
DUE DILIGENCE
FOR SUFFOLK LIFE

At Suffolk Life we want to help you to make informed decisions
when choosing your SIPP provider. The FSA suggests that advisers
undertake due diligence on providers they recommend to their
clients. This booklet aims to provide you with the relevant
information on our business to help you to make an informed
recommendation.

For Adviser use only - not for use with clients
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“Investing in a SIPP is an important decision, and one that
should have considerable longevity. In making such a
decision both you and your client need to have confidence
in your SIPP provider, and you must be reassured that you
are recommending a provider who will act with
transparency, integrity and due care.
We have put together this booklet for precisely these
reasons – to tell you the things you need to know to make a
sound judgement about whether we are right for your
clients. It includes information on how we’ve taken extra
steps to ensure we provide the service and security both
you and your client expect.”
John Moret, Marketing Director.
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THIS SECTION LOOKS at systems and controls, data and information security,
administration procedures, and training and competence regimes.

SYSTEMS AND CONTROLS
We have a risk and internal control framework, to mitigate
the risks we face as a SIPP operator and administrator, and
which our customers face, under which we have approved
various policies and established numerous individual and
high-level controls. These include:

» a full suite of management information focussed on the
needs of the recipients and used across the business;

» daily bank reconciliations for all SIPP main bank
accounts;

» tracking of all investments including the use of daily data
feeds of transactions covering 80% of investment
manager accounts;

» at least annual reconciliations (with the aim for this to be
quarterly) of our records for investments and cash held
by investment managers;

» at least annual reconciliations of fund holdings to the
records of the fund provider;

» at least annual reconciliations of property loan accounts;

» assessment of all proposed and actual investments to
ensure they meet our allowable investment schedule;

» set authorisation levels for approving payments;

» regular file reviews to ensure that our policies and
procedures are being followed; and

» risk management policy.

INFORMATION SECURITY
We have an extensive IT policy in place which covers all
aspects of the system from data storage to email use
processes. This is issued to all staff and they are required to
sign a copy to confirm their acceptance. The policy is
reviewed at least annually or as required in line with system,
governance or strategy changes.

Our systems have also been designed with information
security in mind and certain data is only accessible to those
members of staff who need to see it. Additionally all our
staff undergo training on information security (including the
Data Protection Act) on an annual basis covering such
aspects as authentication before information is provided.
This helps us ensure they are fully aware of their
responsibilities with regard to information security.

PROCEDURES
We have a specific team that keeps our procedures up to

date to ensure that there is consistency, and that ongoing
reviews take place.

Within our administration teams data entered into our
administration system is checked, and prior to being sent
out documentation is signed off by a more senior member
of staff. All members of staff attend in house training
courses.

TRAINING AND COMPETENCE
We recognise that staff members are valuable assets and
that competitive advantage and the continued and future
success of the business is aided by a motivated, committed
and trained workforce. Well-trained and skilled employees
are central to providing good quality service to customers.

The Financial Services Authority requires firms such as
Suffolk Life to make and fulfil certain commitments
regarding the training and competence of their employees.

We have adopted these commitments as our own. Over a
third of our staff hold the Financial Planning Certificate; all
are required to take CF1; and over 50% are graduates or
have completed higher education. We also believe that an
individual should take responsibility for developing their
own career, with the support of the company. However,
there are a number of core skills, which are essential for the
continuing success of our business and where possible we
develop these skills amongst our staff.

Principles

» Develop employees to meet the current and future
needs of the company within the appropriate business
and cost constraints.

» Encourage and support employees to undertake
professional development through external means which
is of benefit both to themselves and to their role within
the company.

» Provide access to training and development to all
employees irrespective of age, race, gender, gender
reassignment, disability, religion or belief, sexual
orientation or any other discriminatory factors. This list is
not exhaustive. Please refer to the Legal & General
Group’s Equality and Diversity Policy (available upon
request).

» Suffolk Life has a policy to, where possible, promote
from within.
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Through performance reviews each employee builds a
personal development plan that identifies their training and
development needs. Employees are supported and access
will be given to training in order to perform their current job
effectively. Employees are also given the opportunity to
develop for future roles.

