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Developing a culture that embeds the fair treatment of customers. A 
culture that augments the General Code of Conduct for financial 

services providers (FSPs) and Representatives. 

An evidence based approach to help you demonstrate you are 
actually delivering the TCF consumer outcomes.



Outcomes-based regulation 

TCF is a legal requirement

Empowers your brand as it benefits customers and 
the organisation

TCF is an opportunity to innovate and strengthen 
your brand

TCF requires proactive leadership and ongoing 
diligence 

An ongoing journey rather than a destination



TCF Outcomes

Culture & Governance

Product Suitability

Disclosure

Suitable Advice

Meet expectations

Claims, Complaints & Changes

Consumers can be confident they are dealing with firms 
where the fair treatment of customers is central to the 
corporate culture.

Products and services marketed and sold in the 
retail market are designed to meet the needs of 
identified consumer groups and are targeted 
accordingly.

Where consumers receive advice, the advice is 
suitable and takes account of their circumstances.

Consumers are provided with clear information and 
are kept appropriately informed before, during and 
after the point of sale.

Consumers are provided with products that perform 
as firms have led them to expect, and the associated 
service is of an acceptable standard and as they 
have been led to expect.

Consumers do not face unreasonable post-sale 
barriers imposed by firms to change product, switch 
provider, submit a claim or make a complaint.



Principle	1	:	Customers	must	feel	confident	that	they	are	dealing	
with	an	ins2tu2on	where	TCF	is	at	the	core	of	their	culture.

The heart of TCF

Begin with values

Look to the future

Training and Competence Remuneration

Incentive Schemes

The key is in translating values into day to day behaviours.  
A strong, well-articulated set of values lends a sense of meaning to the 

work we do. Our values should set the scene for how we conduct 
business, and should also influence the type of people we employ.



Client centric approach

Confidential information

Legal Obligations

Relevant Accurate Timely

Acted on Recorded

MI communication

oneclearmessageoneclearmessage.co.za



Helping you develop real human-to-human communication skills 
Speaking and presentation skills to end "death by PowerPoint"  

Building Employee Engagement and Emotionally Intelligence skills  
Consulting, coaching and training 

B-BBEE Level 4 EME 
Cell +27 (0)83 229 3528  richard@oneclearmessage.co.za 

Website and blog: www.oneclearmessage.co.za
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