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1. Who we are  

We’re based in Cromer, on the North Norfolk coast, with offices in Chelmsford and London, and our network of 

advisers covers the whole of the UK.  

We offer a wide range of financial services to both personal and corporate clients, covering all their mortgage, 

pension, insurance and investment needs, and we’re extremely proud of the close relationships we build.   

We’re delighted to have been recognised as one of the UK’s Top 100 financial advice firms by FTAdviser in 

2018 and 2019, and in the Top 50 for 2020, reflecting our reputation as a firm who only provides bespoke, high 

quality financial advice, and our strong belief in ethical conduct. 

Our advisers are supported by industry leading technology and a team of highly qualified mentors, paraplanners 

and compliance support, with many years of experience. We’ll work together, putting you at the heart of 

everything we do, to give you the clear, individual, effective wealth management and planning solutions 

you need  

Hoyl Independent Advisers are authorised and regulated by the Financial Conduct Authority (FCA). The FCA 

regulates financial services in the UK and you can check our authorisation and permitted activities on the 

Financial Services Register by visiting the FCA’s website https://register.fca.org.uk/s/.  Our Financial Services 

Register number is 433927. 

We look forward to welcoming you as a client, and trust this will be the beginning of a long, and mutually 

beneficial relationship. To find out more about us, please do visit our website, hoyl.co.uk. 

2. What we do  

For Mortgages, including Residential, Buy to Let, Lifetime Mortgage or Equity Release - we’re 

independent mortgage advisers and will recommend a mortgage product that’s suitable for you following an 

assessment of your personal needs and circumstances, including a detailed assessment of affordability. 

We’ll consider all products and lenders we have access to. This means we will not consider those lenders that 

are only available by you going direct to them.  

Where you’re increasing your borrowing we’ll consider the merits of both a new first charge mortgage and 

securing this by an additional mortgage on a second charge basis. You may have the option of a further advance 

from your existing lender, however, we’ll only consider this where we’re able to deal directly with the lender on 

your behalf.  

It may be in your best interests to explore this option and look at the further alternative of an unsecured loan, 

as these may be more appropriate for you. 

For Non-investment protection contracts – we’re an intermediary and will act on your behalf when providing 

advice and making our personal recommendation(s) to you. We’ll do this based on a fair and personal analysis 

of insurers for term assurance, income protection and critical illness.  

For General insurance contracts – we’re an intermediary and will act on your behalf when recommending an 

insurer based on your demands and needs from a fair analysis of the market. The insurers we consider will be 

listed to you when we carry out our research. It will be your responsibility to ensure the policy meets your 

demands and needs for building and/or contents, private medical insurance, accident sickness 

and unemployment.  

For Investments and Pensions – we’ll act on your behalf, independent of any provider, insurer or investment 

company, to offer you advice and our recommendations on all areas of your finances, whether it’s tax efficiency, 

maximising your returns or prioritising your financial security. We’ll create a plan to help you achieve your goals 

and ambitions.    
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3. Our Code of Ethics  

Our clients are the heart of our business, so we’re committed to providing you with the highest standards of 

financial advice and service.  

We believe in the value of advice and its benefits to our clients, so you can always be sure the advice we 

provide is in your best interests. 

For this reason, we won’t generally provide support for ‘execution only’ business, or any actions which go 

against our recommendations.  

Ethical conduct is a hallmark of any profession, and here at Hoyl Independent Advisers we uphold the highest 

level of ethical conduct, honesty and integrity, a foundation of our commitment to “Treating Customers Fairly”. 

 

We’ll try to keep any paperwork to a minimum, but from a regulatory and legal point of view it’s important we 

act in a transparent manner, and manage your expectations.   

We’ll adhere to our code of ethics at all times, but we’re only human, and sometimes, despite our best efforts, 

we get things wrong. If this happens, or you’re unhappy with any aspect of the service you receive, no matter 

how small, we want you to tell us so we can do everything possible to help you and resolve your concerns 

as quickly as possible.   

• we'll provide honest advice in easy to understand terms, with full disclosure of all relevant
information.

• we won’t hide our fees, so you can be sure we’ll work efficiently for your benefit.
Integrity

• we promise to treat you with courtesy and consideration at all times.

• we'll manage your affairs sensitively in times of difficulty, upset or stress, and make sure these
go smoothly and without worry.