BUSINESS CONTINUITY PLAN
Should things go wrong our customers need to know that
business can continue as near to normal as possible. This
section looks at our Business Continuity Plan (BCP).

We have produced a comprehensive BCP in association with
experts which allows us to manage these factors whilst
maintaining acceptable service levels of business critical
processes. We have an Emergency Management Team
responsible for decision making and implementation should
we need to invoke the plan.

Contact strategy

A contact tree is in place, with key contacts in every
department, to inform all personnel should the plan need to
be implemented. We have a similar strategy in place for
contacting key suppliers and advisers.

Dark site

We have a fully equipped ‘dark site’ which provides an
alternative location from which to perform critical business
tasks should all or part of our existing office become
unusable. The site is situated locally for easy access by staff
but on a separate electricity grid to maintain service levels
should the need arise.

The dark site is fully equipped
with the hardware, software,
telephony, furniture and
facilities that would be required.
Operational within an hour, it
currently has 35 workstations
and a meeting room.

Information access

We have ensured we have remote IT back up to provide
access to our database, records and administrative system.
Additionally all files that are archived are done so offsite, in
line with our information security procedures.

Testing and review

Both extensive and piecemeal tests are regularly carried out
to ensure the plan continues to meet our business needs. As
part of the Legal & General Group we have defined UK BCM
standards that we should work to. We are in the process of
aligning ourselves with these.

BACK OFFICE SYSTEM AND IT PLATFORM
Having efficient systems and IT is one of our highest
priorities, enabling the delivery of accurate and reliable
information. We have a bespoke and scalable IT platform
which is tailored to provide fully integrated management,
processing and reporting.
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THIS SECTION briefly outlines our financial strength and tells you where you can find
more comprehensive details.

Suffolk Life

Suffolk Life has been trading profitably for many years, and
investing these profits for the future. Our accounts can be
accessed at www.suffolklife.co.uk/companyreports.

Firm foundations

Our business has increased in size every year since we wrote
our first SIPP in 1996.

At December 2009 we administer in excess of 15,000 self-
invested plans and our assets under administration are in
excess of £3.5 billion.

Legal & General

Suffolk Life gained a financially strong parent when we were
acquired by Legal & General in 2008, and we are now part
of the Legal & General group. Legal & General Group PLC is
registered in England and listed on the London Stock
Exchange.

L&G’s financial strength is rated by Standard & Poors, and
the most up to date rating can be found at
www.standardandpoors.com.

Banking

Whenever a SIPP is established, a SIPP bank account is
opened. Our bankers are Bank of Scotland, part of the
Lloyds banking group.

The SIPP bank account operates as a means to transact cash
for the SIPP. It will receive contributions, tax reclaims,
transfers in to name but a few, and will also handle transfers
out in cash as well as benefit payments. Similar accounts
may also be opened to facilitate property acquisitions and
ongoing management of loan repayments and rent
collection.

This default bank account pays a rate of interest to the SIPP
if the balance is high enough. Interest is calculated gross, on
a daily basis and is credited to the account. The rates of
interest are based on the Bank of Scotland base rate, which
in turn are linked to/mirror the Bank of England base rate
and are paid on the whole balance, not just the part above
the threshold.

Account balance Interest paid

» £0 to £49,999.99 1% below Bank of Scotland base rate

» £50,000 to £249,999.99 0.5% below Bank of Scotland
base rate

» £250,000 and over 0.25% below Bank of Scotland base
rate

Where the rate of interest earned by the SIPP's bank account
is less than the rate that Bank of Scotland pay us across all
the accounts we have with them, we will keep the
difference.

Provided Bank of Scotland base rate does not fall below
zero, the SIPP bank accounts will receive the higher of:

» the above rates; or

» zero

This default account is not intended as an investment
account. Alternative bank accounts are available, and
investments into other deposit accounts are also permitted
subject to allowability.
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BELOW IS A LIST of the specialist teams we have at Suffolk Life and the responsibilities they
cover. We operate specialist teams to ensure high standards are maintained along with
detailed pension knowledge.

