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Foreword

The FCA wants to enable a fair and thriving financial services market for the good of
consumers and the economy. Achieving that relies on a strong relationship between
firms and the regulator. And while that relationship may be tense with different parts
of the market at different times, it's important that the FCA listens to firms regardless
of size or business model and acts on their feedback whenever possible.

That's why our annual FCA and Practitioner Panel survey is so important. We run it
every year and monitor the progress we are making as an organisation and what we
could do better, to ensure that we are not standing in the way of firms who want to
grow and innovate. We welcome the wide-ranging and frank feedback.

We are pleased that the majority of firms have told us they have a positive view of
the FCA's performance over the last year. Firms remain satisfied with their
relationship with the FCA and are confident that the organisation can achieve its
primary objectives. This is encouraging particularly given the recent pace and
volume of regulatory change.

There were also areas where improvements could be made which the FCA will take
steps to address.

One theme from the feedback was how the FCA can deliver on its mandate to
facilitate growth and competitiveness. Since the survey was undertaken the FCA
has published its first report on the progress made on delivering this. The FCA remains
firmly committed to advancing its secondary competitiveness objective and will
continue work to strengthen wholesale markets and simplify its rulebook. Innovation
is key to growth and the FCA will continue to improve the innovation services it
already delivers.

Firms have also made it clear they are looking for the FCA to be proportionate both
when infroducing new initiatives and making requests of firms. The FCA will use the
new Cost Benefit Analysis Panel and framework to improve transparency about the
costs and benefits of new policies.

The FCA is using technology to reduce firm regulatory burden by improving the data
collections process, improving data quality, and building new firm experiences to
improve efficiency for our staff and regulated firms. The FCA will also consider how it
can engage better with smaller firms, ensuring messaging is tailored for different
audiences.

The survey has given us invaluable feedback. The FCA will use that in its day-to-day

work and as the organisation’s next strategy is developed. The Practitioner Panel will
use that to continue to enhance and challenge the FCA, especially as it refreshes its

- FINANCIAL FCA
U erlan F A SONDLGT Practitioner Panel
AUTHORITY




@ Practitioner Panel
Surve
N y

next Strategy. We look forward to working together to address the issues raised, as
well as with the other Panels throughout the upcoming year.

Nikhil Rathi Matt Hommerstein
Chief Executive Officer, FCA Chair, FCA Practitioner Panel
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Executive Summary

The Financial Conduct Authority (FCA) has a strategic objective to ensure that the
financial markets functions well. This overarching objective is underpinned by three
operational objectives:

e To ensure an appropriate degree of protection for consumers;

e To protect the integrity of financial markets and promote and enhance the UK
financial system; and

e To promote effective competition in the interests of consumers

A secondary objective to facilitate the international competitiveness of the UK
economy and its growth in the medium long term, subject to alignment with
international standards, was infroduced in the Summer of 2023.

The FCA's three-year strategy was published in 2022. It highlights key priority areas for
the FCA and desired outcomes for consumers and regulated firms. The FCA’s Annual
Report shows what they have achieved in 2023/24 and explains how they have met
their strategic and operational objectives. It also shows the progress they have
made in the second year of their three-year strategy.

The strategy highlighted three focus areas for the FCA:
e Reducing and preventing serious harm
e Setting and testing higher standards
e Promoting competition and positive change

The three-year strategy also set out 13 strategic commitments which map to the
three focus areas.

Alongside its strategy the FCA also published an Outcomes and metrics framework
which set out the outcomes the FCA is looking to achieve for consumers and market
participants.

While the FCA and Practitioner Panel Survey (FCAPP) has always been important for
measuring how the FCA is doing against its key strategic and operational objectives
and for assessing the mood of regulated firms, it is now also one of the key data
sources used to measure progress towards its desired outcomes.

FCA and Practitioner Panel Survey (FCAPP)

The FCAPP began in 1999 and gathers firms’ views on how the FCA is carrying out its
regulatory responsibilities. It is conducted among Chief Executives and/or Heads of
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Compliance from a range of different financial organisations regulated by the FCA.
As a survey of the whole industry — across all sectors and with firms of all sizes - the
survey provides valuable, up-to-date feedback from firms for both the Panel and the
FCA. The data collected measures not only how the industry feels the FCA is
performing against its objectives, but also firms’ attitudes towards regulation, how
well the industry feels the FCA communicates with them, their overall level of
engagement with the regulator, and current or future concerns.

The survey provides a valuable vehicle for measuring long-term trends and change
over time. It has adapted over time to reflect both changes in the regulatory
environment as well as the changing priorities and concerns of the Panel and the
FCA. This year the survey has been streamlined to help increase both engagement
and response rate and ask questions about the new secondary growth and
competitiveness objective.

The latest wave of the survey was conducted by Verian on behalf of the FCA and
the Panel. Fieldwork took place between February and April 2024. In total, 6,608 non-
consumer credit firms completed the survey; aresponse rate of 39%!. The results for
consumer credit firms are based on responses from 960 firms (a response rate of
12%2) and are presented separately.

FCA Supervision categorisation

While providing an overview of the industry as a whole, results are also presented for
separate supervisory groups.

Fixed portfolio firms are a small population of firms (out of the total number regulated
by the FCA) that, based on factors such as size, market presence and customer
footprint, require the highest level of supervisory attention. These firms are allocated
a named individual supervisor and are proactively supervised using a continuous
assessment approach.

Flexible portfolio firms are proactively supervised through a combination of market-
based thematic work and programmes of communication, engagement and
education actively aligned with the key risks identified for the sector in which the
firms operate. These firms use the FCA Supervision Hub as their first point of contact
as they are not allocated a named individual supervisor.

The makeup of the final achieved sample is such that flexible firms constitute the
majority of respondents (99%). This reflects the fact that flexible firms represent the

YIn comparison, the response rate among non-consumer credit firms was 34% in 2022-23.

2 In comparison, the response rate among consumer credit firms was 17% in 2022-23, but this
was in part due to an experiment whereby a sub-set of consumer credit firms were sent a
letter encouraging them to take part (30% RR). Among those who did not receive the letter
the response rate was 12%.
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majority of all FCA regulated firms. In light of this, results for the whole sample will be
almost identical to results for the flexible firms in isolation. Within this report, results will
be reported at a fixed and flexible firm level.

Satisfaction and effectiveness

Firms were asked to rate their satisfaction with the relationship they have with the
FCA, and how effective the FCA has been in regulating the financial services
industry in the last year.

Among fixed firms, satisfaction with their regulatory relationship has increased,
correcting the decline seen in 2022-23, with a mean score of 7.4 out of 10
(compared with 6.9 in 2022-23 and 7.3 in 2021). The effectiveness score has also
registered a similar correction over the same period, with a mean score of 7.2 out of
10 (compared with 6.7 in 2022-23 and 7.2 in 2021).

Satisfaction levels among flexible firms has also improved slightly compared with
2022-23. The mean score out of 10 was 7.4 in 2023-24 and 7.2 in 2022-23. Flexible
firms’ rating of the effectiveness of the FCA in regulating the industry has increased
from 6.9 in 2022-23 to 7.2 in 2023-24.

Drivers of satisfaction and effectiveness

Interrogating the data shows the factors that are important in driving levels of
satisfaction with the FCA and perceptions of its effectiveness.

This analysis identified three main priorities for improvement, where performance is
lower in the areas that firms identify as important. These priority areas were:

. Promoting effective competition in the interests of consumers in the
financial markets

. Delivering on its secondary international competitiveness and growth
objective (SICGO)

. Adapting regulatory requirements to respond efficiently to innovation and
new challenges

Objectives

Firms were asked how confident they felt that the FCA's oversight of the industry will
deliver on its strategic and operational objectives.

More than nine in ten fixed firms (94%) were confident that the FCA was delivering

on its strategic objective of ensuring financial markets function well, an increase from
88% in 2022-23. Fixed firms expressed similar levels of confidence in the FCA's first two
operational objectives: securing an appropriate degree of protection for consumers
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(92%) and protecting and enhancing the integrity of the UK financial system (97%).
Fixed firms expressed a lower level of confidence in relation to the third operational
objective, with 68% saying they were confident that the FCA is delivering on its
objective to promote effective competition. While this remains lower than the levels
seen between 2018-2021, this is slightly up on the levels seen in 2022-23 (65%).

A similar pattern of results was in evidence for flexible firms. More than eight in ten
flexible firms were confident in the FCA's ability fo ensure financial markets function
well (84%), secure protection for consumers (84%), and protect the integrity of the
financial system (83%). Seven in ten were confident that the FCA is promoting
effective competition (70%), up slightly since 2022-23 (67%) and comparable to pre-
Covid levels.

The objective to promote effective competition in the interests of consumers has
consistently been subject to lower levels of confidence when compared with the
FCA's other objectives. There is also continuing evidence that this objective is the
least well understood by firms.

This wave of the survey was the first in which firms were asked to provide feedback
on the FCA's secondary international competitiveness and growth objective
(SICGO). The recency of the SICGO's introduction is potentially reflected in both a
lower confidence that the FCA will be able to deliver on this objective and a lower
overall understanding of what the FCA is trying to achieve through the SICGO,
compared to the more established primary objectives.

Three in ten fixed firms (29%) expressed confidence in the FCA’s ability to meet the
SICGO, while almost half (47%) said that they were not confident, while a quarter
(24%) said that they did not know. Flexible firms were more likely than fixed firms to
express confidence in relation to this objective, with six in ten (58%) giving this
response. A quarter (24%) said that they did not have confidence, while two in ten
(19%) said that they did not know. However, in both instances understanding around
the SICGO was relatively low with six in ten fixed firms (64%) and less than half of
flexible firms (45%) stating they understood fairly or very well what the FCA is trying to
achieve through the SICGO.

FCA'’s approach to identifying risk

Fewer than one in ten fixed firms (6%) and flexible firms (8%) felt there were
significant or emerging risks in their market(s) that the FCA was not currently aware
of. While this is broadly unchanged among flexible firms (8% in 2022-23 and 9% in
2021), there has been a notable decline among fixed firms in recent years, from 21%
in 2021 and 10% in 2022-23.

When asked whether the FCA is reactive or proactive in identifying risk, most firms felt
the FCA takes a balanced approach, with two-thirds of fixed firms (68%) and just
under half of flexible firms (48%) expressing the view that the FCA is proactive and
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reactive in equal measure. However, there was a clear sense among a minority of
firms that the FCA tends to be reactive, rather than proactive, with a quarter of fixed
firms (25%) and around three in ten flexible firms (31%) considering the FCA’s
approach to be mainly reactive.

Impact of regulation

More than eight in ten fixed firms (84%) agreed that FCA regulation enhances the
reputation of the UK as a financial centre with three-quarters (75%) agreeing that
FCA regulation delivers better outcomes for customers, with both of these seeing
notable increases since 2022-23 (78% and 63%, respectively, in 2022-23). By
comparison, agreement that FCA regulation is aligned with rules imposed by other
regulators (51%) and acts proportionately (34%) are broadly unchanged since 2022-
23 among fixed firms.

Flexible firms were similarly positive as to the impact of most aspects of FCA
regulation. A maijority of flexible firms agreed that FCA regulation enhances the
reputation of the UK as a financial centre (73%); delivers better outcomes for
consumers (60%); is aligned with rules imposed by other regulators (49%) and acts
proportionately (42%), with the latter seeing an increase in agreement since 2022-23
(36%).

Trust and confidence

Fewer fixed firms register a drop in trust compared with the previous survey in 2023-
24, with fewer than one in ten fixed firms (9%) saying that their tfrust had decreased
over the last 12 months compared to 22% in 2022-23. Instead, fixed firms are more
likely to say their trust has stayed the same over the last 12 months (77%) compared
with 2022-23 (67%), with the percentage of firms saying their frust had increased at
14%, up from 12%.

The trend among flexible firms was less marked, with similar levels of trust compared
to 2022-23; in both years around one in ten flexible firms said their trust in the FCA
had increased in the last 12 months, which was balanced by a similar proportion
saying their trust had decreased in the same period.

Fixed and flexible firms were generally positive about FCA supervisors and FCA staff,
although there is a drop in agreement among fixed firms in relation to FCA
supervisors being knowledgeable about FCA rules and requirements, down from 87%
in 2022-23 to 77% in 2023-24. By comparison, agreement to all other statements is
comparable to 2022-23 or slightly up year on year.

FCA communication

A majority of fixed and flexible firms agreed that FCA communication is consistent,
clear and relevant.
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Fixed firms used a wide range of information sources to learn about regulation and
the FCA, while flexible firms were most likely to use the FCA website and/ or its
monthly newsletter, Regulation Round-up.

While the FCA’s engagement with stakeholders when developing new regulations
and reforms is seen positively, there is some room for improvement, particularly
among flexible firms where one in ten are unsure if the engagement leads to more
effective regulation (12%) and just under one in ten actively disagree (9%).

Data/ information requests

Two thirds of fixed firms feel they received a lot of data/ information requests from
the FCA, with four in ten (39%) saying they received a lot of requests but understood
the reasons, and another 28% saying they received more than seemed necessary,
with a third considering the number of requests to be about right. This represents an
increase in dissatisfaction on the 2022-23 survey where 18% of fixed firms felt the
number of requests was more than seemed necessary.

While the response among flexible firms is almost identical to the fixed firms in 2023-
24, this represents a slight improvement among flexible firms. The number of flexible
firms who say they receive more than seem necessary (28%) is slightly down on the
levels seen in 2022-23 (32%).

Views on various aspects of the data/ information requests process varied. Six in ten
fixed firms (60%) felt the information requested is difficult to collate, while half felt
they did not have enough time to compile the request (50%) and a similar number
(47%) felt that the FCA did not review the information in a timely manner. In
comparison, three in ten flexible firms (30%) agreed that requests are often difficult to
collate. Furthermore, around three in ten fixed firms (28%) and flexible firms (29%) said
that they didn’t know whether the FCA makes good use of the data/ information
that their firm provides.

Appointed Representatives

Firms with Appointed Representatives were asked how firms in their sector had
changed the way they oversee Appointed Representatives because of the FCA’s
actions in the last 12 months. The majority of firms (63%) reported an increase in
oversight in the last 12 months. Only 1% of firms said that oversight of Appointed
Representatives in their sector had decreased in the previous 12 months, with three
in ten (28%) saying it had stayed the same.

Operational Resilience

Nearly all fixed firms (97%) said that they were aware of the FCA’s work to ensure
that firms are operationally resilient, with nine in ten (21%) also stating that
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operational resilience had become more of a priority for them over the previous 12
months.

Responses were more varied among flexible firms. Nine in ten flexible firms (91%)
were aware of the FCA's work to ensure that firms are operationally resilient, with six
in ten flexible firms (61%) stating that operational resilience had become more of a
priority over the previous 12 month. However, a third (34%) said that it had not.

Verian | FCA & Practitioner Panel Survey | October 2024 | 12
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1 Performance of the FCA as a regulator

This chapter covers firms:

e Satisfaction with their relationship with the FCA.

e Perceptions of the FCA's regulatory effectiveness.

e Perceptions of the FCA’'s performance against its strategic and operational
objectives; and

e Perceptions of the FCA's approach to identifying and addressing risks.

1.1 Satisfaction with relationship with the FCA

Firms were asked to rate how satisfied they are with the relationship they have with
the FCA on a scale of 1 (extremely dissatisfied) to 10 (extremely satisfied). Individual
scores were grouped into bands to represent ‘low’ (1 to 3), ‘'moderate’ (4 to 6), and
‘high’ (7 to 10) levels of satisfaction (Figure 1.1).

Satisfaction among fixed firms has increased since 2022-23, with the mean score rising
from 6.9 to 7.4. There was also a significant increase in the proportion of fixed firms
reporting a ‘high’ level of satisfaction (7 to 10), from 65% in 2022-23 to 84% in 2023-24.
This represents the highest level of satisfaction ever recorded in the survey by fixed
firms, slightly surpassing the 81% figure recorded in 2021.

Satisfaction levels have also risen among flexible firms over the last 12 months. The
mean score rose from 7.2 in 2022-23 to 7.4 in 2023-24, while the proportion of flexible
firms giving a *high’ level of satisfaction (7 to 10) increased from 70% in 2022-23 to 74%
in 2023-24. While this is slightly lower than pre-pandemic levels, satisfaction among
flexible firms is at its highest since 2019.
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Figure 1.1 - Satisfaction with relationship with the FCA (2017 to 2023-243)

Mean
Fixed Firms score
23-24 16% 84% 7.4
22-23 32% 65% 6.9
2021 19% 81% 7.3
2020
2019 29% 69% 6.9
2018 7.3
2017 32% 67% 6.9
Flexible Firms
23-24 B4 22% /4% /.4
22-23 7.2
2021 7.3
2020
2019 7.6
2018 7.6
2017 20% /7% 7.5

m]to3 m4to 6 m/to 10

Q1. Taking into account all of your firm's dealings with the FCA, how satisfied are you with the relationship#
Base: All non consumer credit firms; Fixed — 2023-24 [47); 2022-23 (40): 2021 (58): 201% (71): 2018 (65); 2017 (74); 2018 (62)

Flexible — 2023-24 [6,561); 2022-23 (4,227); 2021 (3,551); 2019 (2,817); 2018 (2,548); 2017 (2,156); 2014 (3,295
Mean Score: 10 = Extremely satisfied, 1 = Bxremely dissatisfied

1.2 Effectiveness of the FCA

Firms were asked how effective the FCA has been in regulating the financial services
industry in the last year, again using a 10-point scale with 1 being not at all effective
and 10 being extremely effective (Figure 1.2).

As with satisfaction, fixed firms were more likely to view the FCA as being effective in
regulating the industry compared with 2022-23, returning to the same levels seen in
2021. The mean score rose from 6.7 in 2022-23 to 7.2 in the latest survey. There was also
a significant increase in the proportion of fixed firms giving a ‘high’ score (7 to 10) for
effectiveness, from 65% in 2022-23 to 84% in 2023-24, equalling the levels seen in 2021.

Similarly, the perceived effectiveness of the FCA also rose among flexible firms. The
mean score rose from 6.9 in 2022-23 to 7.2 in the latest survey. Seven in ten flexible firms
(70%) gave a high effectiveness score, representing an increase from 65% in 2022-23
and comparable with the 69% seen in 2021.

3 The percentage figures for scores of 1 to 3 (out of 10) are only explicitly shown where the figure is
4% or higher (as shown for fixed firms in 2021, 2022-23 and 2023-24). Where the figure is below 4%
the actual figure is not shown in the chart. In a limited number of cases the overall total does not add
up to 100% due to rounding.
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Figure 1.2 - Perceived effectiveness of the FCA in regulating the financial services
industry in the last year (2017 to 2023-24)

Mean
Fixed Firms score
23-24 16% 84% 7.2
2223 A 30% 65% 6.7
2021 14% 84% 7.2
2020
2019 6.8
2018 6.9
2017 6.8
Flexible Firms
23-24 A 24% A /.2
22-23 6.9
2021 7.1
2020
2019 7.2
2018 71
2017 70

mlto3 m4to 6 m7/to 10
Q2. Overall, from your firm's perspective, how effective has the FCA been in regulating the financial services industry in the last year?
Base: All non consumer credit firms; Fixed — 2023-24 (47); 2022-23 (50); 2021 (58); 2019 (71); 2018 (&5); 2017 (74): 2016 (62)
Flexible — 2023-24 (6,561); 2022-23 (4,227); 2021 (3,551); 2019 (2,817); 2018 (2,548): 2017 (2,156); 2016 (3,295)
Mean score: 10 = Extremely effective, 1 =Not at all effective

1.3 Drivers of satisfaction and effectiveness

Further exploration of the data shows the factors that are important in driving levels of
satisfaction with the FCA, and perceptions of its effectiveness. Figure 1.3 plots the
FCA's performance on the y-axis against each factor’s level of importance in driving
satisfaction and effectiveness on the x-axis.
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Figure 1.3 — Key Driver Analysis: key areas to maintain and improve

Continue doing well

| Enmring that relevant financial markets
function well

B Securing an appropriate degree of
protection for consumers

® Ensuring communications to firms are
COMNSISTENT

B Ensuring communications to firms are
CLEAR

High

Main areas to improve

Performance
(based on responses
in the questionnaire)

B Acting proportionately, so that B Prometing effective competition in the
the costs imposed on firms are interests of consumers in the financial
proportionate to the benefits markets
gained B Delivering on SICGO

B Requesting information from firms | m Adapting regulatory requirements to

3 that is less difficult to collate respond efficiently to innovation and
g | = Reviewing information sent by new challenges

firms in a timely manner

Low High
Importance
(as drivers of satisfaction and/ or effectiveness)

There are two key areas which the FCA needs to focus on to maintain and improve
safisfaction: first, to continue doing well in areas which are important drivers of
satisfaction and where it is already performing well (top right quadrant); and second,
to improve in areas where it is not doing so well (bottom left and right quadrants).

