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Wave supports new website offering practical 
guidance on Treating Customers Fairly

At Wave we�re delighted to announce our support of �TCF Info�  
(www.tc�nfo.co.uk), a new website supported by seven founder lenders and 
aimed at helping mortgage intermediaries implement the FSA principle of treating 
customers fairly (TCF).  

TCF Info � what�s in it for you?

www.tc�nfo.co.uk is packed with practical guides, tips and tools on TCF tailored 
to the mortgage industry that you can download and own-brand for TCF awareness 
training and to help implement TCF into your daily activities and procedures. 

As well as general guidance on what TCF means on a practical level for different stages 
of the product life cycle (pre-sales, sales and after-sales) TCF Info offers checklists, 
letter templates, record-keeping logs and more. All are designed to help you get 
started and/or evidence how you are implementing TCF in your business. There are 
also mortgage speci�c case studies giving examples of potential TCF problems when 
recommending mortgages and suggested solutions to ensure best practice.

Helping prepare you for FSA inspections

The FSA has made it clear that inspections focusing on TCF are set to increase 
in the coming year. In particular they will be asking for evidence of how you are 
implementing the principle in your day to day business. TCF Info aims to offer the 
tools you need to get started or further develop your TCF strategy � and crucially, 
to enable you to show the FSA how you are doing this. 

First phase content 

TCF Info�s �rst phase content offers speci�c help in the areas of setting 
TCF objectives, staff training, complaint handling, and developing TCF MI 
(management information) to assess progress. 

A complementary TCF �News and Info� section, meanwhile, will make it easier for 
you to keep abreast of events and developments in TCF strategy relevant to the 
mortgage and wider industries and take action where necessary. 



As the site develops more checklists, logs and templates will be added to cover all 
stages in the product life cycle � including further guidance for point of sale and 
after sales activity.

TCF Info � where it all started

Wave�s involvement in the TCF Info initiative came about in response to concerns 
many of you had raised with us about what you should do in order to comply with 
TCF � and the dif�culties of interpreting a �principle� rather than a rule. There 
was particular confusion about action to take where the principle appeared to 
�con�ict� with lending criteria. Talking to other lenders it became clear that we 
� and you - were not alone. The lender group carried out research with over 300 
mortgage brokers. You told us you wanted more than just �information� about 
TCF � you also wanted material you could use as part of your TCF strategy.  
www.tc�nfo.co.uk is the result, albeit this is just the beginning.

Supporting the FSA

TCF Info isn�t a substitute for FSA rules and principles, but rather a supporting 
tool. Throughout the site there are deep links to the FSA and we encourage you to 
check relevant rules and guidance if you�re at all unsure of your speci�c obligations. 
Because each of your businesses is different, how you implement TCF on a day to 
day basis will differ too. At the very least, we hope TCF Info will give you tools you 
need to get going�

Your next steps�

To �nd out more about how TCF Info can help you meet your obligations, and to 
start implementing TCF in your mortgage intermediary business � large or small 
� go to www.tc�nfo.co.uk 

TCF Info � bene�ting you and your customers�

At Wave we hope that TCF Info will not only clarify what you need to do in relation 
to TCF, but also highlight the long-term bene�ts for you and your customers of 
embedding TCF into your �rm�s culture. 

We hope you�ll �nd the site useful and will look forward to receiving your feedback.
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Find out more at www.wave.gb.com
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