 2

City

County Postcode    

Date

Dear Salutation

Investment platform review
I am writing to let you know that we are undertaking a review of the investment platform used to manage 
your portfolio. We do this periodically as part of our service to you to make sure our platform is up to date 
and continues to fit your individual needs.

At this point, we are only reviewing the platform itself and not the underlying portfolio in which your money 
is invested, though rest assured we will look at the portfolio at your next full review.

Before we complete our platform review, it is useful to know whether there have been any significant 
changes in your personal circumstances since our last review/meeting or if you feel that that your attitude to 
investment risk has altered in some way. Please get in touch to let us know of any changes.

If we do not hear from you, we will assume that there are no changes. We will provide you with the result of 
our platform review in due course.

In the meantime, please do not hesitate to contact me/us with any questions.

Yours sincerely

Adviser name
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[Template suitability report]
Title First name Surname

Address1

Address 2

City

County Postcode

Date

Dear Salutation

Focused advice to change your platform
At [your firm name], we aim to help you make the most of your money, not only by making suitable 
investment and tax-planning recommendations, but also by saving you money where possible. I am writing 
to you today as we have highlighted a way of being able to save you money with your existing arrangements.

We have undertaken a comprehensive review of the investment platform used to manage your investments 
and I am recommending a change of platform. The main reason is that the new platform has the options and 
services that you need but is at a lower cost so saves you money.

We use an investment platform to manage your investments more efficiently and use tax wrappers such as 
a pension or individual savings account (ISA). It allows us to provide a better service to you and provides 
access to a large number of funds, often at lower cost.

The platform we currently use to manage your portfolio is XYZ platform. Whilst we are able to continue to use 
XYZ platform, the outcome of our review was that ABC platform is better suited for managing your money at 
a saving of approximately £XXX per annum based on your current investments. [If applicable] There is also 
an initial cost of £YYY on transferring in but this will not apply thereafter. [If applicable, add in adviser charge 
but see comments in guide]

There are some differences between the two platforms as follows:

[You can cover the differences in a number of ways such as:

• Bullet points covering the main differences

• A table covering the full differences but I would suggest having this as an appendix and summarising the 
main points in the body of the suitability report here

• If client-friendly, output of comparison tool, again as appendix with main points here]

[Add any relevant comment about differences and relevance to the client]

[If a pension – add in RU64 comment; i.e. why you are not recommending a stakeholder pension and any 
other pension switch considerations as discussed in the guide]
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[If applicable, cover any tax implications if selling units to cash. This may mean that the switch is 
not appropriate]

[If the switch is not in specie, then warning about being out of the market]

In conclusion, we believe the new platform is suitable on account of the financial strength of the 
company, the service level record (although, of course, we have still to experience this aspect 
personally) and the level of functionality you need for your investments. And, importantly, its 
lower cost. 

Important
We have made this recommendation based on what we know about your circumstances, 
needs and objectives from our previous dealings with you, including our most recent review. 
If these have changed in any way since we last met, then please let me know as this may 
affect our recommendation.

In this letter we are just giving you advice on your platform. Other advice is covered as part of our 
normal review service.

I have enclosed the full details about ABC platform, including the Key Features Document. Our 
analysis on costs includes some assumptions. A more detailed breakdown is attached, and we 
can provide more detailed information as required. 

Next steps
I will call you in a few days once you have had time to consider this to answer any questions you 
have. If you agree with our recommendation to switch and save you money, you need to [insert 
application process]. 

[Set out application process stages, timescales, and what contact the client will get; e.g. weekly 
update emails and login information, and your firm contact details; e.g. paraplanner/administrator 
if applicable]

Hopefully you will see the benefit of making this change and, although it may take a bit of time 
and effort to arrange, it will be worthwhile in the long run and save you money. 

Yours sincerely

Adviser name
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