Figure 1.3 shows that the FCA is performing well in relation to its strategic objective of
ensuring that financial markets function well, and in its operational objective to
protect consumers, and that their performance in these areas is having a positive
impact on firms’ attitudes towards the regulator.

The FCA is also performing well in how it communicates to firms: firms regard FCA
communication as being clear and consistent. These areas have a strong impact on
firms’ impression of the FCA and so need to be maintained.

The FCA's priority areas for improvement (bottom right quadrant) are:

e Promoting effective competition in the interests of consumers in the financial
markets.

e Delivering on its secondary international competitiveness and growth
objective (SICGO).

e Adapting its regulatory requirements to respond efficiently to innovation and
new challenges.
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Enabling and supporting innovation remains an area of concern for firms. Adapting
regulatory requirements to respond efficiently to innovation and new challenges was
also identified as a main area to improve in 2022-23, and a similar aspect of the FCA's
work (Being effective in facilitating innovation within UK financial services) was
identified as a main area for improvement in 2019.

Secondary areas to improve (bottom left quadrant) are those areas where FCA
performance is also lower, but which are less important to firms. The main secondary
areas to improve are acting proportionately so that the costs of regulation are
proportionate to the benefits gained, requesting information from firms that is less
difficult fo collate, and reviewing information sent by firms in a timely manner.

Acting proportionately in terms of costs vs benefits was identified as a main area for
improvement in each of the previous three survey waves (2019, 2021 and 2022-23),
but this yearis only a secondary area forimprovement4. While the FCA’s performance
on this measure is still relatively low compared to other aspects of the FCA's work,
there has been some improvement over the last 12 months. This year, four in ten firms
(42%) agreed that the FCA acts proportionately in this regard, compared with just over
a third (36%) in 2022-23.

1.4 Performance against objectives

Firms were asked how confident they felt that the FCA’s oversight of the industry
delivers on its objectives, including its single strategic objective of ensuring financial
markets function well and its three operational objectives.

Performance against the FCA's strategic objective

More than nine in ten fixed firms (94%) were confident that the FCA was delivering on
its strategic objective to ensure that financial markets function well. This represents a
rise in confidence from 88% 2022-23 (Figure 1.4).

Confidence among flexible firms has also risen, from eight in ten (80%) in 2022-23 to
84% in 2023-24 (Figure 1.5).

4 Although this remains an area for improvement, the key drivers analysis has identified that
delivering improvements in other areas (those shown in the bottom right quadrant) such as
‘oromoting effective competition in the interests of consumers in the financial markets’ is
likely to have a stronger overall impact on both satisfaction with the FCA and the perceived
effectiveness of the FCA overall.
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Figure 1.4 - Levels of confidence in the FCA'’s ability to deliver on its objectives among
fixed firms
(% very/ fairly confident)

Fixed 2017 Fixed 2018 Fixed 2019 mFixed 2021 mFixed 2022-23 mFixed 2023-24

96% 96% 94 047, 96% 94 97%
N1% gpormmece’ oo’ Pa0nepaI2R92% IR o 94%93
I I 54%
Ensuring financial markets Securing protection for Protectingintegrity of the Promoting effective
functionwell consumers financial system competition

Q3. How confident are you that the FCA's oversight of the industry delivers on the following statutory objectives?
Base: All fixed firms: 2017 (73); 2018 (85); 2019 (71); 2021 (58); 202223 (60); 202324 (47)

Figure 1.5 - Levels of confidence in the FCA'’s ability to deliver on its objectives among
flexible firms
(% very/ fairly confident)

® Flexible 2017 Flexible 2018 Flexible 2019 Flexible 2021 m Flexible 2022-23 m Flexible 2023-24

88%
B86% T 88% g4z 85% 5% 47, . 84% 85% 86% 84% . 83%
79% 80% 79% 279, g 6%
72% 709,
60%
Ensuring financial markets Securing protection for Protectingintegrity of the Promoting effective
functionwell consumers financial system competition

Q3. How confident are you that the FCA's oversight of the industry delivers on the following statutory objectives?
Base: All flexible firms: 2017 (2,007); 2018 (2,548); 2019 (2,817); 2021 (3,551); 202223 (4,227); 2023-24(6,561)
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Performance against the FCA's operational objectives

In general, confidence in the FCA’s ability to deliver on its 3 operational objectives has
risen over the last 12 months, among both fixed and flexible firms.

More than nine in ten fixed firms reported confidence in relation to securing protection
for consumers (92%, unchanged since 2022-23) and protecting the integrity of the
financial system (97% compared with 93% in 2022-23).

Flexible firms reported similar levels of confidence in relation to both these objectives:
84% said that they were confident in relation to securing protection for consumers
while 83% said that they were confident in relation to protecting the integrity of the
financial system. Both results represent a slight increase in confidence compared to
the corresponding figures from 2022-23 (81% and 80% respectively).

Since 2017, the objective to promote effective competition in the interests of
consumers in the financial markets has consistently had lower levels of confidence
among firms compared with confidence in the FCA's other objectives. In 2023-24,
around seven in ten fixed firms (68%) and flexible firms (70%) were confident that the
FCA promotes effective competition for consumers. This represents a slight rise in
confidence among flexible firms, from around two-thirds of firms (67%) in 2022-23,
albeit this is still below the levels registered in 2021.

Performance against the secondary objective (SICGO)

Alongside its primary strategic objective and operational objectives, the FCA has a
secondary international competitiveness and growth objective (SICGO), infroduced
in August 2023. This wave of the survey was the first in which firms were asked to
provide feedback on this objective.

Firms were asked how confident they felt that the FCA’'s oversight of the industry
delivers on this objective (Figure 1.6).

Three in ten fixed firms (29%) expressed confidence in the FCA's ability to meet this
objective. Almost half (47%) said that they were not confident, while a quarter (24%)
said that they did not know.

Flexible firms were more likely than fixed firms to express confidence in relation to this
objective, with six in ten (58%) giving this response. A quarter (24%) said that they did
not have confidence, while two in ten (19%) said that they did not know. There is
evidence to suggest that some flexible firms are responding from a position of limited
knowledge. Among flexible firms who expressed confidence that the FCA is delivering
on the SICGO, three in ten (29%) also said that they did not have a good
understanding of what the FCA is trying to achieve through this objective.
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Figure 1.6 - Levels of confidence in the FCA’s ability to deliver on its secondary
objective (SICGO)

Fixed 29% 47% 24%
m Very/ Fairly confident  mNot very/ atf all confident  mDon't know

Flexible 58% 24% 19%

G5, Alongside its pimary strategic and operational objectives, the FCA has a secondary infernational competitiveness and
growth objective [SICGO). How confident are you that the FCA's oversight of the industry delivers on this objective?
Base: All non consumer credit firms; Fixed [47), Flexible (6,561}

1.5 Understanding of the FCA'’s objectives

As well as being asked about their confidence in the FCA’s ability to meet its
objectives, firms were also asked how well they understood what the FCA is trying to
achieve through each objective (Figure 1.7).

Overall, self-reported understanding is high. All or almost all fixed firms claimed to
understand ‘very’ or ‘fairly’ well what the FCA is trying to achieve through its objectives
to:

Ensure relevant financial markets function well (100%)

Secure an appropriate degree of protection for consumers (94%)

Protect and enhance the integrity of the UK financial system (100%), and
Promote effective competition in the interests of consumers in the financial
markets (90%)

Understanding of the effective competition objective has increased among fixed firms
over the last 12 months, from 77% in 2022-23 to 90% in 2023-24.

Among flexible firms, levels of understanding were similarly high across these
objectives, with around nine in ten flexible firms claiming to understand what the FCA
was trying to achieve through each of its first three objectives (91%, 93% and 90%,
respectively). As has been the case for many years, understanding was slightly lower
in relation to the competition objective, with 81% of flexible firms claiming to
understand what the FCA is frying to achieve. This slightly lower level of understanding
among flexible firms about what the FCA is trying to achieve in terms of promoting
effective competition may explain the lower levels of confidence that firms have that
the FCA is delivering on this objective.

Across all objectives, levels of understanding among flexible firms was largely
unchanged compared with 2022-23.
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Figure 1.7 - Extent to which firms understand what the FCA is trying to achieve through
its objectives
(% very/ fairly well)

100%

Ensuring relevant financial markets

function well 91%

® Fixed

Securing an appropricte degree of 4%
protection for consumers

93%  wFlexible

Protecting and enhancing the 100%

integrity of the UK financial system

Promoting effective competition in
the interests of consumers in the
financial markets

Q4. How well would you say your firm understands what the FCA is trying to achieve through the following objectives?
Base: All non consumer credit firms: Fixed (47), Flexible [6,561)

Two thirds of fixed firms (64%) said that they understand, either very or fairly well, what
the FCA is frying to achieve through its secondary international competitiveness and
growth objective (SICGO) (Figure 1.8). A third said that they do not understand what
the FCA is trying to achieve (32%). while a small minority (4%) said that they did not
know.

Fewer than half of flexible firms (45%) said that they understand what the FCA is trying
to achieve through this objective, with four in ten (40%) saying that they did not
understand and 15% saying that they did not know.

Figure 1.8 - Extent to which firms understand what the FCA is trying to achieve through
its secondary objective (SICGO)

Fixed 64% 32% 4%
m Very/ Fairly well m Not very/ at all well m Don't know
Flexible 45% 40% 15%

Q6. How well would you say your firm understands what the FCA is trying to achieve through the secondary international
competitivenass and growth objective [SICGO)?
Base: All non consumer credit firms; Fixed (47], Flexible (6,561)
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1.6 Dual regulation

Firms that are under the supervision of the Prudential Regulation Authority (PRA) and
are also regulated by the FCA are known as dual-regulated firms. A total of 810 dual-
regulated firms were invited to take part in the survey and 362 of them responded.
These firms were asked a question to assess their understanding of the distinction
between the two regulators and to assess how well they feel the two regulators are
coordinated. Given that the question was asked of a much smaller sample overall,
results are shown based on all dual-regulated firms without any distinction between
fixed and flexible firms.

Eight in ten dual-regulated firms (82%) reported a clear understanding of the
distinction between the PRA’s and FCA's regulatory objectives, while six in ten (64%)
believed that the PRA and FCA are appropriately co-ordinated in their supervision
(Figure 1.9). While levels of understanding were unchanged since 2022-23, firms were
more likely to feel that the two bodies are appropriately co-ordinated compared with
12 months ago (when the equivalent figure was 60%).

Figure 1.9 - Extent to which firms agreed or disagreed with statements about dual
regulation

My firm has a clear understanding of the

distinction between the FCA's regulatory o
objectives and those of the Prudential i . /%

Regulation Authority (PRA)

m Agree m Neither agree nor disagree  ® Disagree Don't know

The FCA and the PRA are appropriately co-
ordinated in their supervisicn of my firm,
faking info account their respective
regulatory objectives

Q8. And to what extent would you agree ordisagree with the following statementsg
Base: All dualregulated non consumer credit firms (262)

1.7 Identifying risks

An important thread running through the FCA's three-year strategy is the need to
better identify and understand emerging risks in the financial markets and to act on
them quickly to prevent harm to consumers. Firms were asked if they felt there were
any emerging risks in their markets which the FCA was not aware of (Figure 1.9) and
whether they felt the FCA took a mainly reactive approach to risk by relying on
information and intelligence provided by the industry or a proactive approach by
taking steps to uncover risks themselves (Figure 1.10).
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Figure 1.9 — Whether firms feel there are any significant or emerging risks the FCA is
not aware of

Fixed Flexible

8%

= Yes

= No

= Don't know

Q@18 Do you feel there are any significant or emerging risks in your market that the FCA is not curently aware of ¥
Base: All firms: Fixed (47), Flexible (6,541)

Fewer than one in ten fixed firms (6%) and flexible firms (8%) felt there were
significant or emerging risks in their market(s) that the FCA was not currently aware
of. For fixed firms this declined from 2022-23 (10%) and 2021 (21%). By contrast, the
proportion of flexible firms giving this response has not changed over the last 3 years
(8% in 2023-24 and 2022-23 and 9% in 2021).

When asked whether the FCA is reactive or proactive in identifying risk, most firms felt
the FCA takes a balanced approach, with two-thirds of fixed firms (68%) and just
under half of flexible firms (48%) expressing the view that the FCA is proactive and
reactive in equal measure (Figure 1.10).

Figure 1.10 - Firms’ view of FCA’s approach to identifying risk

Fixed Flexible

= Mainly PROACTIVE
= Mainly REACTIVE
= Both equally

= Don't know

Q19. Which of the following best describes your view of the FCA’s approach to identifying risk? In order to identify risks,
would you say that the FCAis...
Base: Allnon-consumer credit firms; Fixed (47), Flexible (6,561)
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However, there was also a clear sense among a minority of firms that the FCA tends
to be reactive, rather than proactive, with a quarter of fixed firms (25%, down from
40% in 2022-23) and around three in ten (31%, comparable to 32% in 2022-23) flexible
firms considering the FCA's approach to identifying risk to be reactive. In
comparison, fewer than one in ten firms (7% of fixed firms and 9% of flexible firms)
viewed the FCA's approach to identifying risk as proactive.

Overall, there has been an improvement in firms’ views on the FCA's approach to
identifying risk. This is most pronounced among fixed firms, with just under seven in
ten fixed firms (68%) considering the FCA to have a balanced approach to
identifying risk compared to 52% in 2022-23. By comparison, just under half of flexible
firms gave a similar viewpoint in 2023-24 (48%), compared to 43% in 2022-23.

1.8 FCA focus

To better understand how firms perceive the FCA's efforts to promote effective
competition, firms were asked about a series of measures the FCA takes as part of its
work to promote effective competition. They were also asked whether they felt the
emphasis placed by the FCA on each measure is too much, too little, or about right.

For nearly all measures, most fixed and flexible firms felt the FCA’'s emphasis is about
right in tferms of how it promotes effective competition. However, just under half of
fixed firms (47%) said that the FCA does ‘too much’ in terms of regulating the price of
products and services. Flexible firms were less likely than fixed firms to feel there was
too much emphasis on regulating the price of products and services, but still around
one in five (21%) did think this was the case. For all the other measures only small
numbers of fixed or flexible firms felt the FCA’'s emphasis was too much. (Figure 1.11).

Verian | FCA & Practitioner Panel Survey | October 2024 | 24



@ Practitioner Panel
Surve
5 y

Figure 1.11 - Firms’ perception of the relative emphasis the FCA places on different
measures as part of its work to promote effective competition

m Too much
emphasis

47%

m About right

mToo little

hodi
47% emphasis

Don't know

Fixed Flexible Fixed Flexible Fixed Flexible Fixed Flexible Fixed Flexible Fixed Flexible
Regulating the price of Making it easier for Regulating the Making it easier for Conltrolling enfry of new  Supporting innovation
products and services consumers to understand quality of consumers to switch firmsinto the market within the industry

and compare products products and products and services
and services services

Q27. Thinking now about the FCA's work fo promote effective competition within the industry. Do you think the
emphasis the FCA places on the following areas is too much, about right or too little?
Base: All non-consumer credit firms; Fixed (47), Flexible (6,561)

While few firms believe that the FCA demonstrates too little emphasis on most
measures, a quarter of fixed firms (26%) and almost one in five (19%) flexible firms felt
there was ‘too little emphasis’ on supporting innovation within the industry. Fixed
firms’ perception of the FCA's focus on supporting innovation improved year-on-

year, with the proportion selecting ‘too little emphasis’ falling from 37% in 2022-23 to
26% in 2023-24."
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This chapter examines the extent to which firms frust the FCA as an organisation and
have confidence in FCA staff.

2.1 Overall trust in the FCA

Firms were asked how their frust in the FCA had changed over the last 12 months. As
in all previous waves of the survey the maijority of both fixed firms (77%) and flexible
firms (76%) said that their trust in the FCA had stayed the same over the last 12 months.

Levels of trust among fixed firms had improved compared with the previous survey,
returning fo levels seen in 2021. Around one in ten (9%) said their frust in the FCA had
decreased over the last 12 months compared with 22% who reported this in the 2022-
23 survey and 11% in 2021. (Figure 2.1).

Figure 2.1 — How firms’ level of trust in the FCA had changed over the last 12 months

Fixed Firms

2023-24
2022-23
2021
2019
2018
2017

Flexible Firms

2023-24
2022-23
2021
2019
2018
2017

B Increased B Stayed the same B Decreased

Q7. Over the last 12 months, would you say your firm's trust in the FCA has...
Base: All firms: Fixed — 2023-24 (47); 2022-23 (40); 2021 (58); 2019 (71); 2018 (65); 2017 (74); 2016 (62)
Flexible —2023-24 (6,561); 2022-23 (4,227); 2021 (3,551); 2019 (2,817); 2018 (2,548); 2017 (2,156); 2016 [3.295)
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In 2023-24, 13% of flexible firms reported their trust in the FCA had increased in the last

12 months while 10% said it had decreased in the last 12 months. This showed little
change from the last two surveys.

2.2 Assessment of FCA supervisors/staff

Firms were asked to what extent they agreed or disagreed with a series of statements
about FCA staff and supervisors. Due to the differences in the way fixed and flexible
firms interact with the FCA, fixed firms were asked about supervisors while flexible firms
were asked about FCA staff in general.

Fixed firms were generally positive about FCA supervisors. Over three-quarters of fixed
firms (77%) agreed that FCA supervisors are knowledgeable about FCA rules and
requirements, while 72% agreed their approach is consistent with that of FCA leaders
and the FCA'’s wider policy. Seven in ten (70%) felt that FCA supervisors exercise good
judgement. Around two thirds of fixed firms (66%) agreed that supervisors are
appropriately qualified and have the necessary skills to undertake the role and a
similar proportion of fixed firms (65%) felt they have sufficient experience. Fixed firms
were least likely to agree that supervisors have sufficient knowledge to understand
their firm, albeit with around six in ten (62%) still agreeing with this statement (Figure
2.2).

Figure 2.2 - Extent to which fixed firms agreed or disagreed that their FCA supervisors...

... are knowledgable about FCA rules and requirements 77% 12% 8%

... have an approach consistent with that from the leaders of o7
the FCA, and the FCA's wider policy approach 72% 12% | 99

... exercise good judgement 70% 20% 7%

... are appropriately qudlified and have the necessary skils to 66% 21% 8
(+] (+]

undertake therole g

... have sufficient experience 65% 17% 16%

... have sufficient knowledge to understand my firm 62% 16% 21%

m Agree  mNeither agree nor disagree B Disagree Don't know

@25, Inrelation to your FCA supervisors, to what extent to do you agree or disagree with the following statements?
Base: All fixed firms (47)

These levels of agreement are largely similar to both 2022-23 and 2019, but are lower
than the levels reported in the 2021 survey. While agreement levels have largely
stayed the same compared with the 2022-3 survey, agreement that supervisors are
knowledgeable about FCA rules and requirements has fallen among fixed firms from
87% in 2022-23 to 77% in the current year.
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However, levels of agreement that FCA supervisors have sufficient knowledge to be
able to understand their firm have slightly increased from 57% in 2022-23 to 62% in the
current year, returning to levels seen in 2019. (Figure 2.3).