DEDICATED TEAMS
To maintain our high quality service, we provide advisers
with direct dial access to a dedicated service team. Each
team is composed of approximately 3 administrators and
led by a senior administrator.

The teams are colour coded for
easy reference and to ensure
continuity of service. Advisers will
on the whole deal only with their
allocated service team, and the
small size of each team offers both
familiarity with the cases and assurance of accountability for
the adviser.

SPECIALIST TEAMS
In addition to our service teams, we also have our own
specialist teams who are able to handle very specific or
technical enquiries that are made.

Technical client services team
This team deals with the more complex cases that we
receive often involving regulatory or legal issues. These can
be anything from a death to pension sharing on divorce.
The introduction of this team frees up the dedicated teams
to concentrate on the servicing the more standard SIPP
cases.

Investment dealing
This is dedicated team that transmits investment
transactions in collective funds directly to fund managers.

Allowable investment team
The allowable investments team checks all investments
made are allowable under the terms and conditions of the
relevant scheme. They are on hand to discuss possible
investments prior to making instructions. They offer a
dedicated email address to send queries to.

The primary purpose of the team is to ensure that neither
adviser nor investor is compromised by investing in an asset
which is not allowed to be held by the scheme.

This team can also offer guidance for processes such as
connected party transactions.

Investment accounting
We have a separate department that deals with the
processing of information received from investment
managers and providers. They also carry out the
reconciliations of our records to those of the investment
managers or investment providers.

In-specie transfer team
We have a specialist in-specie team who handle all in specie
transfers. In specie transfers can be a long and complicated
process, so by having a dedicated team we can ensure that
these transfers get the full attention they require, staffed by
a team with a great deal of experience in this area.

Property acquisitions
Many of our highly skilled property team are professionally
qualified with expert understanding of how to buy
properties within a SIPP. They will be able to check the
feasibility of a property as a SIPP investment and guide you
through the acquisition process.

Property management
In addition to our acquisition team, we also have a specialist
property management team. This team manages the
invoicing and collection of rent, arranging property
insurance, renewing leases, rent reviews and making
repayments of any loans charged on the property.

Property accounting
We have a separate property accounting team that focus
their time on account reconciliations, providing accounting
support to the property teams with complete reconciliations
for purchases and sales, internal re-ownerships, insurance
and lump sum load reductions. This team also handles
HMRC and VAT issues.

Client reporting
The client reporting team focuses on producing annual
statements and ad hoc valuations. The annual statements
are fully reconciled reports and, for fully uncrystallised
plans, produced along with statutory money purchase
illustrations. By having a specialised client reporting team
we are able to produce independently reviewed clear yet
extensive reports of a very high quality.
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SERVICE CHARTER
Advisers need to be able to trust that we will deliver the service we set out to. That’s why we have developed a 15 point service
charter:
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WE FOCUS ON the provision and administration of SIPPs, leaving advice to advisers. Below
we highlight how we interact with advisers and planners at different points in the
administration process.

NEW BUSINESS
We recognise the value of supporting and fostering long-
term relationships with advisers. We don’t offer advice to
investors and only accept new business via an adviser.

We are constantly looking at how we can further support
advisers. This is why we have developed our literature to
help support advisers’ recommendations and to guide
advisers to help them get the best out of our products and
services. Our adviser resource pack can be ordered from our
website.

ADMINISTRATION
Advisers and planners are provided with direct dial access
for their allocated service team, meaning they can regularly
and easily make contact with the same group of people to
get updates or have queries answered.

Our administration teams will contact the advisers or
planners directly rather than the investors, unless of course
an investor is execution only or has requested otherwise.

PROPERTY
There are various parties involved in a property transaction
such as the adviser, investor, solicitor, valuer and bank. The

property team will generally deal
with the adviser on all material
issues; however, they remain
flexible and may also have the
underlying investor as the main
point of contact if appropriate.

The professionals instructed on the transaction will typically
be chosen by the investor or their adviser. Before issuing
instructions, we will undertake our own due diligence to
ensure that these parties are members of their appropriate
professional body.

Property files will pass between different members of the
property team here; however, all parties will have a central
point of contact within the department.

