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Ensuring fair consumer outcomes are at the forefront

Conduct in the banking and insurance sectors

The Reserve Bank of New Zealand (RBNZ) 
and the Financial Markets Authority (FMA) 
published two joint reviews into the 
conduct and culture of banks and life 
insurers in 2018 and 2019, respectively. 
The FMA published a further review of the 
conduct and culture within the fire and 
general insurance sector in 2021. 

The key message from these reviews found 
that these financial institutions did not 
have the systems and processes in place to 
effectively ensure consumers were treated 
fairly.

The reviews and their findings led the 
Government to consult on and introduce 
new legislation regulating the conduct of 
financial institutions. The regime is intended 
to achieve the following outcomes:

• Consumers getting products and services 
that suit them and address their financial 
needs.

• Consumers being supported to make sound 
financial decisions at the time of purchase 
and throughout the lifecycle of the 
product/services.

• Consumers having trust and confidence in 
the New Zealand financial sector.

• Financial institutions having the consumer at 
the heart of their business operations.

The Financial Markets (Conduct of 
Institutions) Amendment Act 2022 amends 
the Financial Markets Conduct Act 2013 and 
was introduced on 29 June 2022, with 
licensing opening in mid-2023 and the 
regime coming into effect in 2025.

The legislation introduces a new regime 
regulating the conduct of financial institutions 
– registered banks, insurers and non-bank 
deposit takers. This regime will require 
impacted financial organisations to uplift and 
embed their conduct risk frameworks. 

The regime is principles-based with further 
regulatory guidance expected. 

Regulatory reviews – conduct 
and culture

New government legislation Introduction of CoFI (Conduct of 
Financial Institutions)
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Licensing requirements
Insurers, banks and non-bank deposit takers, will need to apply for a financial 
institution license to provide services to consumers in the New Zealand market. The 
FMA will issue these licenses, which will impose standard conditions onto the license 
holder.  

Fair Conduct Programme (FCP)

The Act has defined an overarching fair conduct principle, which must be embraced 
and demonstrated by financial institutions. 
The Act requires banks and insurers to develop a Fair Conduct Programme (FCP), 
comprising of effective policies, processes, systems and controls that are designed to 
comply with the fair conduct principle. A public version of the document must be 
made available.

Financial institutions need to treat 
consumers fairly, including by:

• paying due regard to their interests

• acting ethically, transparently and in good faith

• assisting consumers to make informed decisions

• ensuring the services and products that the financial 
institution provides are likely to meet the requirements 
and objectives of likely consumers

• not subjecting consumers to unfair pressure or tactics 
or undue influence. 

Key considerations

Requirements and obligations for financial institutions

Changes to incentives and commissions

CoFI requires financial institutions and intermediaries involved in the distribution channel 
to comply with regulations for incentives. This includes regulation of volume-based sales 
and value targets. Insurers and banks must have effective policies, processes, systems and 
controls in their FCPs for designing and managing incentives to mitigate or avoid adverse 
effects of incentives.
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Conduct strategy and governance: Fair 

consumer outcomes must be defined, aligned 

with strategy and understood across the 

insurer with clear accountabilities in place. 

Conduct strategy and governance

Drivers and enablers contributing to fair consumer outcomes

Deloitte fair conduct programme framework - insurance

Focus areas: The focus areas capture the key 

areas to deliver fair consumer outcomes 

consistently throughout the customer lifecycle 

and supporting functions. These should be 

tailored to meet the consumer needs of each 

insurer. 

Enablers: To deliver fair consumer outcomes, 

insurers must have effective people, processes, 

systems and governance across each focus 

area and foundation.

Foundations: These apply across the entire 

organisation and underpin the delivery of the 

FCP. 

There is interconnectedness across all elements 

of the framework and issues impacting one area 

can have secondary impacts on others.

People
People are focused and aware of their role in fair consumer outcomes

Process
Processes are designed to support fair and consistent consumer outcomes 

Systems
Utilise leading technology and data to deliver fair consumer outcomes

Governance
Structures exist to support conduct oversight

Culture and ethics Risk and assurance Compliance and licencing Continuous improvement

Pricing

Incidents and 

remediation

Underwriting

Complaints

Incentives

Communications 

and marketing

Product design and 

monitoring

Intermediaries

Customer
Customer vulnerability

Sales, advice and distribution

Service

Claims
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Conduct strategy and governance: Fair 

consumer outcomes must be defined, aligned 

with strategy and understood across the 

bank with clear accountabilities in place. 

Conduct strategy and governance

Drivers and enablers contributing to fair consumer outcomes

Deloitte fair conduct programme framework - banking

Focus areas: The focus areas capture the key 

areas to deliver fair consumer outcomes 

consistently throughout the customer lifecycle 

and supporting functions. These should be 

tailored to meet the consumer needs of each 

bank. 

Enablers: To deliver fair consumer outcomes, 

banks must have effective people, processes, 

systems and governance across each focus 

area and foundation.

Foundations: These apply across the entire 

organisation and underpin the delivery of the 

FCP. 

There is interconnectedness across all elements 

of the framework and issues impacting one area 

can have secondary impacts on others.

People
People are focused and aware of their role in fair consumer outcomes

Process
Processes are designed to support fair and consistent consumer outcomes 

Systems
Utilise leading technology and data to deliver fair consumer outcomes

Governance
Structures exist to support conduct oversight

Culture and ethics Risk and assurance Compliance and licencing Continuous improvement

Customer
End to end customer journey

Responsible lending

Customer vulnerability

Pricing

Incidents and 

remediation
Complaints

Incentives

Communications 

and marketing

Product design and 

monitoring

Intermediaries

Models
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Design Project delivery Post go-live

Setting the project up for success and 
understanding your needs

Deloitte can partner with banks and insurers for the end-to-end delivery of the FCP 
or target individual components to meet client needs

Deloitte has a range of assets and service 
post go-live to embed your FCP

Delivery of the above solutions is underpinned by Deloitte’s expertise in delivering 

complex regulatory projects. This includes setting up the right project structure, 

governance, processes and change management

Digital

CoFI-aligned digital 

channels

Compliance by design 

system implementation

Alliance partnerships

Analytics

Conduct reporting

Conduct KRIs

Intermediary oversight 

dashboard

Transformation

Strategic transformation

Customer strategy 

and transformation

Target model redesign

Assess current state

Undertake current state assessment 

against CoFI requirements and desired 

maturity

Establish project

Design and establish the right project 

structure for your organisation

Define fair consumer outcomes

Assess and understand fair consumer 

outcomes and risks for your organisation

Ongoing FCP review

Independent annual review of FCP

TrueVoice

Voice analytics

Product reviews

Perform ongoing product reviews

CaseSolve

ServiceNow complaints application

Whistleblower

Deloitte whistleblower service

Design / co-design / implement frameworks using key enablers (people, process, 

systems and governance) for all focus area and foundations of the CoFI framework

How Deloitte can help

Conduct and culture solutions
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