Figure 2.3 - Fixed firms’ perception of FCA supervisors, year on year (% agree)

m2019 m 2021 m2022-23 2023-24

My FCA supenvisors My FCA supervisors' My FCA supervisors My FCA supervisors My FCA supenvisors My FC A supervisors

are knowledgeable approachis exercise good are appropriately have sufficient have sufficient
about FCArules and  consistent with that judgement qualified and have experience knowledge to
requirements from the leaders of the necessary skills to understand my firm
the FCA, and the undertake the role
FCA's wider policy
approach

@26, Inrelation to your FCA supervisors, to what extent 1o do you agree or disagree with the following statementsg
Base: All fixed firms: 2019 (71); 2021 (58); 2022-23 (40, 2023-24 (47)

Flexible firms were asked a sub-set of the statements in relation to FCA staff in general
rather than supervisors. Although most flexible firms were positive about FCA staff, they
generally had a less positive attitude compared with fixed firms, although this is
perhaps to be expected given that they do not have the same relationship with the
FCA as fixed firms, such as being assigned a named supervisor.

Two thirds of flexible firms agreed that FCA staff are knowledgeable about FCA rules
and requirements (67%, up from 62% in 2022-23) and that guidance provided by FCA
staff is consistent with the FCA's wider policy objectives (58%, up from 54%). Just over
half of flexible firms agreed that FCA staff are sufficiently experienced (53%, up from
47% in 2022-3) and that staff are appropriately qualified (51%. up from 45% in 2022-23)
Only arelatively small proportion of flexible firms disagreed with any of the statements.
(Figure 2.4).
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Figure 2.4 - Extent to which flexible firms agreed or disagreed that FCA staff...

... are knowledgable about FCA rules and requirements 67% 19% 5% 9%

...provide guidance which is consistent with that from the o7
leaders of the FCA and the FCA's wider policy approach 58% 24% ST S0

... have sufficient experience 53% 26% 9% BI2%

... are appropriately qualified and have the necessary skils fo o
undertake the role 51% 27% 6% P66

m Agree  mNeither agree nor disagree  mDisagree = Don't know

Q26. Inrelation to your FCA supervisors, to what extent to do you agree or disagree with the following statements?
Base: All flexible firms (8.561)
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3 Outcome metrics

In 2022, the FCA published its three-year strateqgy, setting out three themes around
which it is strengthening its focus, and 13 commitments to support these themes.

The three themes are:

e Reducing and preventing serious harm

e Setting and testing higher standards

e Promoting competition and positive change
The 13 commitments are set out in the FCA’s 2023/24 Business Plan. For each
commitment, the FCA has identified the outcomes it wishes to achieve for consumers

and wholesale markets and has published a series of metrics to monitor progress
towards thesed. The FCA reports on these metrics annually.

The FCA and Practitioner Panel Survey is one of four key data sources that is being
used to measure progress towards outcomes.é Last year's results established a
baseline, with results from this year being used to measure progress against that
baseline.

The FCA and Practitioner Panel Survey provides evidence against the following
commitments:

e Delivering assertive action on market abuse

e Strengthening the UK’s position in global wholesale markets

e Shaping digital markets to achieve good outcomes

e Preparing financial services for the future

e Dealing with problem firms

e Improving oversight of Appointed Representatives

e Minimising the impact of operational disruptions

5> hitps://www.fca.org.uk/data/fca-outcomes-metrics#lf-chapter-id-measuring-the-outcomes-of-our-
commitments

¢ The other key data sources are the FCA Financial Lives Survey
(https://www.fca.org.uk/publications/research/financial-lives) the Financial Ombudsman Service
(https://www.financial-ombudsman.org.uk/data-insight) and the Financial Services
Compensation Scheme (https://www.fscs.org.uk/).
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Tracking change over time - wholesale markets firms

The survey asked firms several questions relating to their perception of both wholesale
markets and market abuse. These questions were only asked of firms who were
identified by the FCA as operating in wholesale markets. Rather than present the
results by fixed and flexible firms, sections 3.1 and 3.2 present results for all firms
operating in the wholesale markets’.

For 2023-24, results for wholesale markets includes investment management firms. This
represents a change from previous survey years when wholesale markets results did
not include investment management firms.

Throughout this chapter, 2023-24 headline results for wholesale markets include
investment management firms, as per the revised definition of this group. Unless
otherwise stated, investment management firms are not included in the 2022-23
results, since these firms were not asked the relevant wholesale market questions on
last year's survey.

3.1 Delivering assertive action on market abuse

Market abuse undermines the integrity of the UK financial system, eroding confidence
and lowering participation, to everyone's detriment. The FCA’s aim is to have robust
detection and investigation capability and deliver deterrents through a range of
supervisory, civil and criminal sanctions.

7 Of the firms operating in the wholesale markets who responded to the survey 1,241 were
flexible firms and 25 were fixed firms.
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Outcome: Increased confidence in the integrity of UK markets which maintains
high levels of participation across the buy-side and sell-side

Topline Outcome: Access

Metric:

AMAT-MOT: Increase in perceived effectiveness of FCA action to promote market
integrity

Q36. Over the last 12 months, how effective do you think the FCA has been in
protecting UK markets from...

Delayed or misleading disclosures from listed issuers?
B Very/ Fairly effective  mNoft very/ at all effective  ® Don't know

2023-24 65% 4% 31%

2022-23 61% 3% 36%

Base: 202324 - All wholesale markets firms, inc. Investment management firms (1,268)
2022-23 - All wholesale markets firms, exc. Investrment management firms (431)

Insider dealing?

m Very/ Fairly effective  m Not very/ at all effective B Don't know
2023-24 69% 6% 24%

2022-23 65% 5% 29%

Bose: 2023-24 - All wholesale markets firms, inc. Investrment management firms (1,244}
2022-23 - All wholesale markets firms, exc. Investment management firms (431)

Market manipulation?

m Very/ Fairly effective mNot very/ at all effective  m Don't know

2023-24 69% 7% 23%
2022-23 63% 8% 29%

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms (1.244)
2022-23 - All wholesale markets firms, exc. Investment management firms [431)
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Metric:

AMAT-MO02: Increase in cleanliness of UK markets (compared to other markets) as
perceived by market participants

Q35. Overall, how much of an issue do you believe market abuse is in the UK?

m Very/ Fairly big issue B Not very/ at allanissue = Don't know

2023-24 51% 36% 13%
2022-23 48% 37% 15%

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms (1,266)
2022-23 - All wholesale markets firms, exc. Investment management firms [431)

Q37. How effective has the FCA been in combatting market abuse in the UK
compared to regulators in other global markets?

B Befter m®mAboutthesame ®BWorse B Don't know

2023-24 44% 25% 30%
2022-23 42% 23% 34%

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms [1,2468)
2022-23 - All wholesale markets firms, exc. Investment management firms (431}

As shown above, half of firms operating in the wholesale markets (51%) considered
market abuse to be a big issue in the UK, while just over a third of firms (36%) felt that
it was not an issue.

The proportion of firms who considered the FCA to be effective in protecting UK
markets from different types of market abuse was broadly the same for each type of
abuse:

e Delayed or misleading disclosures from listed issuers (65%)
e Insider dealing (69%)
e Market manipulation (69%)

Most firms operating in the wholesale markets either felt that the FCA's effectiveness
in combating market abuse was the same as other international regulators (25%) or
they were unable to give a view (30%). However, wholesale firms were much more
likely to feel the FCA was better at combatting market abuse compared with other
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international regulators (44% of wholesale firms considering the FCA to be better and
2% considering the FCA to be worse than other global regulators).

Comparison with 2022-23

While the metrics are broadly consistent with those reported in 2022-23, most metrics
show a small improvement over the last 12 months.

As in 2022-23, around two-thirds of firms considered the FCA to be effective in
protecting UK markets from each type of market abuse referenced. There has been
a significant increase in the proportion of firms rating the FCA as very/ fairly effective
in tackling market manipulation (69%. up from 63% in 2022-23).

There has also been no significant change in firms’ views on how much of an issue
market abuse is in the UK or on how well the FCA has performed in combatting market
abuse compared to regulators in other global markets.

As outlined above, the results for 2023-24 include investment management firms,

which were not included in 2022-23. However, excluding these firms from the 2023-24
results does not change the findings presented here.
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3.2 Strengthening the UK’s position in global wholesale markets

There are several meftrics attached to this commitment including increasing the
perceived effectiveness of the FCA in regulating wholesale markets, increasing the
perception of market participants on the strengths of regulation in the wholesale
markets, and increasing the perception of market participants on the proportionality
of the regulatory regime.

More detailed findings relating to several of the key outcome metrics are presented
elsewhere in this report. There is hyperlinked text that reads ‘Go to full results’ beneath
any outcome metric charts to which this applies (see chart immediately below). You
can navigate directly to the more detailed findings by clicking on the hyperlinked text
while pressing the ‘Ctrl" button on your keyboard/screen.

Outcomes: The regulatory framework is clear, well-understood and trusted by all
market participants

The framework supports market participants determining fair value

Where outcomes are not being met, this is clearly communicated, and
remediation is swiftly undertaken or enforced

Topline Outcome: Confidence

Metric:

GWMI1-MO01: Increase in perceived effectiveness of FCA's role and impact in
regulation of the wholesale markets

To what extent do you agree or disagree?:

Q1éa*. The regulatory framework is clear and well-understood by all market
participants

mAgree M Neither agree nor disagree B Disagree ®Don't know

results
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Q1éb*. The regulatory framework is trusted by all market participants

58% 27% 10% to

m Agree M Neither agree nor disagree M Disagree Don't know

results

*Results shown for Wholesale Market firms only (inc. Investment Management firms)

Q33. Over the last 12 months, do you think the UK’s position in wholesale markets
has...

mStrengthened ®mRemained the same mWeakened = Don't know

2023-24 | A 42% 19% 30%

2022-23

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms (1,268)
2022-23 - All wholesale markets firms, exc. Investment management firms (431)

Q34. Taking everything into account, can you tell us how the FCA’s actions have
impacted the UK’s position in the wholesale markets during this time?

(1-10 Scale: 1 = ‘Significant negative impact’; 10 = ‘Significant positive impact’)

Mean

mlto3 mitoé m/tol10 m Don't know score

23-24 &4
22-23 6.3

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms (1,266)
2022-23 - All wholesale markets firms, exc. Investment management firms (431)

More than four in ten firms (42%) felt the UK's position in wholesale markets was
unchanged over the last year. However, among firms who believed there had been
a change, firms were more likely to feel that the UK'’s position had weakened in the
last 12 months rather than having strengthened (19% and 9% of wholesale firms
respectively). A sizable minority of firms (30%) said that they did not know.

When asked to assess the impact that the FCA’s actions have had on the UK’s position

in the wholesale markets, a third of firms (33%) were unable to offer a view. Among
firms who did provide a response, the average score was 6.4. A third of firms (32%)
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gave the FCA a score of 7-10 in terms of theirimpact on the wholesale markets during

the last 12 months, suggesting they thought the FCA’s actions had had a positive

impact; a similar proportion (33%) rated the FCA’s actions a score of 4-6, suggesting a

more balanced position; while only 2% of firms gave a score of 1-3, suggesting they
thought the FCA'’s action had had a negative impact.

Comparison with 2022-23

The results suggest a slight consolidation of the UK’s position in wholesale markets over
the last 12 months. Wholesale firms were less likely compared with 2022-23 to feel that
the UK’s position in wholesale markets had weakened in the last 12 months (19%, down
from 34%) and were more likely to feel it had stayed largely the same (42%. up from
37%). Interestingly, when Investment Management firms are excluded from the 2023-
24 figures, results are more similar to those seen in 2022-23. Among non-Investment
Management Wholesale firms, 25% felt that the UK’s position has weakened and 24%
gave aresponse of ‘Don’t know'. This suggests that Investment Management firms are
somewhat less likely to have a view on this issue when compared with other firms in
the wholesale sector.

Wholesale firms’ views on the FCA's impact on the UK's position in wholesale markets
were broadly similar to those reported in 2022-23 with a mean impact score of 6.4 in
2023-24 compared with 6.3 in 2022-23.

Outcome: The UK is regarded by market participants as one of the top markets
of choice, with innovation viewed as encouraged and supported in the UK
markets, and regulation viewed as appropriately evolving to address new
opportunities and risks

Topline Outcome: Access

Metric:

GWM2-M02: Increase in market participants’ perception of the strengths of the
regulatory regime in the wholesale markets

To what extent do you agree or disagree?:
Q32a. The FCA is effective in regulating wholesale markets

B Agree mNeither agree nor disagree M Disagree = Don't know

2023-24 60% 18% 19%

2022-23 65% 19% 13%

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms (1,248)
2022-23 - All wholesale markets firms, exc. Investrment management firms (431)
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Q32c. FCA regulation ensures the integrity of wholesale markets
B Agree ®Neither agree nor disagree ™ Disagree ™ Don't know

2023-24 63% 1/7/% 18%

2022-23 /0% 15% 12%

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms [1.264)
2022-23 - All wholesale markets firms, exc. Investment management firms (431}

Outcome: Market participants regard the regulatory framework as proportionate
both in ferms of speed and cost

Topline Outcome: Access

Metric:

GWM3-MO1: Increase in perception of market participants on the proportionality
of the regulatory regime in the wholesale markets

To what extent do you agree or disagree?:

Q32b. FCA regulation supports market participants determining fair value in
wholesale markets

B Agree mNeither agree nor disagree M Disagree ™ Don't know

2023-24

2022-23 51% 27% 19%

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms (1,244)
2022-23 - All wholesale markets firms, exc. Investment management firms (431}

Q32d. FCA regulation in wholesale markets is proportional in terms of the benefits
versus the costs

B Agree M Neither agree nor disagree B Disagree = Don't know

2023-24

2022-23

Base: 2023-24 - All wholesale markets firms, inc. Investment management firms (1,246)
2022-23 - All wholesale markets firms, exc. Investment management firms (431)
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Six in ten (60%) wholesale firms agreed that the FCA was effective in regulating
wholesale markets, while a slightly higher proportion (63%) agreed that FCA regulation

ensures the integrity of wholesale markets. Only small numbers of wholesale firms
disagreed with either of these statements.

Firms were less likely to agree that FCA regulation supports market participants
determining fair value in wholesale markets (50%) or that FCA regulation in wholesale
markets is proportional in terms of the benefits versus the costs (44%). Again, however
relatively small numbers of wholesale firms disagreed with either statement (4% and
7%, respectively).

Comparison with 2022-23

Since 2022-23 there has been some change in wholesale firms' attitudes towards how
well the FCA regulated wholesale markets. There has been a drop in the proportion of
firms agreeing that FCA regulation ensures the integrity of wholesale markets (63%,
down from 70%) and that the FCA is effective in regulating wholesale markets (60%,
down from 65%). However, it should be noted that this change was primarily driven by
increases in the proportion of firms answering ‘Don’t know'. Again, year-on-year results
are more similar when investment management firms are excluded from the 2023-24
figures.

Outcomes: Market tfransparency means participants can make well informed
assessments of value and risks

Topline Outcome: Fair value

Metric:

WFV1-MO1: Maintain the proportion of firms confident that the FCA’s oversight
ensures relevant financial markets function well

How confident are you that the FCA'’s oversight of the industry delivers on the
following statutory objectives?...

Q3a*. Ensuring relevant financial markets function well

B Very/ Fairly confident B Not very/ at allconfident  ®Don't know

2023-24 20% 8%

2022-23 88% 11%

Base: All wholesale markets firms, inc. Investment Management firms: 2023-24 (1,286); 2022-23 (1.032)
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Q3c*. Protecting and enhancing the integrity of the UK financial system

B Very/ Fairly confident B Nof very/ at all confident  m Don't know

2023-24 89% 9%

2022-23 89% 10%

Base: All wholesale markets firms, inc. Investment Management firms: 2023-24 (1,268): 2022-23 (1,032)

*Results shown for Wholesale Market firms only (including Investment Management firms)

Nine in ten wholesale firms were confident in the FCA's ability to ensure that relevant
financial markets function well (20%) and to protect and enhance the integrity of the
UK financial markets (89%).

These results are consistent with those reported in 2022-23.

3.3 Shaping digital markets to achieve good outcomes

The digitalisation of financial services is changing the way consumers make decisions
and markets operate. To be an effective regulator, the FCA need to better
understand the risks and opportunities to capture the considerable benefits to
consumers and manage the significant harms. The FCA'’s role is to build on work
partnering with other regulators and to focus on how to support consumers to make
good financial decisions in a digital world.
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Outcome: The development of digital markets and the use of new technologies
in financial products and services leads to fair value for consumers

Topline Outcome: Fair access

Metric:

SDM3-MO01: Increase in perceived effectiveness of the FCA at supporting the
development of digital markets and new technologies in financial services

To what extent do you agree or disagree:

Q1léc. The FCA is effective at supporting the development of digital markets and
new technologies in financial products and services?

m Agree mNeither agree nor disagree B Disagree = Don't know

Go to full results
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3.4 Preparing financial services for the future

Following the UK'’s exit from the EU, the passage of the Financial Services and Markets
Act 2023 infroduced changes to the regulatory system. The Act gives the FCA
expanded powers and an important role in implementing changes which are
designed to ensure UK markets remain competitive, innovative and fit for the future.

Outcome: The FRF supports all of our top-line outcomes and creates confidence
in financial markets

Topline Outcome: Al

Metrics:

PFST1-MO02: Increase in firm's perceived effectiveness of the FCA in regulating
financial services

PFS4-MO1: Firms feel the FCA can adapt regulatory requirements to respond
to innovation and new challenges

Q2. Overall, from your firm’s perspective, how effective has the FCA been in
regulating the financial services industry in the last year?

(1-10 Scale: 1 = ‘Not at all effective’; 10 = ‘Exiremely effective’)

Mean score =7.2

mlto3 m41t06 B/ 1o 10

Go to full results

To what extent do you agree or disagree?:

Q16éd. The work of the FCA is effective in promoting international trade in the
financial services industry

m Agree mNeither agree nor disagree ™ Disagree = Don't know

Go to full results
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Qlée. The FCA is able to adapt its regulatory requirements to respond efficiently
to innovation and new challenges

m Agree M Neither agree nor disagree B Disagree = Don't know

Go to full results

3.5 Dealing with problem firms

Firms which don’t meet the FCA’s minimum standards put consumers at risk. The FCA
uses many different strategies to proactively identify problem firms and to act quickly
to deal with them.

Outcome: Consumers and market participants have confidence that financial
services firms which fail to meet the Threshold Conditions and/or should
otherwise not be regulated, are identified and cancelled quickly

Topline Outcome: Confidence

Metric:

DPF1-MO1: Maintain awareness of, and increase perceived effectiveness of, FCA
enforcement action on Threshold Conditions

Q24. How familiar is your firm with the FCA's Threshold Conditions?

?4%

5%

m Very/ Fairly familiar  mNot very/ at all familiar  m Don't know

Go to full results
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Outcome: Consumers and market participants trust that the FCA intervenes to
stop harm to consumers and market integrity quickly

Topline Outcome: Confidence

Metric:

DPF2-MOT: Increase in awareness of, and perceived effectiveness of, FCA
interventions

Q22*. As far as you are aware, has the FCA withdrawn permissions from any firms
or individuals?

/8% 6% 16%
mYes B No m Don't know

* Data has been edited to include firms who selected withdrawn permissions/ authorised status at
Q20 ('As far as you're aware, which of the following enforcement actions has the FCA imposed
on firms or individuals in the last 12 months?’)

Go to full results

Q24. How familiar is your firm with the FCA's Threshold Conditions?

4% 5%
m Very/ Fairly familiar  mNot very/ at all familiar = Don't know

Go to full results
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3.6 Improving oversight of Appointed Representatives

An Appointed Representative (AR) carries on regulated activity under the
responsibility of an authorised firm. The authorised firm is known as the AR’s ‘principal’
and is responsible for the AR’s activities, including its compliance with our rules. While
the AR regime has benefits, evidence shows that principal firms’ do not always
adequately oversee the activities of their ARs. The FCA has already taken action to
address harms arising from ARs, infroduced changes via new rules and guidance to
improve principals’ oversight of their ARs, greater engagement with, and scrutiny of
firms as they appoint ARs, and raise standards across financial services.