CLIENT REPORTING
We send the annual statement to the appropriate adviser
together with a copy for the client, to support advisers in
reviewing their clients’ holdings.

Our annual statement clearly displays the fully reconciled
statements using summary headlines, explanations for each
content section and ‘at a glance’ summaries.

INVESTMENTS
We require the investor’s authority to act on investment
instructions from the planner or adviser. This can either be
provided for all instructions or on a deal by deal basis.

As long as you have provided your adviser details with the
deal instruction, we will always ask for your firm's agency to
be linked to the account, ensuring you will automatically
receive copies of contract notes from the fund managers
that provide them and that you are able to contact the fund
manager directly for account information.

We work with a range of fund supermarkets and online
investment platforms. Cofunds, our default option, enable
you to deal directly online via their website and we have
negotiated beneficial terms.

A list of the type of investments we can accept can be found
in our schedule of allowable investments, available for
download at www.suffolklife.co.uk/literaturelibrary , or if
you have a specific query you can email our allowable
investments team.

TECHNICAL SUPPORT
To support advisers we have a general technical team plus
specialised technical teams within client services and
investment services. This means that advisers and planners
have access to detailed pensions knowledge, and we can
support them throughout the entire lifetime of their Suffolk
Life pension. Additionally we have technical experts who
regularly give presentations and masterclasses to further
support advisers.
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OUR SENIOR MANAGEMENT TEAM HAS a wealth of experience within the industry,
including actually administering SIPPs.

Ian Furniss, Managing Director
Ian is a qualified Chartered Accountant.
After 2 years as finance director of a small
advertising agency, he spent 7 years at Hays
plc, becoming finance director of the
personnel division.

He has held subsequent group finance
director roles at Harvey Nash Group PLC

and Reed Health Group PLC, interspersed by project roles in
different market sectors, giving him wide commercial and
financial management experience. Ian was appointed the
role of Managing Director of Suffolk Life in 2010.

Renata Chester, IT & Change Director
Renata has been IT & Change Director since
February 2008 (having formerly been Chief
Operating Officer for 2 years and Finance
Director since May 1998) and oversees all
operational change. Renata joined Suffolk
Life in November 1997 and was instrumental
in redesigning our IT platform which is the
core of all our business processing.

She has a joint honours degree in Accountancy and
Statistics, and qualified as a Chartered Accountant in 1995.
She has been Committee Member of the Association of
Member-Directed Pension Schemes and speaks regularly at
conferences on SIPP technical matters.

Will Self, Director of Operations
Upon completing his degree in
Oceanography at Southampton University,
during which he spent time working in
Canada for the Institute of Ocean Sciences,
he joined Suffolk Life in 2003. Initially he
headed up an administration team before
joining the Corporate Development team

where he was instrumental in launching several joint
ventures with multi-national insurers.

In 2008 Will returned as Head of Client services, managing
70 staff, before becoming Director of Operations in 2010.
He completed his MBA (Executive Master of Business
Administration) at Cranfield School of Management at the
same time and is a member of the Chartered Management
Institute.

Chris Jones, Development & Marketing Director
Chris is a Chartered Taxation Adviser who
has worked in SIPPs since 1990. He acted as
consultant to a range of financial service
companies before joining the senior
management team of Suffolk Life full time in
January 2005. Chris has overseen the
development of several key strategic
partnerships, and made a significant

contribution during the process of transferring ownership of
the company to Legal and General.

In 2010 Chris gained responsibility for marketing in the role
of Development & Marketing Director.

Phil Newman, Director of Risk & Compliance
Phil qualified as a chartered accountant after
graduating from Exeter University with a
degree in Mathematics. Whilst working as an
auditor for KPMG, Phil was introduced to
Suffolk Life and joined the company in 1998
working within the SSAS department. Phil
became Compliance Officer in 2004, playing

a major part in preparing the company for A day, and then
subsequently became Director of Risk & Compliance in
2010.