Courtesy

• we're independent, so we'll look at the whole market when considering recommendations to
meet your needs and aims.

• our advisers are supported by industry leading technology and a team of highly qualified
mentors and support, with many years of experience and we'll put you at the heart of
everything we do to give you an individual and effective financial plan.

Objectivity 

• understanding your needs, goals and individual concerns is the first and most important stage
of our relationship. Once we’ve listened to you, you’ll then receive clear, easy to understand
advice to suit your individual needs.

• you and your needs are our priority and we’ll do everything possible to ensure funds are
allocated and protected for your peace of mind.

Clarity 

• our advisers continually monitor trends, changes and developments in tax, trusts, pensions
and investments, so they can give you sound, well-considered advice.

• we never encourage our advisers to undertake work in areas they aren’t competent or
comfortable in and all advice we provide is peer checked to ensure it's suitable based on the
clients needs and objectives.

Competence

• the information you provide during our financial planning process will only be disclosed to
third parties where it's necessary and authorised by you, or if we have a legal duty to do so.

Confidentiality



Page 5 of 9 
 
 

 

   (858v1) 

4. How we work – Insurance, Protection & General Insurance  

Research and Recommendation 

 Gather all relevant information  

 Review any existing plans  

 Recommend the type and amount of cover needed  

 Carry out a fair and personal analysis of the market 

 Select a provider  

 Provide a presentation and written record of our recommendations 

Cost (Currently exempt from VAT) 

No direct charge to you – see below 

We’ll look at how you and your loved ones would be protected in the event of any of the following: 

 Loss of life 

 Suffering a serious illness 

 Being unable to work for prolonged periods 

 Planning for funerals or leaving a legacy 
 

We’ll start by reviewing any existing cover you already have in place, to check if this is still sufficient and 

suitable for your current needs.  

We may recommend changes to your existing cover, or that you replace it, but we’ll always clearly explain 

the reasons for any changes and how you’ll benefit from making them. 

 

Contract Arrangement and Implementation  

 Complete all applications  

 Monitor applications through to completion and give you regular updates  

 Confirm the actions we’ve taken on your behalf  

Cost (Currently exempt from VAT) 

We’ll usually receive commission from the provider when the new product starts 

We’ll confirm how much commission is due before the product sale, and also provide a quote 
showing any other fees relating to your new plan 

If we’ve agreed a fixed fee with you, this will be payable once the work has been completed 

 

All fees and commissions received by us are not refundable. 
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5. How we work – Mortgages  

Research and Recommendation 

 Gather all relevant information  

 Review any existing loans or mortgages  

 Carry out extensive research 

 Select a lender   

 Provide a presentation and written record of our recommendations 

Cost (Currently exempt from VAT) 

£500 payable on receipt of your mortgage offer or on completion of the loan 
 

We’ll look to understand your current situation and objectives for any borrowing. We’ll work with you to 

find a suitable budget for your property purchase, including a detailed assessment to make sure your 

mortgage repayments are affordable. 

We’ll develop our recommendation taking account of different lender’s criteria, to help meet these and 

identify a lender where we believe an application will be successful. 

We’ll also consider the suitability of any additional lending secured against your property, and the effects 

this could have on your longer term finances. 

If you’re looking to borrow more, we’ll consider both a new first charge and an additional second charge 

mortgage. You may be able to borrow more from your current lender, but we can only consider this if we’re 

able to deal directly with your current lender on your behalf.  

It may be in your best interests to explore this option, and also look at an unsecured loan, if this is more 

suitable for you. 

If you’re looking to release equity in your home, we can help you explore all your options and make sure 

you’re fully aware of the impact this may have on the equity within your home. 

IMPORTANT – Please be aware adding any fees to your mortgage loan will increase the total 

amount you pay over the term of the loan, as your lender will apply interest charges to these fees. 

Contract Arrangement and Implementation  

 Complete all applications  

 Monitor applications through to completion and give you regular updates  

 Confirm the actions we’ve taken on your behalf  

Cost (Currently exempt from VAT) 

We’ll confirm the amount of any commission we’re being paid by your lender, if applicable 

Sometimes lenders will pay us a commission in addition to the fee you pay and, if applicable, we’ll disclose 

this to you in our Suitability Report.  

You also have the right to ask us for information on the commissions paid by different lenders.  