Outcome: Stronger oversight by principals to reduce harm caused through ARs
Topline Outcome: Suitability and treatment/ Confidence

Metric:

OARS3-MOT1: The proportion of firms who report that oversight of Appointed
Representatives in their sector has increased in the last 12 months

Q17. As a result of the FCA'’s actions in the last 12 months, how have principal
firms in your sector changed the way they oversee their Appointed
Representatives? Has oversight in your sector...

B Increased mStayed the same B Decreased mN/A B Don't know

2023-24 63% 28% 4% A%

2022-23 56% 30% % /%

Base: All firms with Appointed Representatives: 2023-24 (799); 2022-23 (552)

Firms with Appointed Representatives were asked how, as a result of FCA actions over
the last 12 months, they felt principal firms in their sector changed the way they
oversee their Appointed Representatives. Just over six in ten (63%) felt that oversight
had increased, while three in ten (28%) felt that it had stayed the same. Only 1% felt
that oversight had decreased.

Comparison with 2022-23

Firms have a more positive perspective on oversight of Appointed Representatives
compared with 2022-23. Almost two thirds of firms (63%) said that oversight has
increased over the last 12 months, compared with 56% of firms providing the same
response in 2022-23.
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3.7 Minimising the impact of operational disruptions

Firms must be able to respond to, recover and learn from operational disruptions, as
well as prevent future operational disruptions. The FCA has increased efforts to deal
with firms who can’t meet the new standards on operational resiience and are
developing new rules to address the risk that critical third parties present to firms and
markets.

Disruptions to the financial markets through, for example, events such as Covid-19 or
increased cyber risks have the potential o harm consumers, threaten the viability of
firms, and risk market integrity. Operational resilience is the ability of firms, financial
market infrastructures and the financial sectors as a whole to prevent, adapt and
respond to, recover and learn from, operational disruption. The FCA published final
rules and policy relating to Operational Resilience in March 2021, and firms have until
March 2025 to ensure that they are operating under the new rules. These rules require
firms to set impact tolerances for the maximum tolerable disruption to their critical
business services, carry out mapping and testing to ensure the business can remain
within these impact tolerances, and make the necessary investments to operate
within these tolerances.

Outcome: Firms’ important business services are resilient to operational disruption

Topline Outcome: Access

Metrics:

IOD1-M02: Maintain awareness of the FCA's work to ensure firms are
operationally resilient

Increase the proportion of firms who, over the past 12 months, say operational
resilience has become more of a priority

Q28. Are you aware of the FCA’s work to ensure firms are operationally resilient?

mYes m No E Don't know

2023-24

2022-23

Base: All non-consumer credit firms: 2023-24 [6,608), 2022-23 [4,287)

Verian | FCA & Practitioner Panel Survey | October 2024 | 46



@ Practitioner Panel
Survey
N

Q29. Would you say that over the last 12 months operational resilience has
become more of a priority for your firm?

mYes m No H Don't know
2023-24 61% 34% 5%
2022-23 57% 37% 6%

Base: All non-consumer credit firms: 2023-24 (6,608), 2022-23 (4,287)

Almost all fixed firms (97%) said that they were aware of the FCA’s work to ensure that
firms are operationally resilient. Nine in ten fixed firms (?1%) also said that operational
resilience had become more of a priority for them over the previous 12 months.

Responses were more varied among flexible firms. Nine in ten flexible firms (21%) were
aware of the FCA’s work to ensure that firms are operationally resilient. However, only
six in ten flexible firms (61%) said that operational resilience had become more of a
priority over the previous 12 month, while a third (34%) said that it had not.

Flexible firms that were aware of the FCA's work in this area were more likely to say
that operational resilience had become a priority for them, compared with flexible
firms that were not aware of the FCA’s work (63% and 35% respectivelys).

Comparison with 2022-23

For both fixed and flexible firms there is litfle change in the prioritisation of their own
operational resilience or their awareness of the FCA's work in this area compared with
2022-23.

8 Overall, 5,998 flexible firms stated they were aware of the FCA's work in this area with only
254 firms stating they were unaware.
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4 Authorisation and Enforcement

The FCA's three-year strategy includes a clear commitment to deal with problem
firms. This includes:

e strengthening the authorisation gateway to prevent firms which cannot meet
threshold conditions from entering the market.

e enhanced supervision to infervene earlier and more assertively before
problems become systemic; and

e taking enforcement action more quickly to remove or sanction firms that don't
meet the necessary standards and pose a risk fo consumers.

This chapter examines firms’ views on different aspects of the FCA's regulatory
functions, including the authorisation process, FCA investigations, and its
enforcement actions.

4.1 Avuthorisation process

The FCA's Threshold Conditions represent the minimum conditions which firms are
required to satisfy to obtain and maintain authorisation status and relevant
permissions.

When asked how familiar they were with the Threshold Conditions, a large majority of
both fixed and flexible firms reported that they were familiar with them to some
extent (100% of fixed firms and 94% of flexible firms were either ‘very’ or ‘fairly’
familiar) (Figure 4.1).

Fixed firms tended to have a higher degree of familiarity with the Threshold
Conditions than flexible firms. More than eight in ten (85%) fixed firms reported that
they were ‘very familiar’ with them, compared with slightly under six in ten (54%)
flexible firms.

Between 2022-23 and 2023-24, there has been a slight increase in the proportion of
fixed firms reporting that they are ‘very familiar’ with the Threshold Conditions, from
97% to 100%. Conversely, flexible firms were slightly less likely to report that they were
‘very familiar’ with the Threshold Conditions (54%, down from 57% in 2022-23) but
were, instead, more likely to report being ‘fairly familiar’ (40%, up from 37% in 2022-
23).
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Figure 4.1 - How familiar firms are with the FCA'’s Threshold Conditions

Fixed Firms

2023-24 85% 15%

2022-23

Flexible Firms

2023-24

2022-23

m Very familiar mFaidy familiar ® Not very familiar mNot at all familiar = Don't know

@24, How familiaris yvour firm with the FCA's Threshold Conditions®
Base: All non-consumer credit firms; Fixed - 2023-24 (47]; 2022-23 (460)
Flexible - 2023-24 (6,541): 2022-23 (4,227)

4.2 Enforcement action

Firms were asked about their awareness of FCA enforcement actions and their views
on the effectiveness of different types of measures at reducing harm to the industry.

Fixed firms were more aware than flexible firms of enforcement actions taken in the
past 12 months. All fixed firms (100%) were aware of at least one type of
enforcement action taken by the FCA (up from 95% in 2022-23), compared with
eight in ten flexible firms (81%, up from 73% in 2022-23).

Amongst fixed firms, awareness of each of the five main types of enforcement
action was high, ranging from 100% awareness of the FCA issuing of a fine or
financial penalty, to 72% awareness of the FCA launching a criminal prosecution
(Figure 4.2).

Compared with 2022-23, the proportion of fixed firms aware that the FCA had issued
a fine or financial penalty in the past 12 months remains high, with all fixed firms now
aware. There was also a substantial increase in their awareness that a public censure
had been issued (from 68% to 91%).
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Figure 4.2 - Fixed firms’ awareness of enforcement actions imposed on firms or
individuals by the FCA

% Aware of action beingimpaosed in the last 12 months

100%
25%

Issued a fine/financia penalty

Limited a firn or individual's
activities/
withdrawn selected permissions

3%
85%

/5%
75%

Withdrawn authorise d status m2023-24

m2022-23
72%

Launched a criminal prosecution

21%

Issued a public censure

68%

@20. As far as you're aware, which of the following enforcement actions has the FCA imposed on firms or individuals in the last 12 months?
Base: All fixed firms: 2023-24 (47); 2022-23 (40}

Amongst flexible firms, awareness of enforcement actions taken by the FCA in the
past 12 months ranged from three quarters (75%) for the issuing of a fine or financial
penalty to three in ten (31%) for the issuing of a public censure. There were increases
in flexible firms' awareness of all five of the main enforcement actions, though
awareness of each of them remains lower compared with fixed firms (Figure 4.3).

Figure 4.3 - Flexible firms’ awareness of enforcement actions imposed on firms or
individuals by the FCA

% Aware of action being imposed in the last 12 months

75%

Issued a fine/financia penalty

Llimited a firm or individual's
activities/
withdrawn selected permissions

61%

52%

58%
Withdrawn authorised status

50%

m2023-24
34%

Launched a criminal prosecution
P " 2022-23

27%

31%
27%

Issued a public censure

Q20. As far as you're aware, which of the following enforcement actions has the FCA imposed on firms or individuals in the last 12 months?
Base: All flexible firms: 2023-24 (6,561); 2022-23 (4,227)
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Fixed firms tended to view all the five main enforcement actions as being effective
(Figure 4.4). Among those fixed firms aware of each enforcement action, limiting a
firm or individual’s activities / the withdrawal of selected permissions was most likely to
be seen as an effective enforcement action. More than nine in ten (93%) fixed firms
said this was either ‘very’ or ‘fairly’ effective, an increase from just over eight in ten
(84%) in 2022-23. Similar proportions felt that withdrawing authorised status (91%) and
launching a criminal prosecution (88%) were effective.

Figure 4.4 - How effective fixed firms think FCA enforcement actions have been in
reducing further harm to the industry

Issuing a fine/financial penalty 2023-24 - =
9 P 2022-23 86%
Limiting of a firm or individual's activities 2023-24 93%
/ withdrawal of selected permissions 2022-23 84% 10%

. . ) 2023-24 91%
Withdrawing authorised status 2099-93 D%
L hi iminal . 2023-24 88%

aunching a criminal prosecution 555 54 BO%

Issui f bli 2023-24 84% /%
ssuing of a public censure 555 54 B 3% 7%

|| || ||
] IS =

m Very/ Faidy effective m Not very/ at dll effective Don't know

@21. How effective do you think each of the following enforcement actions has been in reducing further harm to the industry®

Base: All non consumer credit fixed firms aware of enforcement action being imposedin the lost 12 months; Issuing a fine - 2023-24 (47), 2022-22 (57);

Limiting activities - 2023-24 (40), 2022-23 n=51; Withdrawing authorised status - 2023-24 (34), 2022-23 (45): Launching criminal prosecution - 2023-24 (34, 2022-23 n=38;
Issuing a public censure - 2023-24 (43), 2022-23 (42)

Among flexible firms, withdrawal of authorised status was most widely seen as being
an effective enforcement action (89% thought it was either ‘very’ or ‘fairly’
effective), closely followed by launching a criminal prosecution (88%) and limiting a
firm or individual’s activities / the withdrawal of selected permissions (87%). There was
a slightly lower perceived efficacy associated with issuing a fine or financial penalty
(79%, up from 77% in 2022-23) or issuing a public censure (76%) (Figure 4.5).
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Figure 4.5 - How effective flexible firms think FCA enforcement actions have been in
reducing further harm to the industry

Issuing a fine/financial penalty 2023-24 i Y )

g P 2022-23 77% 15% 8%
Limiting of a firm or individual's activities 2023-24 87% 8% 5%
/ withdrawal of selected permissions 2022-23 8/% 8% 6%
) . ) 2023-24 89% 6% 19%
Withdrawing authorised sfatus 550 54 SO AT

L hi iminal . 2023-24 88% 6% 6%
aunching a criminal prosecution 050 54 BT % B%
Issui ‘ oli 2023-24 /6% 17% 7%

ssuing of a public censure 5055 53 To%R To% 0%

m Very/ Fairly effective m Not very/ at dll effective m Don't know

Q21. How effective do you think each of the following enforcement actions has been in reducing further harm to the industry?

Base: All non consumer credit fixed firms aware of enforcement action being imposed in the last 12 months; Issuing a fine - 2023-24 (5,011), 2022-23 (2.887);

Limiting activities - 2023-24 (4,134), 2022-23 (2,194): Withdrawing authorised status- 2023-24 (3,884), 2022-23 (2,076); Launching criminal prosecution - 2023-24 (2,312), 2022-23 (1,152):
Issuing a public censure - 2023-24 (2.077), 2022-23 (1,182}

Looking at a longer timeframe, beyond the 12-month reference period discussed
above, firms were asked whether they were aware of the FCA ever withdrawing
permissions from any firms or individuals (Figure 4.6).

More than nine in ten fixed firms (95%) said that they were aware of the FCA having
taken this enforcement action (consistent with the 93% recorded in 2022-23).

Around eight in ten flexible firms (78%) were aware of the FCA withdrawing

permissions representing an increase compared with 2022-23 (when the equivalent
figure was 71%).
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Figure 4.6 - Whether aware of the FCA withdrawing permission from any firms or
individuals AT ANY TIME

Fixed Flexible
\
2023-24 %
B Yes
B No
\" W Don'tknow 4f

2022-23

B

@20. As far as you're aware, which of the following enforcement actions has the FCA imposed on firms or individuals in the last 12 months?
@22, As far as you are aware, has the FCA withdrawn permissions from any firms or individuals?
Base: All non consumer credit firms: Fixed - 2023-24 (47), 2022-23 (60); Flexible - 2023-24 (6,561), 2022-23 (4,227)

While enforcement action by the FCA is designed to deal directly with problem firms
who don’'t meet the expected standards and therefore stop consumer harm,
awareness of such action may also have a deterrent effect on other firms and
encourage firms to adopt higher standards. To assess the impact of FCA enforcement
action on firms' actual behaviour, firms were asked if they had taken any actions in
response to FCA enforcement actions against another firm or individual (Figure 4.7).

Fixed firms were more likely than flexible firms to have taken at least one action: no
fixed firms reported that they had taken no action, compared with 28% of flexible
firms.

The most common actions taken by fixed firms were calling meetings to discuss the
issue (81%), carrying out a review of conduct risks (80%, up from 67% in 2022-23) and
implementing a specific review of their own business (67%).

The top three actions for flexible firms were the same as for fixed firms, albeit at lower
levels. Four in ten flexible firms had carried out a review of conduct risks (40%) while
three in ten had called meetings to discuss the issue (28%) or implemented a specific
review of their own business (27%).
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Figure 4.7 - Actions firms have taken in response to FCA enforcement actions against

another firm or individual

% that have taken action

Carred out areview of conduct risks

Infroduced or changed fraining modules
Made a change o business model
Something else

Don't know 2%

None of these

Fixed

67%

57%
55%

67%
Called meeting(s) to discuss the issue _5%
Implemented a specific review of own business _3%

81%

Flexible

34%
24%
20%
19%

2%
7% m2023-24
3%
3% m2022-23

7%
10%

L

@23, Thinking now about ANY enforcement action the FCA has taken as aresult of poor business practices by another firm or individual. What actions,

if any, have your firm taken in response to such enforcement action®

Base: All non consumer credit firms: Fixed - 2023-24 (47), 2022-23 (40); Flexible - 2023-24 (6,561), 2022-23 (4,227)
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5 Regulatory burden

This chapter explores how firms engage with, and are affected by, regulatory
requirements.

5.1 Information requests

The FCA may request information and data from the firms it regulates, either on a
voluntary basis or through its statutory powers, to support its supervisory and
enforcement functions. Firms were asked how they felt about the number of data
and information requests they receive from the FCA and their attitudes towards
providing such data and information.

In relation to the number of data requests they receive, fixed and flexible firms
reported similar views (Figure 5.1).

Figure 5.1 — How firms felt about the number of data/ information requests they
receive

Fixed

Flexible

® Fewer than we should receive B About right
m A lot, but | understand why it is needed More than seems necessary for the FCA to do its business
= Don't know

Q30. Which of the following best describes how you feel about the number of data/ information requests your firm receives from the FCAZ
Base: All firms: Fixed (47), Flexible (6.561)

Around a third of fixed firms (34%) and flexible firms (33%) felt that the number of
data and information requests they received was about right. By comparison, just
under four in ten felt they received a lot of requests but understood the reasons for
them (39% and 37% respectively), while just over a quarter (28%) felt they received
more requests than necessary.
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Results for fixed firms were more polarised than in 2022-23, with the proportion of firms
considering the number of data/ information requests to be ‘about right' increasing
to 34% (up from 27% in 2022-23 and 22% in 2021). However, the proportion of fixed
firms feeling that the number of requests were ‘more than seems necessary’ also
increased to just under three in ten (28%), up from 18% in 2022-23, although this is in
line with the levels seen in 2021 (Figure 5.2).

Figure 5.2 - How fixed firms felt about the number of data/ information requests they
receive (2017 to 2023-24)

2023-24

2022-23

2021

2019

2018

2017

® Fewer than we should receive m About right

m A lot, but | understand why it is needed More than seems necessary for the FCA to do its business

@30. Which of the following best describes how you feel about the number of data/ information requests your firm receives from the FCAZ
Base: All fixed firms: 2023-24 (47); 2022-23 (&0); 2021 (58); 2019 (71); 2018 (&5); 2017 (74)

The views of flexible firms were more consistent year-on-year, although there was a
slight drop in the proportion of firms who considered the number of data /
information requests to be ‘more than seems necessary’, down from 32% in 2022-23
to 28% this year. As in 2022-23 the most common view offered by firms was that the
number of requests were ‘a lot, but | understand why it is needed’, rising from 35% in
2022-23 to 37% last year (Figure 5.3).
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Figure 5.3 — How flexible firms felt about the number of data/ information requests
they receive (2017 to 2023-24)

2023-24

2022-23

2021

2019

2018

2017

m Fewer than we should receive W About right

W Alof, but  understand why it is needed = More than seems necessary for the FCA to do its business

Q30. Which of the following bxest describes how you feel about the number of data/ information requests your firm receives from the FCAZ
Base: All flexible firms: 2023-24 (6,561); 2022-23 (4,227); 2021 (3,551); 2019 (2,817); 2018 (2,548); 2017 (2,156);

Firms were also asked about their attitudes to specific aspects of the data and
information requests they receive from the FCA. Views of fixed firms were notably less
positive than flexible firms, possibly reflecting the greater complexity of the
information requests they receive (Figure 5.4).

Figure 5.4 — Extent to which fixed firms agreed or disagreed with the following
statements about data/ information requests your firm receives from the FCA

My firm has sufficient resources to respond to FCA data/
information requests

The information requested by the FCAis often difficult to
collate

The FCA only asks for data/ information about my fim that it
cannot get from other sources

The FCA gives my firms enough fime fo compile the data/
information that they request

The FCA makes good use of the dafa/ information that my
fimn provides

The FCA reviews the information it requests and feeds back
in a timely manner

m Agree m Neither agree nor disagree m Disagree m Don't know

Q21. To what extent do you agree or disagree with the following statements about data/ information requests your firm receives from the FCAZ
Base: All fixed firms(47)
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On a positive note, three quarters of fixed firms (77%) agreed they had sufficient
resources to deal with requests, while only 6% of fixed firms disagreed with this.

However, views were less positive on all other aspects of data and information
requests. Six in ten fixed firms (60%) said the information requested by the FCA is
often difficult to collate with only 15% disagreeing. To compound this, only three in
ten firms (29%) agreed that the FCA gave firms enough time to compile the request,
with half (50%) disagreeing.

Alongside this, fewer than half (45%) said the FCA only asks for data/ information that
it cannot get from other sources, with two in ten (22%) disagreeing. Only two in ten
(20%) said the FCA makes good use of the data/ information provided, with four in
ten non-committal (39%) and over a quarter uncertain (28% don't know). In addition,
just under half (47%) disagreed that the FCA reviews the information in a timely
manner.

In comparison, the attitudes of flexible firms were more positive than fixed firms for
nearly all statements.

Eight in ten firms (80%) agreed that they had sufficient resources to respond to FCA
data or information requests compared with only 6% who disagreed (Figure 5.5).
Three-quarters (75%) felt the FCA gave enough time to process requests (10%
disagreed) while just over half (52%) felt the FCA only asked for data or information it
could not get from other sources (13% disagreed). All three of these results represent
a more positive view than fixed firms.

