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Consumer 

Confidence 

Challenge 

Compliance 

Culture 

The 5 “Cs” 

  

Confidence:  In financial services,  
products and regulation 

Challenge:  To ourselves,  
those we regulate and  
others 

Culture:  Promoting a  
consumer-focused ethos  
among ourselves, those we 
regulate and others 

Compliance:  Through effective  
supervision and credible deterrence  
and enforcement 

Consumer:  Playing our part in putting  
Consumer protection on everyone’s 
agenda 



Consumer 
Outcomes for Consumers 

Framework must be fit 
for purpose 

The International & EU 
Agenda 

Confidence 

Challenge 

Compliance 

Culture 



Consumer 

Confidence 

Challenge 

Compliance 

Culture 
Behaviour of Firms & Individuals 

Engagement at Board Level 

Conduct Risk Frameworks 

Restoration of Trust and 
Confidence 

 



Consumer 

Confidence 

Challenge 

Compliance 
Examination of Risk Based 

Issues 

Go Beyond Minimum 
Requirements 

Demonstrating acting in 
Customers best interests  

Delegation of Activities to Third 
Parties 

Culture 



Consumer 

Confidence 
Consumers Right to Fair 

Treatment 

Expectations regarding 
Regulation 

Technological Innovation 

Errors & Complaints 

Challenge 

Compliance 

Culture 



Consumer 

Confidence 

Challenge 
To deliver on Consumer 

Protection objectives 

- Business Models 

             - Product Development 

Helping Consumers     
understand 

Compliance 

Culture 