Louise Judge, Director of HR
Louise qualified as a chartered accountant in
1994 after attaining a degree in geophysics
from Durham University. Having trained with
Price Waterhouse and local chartered
accountant’s Scrutton Bland, she joined
Suffolk Life as Financial Controller in 1995. As
well as gaining the full Financial Planning

Certificate, Louise is a Member of the Chartered Institute of
Personnel and Development, and moved to head up
Human Resources for Suffolk Life as the business rapidly
expanded.

In 2010 Louise became Director of Human Resources and
joined the Suffolk Life Management team.
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Oliver Crichton, Director of Property
Oliver is a solicitor with considerable
experience in property law. He studied law at
the University of Birmingham and
subsequently joined a large East Anglian law
firm, qualifying as a solicitor in 2001
specialising in commercial property. Oliver
joined Suffolk Life in 2005 as Property

Solicitor and in 2009 was promoted to Head of the property
department. In 2010, he was made a director of Suffolk Life.

Andrew Phipps, Director of Operations
Andrew joined Suffolk Life in 2002 having
spent a year travelling the world after
university. With his actuarial background
and his experience with Small Self
Administered Schemes, he first joined the
Suffolk Life SSAS team. Since 2006 Andrew
has headed up Suffolk Life's Private Fund

business, responsible for servicing a number of contracts
Suffolk Life has with other business partners, and more
recently the Cofunds Pension Account. In 2010, Andrew
was made Director of Operations, responsible for eSIPP
Services.

Eunice Brain, Finance Director
A chartered accountant, Eunice joined
Suffolk Life in 2007 as Head of Finance
following a decade’s experience with KPMG
and Macnair Mason. She has considerable
experience of audit and internal controls,
and has in the past handled takeovers and
mergers of several of her clients.

Eunice played a key role in the transfer of
ownership of the business to Legal and General, and
became Suffolk Life’s Finance Director in 2010.

Suffolk Life Group Board

This board comprises all the above individuals as well as
nominated representatives from Legal and General.
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THIS STATEMENT COVERS how we define, report, disclose and handle conflicts of interests
within the business.

Definition of conflict of interest

A conflict of interest arises where there is a conflict between
either:

» Suffolk Life (including its employees or any person
directly or indirectly linked to us by control) and a client;
or

» two or more clients.

When identifying actual or potential conflicts we take into
account whether we, an employee or a person directly or
indirectly linked to us by control:

» are likely to make a financial gain or avoid a financial loss
at the expense of our client;

» have an interest in the outcome of a service provided to
our client that is distinct from that client’s interest in that
outcome;

» have a financial or other incentive to favour the interest
of one or more clients over the interests of one or more
other clients;

» receive or will receive from a person other than the client
an inducement in relation to a service provided other
than the standard commission or fee for that service.

Types of conflicts

Given the nature of the Suffolk Life group it is not envisaged
that conflicts of interest will arise with any regularity. The
most likely instances where it may arise are:

» the purchase of a property where more than one client is
interested in the property;

» a dispute arises in relation to a property owned in
respect of one client where another client has an interest;

» any other investment is held for more than one client’s
SIPP;

» an introducer of business asks us to deal with their
clients in preference to others; and

» an introducer of business also has a SIPP with us and asks
us to deal with an investment for that SIPP in preference
to another client.

Reporting the identification of potential or actual
conflicts of interest

Any potential or actual conflicts identified are reported to
the compliance department where they are entered into a
conflicts register. The matter is then discussed by the chief
executive officer, the compliance officer and either the head
of client services or the property director, as appropriate.
They will decide if a conflict exists or may arise and the
action to be taken to either prevent the conflict or disclose
the existence to the client/clients impacted.

Disclosure of potential or actual conflicts of interest

Should the client(s) need to be informed then this will be
done in writing as soon as practical and wherever possible
before the service is provided. The disclosure will include
sufficient detail to enable the client to take an informed
decision with respect to the service in the context of which
the conflict arises or may arise.

Procedure where a potential or an actual conflict of
interest arises

An anti bribe and inducements policy exists that requires
that all such matters are refused and/or disclosed to
compliance.

Where an actual or potential conflict arises between two
clients we ensure that separate employees deal with the
respective clients and that the employees will not discuss
the matter.