Figure 5.5 — Extent to which flexible firms agreed or disagreed with the following
statements about data/ information requests your firm receives from the FCA

My firm has sufficient resources to respond to FCA data/ o7
information requests 80% 13% | 6%

The FCA gives my firms enough fime to compile the data/
information that they request

The FCA only asks for data/ information about my firm that it o
cannot get from other sources o2% 27% 13%
The FCA reviews the information it requests and feeds back
in a fimely manner 35% 37% 14

The information requested by the FCA is often difficult fo
collate

The FCA makes good use of the data/ information that my o7
firm provides 29% 34% 8%

m Agree mNeither agree nor disagree mDisagree = Don't know

75% 15%  10%

34%

@21, To what extent do you agree or disagree with the following statements about data/ information requests your firm receives from the FCAZ
Base: All flexible firms (6,561)
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While just over a third of flexible firms (35%) agreed that the FCA reviewed

information in a timely manner, 14% disagreed, with the same proportion of firms

answering ‘Don’t know'. Flexible firms were broadly split into three groups in terms of
whether the information requested by the FCA was difficult to collate with around a

third disagreeing (34%) or undecided / ambivalent (35%), and three in ten agreeing

(30%). Similar proportions agreed that the FCA makes good use of the data/

information provided (29%), were non-committal (34%) or were unsure how the FCA

used the data (29% answering ‘Don’t know’).

5.2 Impact of regulation

Firms were shown a series of statements to gauge their views on the impact of FCA
regulation on the industry as a whole.

A majority of fixed firms agreed that FCA regulation enhances the reputation of the
UK as a financial centre (84%) and delivers better outcomes for consumers (75%),
with limited disagreement to either statement (9% and 0%, respectively; Figure 5.6).

Figure 5.6 - Fixed firms’ agreement with statements about FCA regulation

...enhances the reputation of the UK as a financial centre
...delivers better outcomes for consumers

...Is aligned with rules impaosed by other regulators

...acts proportionately so costs are proportionate to benefits

m Agree m Neither agree nor disagree mDisagree Don't know

Q15. To what extent do you agree ordisogree with the following statementsg
Base: All fixed firms:(47)

While just over half (51%) agreed that FCA regulation is aligned with rules imposed
by other regulators, a quarter disagreed (26%). Fixed firms were divided on the issue
of proportionality: while a third (34%) agreed that the FCA acts proportionately in
terms of weighing up costs against benefits, slightly more (37%) disagreed, with the
remaining 29% non-committal.

Looking at the results compared to 2022-23 there is an increase in agreement that
FCA regulation enhances the reputation of the UK as a financial centre (84%, up from
78% in 2022-23) and that FCA regulation delivers better outcomes for consumers
(75%, up from 63% in 2022-23), with limited difference in the level of agreement on
alignment and proportionality (Figure 5.7).
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Figure 5.7 - Fixed firms’ agreement with statements about FCA regulation by year

% Agreeing
84%

...enhances the reputationof the
UK as a financial centre

75%

...delivers better outcomes for
consumers

63%

51% m2023-24
...Is aligned with rules imposed by

otherregulators 50% m2022-23

34%

...actsproportionately so costs are
proportionate to benefits

33%

Q15. To what extent do you agree or disagree with the following statements?
Base: All fixed firms: 2023-24 (47); 2022-23 (&0}

Flexible firms were broadly positive on the FCA'’s impact on key aspects of
regulation, albeit to a lesser degree than fixed firms (Figure 5.8).

Figure 5.8 - Flexible firms' agreement with statements about FCA regulation

...enhances the reputation of the UK as a financial centre

...delivers better outcomes for consumers

...is dligned with rules imposed by other regulators

...acts proportionately so costs are proportionate fo benefits

m Agree mNeither agree nor disagree  ®Disagree = Don't know

Q135. To what extent do you agree or disagree with the following statements?
Base: All flexible firms: (6,561)

Just under three-quarters (73%) agreed that FCA regulation enhances the reputation
of the UK as a financial centre (6% disagreed) and six in ten (60%) agreed that FCA
regulation delivers better outcomes for consumers (13% disagreed). Just under half
(49%) agreed that FCA regulation is aligned with rules imposed by other regulators,
with 7% disagreeing, although there was a relatively high level of non-response at
this statement (14% answered ‘Don’t know’). Four in ten flexible firms (42%) agreed
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that FCA regulation is proportionate, with a quarter (25%) disagreeing and three in
ten non-committal (30%). This is the one area of regulation where flexible firms
register higher agreement than fixed firms.

Looking at the results compared to 2022-23 there has been an increase in
agreement for all statements, most notably that FCA regulation acts proportionately
so costs are proportionate to benefits (42%, up from 36% in 2022-23; Figure 5.9).

Figure 5.9 - Flexible firms' agreement with statements about FCA regulation by year

% Agreeing

/3%

...enhances the reputation of the
UK as a financial centre

1%

60%

...delivers better outcomes for
consumers

55%

49% m2023-24
...I5 aligned withrules imposed by

otherregulators

A6% m2022-23

42%

...acts proportionately so costs are
proportionate to benefits

36%

@15. To what extent do you agree or disagree with the following staterments®
Base: All flexible firms: 2023-24 (4,561); (4,227)

As in 2022-23, firms were shown an additional battery of statements relating to FCA
regulation and the regulatory framework.

On a positive note, six in ten fixed firms (60%) agreed the regulatory framework is
clear and well-understood, while just under six in ten (56%) agreed the regulatory
framework is trusted by all market participants (Figure 5.10).
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Figure 5.10 - Fixed firms' agreement with statements about FCA regulatory
framework

The regulatory framework is clear and well-understood by all
market parficipants

60% 24% 10%

The regulatory framework is trusted by all market participants

The FCA s effective at supporting the development of digital
markets and new technologies in financial products and services

The work of the FCA s effective in promoting infernafional trade
in the financial services industry

The FCAis able to adapt its regulatory requirements to respond
efficiently to innowation and new challenges

B Agree m Neither agree nor disagree B Disagree Don't know

Q1lé. To what extent do you agree ordisogree with the following statementsg
Base: All fixed firms (47)

However, fewer than half (45%) agreed that the FCA is effective at supporting the
development of digital markets or that the FCA is effective in promoting international
trade (39%). While the number of fixed firms disagreeing to these statements was
around 10% or lower (6-12%), more than a third were non-committal (35%-38%).

The final statement — the FCA is able to adapt its regulatory requirements to respond
efficiently to innovation and new challenges - registered the lowest level of
agreement from fixed firms (33%) and the highest level of disagreement (16%). Firms
expressed a relatively high level of ambivalence in relation to this statement; over
four in ten firms (43%) were non-committal and a further 8% answered ‘Don’t know'.

However, looking at the results compared to 2022-23 there has been an increase in
agreement with four of the five statements, most notably that the regulatory
framework is clear and well-understood (60%, up from 50% in 2022-23), with only
agreement that the FCA is able to adapt its regulatory requirements unchanged
year on year at 33% (Figure 5.11).
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Figure 5.11 - Fixed firms’' agreement with statements about FCA regulatory
framework by year

% Agreeing
The regulatory framewaork is clear and well-understood 60%
by all market paricipants
The regulatory framework is frusted by all market 26%
arficipants
partel 50%
The FCAs effective at supporting the development of 45%
digitalmarkets and new technologies... 38% = 202324
39% m 2022-23

The work of the FCAis effective in promoting
internatinal frade in the financial services industry

32%

33%
33%

The FCA s able fo adaptits regulatory requirements to
respond efficiently fo innovation and new challenges

@16. To what extent do you agree or disagree with the following statements?
Base: All fixed firms: 2023-24 (47); 2022-23 (40)

Flexible firms were less positive than fixed firms for all but one of the statements
relating to the regulatory framework, registering higher agreement (40%) but a similar
level of disagreement (16%) when asked about the FCA’s ability to adapt its
regulatory requirements to respond efficiently to innovation and new challenges
(Figure 5.12).

Figure 5.12 - Flexible firms’ agreement with statements about FCA regulatory
framework

The regulatory framework is clear and well-understood by all
market participants

The regulatory framework is frusted by all market participants

The FCAis able to adapt its regulatory requirements fo respond
efficiently to innowation and new challenges

The FCA s effective af supporting the development of digital
markets and new fechnologies in financial products and services

The work of the FCA s effective in promoting infernational trade
in the financial services industry

m Agree mNeither agree nor disagree mDisagree = Don't know

Q1é. To what extent do you agree or disagree with the following statementsg
Base: All flexible firms [4,561)
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Overall, half of flexible firms (50%) agreed that the regulatory framework is clear and
well-understood by all market participants and a similar proportion agreed that the
regulatory framework is trusted by all market participants (48%), although around
one in five disagreed with each statement (20% and 16%, respectively).

Just over a third of flexible firms (36%) agreed that the FCA is effective at supporting
the development of digital markets, although a similar number are non-committal
(36%), with 8% disagreeing. When asked if the FCA is effective in promoting
international trade, flexible firms fall into three main groups with just under a third
agreeing (31%), a similar number non-committal (32%) and just under a third
answering don't know (29%).

However, looking at the results compared to 2022-23 there has been an increase in
levels of agreement with all five statements, most notably that the regulatory
framework is clear and well-understood (50%, up from 41%), with all statements
registering a five to nine percentage point increase year on year (Figure 5.13).

Figure 5.13 - Flexible firms' agreement with statements about FCA regulatory
framework by year

% Agreeing
The regulatory framework is clear and well-understood by 50%
all market participants 41%
(]
The re gulatory framewaork is frusted by all market 48%
parficipants 49%
(s
The FCAis able to adapt its regulatory requirements o 40%
respond efficiently fo innovation and new challenges 34%
° m 202324
The FCA s effective at supporting the development of 36% m2022-23
digitalmarkets and new technologies...
31%
31%

The work of the FCAis effective in promoting infernatinal
frade in the financial senvices industry

26%

@16, To what extent do you agree or disagree with the following statements®
Base: All flexible firms: 2023-24 (6,561} (4,227)
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6 Communication and Engagement

This chapter covers firms’ views on:

* the frequency and nature of their contact with the FCA.
* how effective they felt the FCA was at communicating with them; and
* how they thought the FCA could improve its communications.

6.1 Regularity of contact with the FCA

Firms were asked about the regularity of contact from the FCA via different channels.
In general, a majority of both fixed and flexible firms reported that the frequency of
contact from the FCA via each channel was about right, with small minorities of
respondents reporting insufficient or too much contact. However, fixed firms would like
to see more in-person meetings, with three in ten (30%) reporting that this level of
contact was not enough, and no firms reporting they occurred too often.
Additionally, with regards to FCA-hosted events, the same proportion of fixed firms
(17%) and flexible firms (17%) reported that there were not enough FCA hosted events
(Figure 6.1).

Satisfaction with the frequency of contact with the FCA was broadly the same as in
2022-23.

Figure 6.1 - Perceived frequency of contact

In person FCA
meetings events

Telephone Video cdill Email Postal mail Social media

mToo often

m About right

m Not enough

Don't know

O @ O @ O @ O @ O @ S @ O @
4@ 0 4@ 0 4@ 9 4@ O 4@ O 2 g
& & & & & & ((\é\@ NP

@10. Thinking about each of the different channels of communication that the FCA uses, would you say that the FCA
contacts your firm too often, not enocugh, orwould you say the level of contact is about right®
Base: All non consumer credit firms; Fixed (47), Flexible (6,561)
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6.2 Quality of contact with the FCA

Firms were asked about the quality of communication from the FCA, with most fixed
and flexible firms agreeing that these communications were clear, consistent and
relevant.

More than eight in ten fixed firms (83%) agreed that the FCA’s communications to their
firm were clear, with three-quarters (74%) agreeing that the FCA's communications
were consistent, and just under eight in ten (77%) agreeing that they were relevant to
their firm.?

Flexible firms were most likely to agree that FCA communications to their firm were
consistent, with just under eight in ten (78%) agreeing with this view. Three-quarters
(73%) agreed that FCA communications were clear, whilst just under seven in ten
agreed that communications were relevant to their firm. (Figure 6.2).

Figure 6.2 -Perceived consistency, clarity and relevance of the FCA’'s communications
to firms

Consistent Clear Relevant

B Agree

m Neither agree
nor disagree

m Disagree

17% 29% Don't know

15% 23%
10% 9%

Fixed Flexible Fixed Flexible Fixed Flexible

Q9. To what extent do you agree or disagree with the following statements?
Base: All firms: Fixed [47). Flexible (6.561)

The percentage of firms agreeing that communications are consistent and clear are
slightly more positive than previously seen in 2022-23. Seven in ten fixed firms in 2022-
23 (70%) agreed that communications were consistent while more than eight in ten
(85%) agreed they were clear. By comparison, seven in ten flexible firms agreed that
communications were consistent (73%) and clear (69%) in 2022-23.

9 Please note: The ‘relevance’ question was previously asked on a four point scale from ‘to a
great extent’ to ‘not at all'. It was agreed to move this question to an ‘agree/ disagree’
scale from 2023-24 onwards to enable a clearer comparison with the metrics relating to
‘consistent’ and ‘clear’.
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Firms were also asked how well they think the FCA engages with stakeholders when
developing new regulations and regulatory reforms, with the majority of firms reporting
a favourable response. Just under nine in ten fixed firms think the FCA does very or
fairly well in this area (88%), with just over one in ten (12%) more critical.

Six in ten flexible firms think the FCA does very or fairly well at engaging with
stakeholders (62%), although two in five flexible firms were unsure (21%) and a similar
number (18%) were more critical. (Figure 6.3).

Figure 6.3 - Firms’ assessment of FCA's engagement with stakeholders when
developing new regulations and reforms

88% 12%

Fixed

Flexible 62% 18%

® Very/Fairly well m Not very/at all well Don't know

@13, How well does the FCA engage with stakeholders when developing new regulations and regulatory reforms?
Base: All non consumer credit firms; Fixed (47, Flexible [6,581)

Firms were also asked about FCA engagement with stakeholders, and whether it leads
to more effective regulations (Figure 6.4). Most fixed and flexible firms agreed that
engagement did lead to more effective regulations.

Over eight in ten (82%) fixed firms agreed with this statement, with fewer than one in
ten disagreeing (7%). Flexible firms were less positive relative to fixed firms; although
just under six in ten (56%) agreed with the statement, a quarter were non-committal
(23%) or unsure (12%).
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Figure 6.4 - Perceived extent to which FCA engagement with stakeholders leads to
more effective regulations

Flexible 56% 23%

B Agree B Neither agree nor disagree B Disagree Don't know

Q14. And, in general, to what extent do you agree or disagree that FCA engagement with stakeholders leads to more effective regulations?
Base: All non consumer credit firms; Fixed [47], Flexible (6,561)

6.3 FCA communications

Firms used a wide range of information sources to learn about regulation and the FCA.
In fact, all fixed firms and 99% of flexible firms reported using at least one named
source, although fixed firms were more likely to engage with each individual type of
information source asked about.

Fixed firms used a wide range of sources to learn about regulation and the FCA, with
all fixed firms relying on FCA speeches and at least nine in ten fixed firms relying on
external advisers (99%), letters from the FCA (98%), FCA supervisors (98%) or the FCA
website (96%). Blogs and podcasts were the least used sources: with fewer than four
in ten using podcasts (39%) and three in ten using blogs (29%) (Figure 6.5).

Flexible firms cited four main sources for learning about regulation and the FCA. These
were similar to the most common sources used by fixed firms, albeit at lower levels: the
FCA website (81%), Regulation round-up (74%), letters from the FCA (68%) and external
advisers (60%). The least used sources were LinkedIn (12%), FCA supervisors (8%),
podcasts (8%), and blogs (7%). On average, fixed firms rely on around 10 different
sources for information (average of 10.7) whereas flexible firms rely on around half this
number (average of 5.1).
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Figure 6.5 - Firms’ use of information sources to learn about regulation and the FCA in
the last 12 months

% of firms that had used given type of FCA publication
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Q11. What information sources do you use to learn about regulation and the FCAZ
Base: All firms; Fixed (47|, Flexible (6.561)

Firms were also asked about their engagement with the FCA's work to develop or
change rules in their Handbook in the last 12 months (Figure 6.6).

As with other questions, fixed firms were more likely to engage with the FCA with all
fixed firms engaging with at least one touchpoint. Fixed firms were most likely to
participate in a related discussion facilitated by another organisation, with all (100%)
reporting this. Nine in ten had responded to an FCA consultation (92%) or had joined
a webinar or other event (92%). Fixed firms were less likely to have participated in a
roundtable run by the FCA (81%), with just over one in ten also engaging ‘in some
other way' (15%).

Generally, engagement with FCA work was lower among flexible firms, with just over
half (53%) reporting some degree of engagement. Flexible firms were most likely to
join a FCA webinar or other event (30%), with around a quarter participating in a
related discussion by another organisation (26%), or responding to a FCA consultation,
discussion paper or other paper (24%).
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Figure 6.6 - Firm’s engagement with FCA work to develop or change rules in the
Handbook in the last 12 months

% of firms that had looked at type of FCA publication
92%

Joined an FCA webinar or other event

30%

Participated in arelated discussion facilitated by 100%
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or other paper 24%
Parficipated in a roundtable run by the FCA 81% .
6% = Fexible

Engaged with a compliance support function, either
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In some other way F 15%
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Don't know - A%
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Q@12. Inwhich of the following ways, if any. has your firm engaged with the FCA's work to develop or change rules in their Handbook in the last 12 months?
Base: All firms: Fixed (47), Flexible (6,561)
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7 Consumer Credit firms

In April 2014 the FCA took over the regulation of the UK’s approximately 40,000
consumer credit firms — marking a significant increase in firms the FCA regulates. As in
previous reports, we present the results of the consumer credit firms separately and
they are not incorporated into the headline figures. This has allowed the consumer
credit firms to have a voice while also maintaining key tfrend data. As with previous
surveys, the response rate amongst consumer credit firms was lower than for the
overall survey. In 2023-2024, 12% of consumer credit firms who were invited to take
part in the panel survey did so, compared with a response rate of 39% among non-
consumer credit firms. This is lower than the response rate in 2022-23 (17%19), but
higher than all other previous iterations of the survey among consumer credit firms.

Similar to last year, consumer credit firms were invited to take part in an abridged
survey, focusing on a smaller selection of key questions. This was partly in response to
feedback received from consumer credit firms in previous years, some of whom felt
that many of the questions being asked were not relevant to them.

7.1 Satisfaction and Effectiveness

Firms were asked to rate how satisfied they are with the relationship they have with
the FCA on a scale of 1 to 10, with 1 being extremely dissatisfied and 10 being
extremely satisfied. Individual scores were grouped into bands to represent ‘low’ (1
to 3), ‘'moderate’ (4 to 6), and ‘high’ (7 to 10) levels of satisfaction. Overall, around
seven in ten consumer credit firms (68%) rated their satisfaction as *high’ while fewer
than one in ten (8%) rated it as ‘low’, with a mean satisfaction score of 7.2 (Figure
7.1). This is broadly consistent with 2022-23 when 68% also had a ‘high’ level of
satisfaction and the overall mean score was 7.3. Satisfaction among consumer
credit firms was also broadly in line with flexible non-consumer credit firms.

10 A subset of consumer credit firms was sent a letter and a paper questionnaire in 2022-23
with the aim of increasing overall participation among consumer credit firms. Focusing on
those firms that did not receive a letter or paper questionnaire the response rate was
identical to 2023-24 at 12%.
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Figure 7.1 - Satisfaction with firm’s relationship with the FCA (CC firms)

Mean
score

Consumer
Credit
Firms

7.2
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Q1. Overall, how much of an issue do you believe market abuse is in the UKE Do you feel thisis a...
Base: All consumer credit firms (960)

When consumer credit firms were asked to consider the effectiveness of the FCA as
a regulator, responses were broadly in line with satisfaction ratings: with seven in ten
(70%) rating the FCA's effectiveness as ‘high’, with a mean effectiveness rating of 7.3
(Figure 7.2). Again, this is broadly consistent with 2022-23, when 71% reported a

‘high’ level of effectiveness and the mean score was 7.5. As with satisfaction,
perceived effectiveness was broadly in line with flexible non-consumer credit firms.

Figure 7.2 - Perceived effectiveness of the FCA in regulation the financial services
industry in the last year (CC firms)

Mean
score
Consumer
Credit /7.3
Firms

mlto3 m4t06b m/1t010

@2, Overall, from your firm's perspective. how effective has the FCA been in regulating the financial services industry in the last year?
Base: All consumer credit firms (960)

7.2 Performance of the FCA against objectives

Firms were asked how confident they felt that the FCA's oversight of the industry
delivers on its objectives, including the single strategic objective of ensuring financial
markets function well and the three operational objectives.

Around eight in ten consumer credit firms were confident in the FCA’s ability to ensure
relevant financial markets function well (80%), secure protection for consumers (84%)
and protect the integrity of the UK financial statement (80%). As with hon-consumer
credit firms, consumer credit firms were less confident that the FCA could deliver on its
objective to promote effective competition, with 72% being confident of this (Figure
7.3).
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Figure 7.3 - Firms’ confidence that the FCA’s oversight delivers on its statutory
objectives (CC firms)

% very/ fairly confident

Securing an appropriate degree of
protection for consumers
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Ersuring relevant financial markets
m Consumer
Credit Firms
Protecting and enhancing the
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Promoting effective competitionin
the interests of consumers in the
financial markets

72%

Q3. How confident are you that the FCA's oversight of the industry delivers on the following statutory objectives?
Base: All consumer credit firms (960}

These figures are closely aligned to the 2022-23 survey, with confidence in all four
objectives within 1-2% of the levels recorded in 2022-23.

Firms were also asked a range of statements about FCA regulation to gauge their
views on the impact of FCA regulation on the industry as a whole. On most aspects of
regulation, consumer credit firms were largely positive or non-committal, with one in
ten (or fewer) disagreeing.

Consumer credit firms were most likely to agree that FCA regulation enhances the
reputation of the UK as a financial centre. Two-thirds (67%) of consumer credit firms
agreed with this statement, while less than one-in-ten disagreed (6%) (Figure 7.4).

Just over half agreed that FCA regulation delivers better outcomes for consumers
(52%), whilst just under half agreed that regulation aligns with rules imposed by other
regulators (46%). For both statements, around a third remained non-committal
although there were higher levels of disagreement that the FCA delivers better
outcomes for consumers (13%).

Consumer credit firms were most likely to disagree with the statement that FCA acts
proportionately, so that the costs imposed on firms are proportionate to the benefits
gained. Although four in ten consumer credit firms agreed with the statement (41%),
two in ten firms disagreed (22%), with around a third non-committal (32%).

Across all statements, levels of agreement are slightly lower than among non-
consumer credit firms, but are broadly comparable with the results among consumer
credit firms in 2022-23. Although agreement that FCA regulation delivers better
outcomes for consumers increases from 49% in 2022-23 to 52% in 2023-24, all other
metrics are within one percentage point of the 2022-23 performance.
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Figure 7.4 - Firms’ agreement with statements about FCA regulation (CC firms)
...enhances the reputation of the UK as a financial centre
...delivers befter outcomes for consumers

...is dligned withrules imposed by other regulators

...acts proportionately so costs are proportionate to benefits

m Agree m Neither agree nor disagree  m Disagree Don't know

@15, To what extent do you agree or disagree with the following statementsg
Base: All consurmer credit firms ($40)

7.3 Trust and confidence in the FCA

Firms were asked how their frust in the FCA had changed over the last 12 months.
Almost three quarters of firms (74%) said that their level of trust had stayed the same
compared with just over one in ten (12%) who said that their trust had increased in
the last 12 months and a similar proportion (10%) who said that their trust had
decreased (Figure 7.5).

Figure 7.5 — How firms’ level of trust in the FCA had changed over the last 12 months

Consumer credit firms

® Increased

= Decreased

m Stfayed the same

Don't know

Q7. Over the last 12 months, weould you say your firm's frust in the FCA has...
Baze: All consumer credit firms (240
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Again, these figures are closely aligned to 2022-23, with around three-quarters of firms

stating that their frust had ‘stayed the same’ (73%), although the percentage who
said their trust had decreased was slightly lower in 2022-23 (7%).

Consumer credit firms were also asked about their confidence in FCA staff, such as
the FCA Supervision Hub (Figure 7.6). Six in ten (60%) felt that FCA staff are
knowledgeable about FCA rules and requirements, while around half felt that FCA
staff have sufficient experience (54%), provide guidance that is consistent with the
wider FCA policy approach (51%), and are appropriately qualified and have the
necessary skills (51%). Responses for consumer credit firms were broadly comparable
to those for flexible non-consumer credit firms.

Again, these figures are closely aligned to 2022-23, with the percentage agreeing to
each statement almost identical to the previous survey (1-2% variation overall)

Figure 7.6 - Extent to which CC firms agreed or disagreed that FCA staff...

... are knowledgeable about FCA rules and requirements

... have sufficient experience

... provide guidance thatis consistent with that from the leaders
of the FCA, and the FCA's wider policy approach

... are appropriately quadlified and have the necessary skils to
undertake the role

m Agree mNeither agree nor disagree mDisagree mDon't know

Q26. Inrelation to your FCA supervisors, to what extent to do you agree or disagree with the following statements#
Base: All consumer credit flexible firms ($40)

7.4 ldentifying risk

In terms of the FCA’s identification of emerging risk areas, consumer credit firms were
most likely to think that the FCA uses a mixture of approaches. Almost four in ten firms
(38%) thought that the FCA used reactive and proactive approaches equally to
respond to risk (Figure 7.7). Remaining firms were more likely to think that the FCA was
mainly reactive in their approach than proactive (19% compared to 11%), although
one third of consumer credit firms (33%) were unsure.
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Figure 7.7 - Firms’ view of FCA'’s approach to identifying risk

Consumer Credit Firms
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Q19. Which of the following best describes your view of the FCA's approach to identifying risk?
Base: All consumer credit firms (950]

While the percentage who consider the FCA to be mainly reactive or mainly proactive
is relatively unchanged since 2022-23, the percentage who think the FCA uses a mix
of approaches is up from 32% in 2022-23 to 38% in 2023-24. This is due to a slight decline
in the number of consumer credit firms answering don’'t know (down from 38% in 2022-
23 to 33%).
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8 Sector level analysis

The following chapter focuses on the seven key sectors that the FCA oversees,
comparing data for these specific sectors with the overall total for all non-Consumer
Credit (non-CC) firms. All data in this chapter are sourced from the 2023-24 wave of
the survey and focus on a subset of the key survey metrics.

8.1 Overview

There were some clear patterns in the way that firms in different sectors typically
perceive the FCA (Table 8.1)11.

Firms in the Retail Banking + Payments & Digital Assets sector consistently held the
most positive views of the FCA — they gave the most positive responses to all of the
selected metrics. Firms in the Investment Management sector also had an above
average level of positivity towards the FCA for all of the selected metrics.

Conversely, firms in the Retail Investments sector consistently held some of the least
positive views of the FCA. Again, this applied to all of the selected metrics.

Responses from firms in the Pensions and Retirement Income sector were more
varied. Although firms in this sector were highly confident that the FCA was delivering
on most of its statutory objectives, they were less positive in other respects. In
particular, the Pensions & Retirement Income sector was less positive than most other
sectors about their overall relationship with the FCA; the consistency of FCA
communications; the efficacy of the FCA in promoting international trade in the
financial services industry; and the FCA'’s promotion of effective competition in the
interests of consumers in the financial markets.

Attitudes towards the FCA from firms in all other sectors tended to occupy the
middle ground.

11 Conditional formatting has been applied to Table 8.1. This formatting compares the values in each
row against one another. In each row, values which are comparatively high (demonstrating a
positive attitude towards the FCA) are highlighted in green. Values that are comparatively low
(demonstrating a negative attitude towards the FCA) are highlighted in red. Values that are closer to
the average for each metric are coloured yellow or orange.
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Table 8.1 - Summary of sector attitudes towards FCA

<

S

Practitioner Panel

Survey

General Investment Pensions & Retail Banking + Wholesale
Totalnon- | Insurance & Manage- Retirement Payments & Retail Retail Financial
CcC Protection ment Income Digital Assets Investments | Lending Markets
Overall satisfaction with relationship with FCA
(Proportion giving a rating of 7+ out of 10) 74% 73% 67% 76% 72%
How effective the FCA has been in regulating the financial services
industry in the last year 70% 70% 78% 74%
(Proportion giving a rating of 7+ out of 10)
Confidence that the FCA delivers on its statutory objective of...
ensuring relevant financial markets function well (Proportion Very/Fairly 84% 84% 87% 86%
Confident)
Confidence that the FCA delivers on its statutory objective of...
securing an appropriate degree of protection for consumers 84% 87% 88% 84%
(Proportion Very/Fairly Confident)
Confidence that the FCA delivers on its statutory objective of...
protecting and enhancing the integrity of the UK financial system 83% 84% 87% 87%
(Proportion Very/Fairly Confident)
Confidence that the FCA delivers on its statutory objective of...
promoting effective competition in the interests of consumers in the
financial markets 69% 68%
(Proportion Very/Fairly Confident)
Agreement that overall, the FCA's communications to my firm are
CLEAR 73% 71%
(Proportion Agree Strongly/Agree)
Agreement that overall, the FCA's communications to my firm are
CONSITENT 78% 78% 78% 79%
(Proportion Agree Strongly/Agree)
Agreement that overall, the FCA's communications to my firm are
RELEVANT 69% 71% 68%
(Proportion Agree Strongly/Agree)
Agreement that the FCA acts proportionately, so that the costs
imposed on firms are proportionate to the benefits gained 42% 49% 48%
(Proportion Agree Strongly/Agree)
Agreement that the regulatory framework is trusted by all market
participants 48% 53% 58%
(Proportion Agree Strongly/Agree)
Agreement that the work of the FCA is effective in promoting
international trade in the financial services industry 31% 32% 40%
(Proportion Agree Strongly/Agree)
How feel about the number of data/ information requests your firm
receives from the FCA 33% 36% 47%
(Proportion saying the number is 'About right'
Base 6,608 974 509
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8.2 Satisfaction with relationship with the FCA

Taking account of all their dealings with the FCA, firms were asked to rate how
satisfied they are with the relationship they have with the FCA on a scale of 1 to 10.
Individual scores were grouped into bands to represent ‘low’ (1 to 3), ‘'moderate’ (4
to 6), and *high’ (7 to 10) levels of satisfaction.

The overall mean satisfaction score for all non-CC firms was 7.4, but there was some
sector variation in satisfaction levels. Satisfaction with the FCA relationship ranged
from a mean of 8.1 in the Retail Banking and Payments + Digital Assets sector to 6.9
in the Pensions and Retirement Income sector.

Compared with all non-CC firms (74%), the proportion of firms with high satisfaction
was notably higher in the Retail Banking and Payments + Digital Assets sector (86%)
and the Investment Management (82%) sector.

There was relatively little variation in the proportion of firms in each sector with low

satisfaction, ranging from 2% in the Retail Banking and Payments + Digital Assets
sector to 6% in the Retail Investments sector.

Figure 8.1 - Satisfaction with the relationship with the FCA

Mean score 7.4 7.4 7.7 6.9 8.1 7.1 7.7 7.4

m/ 1o 10
mdtoé
mltod

Total non-CC | Generd Investment  Pensions & Retail Banking Retall Retail Lending Wholesale
!t Insurance & Management Retfirement +Payments & Investments Financial
| Protection Income Digital Assets Markets

Ql. Taking into account all of your firm's dealings with the FCA, how satisfied are you with the relationship

Base: All non consumer credit firms; Total (6,608); General Insurance & Protection (1,339) Investrent Management (757) Pensions & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,429) Retail Lending (974) Wholesale Financial Markets (509)

Mean Score: 10 = Extremely satisfied, 1 = Extremely dissatisfied

8.3 Perceived effectiveness of the FCA

Firms were asked to rate the effectiveness of the FCA in regulating the financial
services industry in the past year, using a scale from 1 (representing ‘not at alll
effective’) to 10 (‘extremely effective’). Individual scores were again grouped into
bands to represent ‘low’ (1 to 3), ‘moderate’ (4 to 6), and *high’ (7 to 10) levels of
perceived effectiveness.
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Among the total population of non-CC firms, the mean effectiveness score was 7.2
(Figure 8.2). The mean effectiveness score was lowest for the Retail Investments

sector (6.6) and highest for the Retail Banking and Payments + Digital Assets sector
(8.1).

Compared with all non-CC firms (70%), the proportion of firms giving a high
effectiveness rating was notably higher in the Retail Banking and Payments + Digital
Assets sector (87%), the Investment Management sector (79%) and the Retail
Lending sector (78%).

Firms in the Retail Investment sector were slightly more likely to give a low
effectiveness rating compared with the total population of non-CC firms (8% and 5%
respectively).

Figure 8.2 — Rating of how effective the FCA has been in regulating the financial
services industry

Meanscore 7.2 7.2 7.5 7.4 8.1 6.6 7.7 7.4

m7 o 10
m4to b
mlfo3

Total non-CC,| Generd Investment  Pensions & Retail Banking Retail Retail Lending Wholesale
! Insurance & Management Retfirement +Payments & Investments Financial
| Protection Income Digital Assets Markets

Q2. Overall, from your firm's perspective, how effective has the FCA been in regulating the financial services industry in the last year?

Base: All non consumer credit firms: Total (6,608): General Insurance & Protection (1.339) Investment Management (757] Pensions & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments [2,429) Retail Lending (974] Wholesale Financial Markets (509)

Mean Score: 10 = Extremely effective, 1 = Not at all effective

8.4 Confidence that the FCA delivers on its statutory objectives

Firms were asked how confident they felt that the FCA’s oversight of the industry
delivers on each of its four statutory objectives.

Overall, 84% of non-CC firms were confident (either ‘very’ or ‘fairly’ confident) that
the FCA delivers on its objective of ensuring relevant financial markets function well
(Figure 8.3). Confidence was notably higher in the Retail Banking and Payments +
Digital Assets sector (94%), the Investment Management sector (92%), and the
Pensions and Retirement Income sector (92%).

Confidence that the FCA delivers on its objective of ensuring relevant financial
markets function well was lowest for the Retail Investments sector (77%).
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Figure 8.3 — Confidence that the FCA delivers on its statutory objective of...
ensuring relevant financial markets function well

% Very/Fairly confident

2% 2% 94%

Total non-CC General Investment Pensions &  Retail Banking + Retail Retail Lending Wholesale
Insurance &  Management  Retfirement Payments & Investments Financial
Protection Income Digital Assets Markets

Q3. How confident are you that the FCA's oversight of the industry delivers on the following statutory objectives?
Base: All non consumer credit firms: Total (6,608): General Insurance & Protection (1,33%) Investment Management (757] Pensions & Retfirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,429) Retail Lending ($74) Wholesale Financial Markets [509)

Confidence that the FCA delivers on its objective of securing an appropriate degree
of protection for consumers was notably higher in the Retail Banking and Payments +
Digital Assets sector (95%), the Pensions and Retirement Income sector (95%), and
the Investment Management sector (90%), compared with 84% of all non-CC firms
(Figure 8.4).

Confidence that the FCA delivers on its objective of ensuring an appropriate degree
of protection for consumers was lowest for the Retail Investments sector (76%).

Figure 8.4 - Confidence that the FCA delivers on its statutory objective of...
securing an appropriate degree of protection for consumers

% Very/Fairly confident
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Total non-CC Generad Investment Pensions &  Retail Banking + Retail Retail Lending  Wholesde
Insurance & Management  Refirement Payments & Investments Financial
Protection Income Digital Assets Markets

Q3. How confident are you that the FCA's oversight of the industry delivers on the following statutory objectives?
Base: All non consumer credit firms; Total (6,608); General Insurance & Protection (1,33%) Investment Management (757) Pensions & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,42%] Retail Lending (974) Wholesale Financial Markets (509)
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Overall, 83% of non-CC firms were confident that the FCA delivers on its objective of
protecting and enhancing the integrity of the UK financial system (Figure 8.5). Once
again, confidence was notably higher in the Retail Banking and Payments + Digital
Assets sector (92%), the Investment Management sector (?1%), and the Pensions and

Retirement Income sector (90%).

Confidence that the FCA delivers on its objective of protecting and enhancing the
integrity of the UK financial system was lowest in the Retail Investments sector (75%).

Figure 8.5 — Confidence that the FCA delivers on its statutory objective of...
protecting and enhancing the integrity of the UK financial system

% Very/Fairly confident

91% 90% 2% 87% 87%

Total non-CC General Investment Pensions & Retail Banking + Retail Retail Lending Wholesale
Insurance &  Management  Retirement Payments & Investments Financial
Protection Income Digital Assets Markets

Q3. How confident are you that the FCA's oversight of the industry delivers on the following statutory objectives?
Base: All non consumer credit firms; Total (6,608); General Insurance & Protection (1.33%) Investment Management (757) Pensions & Refirement Income (61) Retail Banking
+ Payments & Digital Assets [528) Retail Investments (2,429) Retail Lending ($74) Wholesale Financial Markets [509)

Confidence that the FCA delivers on its statutory objective of promoting effective
competition in the interests of consumers in the financial markets was lower than

confidence relating to the FCA'’s other statutory objectives - seven in ten non-CC
firms (69%) were confident in this respect.

Confidence was notably higher in the Retail Banking and Payments + Digital Assets
sector (80%) and the Retail Lending sector (79%).

Six in ten firms in the Pensions and Retirement Income sector (61%) and the Retail
Investment sector (61%) were confident that the FCA delivers on the objective of
promoting effective competition in the interests of consumers in the financial
markets.
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Figure 8.6 — Confidence that the FCA delivers on its statutory objective of...
promoting effective competition in the interests of consumers in the financial markets

% Very/Fairly confident

80% 79%
75%

69%

Total non-CC General Investment Pensions &  Retail Banking + Retail Retail Lending  Wholescale
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Q3. How confident are you that the FCA's oversight of the industry delivers on the following statutory objectives?
Base: All non consumer credit firms: Total (6,608): General Insurance & Protection (1,339 Investment Management (757) Pensions & Retirement Income (81) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,429) Retail Lending (974) Wholesale Financial Markets (509)

8.5 Trust in the FCA

Firms were asked how their frust in the FCA had changed over the last 12 months.
Overall, 13% of non-CC firms said that their trust in the FCA had increased over the
past year. The proportion of firms reporting an increase in trust was notably higher in
the Retail Banking and Payments + Digital Assets sector (34%), and the Pensions and
Retirement Income sector (25%).

The proportion of firms reporting that their trust in the FCA had decreased over the
past year was relatively similar across the sectors, ranging from 6% in the Investment
Management sector and the Retail, Banking and Payments + Digital Assets sector,
up to 12% in the Retail Investments sector.
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Figure 8.7 — Confidence that the FCA delivers on its statutory objective of...
promoting effective competition in the interests of consumers in the financial markets

Whether trust in FCA has increased, decreased or stayed the same overthe
last 12 months

m Increased
m Stayed the same
m Decreased

w Don't know
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Q7. Over the last 12 months, would you say your firm's trust in the FCA has...
Base: All non consumer credit firms: Total (6.608): General Insurance & Protection (1,339 Investment Management (757) Pensions & Retirement Income (41] Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,42%) Retail Lending ($74] Wholesale Financial Markets [50%)

8.6 Perceptions of the FCA’s approach to identifying risk

Firms were asked whether they felt the FCA took a mainly reactive approach to risk
by relying on information and intelligence provided by the industry, a mainly
proactive approach by taking steps to uncover risks themselves, or an approach
which was equally proactive and reactive.

Around one in ten non-CC firms (9%) thought that the FCA was mainly proactive in
identifying risk, rising to 14% amongst those in the Retail Lending sector.

Firms in the Pensions and Retirement Income sector were most likely to say that the
FCA's approach to identifying risk was equally proactive and reactive (71%
compared with 48% of all non-CC firms).

Retail Investment firms were most likely to view the FCA’s approach to identifying risk
as being mainly reactive (45% compared with 31% of all non-CC firms). Those in the
Pensions and Retirement Income sector were the least likely to view the FCA's
approach as being mainly reactive (18%) but were also least likely to view the FCA
as being mainly proactive (5%).
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Figure 8.8 — Perceptions of the FCA’s approach to identifying risk

m FCA s mainly
proactive

m FCA uses both
approaches equally

mFCA s mainly
reactive

wDon't know

Totalnon-CC1  Generd Investment  Pensions & Retai Banking Retail Retail Lending Wholesale
| Insurance & Management Retirement  +Payments & Investments Financial
1 Protection Income Digital Assets Markets

@19. Which of the following best describes your view of the FCA's approach to identifying risk# In order to identify risks, would you say that...
Base: All non consumer credit firms: Total (6.608): General Insurance & Protection (1,33%) Investment Management (757) Pensicns & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2.429) Retail Lending ($74) Wholesale Financial Markets [509)

8.7 Perceptions of the FCA’'s communications

Firms were asked to what extent they agreed or disagreed with a series of
statements about the FCA’s communications.

Around three quarters of non-CC firms agreed that the FCA’'s communications were
clear (73%) and consistent (78%), and a slightly lower proportion (69%) agreed that
the communications were relevant (Figure 8.9).

Compared with all non-CC firms, those in the Retail, Banking + Payments & Digital
Assets sector were notably more likely to agree that the communications were clear
(87%), consistent (85%) and relevant (85%). Those in the Investment Management
sector were also notably more likely to agree that the communications were clear
(83%), consistent (84%) and relevant (77%).

Firms in the Retail Investments sector were the least likely to agree that
communications from the FCA were clear (67%) and relevant (63%).
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Figure 8.9 — Agreement that the FCA's communications are clear, consistent and
relevant

m Clear mConsistent mRelevant

% Strongly agree/Agree
| 7e%  Re3nean ol e 57 74% 78% 78% 79%
{71%° " o 1% 45% 7% 4% ;o WI2R 171 % 68%
Total non-CC | General Investment Pensions &  Retail Banking + Retail Retail Lending Wholesale
i Insurance & Management  Retirement Payments & Investments Financial
| Protection Income Digital Assets Markets

Q9. Towhat extent do you agree or disagree with the following statements2 Overal, the FCA's communications to my firm are [CLEAR / CONSISTENT/ RELEVANT]
Base: Allnon consumer credit firms; Total (6,608); General Insurance & Protection (1,339) Investment Management (757) Pensions & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528] Retail Investments (2,429) Retail Lending (974) Wholesale Financial Markets (509)

8.8 Whether the FCA acts proportionately

Firms were asked to what extent they agreed or disagreed that the FCA acts
proportionately, so that the costs imposed on firms are proportionate to the benefits
gained (Figure 8.10).

Firms in the Retail Banking + Payments & Digital Assets sector were clearly the most
likely to agree that the FCA acts proportionately (64%). Those in the Investment
Management sector were also notably more likely to agree (55%) compared with all
non-CC firms (42%).

Those in the Retail Investments sector (29%) and those in the Pensions and

Retirement Income sector (31%) were the least likely to agree that the FCA acts
proportionately.
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Figure 8.10 - Agreement that the FCA acts proportionately, so that the costs imposed
on firms are proportionate to the benefits gained

% Strongly agree/Agree
1
:
1
1
1
1
1
1
1
1
'
' e 64%
E ) 49% 48%
! 39%
| 31% 29%
i
1
'

Total non-CC General Investment Pensions &  Retail Banking + Retail Retail Lending Wholesale

i Insurance & Management Retirement Payments & Investments Financial
\  Protection Income Digital Assets Markets

Q15. To what extent do you agree or disagree with the following statements2 The FCA acts proportionately, so that the costsimposed on firms are proportionate to the
benefits gained

Base: Allnon consumer credit firms; Total (6,608); General Insurance & Protection (1,339) Investment Management (757) Pensions & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,429) Retail Lending (974) Wholesale Financial Markets (509)

8.9 Perceptions of whether the regulatory framework is trusted
by all market participants

Firms were asked to what extent they agreed or disagreed that the regulatory
framework is trusted by all market participants (Figure 8.11).

Firms in the Retail Banking + Payments & Digital Assets sector were clearly the most
likely to agree that the regulatory framework is tfrusted (71%). Those in the Investment
Management sector (58%) and those in the Wholesale Financial Markets sector
(58%) were also notably more likely to agree compared with all non-CC firms (48%).

Those in the Retail Investments sector (34%) and those in the Pensions and

Retirement Income sector (39%) were the least likely to agree that the regulatory
framework is trusted by all market participants.
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Figure 8.11 — Agreement that the regulatory framework is trusted by all market
participants

% Strongly agree/Agree

1
i
i
i
1
|
i
1
! 71%
1
: 55 53% 58%
i g 39%
' 2 34%
E
:

Total non-CC General Investment Pensions &  Retail Banking + Retail Retail Lending Wholesale
i Insurance & Management  Retirement Payments & Investments Financial
i Protection Income Digital Assets Markets

Q16. To what extent do you agree or disagree with the following statements2 The regulatory framework is trusted by all market participants
Base: Allnon consumer credit firms; Total (6,608); General Insurance & Protection (1,339) Investment Management (757) Pensions & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,429) Retail Lending (974) Wholesale Financial Markets (509)

8.10 Whether the work of the FCA is effective in promoting
international trade in the financial services industry

Firms were asked to what extent they agreed or disagreed that the work of the FCA
is effective in promoting international trade in the financial services industry (Figure
8.12).

As is the case with many of the other metrics, firms in the Retail Banking + Payments
& Digital Assets sector were clearly the most likely to agree that the work of the FCA
is effective in promoting international trade (56%). Those in the Investment
Management sector (43%) and those in the Wholesale Financial Markets sector
(40%) were also notably more likely to agree compared with all non-CC firms (31%).

Once again, those in the Retail Investments sector and those in the Pensions and
Retfirement Income sector were the least positive. Fewer than one in five of those in
the Retail Investments sector (19%) and the Pensions and Retirement Income sector
(16%) agreed that the work of the FCA is effective in promoting international frade in
the financial services industry.
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Figure 8.12 - Agreement that the work of the FCA is effective in promoting
international trade in the financial services industry

56%
40%
32%

% Strongly agree/Agree

Total non-CC General Investment Pensions &  Retail Banking + Retail Retail Lending Wholesale
Insurance & Management  Retfirement Payments & Investments Financial
Protection Income Digital Assets Markets

Q16. To what extent do you agree or disagree with the following statements? The work of the FCA is effective in promoting international tfrade in the financial services
industry Base: All non consumer credit firms; Total (6,608); General Insurance & Protection (1,339) Investment Management (757) Pensions & Retirement Income (61) Retail
Banking + Payments & Digital Assets (528) Retail Investments (2,429) Retail Lending (974) Wholesale Financial Markets (509)

8.11 Data / information requests they receive from the FCA

Firms were asked how they felt about the number of data/ information requests they
receive from the FCA (Figure 8.13).

Firms in the Retail Banking + Payments & Digital Assets sector were the most likely to
report that the number of data/ information requests from the FCA was about right
(62% compared with 33% of all non-CC firms). Those in the Investment Management
sector (48%), the Pensions and Retirement Income sector (48%) and the Wholesale
Financial Markets sector (47%) were also notably more likely than the total non-CC
population to think that the number of data / information requests was about right.

Firms in the Retail Investments sector were clearly the most likely to report that the

FCA makes more data / information requests than seems necessary for the FCA to
do its business (39% compared with 28% of all non-CC firms).
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Figure 8.13 - Views on the number of data / information requests firms receive from
the FCA

® Fewer than | think we
should receive

m About right
A lof, but | understand
why it is needed

39% | = More than seems
/ necessary for the FCA to
do its business

28%

18%

m Don't know

Total non-CC General Investment  Pensions & Retail Banking Retail Retail Lending Wholesale
Insurance & Management Retirement + Payments & Investments Financial
Protection Income Digital Assets Markets

Q30. Which of the following best describeshow you feel about the number of data/information requests your firm receives from the FCA2

Base: Allnon consumer credit firms; Total (6,608); General Insurance & Protection (1,339) Investment Management (757) Pensions & Retirement Income (61) Retail Banking
+ Payments & Digital Assets (528) Retail Investments (2,429) Retail Lending (974) Wholesale Financial Markets (509)

MeanScore: 10 = Extremely satisfied, 1 = Extremely dissatisfied
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Appendix A — Methodology

The FCA and the FCA Practitioner Panel (the “Panel”) commissioned Verian to
conduct the annual industry survey to measure perceptions of FCA performance as
a regulator. This report details the results from the 2023-2024 survey, incorporating
trend data from 2022-23 and previous waves of the Panel survey.

Fieldwork took place between February and April 2024. A total of 25,000 firms were
invited to take part. This included all fixed portfolio firms, all non-consumer credit
flexible firms and a sample of consumer-credit (flexible portfolio) firms. Contact
details were obtained from the FCA's INTACT database of regulated firms. The most
senior person in each firm was the intended respondent of the survey.

From 2014, the FCA became responsible for the regulation of consumer credit firms.
Therefore, since the 2015 Panel survey consumer credit firms have been invited to
complete it, with 8,070 being invited to take part in 2023-2024. This year, consumer
credit firms were asked a smaller number of questions, shortening approximate
survey completion time from 10-15 minutes to 7-10 minutes.

4,000 firms were first sent a warm-up email and letter (this can be found in Appendix
C), with all others just sent an email. This informed the firm that we would soon be
contacting them with login details for the online survey. A week Iater all firms were
sent an invitation email containing these login details (this can be found in Appendix
D), while the sub-sample of 4,000 firms was also sent an invitation letter.

During the fieldwork period, three reminder emails were sent to firms that were yet to
complete the survey. For firms who received invitation letters, a reminder letter was
sent alongside the first reminder email. Fixed portfolio firms that had not completed
the survey by the date of the third reminder email were sent a reminder letter as
well.

A PDF copy of the questionnaire was available for any firm to download from the
survey website throughout fieldwork. This was mentioned explicitly in all
communication with respondent firms.

In the last two weeks of fieldwork, in order to boost the response rate, certain firms
were also contacted via telephone and reminded o take part in the survey. Upon
request, some of these firms were also resent invitation emails containing their login
details. The targeted firms were non-responding fixed portfolio firms and large flexible
portfolio firms (e.g. those in wholesale financial markets).

In total, 6,608 non-consumer credit firms completed the survey, at a response rate of
39%. The response rate among consumer credit firms was lower at 11.9%.
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FCA Supervision categorisation

Fixed portfolio firms are a small population of firms (out of the total number
regulated by the FCA) that, based on factors such as size, market presence and
customer footprint, require the highest level of supervisory attention. These firms are
allocated a named individual supervisor and are proactively supervised using a
continuous assessment approach.

Flexible porffolio firms are proactively supervised through a combination of market-
based thematic work and programmes of communication, engagement and
education actively aligned with the key risks identified for the sector in which the
firms operate. These firms use the FCA Customer Contact Centre as their first point of
contact as they are not allocated a named individual supervisor.

The makeup of the final achieved sample is such that flexible firms constitute the
majority of respondents (99%). This reflects the fact that flexible firms represent the
majority of all FCA regulated firms. In light of this, results for the whole sample will be
almost identical to results for the flexible firms in isolation. Within this report, results will
often be considered at a Fixed and Flexible firm level.

[ ] I 0 \
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Appendix B — Questionnaire

verian'/ 7C/ N

FCA and Practitioner Panel Survey 2024

Please write your firm's unique survey ID in the box below. This can be found in your survey
invitation email.

Survey ID:

Thank you for taking the time to complete this questionnaire.

How the information will be used

Your feedback is important and the results of this survey will be used to improve the work of
the Financial Conduct Authority (FCA). In reporting the survey answers, Verian will always group
responses so that no individual's or firm's responses can be identified. Your individual response
to the survey will therefore be completely confidential. This is in accordance with the Market
Research Society Code of Conduct.

The intention is to publish the results of this years survey in summer 2024.

Completing the questionnaire

The questionnaire should be completed by the most senior person (Chief Executive or equivalent)
in your firm or group. We estimate the questionnaire should take about 10-15 minutes to
complete and there is an opportunity towards the end of the survey to provide comments on any
topics that you feel have not been addressed elsewhere in the questionnaire.

Please read the rest of the information on this page, then turn over the page to start the survey.

How do | fill in the questionnaire?

1.Most questions can be answered by putting a cross in the box next to the answer that applies
to you, like this: &

2.Some questions will ask you to “Please cross as many boxes as apply.” When you see this
instruction, please cross as many boxes as apply to you.

3. A small number of guestions will ask you to write your response in the box provided.

4. Please try to answer every question. If there are any questions that you can't answer, simply
cross the ‘Don’t know" box.

5.1t you have made a mistake or change your mind about an answer you have given, completely
block out the box you have crossed like this ll and then put a cross in your preferred box.

6. Please use black or blue ink to complete the questionnaire.
We look forward to receiving your feedback.

Where can | get more information?

= : fcappsurvey@veriangroup.com

& 0800 015 0302 (9am-5pm)

B www fcapractitionerpanelsurvey.co.uk

Information about how your data is processed and information about your rights in relation to
the data we collect is available on the back of the accompanying letter. You can also access our
privacy policy at:

www.veriangroup.com/uk-surveys V2
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Section 1: FCA Performance

The first questions are about your general impressions of the FCA

01 Taking into account all of your firm’s dealings with the FCA, how satisfied are you
with the relationship?
Pleas= give an answer on a scale of 1 to 10, where 1 is ‘Extremely dissatisfied” and 10 is ‘Extremely satisfied”.
= Please cross gne box only =

Extremely Extremely
dissatisfied catisfiad
O O O O O O O O O I
1 2 3 4 5 6 7 8 9 10

02 Overall, from your firm's perspective, how effective has the ECA been in regulating
the financial services industry in the last year?
Pleas= give an answer an a scale of 1 to 10, wheres 1 i ‘Wot at all effective” and 10 is “Extremely effective”.
= Please cross gne box only =

Mot at all Extremely
effective effective

o o 0 0o o o 0o oOo o0 0O
1 2 3 4 5 b 7 8 9 10

Section 2: FCA Aims and Objectives

The ECA has a single strategic objective of ensuring relevant financial markets function
well and three operational objectives:

* Securing an appropriate degree of protection for consumers
* Protecting and enhancing the integrity of the UK financial system

¢ Promoting effective competition in the interests of consumers in the
financial markets

02 How confident are you that the FCA's oversight of the industry delivers on the
following statutory objectives?
= Please cross gne box in each row =

Objective Very Fairly ~ Motvery Notatall Don't
number Ohbjective confident confident confident confident  know
1 E.:Erring relevant financial markets function = C C 0 C
Securing an appropriate degree of protection
2 for consumers . O 0 0 0
Protecting and enhancing the integrity of the
3 UK financial system . O O . O
Promaoting effective competition in the
a = g O O O O o

interests of consumers in the finandal markets
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04 How well would you say your firm understands what the FCA is trying to achieve
through the following objectives?
= Please cross gne box in each row =

Objective Very  Fairly MNotwvery Not  Don't

number Ohbjective well weell well  atall  know
. IFESI:;TSEELTEM financial markets = - - g 3
) ?GE::E SQEU?E?Sppmpriate degree of protection 0 0 0 0 0
3 Elrlgtﬁ:t;:g :|ngi-5 :ir;:qla ncing the integrity of the . - - 0 -
A Promoting effective competition in the 0 O O 0 O

interests of consumers in the financial markets

05 Alongside its primary strategic and operational objectives, the ECA has a secondary
international competitiveness and growth objective (SICGO).

How confident are you that the FCA's oversight of the industry delivers on this
objective?

= Please cross gne box only =

O Very confident

O Fairly confident

O Mot very confident

O Mot at all confident

O Don't know

06 How well would you say your firm understands what the FCA is trying to achieve
through the secondary international competitiveness and growth objective (SICGO)?
= Please cross gne box only =

Very well Fairly well Not very well Not at all well Don't know

O O O ] ]

07 Over the last 12 months, would you say your firm’s trust in the ECA has...
2 Please cross gne box only =

O ...increased

O ...decreased
O ...orstayed the same
O Don't know
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o If your firm is dual regulated (that is, regulated by both the Financial Conduct Authority and
the Prudential Regulation Authority) please answer Q8. Otherwise, please go to Q9.

08  And to what extent would you agree or disagree with the following statements?
= Please cross one box in each row =
Neither
Strongly agree nor Strongly Don't
agree Agree  disagree  Disagree  disagree  know

My firm has a dear understanding

of the distinction between the

FC A’ regulatory objectives and O O O O | O
those of the Prudential Regulation

Authority (PRA)

The FCA and the PRA are
appropriately co-ordinated in their

supenision of my firm, taking into O O 0 O O O
account their respective regulatory
objectives

Section 3: Communication and Engagement
The next questions are about the ways in which the FECA communicates with your firm.

09 To what extent do you agree or disagree with the following statements?
2 Please cross one box in each row =

Neither

Strongly agree nor Strongly Don't
agree Agree  disagree  Disagree  disagree  know

Overall, the ECA's communications

to my firm are CLEAR 0 O D 0 o u

Overall, the FCAS cornmunications
to my firm are CONSISTENT O O O O O O

Overall, the ECA's communications
to my firm are RELEVANT O O O O O m|
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010 Thinking about each of the different channels of communication that the FCA uses,
would you say that the ECA contacts your firm too often, not enough, or would you
say the level of contact is about right?

= Please cross gne box in each row =

Toooften  Aboutright Notenough Don't know

Telephone O 0 0O 0O
Video call 0 O O O
Email ] 0 0O 0O
Postal mail O O O O
In person meetings O O O O
Through FCA hosted events (e.g. wehinars,

conferences) 1 = = N
Through social media (e.g. X (formerly known ¥ Ol = B

as Twitter), Linkedin)

011 What information sources do you use to learn about regulation and the ECA?
= Please cross g5 many boxes as apply =

O ECA hosted events O ECA website
O ECA speakers at industry events O Letters from the FCA
O External advisers (lawyers, consultants O The media

etc.) O Linkedin
[0 ECA Regulation round-up ] Trade associations
O ECA Supervision Hub (formerly ] Blogs

customer contact centre) [ Podcasts
O £A4 SPEEd-I,EE O None of the above
O ECA supervisors

012 In which of the following ways, it any, has your firm engaged with the ECA's work to
develop or change rules in their Handbook in the last 12 months?
= Please cross as many boxes as apply =
[0 Responded to an FECA consultation, discussion paper or other paper
[0 Participated in a roundtable run by the FCA
O Joined an FCA webinar or other event
[0 Participated in a related discussion facilitated by another organisation, such as a trade
assodation
O In some other way (please specify)

O My firm has not engaged with the ECAS work in this area in the last 12 months
O Don't know
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012 How well does the FCA engage with stakeholders when developing new regulations
and reqgulatory reforms?
2 Please cross gne box only =

0O Very well

O Fairly well

O Not very well
[0 Mot at all well
O Don't know

014 And, in general, to what extent do you agree or disagree that FCA engagement with
stakeholders leads to more effective regulations?
= Please cross one box only =

O Strongly agree

O Tend to agree

O Meither agree nor disagree
O Tend to disagree

O Strongly disagree

O Don't know

Section 4. Impact of FCA Regulation
The next questions are about your views on the impact of FCA regulation.

015 To what extent do you agree or disagree with the following statements?
2 Please cross one box in each row

Neither
Strongly agres nor Strongly Don't
agree Agres disagres Disagree disagree know
The work of the ECA enhances the
reputation of the UK as a financial O O O O O O
centre

ECA regulation has helped my firm to
deliver better outcomes for consumers

The ECA acts proportionately, so
that the costs impaosad on firms are O O O O O O
proportionate to the benefits gained

ECA regulation is aligned with rules
imposed by other requlators
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016 And to what extent do you agree or disagree with the following statements?
2 Please cross gne box in each row =

Meither
Strongly agres nor Strongly Don't
agree Agres disagres Disagres disagres know

The regulatory framework is clear
and well-understood by all market O O O O O O
participants
The regulatory framework is trusted by
all market participants

The FCA is effective at supporting the
development ot digital markets and

new technologies in finandal products L . O O . m
and services

The work of the ECA is effective in

promoting international trade in the 0 O | O 0O 0O

financial services industry

The FCA is able to adapt its regulatory

requirements to respond efficiently to 0 O 0O O O O
innovation and new challenges

017 The next question is for principal firms who appoint and are responsible for
overseeing appointed representatives. An appointed representative is a firm or
person who carries on a regulated activity on behalf, and under the responsibility of,
a firm authorised by the FCA (the principal firm).

As a result of the FCA's actions in the last 12 months, how have principal firms in your
sector changed the way they oversee their Appointed Representatives?

Has oversight in your sector...
= Please cross one box only =

O Increased

O Stayed the same

[0 Decreased

O Non-applicable — firms in my sector do not appoint or oversee Appointed Representatives
O Don't know
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Section 5: Enforcement and Identifying Risk

In the next section we will ask about the ECA's role in identifying emerging risks within
the industry and associated enforcement action.

012 Do you feel there are any significant or emerging risks in your market that the ECA is
not currently aware of?
= Please cross gne box only =

O Yes
O No
O Don't know

019 Which of the following best describes your view of the ECA's approach to
identifying risk?

In order to identify risks, would you say that...
= Please cross one box only =

O ...the ECA is mainly REACTIVE that is they rely on information/ intelligence
provided by the industry

O ...the FCA = mainly PROACTIVE, that is they take steps to uncover risks themselves
O ...the ECA uses both approaches equally
O Don't know

020 As far as you are aware, which of the following enforcement actions has the FCA
imposed on firms or individuals in the last 12 months?

Please include anything you know about through personal knowledoe notifications from the FCA or wider
media coverage.

= Please cross as many boxes as apply =

O lssued a public censure = Go to Q21

O Issued a fine/ financial penalty = Go to 021

O Limited a firm or individual’s activities/ Withdrawn selected permissions = Go to Q21
O Withdrawn authorised status 2 Go to Q21

O Launched criminal prosecution = Go to Q21

O Something else (please write in) = Go to Q22

O Mot aware of any enforcement actions being imposed = Go to Q22
O Don't know = Go to Q22
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021 How effective do you think each of the following enforcement actions has been in
reducing further harm to the industry?

= Please cross gne box in each row =

Very Faily  MNotvery Notatall Don't

effective  effective effective effective  know
lssuing of a public censure
lssuing of a fine/ financdial penalty
Limiting of a firm or individual’s activities/
Withdrawal of selected permission
Withdrawal of authorised status
Launch of criminal prosecution

OO O Oog
OO0 O oaga
OO0 O Ooag
o0 O oaga
OO0 O oag

o If, at Q21, you selected either "Limited activities/ Withdrawn selected permissions’ or
"Withdrawn authorised status’, please go straight to Q23.

Otherwise, please answer Q22.

022 As you may know, the FCA can withdraw permissions from firms or individuals they
find to be in breach of regulations, to stop them from operating.

As far as you are aware, has the ECA withdrawn permissions from any firms or
individuals?
2 Please cross one box only =

O Yes
O Mo
O Don't know

022 Thinking now about ANY enforcement action the FCA has taken as a result of poor
business practices by another firm or individual. What actions, if any, have your firm
taken in response to such enforcement action?
= Please cross as many boxes as apply =

O Implemented a specific review of your own business
O Carried out a review of your conduct risks

O Made a change to your business modsl

O Called meeting(s) to specifically discuss the issue

O Intreduced or changed training modules

O Something else (please write in)

O None of these
O Don't know
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The ECA Threshold Conditions are the minimum conditions which a firm is required to satisfy -
and continue to satisfy - in order to be given and to retain permission by the FCA.

024 How familiar is your firm with the FCA’s Threshold Conditions?

= Please cross one box only =
O Very tamiliar

O Fairly familiar

[0 Mot very tamiliar

[0 Mot at all familiar

O Don't know

Section 6: People
The next questions are about FCA staff and FECA supervisors.
O If your firm has specific, named FCA supervisors, please answer Q25 and then go straight to

Section 7.
Otherwise, please go straight to Q26.

025 In relation to your FCA_supervisors, to what extent to do you agree or disagree with
the following statements?
= Please cross one box in each row =
Meither
Strongly agree nor Stronaly Don't
agree Agree disagree Disagree  disagree know
My ECA supervisors are

knowledgeable about FCA rules and O O O O O O

requirements

My FCA supervisors have sufticient
experience

My ECA supervisors exercise good
judgement

My ECA supervisors are appropriately
gualified and have the necessary skills 0 O 0O O | 0O
to undertake the role

My ECA supervisors' approach is
consistent with that from the leaders

of the ECA, and the ECAS wider policy
approach

My ECA supervisors have sutticient
knowledge to understand my tirm
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026 In relation to FCA staff (e.g. the FCA Supervision Hub, [formerly FCA customer contact
centre]), to what extent to do you agree or disagree with the following statements?
= Please cross gne box in each row =

Neither
Strongly agree nor Strongly Don't
agree Agree disagres Disagres disagree kmow

FCA staff are knowledgeable about

FCA rules and requirements O O O O O O

FCA statt have sutticient experience | | 0 O

ECA statt are appropriately qualitied
and have the necessary skills to O O O O | O
undertake the role

Guidance provided by ECA staff is

consistent with that from the leaders

of the ECA, and the ECAS wider policy O . O u o O
approach

Section 7: FCA Focus and Processes

027 Thinking now about the ECA's work to promote effective competition within the

industry. Do you think the emphasis the ECA places on the following areas is too
much, about right or too little?

2 Please cross one box in each row =

Too mudh About Too litde Don't
emphasis right emphasis kmowe

Supporting innovation within the industry O

M
O
O

Regulating the price of products and services
Controlling the entry of firms into new markets

Regulating the quality of praducts and services

O 0O 00
o 0O o o
O 0O 00O
O 0O 0 0O

Making it easier for consumers to understand and compare
products and services

Making it easier for consumers to switch products and
services

O
L]
O
O
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028 Are you aware of the FCA's work to ensure firms are operationally resilient?
2 Please cross gne box only =

O Yes
[0 Mo
O Don't know

029 Would you say that over the last 12 months operational resilience has become more
of a priority for your firm?
= Please cross one box only =
[ Yes
O No
O Don't know

0320 Which of the following best describes how you feel about the number of data/
information requests your firm receives from the FCA?
= Please cross gne box only =

O Fewer than | think we should receive

O About right

O Alot, but | understand why it is needed

O More than seems necessary for the ECA to do its business
O Don't know

0321 To what extent do you agree or disagree with the following statements about data/
information requests your firm receives from the ECA?
= Please cross gne box in each row =
Neither
Strongly agree nor Strongly Don't
agree Agree disagree Disagres disagree know

The ECA gives my firm enough time

to compile the data/ information that ' O | O O 0O
they request

My firm has sufficient resources to

respond to ECA data/ information O O O O [ O
requests

The FECA only asks for data/

information about my firm that they O O O O O |
cannot get from other sources

The ECA makes good use of the data/

information that my firm provides
The information requested by the FCA

is often difficult to collate t O O O O m
The FCA reviews the information it
requests and feeds back in a timely | | | n | O

manner
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O If your firm is involved in wholesale markets, please answer Q32-037.

Otherwise, please go to Q38.

Section 8: Market Excellence

The next questions are about your views on the impact of ECA regulation specifically in

relation to wholesale markets.

032 To what extent do you agree or disagree with the following statements?

= Please cross one box in each row =

Strongly
agree
The FCA is effective in regulating O
wholesale markets
FCA regulation supports market
participants determining fair value in O
wholesale markets

ECA regulation ensures the integrity ot 0
wholesale markets

FCA regulation in wholesale markets
is proportional in terms of the benefits O
versus the costs

Neither
agree nor Strongly Don't
Agree disagree Disagree  disagres know
O O O O O
O O O O O
O O O O O
O O O a O

032 Over the last 12 months, do you think the UK's position in wholesale markets has...

= Please cross one box only =

O Strengthened
O Weakened

[ or has remained the same during this time

O Don't know

034 Taking everything into account, can you tell us how the ECA's actions have impacted
the UK's position in the wholesale markets during this time.
Plzase give an answer on a scale of 1 to 10, where 1 is "Significant negative impact’ and 10 is “Significant

positive impact”.
= Please cross gne box only =
Significant
negative
impact
O O [l
1 2 3 4 5

verian'/  FAoAmE

Significant

o Don't
positive
impact T
O O O O O

7 8 9 10

FCA
Practitioner Panel

105



@ Practitioner Panel
Surve
A y

Section 9: Market Abuse
Market abuse can occur in a number of ways:

s  Delayed or misleading disclosures — listed issuers do not disclose inside information
in a timely manner or issue misleading statements

* |nsider dealing — people with access to inside information disclose it unlawfully
and/ or use it to trade in their own financial interests

*  Market manipulation — participants trade in a way designed to manipulate the
price of a financial instrument

035 Overall, how much of an issue do you believe market abuse is in the UK? Do you feel
this is a...
2 Please cross gne box only =

O Very big issue

[ Fairly big issue

O Mot a very big issue
[0 Mot an issue at all
O Don't know

036 Over the last 12 months, how effective do you think the FCA has been in protecting
UK markets from...
= Please cross gne box in each row =
Very Fairly Mot very Mot at all
effective effective effective effective  Don't know

Delayed or misleading disclosures from listed

isSLers O = = H =
Insider dealing O O O O l
Market manipulation O O O O O

037 How effective has the FCA been in combatting market abuse in the UK compared to
regulators in other global markets. Has the ECA been...

2 Please cross gne box only =
O Much better

O A little better

O About the same

O A little worse

O Much worse

O Don't know

. FINANCIAL
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Section 10: Suggestions for the FCA

038 Now thinking about your opinion of the ECA in general, if you could choose one
thing you would like to see the FCA doing more or less of, or doing difterently/

better, what would it be?

= Please write your answer in the box below

Section 11: Staying in touch

0329 Would you be willing to be recontacted by Verian regarding this research?
You can be assured that your name will never be passed to anyone outside of Venan without your
pErMIssion.
= Please cross gne box only =
O Yes
O No

. FINANCIAL
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Appendix C — Warm up communication

FINANCIAL FCA
F A CONDUCT -
AUTHORITY Practitioner Panel
FAO {Full name} Ref: {RespondentKey}
{Organisation name} Date: {Date}

Dear {First_name},

Your opportunity to tell the FCA what you think

You will shortly be contacted by independent research firm Verian (formerly known as
Kantar Public) and asked to take part in an online study, the 2023-2024 FCA and
Practitioner Panel Survey of regulated firms. This is an excellent opportunity for you,
as a senior representative of a regulated firm, to provide your views of the FCA. The
purpose of this survey is to give firms the opportunity to comment on the ability of the
FCA to deliver on its statutory objectives, enable the FCA to better understand issues
affecting firms and assess any changes needed to their approach. The results of the
survey will feed back directly to ourselves as FCA CEO and Panel Chair as the wider FCA
senior leadership and Board. We would appreciate the survey being completed by the
most senior person in your firm or group.

Following an extensive review and in light of feedback, this year's survey is notably
shorter than recent years and should only take 10-15 minutes to complete.

If you have any questions, you can contact Verian on 0800 015 0302 or at
fcappsurvey@veriangroup.com. Alternatively, you can contact the FCA Supervision Hub on
0300 500 0597.

You can find more information about previous surveys and the FCA’s Practitioner Panels,
including the Smaller Business Practitioner Panel, at www.fca-practitioner-panels.org.uk/. For
more information about this year’s survey visit www.fcapractitionerpanelsurvey.co.uk.

We will publish headline results from the survey in summer 2024.
Thank you for helping us.

Yours sincerely,

Nikhil Rathi Matt Hammerstein

Chief Executive Chair
Financial Conduct Authority FCA Practitioner Panel

108


mailto:fcappsurvey@veriangroup.com
http://www.fca-practitioner-panels.org.uk/
http://www.fcapractitionerpanelsurvey.co.uk/

@ Practitioner Panel
Surve
\ y

Appendix D — Survey invitation

FINANCIAL FCA
F A CONDUCT -
AUTHORITY Practitioner Panel
FAO {Full name} Ref: {RespondentKey}
{Organisation name} Date: {Date}

Dear {First_name},
Have your say: the FCA and Practitioner Panel Survey 2023-2024

We are writing to ask you to take part in the Financial Conduct Authority (FCA) and
Practitioner Panel joint survey. We want to know what you think of the FCA and where it
can improve. The purpose of this survey is to give firms the opportunity to comment on the
ability of the FCA to deliver on its statutory objectives, enable the FCA to better understand
issues affecting firms and assess any changes needed to their approach. The results of the
survey will feed back directly to ourselves as FCA CEO and Panel Chair as well as the wider
FCA senior leadership and Board.

Following an extensive review and in light of feedback, this year's survey is notably shorter
than recent years and should only take 10-15 minutes to complete.

How to take part

@ Go to www.fcapractitionerpanelsurvey.co.uk and select “Click here to complete the
survey”

@ Enter your log-in details in the boxes provided:
Username Password

@ Select “START NOW" to complete the survey and submit when done

We would appreciate the questionnaire being completed by the most senior person in your
firm or group (Chief Executive or equivalent). If your firm is a member of a group, please
answer from the group's perspective as much as possible. The questionnaire is only sent to
one contact in each group.
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More information about the survey, including a PDF copy of the questionnaire, can be
found at www.fcapractitionerpanelsurvey.co.uk.

Confidentiality

The independent research company, Verian (formerly known as Kantar Public), is
conducting the survey. In line with the Market Research Society Code of Conduct, Verian
will treat all survey responses in the strictest confidence and no personally identifiable
information will be published or shared with the FCA or Practitioner Panel.

Survey results

Verian will present the results from the survey to the FCA Board and the Practitioner Panel.
We will publish the results in summer 2024. For information about the Practitioner Panels,
including the Smaller Business Practitioner Panel, and previous Surveys, please visit
www.fca-practitioner-panels.org.uk.

If you have any questions, please contact Verian on 0800 015 0302 or at
fcappsurvey@veriangroup.com. Alternatively, you can contact the FCA Supervision Hub on 0300
500 0597.

Thank you for helping us. This survey is a valuable source of information for the FCA and the
Practitioner Panel, and your participation is greatly appreciated.

Yours sincerely,

Nikhil Rathi Matt Hammerstein
Chief Executive Chair
Financial Conduct Authority FCA Practitioner Panel

About the survey

Why has my business been chosen?

Your business has been chosen from a database of regulated firms held by the FCA. To ensure
that the results from the survey are representative of the financial services industry, we are
contacting a statistically representative sample of firms, and so your response is important to
ensure that the results of the survey are representative.

What is the survey about?

The main aim of the survey is to obtain views from within the financial services industry of how
well the FCA is performing in relation to its statutory objectives - protecting consumers,
enhancing the integrity of the UK financial system, and promoting effective competition. The
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survey asks about your dealings with the FCA and how FCA regulation has impacted on your
firm and business.

Why should | take part?

This is an opportunity to have your say about how the FCA carries out its regulatory duties. The
results from this survey will have a major influence on the functions of the FCA and the way in
which they communicate with firms.

Who should take part?

An important element of this survey is that it collects the views of people running regulated
firms. This is why we are asking that the most senior executive in your organisation completes
this survey.

Depending on your personal level of contact with the FCA, you may find it useful to consult
other colleagues within your organisation before completing the online survey. On the survey
homepage (www.fcapractitionerpanelsurvey.co.uk), we have provided the option of printing out
a paper copy of the questionnaire, which may help you to gather the required information.

How long will the survey take?
The survey should take around 10-15 minutes to complete.
What will happen to my answers and the information | give?

The information given by everyone who helps with the survey will be combined and
used by the FCA and the Panel to provide a current picture of the FCA's regulatory
performance.

Who is conducting the survey?

The survey is being conducted by Verian (formerly known as Kantar Public), an independent
social research agency. To find out more about Verian, please visit www.veriangroup.com.
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Appendix E — Key Driver Analysis

Drivers of satisfaction

4.4 Confident that FCA can secure an
FCA staff are — appropriate degree of protection for
FCA staff are FCA enhances the / approp i P
. knowledgeable i fth consumers
appropriately _ reputation of the
4.2 My firm h qualified and aZGUt FCA rulei UK as a financial Confident that FCA can
SUfﬁCiZI’I:(”rT;SOaIfI’CES have the and requirements centre — protect and enhance the
to respond to FCA — necessary skills integrity of the UK financial...
4.0 p . to undertake P
data/ information the role FCA's communications to my firm are
requests ° ® e CONSISTENT
° FCA's
[FRER: FCA engages well with o L ~ communications
= FCA supervisors o stakeholders when L FCA's o to my firm are
3] have sufficient developing new ° _ communicatio CLEAR
qz: 25 knowledge to  FCA gives my firm enough regulations and - ns to my firm -
s 7 understand my time to compile the data/  regulatory reforms are RELEVANT  Confident that FCA can ensure
S firm information that they ° relevant financial markets
& request [ ] function well
&34 FCA regulation has @
Number of data/ helped my firm to deliver Confident that FCA can promote
information requests better outcomes for  effective competition in the
3.2 received from the FCA T Confident that the interests of consumers in the
FCA's oversight of financial markets
. - the industry
20 e FEasein collating the FCA acts propomonately, 50 delivers on the
_ information that the costs |r_'nposed on firms objective of SICGO
requested by FCA are proportionate to the
benefits gained
2.8
0.00 0.02 0.04 0.06 0.08 0.10
IMPORTANCE (0-1)
. o
Drivers of effectiveness
ECA staff are FCA engagement with FCA engages well FCA regulation has
42 knowledgeable _s»taﬁl;id:#zi&:;is fo ?:I:Zsi?:::lzld;rs helped my firm to The work of the FCA Confident that FCAlcan
about FCA rules and resulations new re ulatignsg deliver better a enhances the secure an appro!)nate
requirements o8 & outcomes for reputation of the UK degree of protection for
4.0 and regulatory : I ——
Guidance from by FCA staff reforms ECA cansumers &s afinancial centre Confident that FCA
5
is consistent with that from ™ communications :a"‘ e.nslure t:;‘at
= 3-8 | theleadersof the FCA, and — L my firm are The regulatory framework is . ® Ir:(anu: marl Isi-ts
o the FCA's wider policy ° [ . CLEAR ~ trusted by all market d unetion we
] approach [ ] FCA's / participants Confident that FCA can
= 36 FCA staff are appropriately qualified communications to @ Pro-tect af’d enhance the
g 4 have th dllsto  — ! Confident that the integrity of the UK
= an iave e necessary skills to my firm are FCA's oversight of financial system
o undertake the role RELEVANT - the industr
E 34 . .. e bt delivers on ‘t:e Confident that FCA can promote
o ) Fea reviews the / [ o — effective competition in the interests
information it requests i ebjective of SICGO of consumers in the financial
3.2 and feeds back in a timely @ /FCA EHE_CT'VE at  Theregulatory )
manner supporting the framework is FCA acts FCA is able to adapt its regulatory
developmentof  clear and well- " requirements to respond
roportionately, so that _ q P
. Numbc._-r of data/ digital markets and  understood by | PP ey efficiently to innovation and new
30 information requests = new technologies in all market the costs imposed on hall
received from the FCA : e . firms are proportionate challenges
financial prc.lducts participants to the benefits gained
28 and service
0.00 0.02 0.04 0.06 0.08 0.10 0.12
IMPORTANCE (0-1)
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