We may also receive a referral fee from any solicitors we refer you to. If this applies we’ll confirm the 

amount we receive in writing, although the amount of this fee isn’t offset against other charges.  
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5. How we work – Mortgages continued 
REFUND OF FEES  

Please note our fee will still be charged should the lender reject your mortgage application due to you not 

disclosing any material information about your personal situation. It should also be noted we do not provide 

a refund should you decide not to proceed with the mortgage loan after we have made a recommendation 

to you, or you decide not to proceed after an offer has been issued by the lender.  

6. Our relationship with you 

CANCELLATION RIGHTS 

Certain protection and insurance contracts allow you the right to cancel after a contract has been put in 

force. Before you enter into a contract of protection or insurance we’ll provide you with specific details, 

should these apply, which will include: its duration, conditions, practical instructions and any costs for 

exercising it, together with the consequences of not exercising it. 

COMMERCIAL BUY TO LET MORTGAGES 

A Commercial Buy to Let mortgage is where the borrower is acting by way of business and isn’t regulated 

by the FCA and therefore the provision of our service doesn’t hold this additional level of consumer 

protection, unlike for residential mortgages.       

We will however always act in your best interests when providing you with advice and source lenders from 

the market that are suitable to the requirements you disclose to us. When the preferred lender has been 

recommended, we’ll provide you with information about the product to ensure you understand your 

responsibilities and commitments to the lender, before proceeding. 

We intend to rely on this document for the services we provide to you and request that you provide your 

agreement to the ‘charges’ above. For your own benefit and protection you should read these terms 

carefully before signing them. If you don’t understand any point please ask for further information. 

By signing you confirm you’ve been made aware that Buy to Let mortgages entered into by the way of 

business aren’t regulated as a residential mortgage and therefore does not hold the additional level of 

consumer protection as for Consumer Buy to Let mortgages.  

You’ll also have been made aware that if you’re in any doubt as to the consequences of this agreement 

not being regulated then you should seek independent legal advice. 

You should seek separate legal and tax advice regarding your responsibilities of owning this type of 

property. Please note our service doesn’t consider the suitability of you purchasing a Buy to Let property 

for business purposes.  
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INSTRUCTIONS 

We only accept instructions in writing or by electronic communication. However, in exceptional circumstances 

where a client is unable to provide immediate written communication through an electronic device, such as if 

hospitalised or in an emergency situation, we may take an instruction over the telephone.  

In this rare situation, we’ll record the conversation using a telephone note and provide you with a copy to confirm 

your instructions. 

COMPLAINTS  

We trust you’ll never need to, but if any aspect of our service causes you concern, then please do tell us: 

In Writing:  Hoyl Independent Advisers Ltd, 

                    PO Box 46, Cromer, Norfolk, NR27 9WX 

By Phone:  01263 513016 

By Email:   HIA@Hoyl.co.uk 

A summary of our internal complaint handling procedures is available on request. If we cannot resolve your 

complaint, you may be able to refer to the Financial Ombudsman Service at www.financial-ombudsman.org.uk 

or by calling them on 0800 023 4567.  

COMPENSATION SCHEME   

If you make a complaint and we are unable to meet our liabilities, you may be entitled to compensation from the 

Financial Services Compensation Scheme (FSCS).  

Further information about the limits applicable to the different product types is available from the FSCS at 

www.fscs.org.uk/what-we-cover/products 

CLIENT VERIFICATION  

We’re required to verify the identity of our clients, to obtain information as to the purpose and nature of the business 

which we conduct on their behalf, and to ensure that the information we hold is up-to-date. For this purpose we 

may use electronic identity verification systems and we may conduct these checks from time to time throughout 

our relationship, not just at the beginning. 

LAW 

This agreement is governed and shall be construed in accordance with the Law of England and the parties shall 

submit to the exclusive jurisdiction of the English Courts. 

FORCE MAJEURE  

Hoyl Independent Advisers Ltd shall not be in breach of this Agreement and shall not incur any liability to you if 

there is a failure to perform its duties due to any circumstances which are reasonably beyond its control. 

TERMINATION OF AUTHORITY 

The authority to act on your behalf can be terminated at any time, without penalty, by either you or us, by giving 7 

days’ notice in writing, and without prejudicing the completion of any transactions already started.  

Any transactions started before termination, and a proportion of any charges due for services, shall be settled to 

that date. 

COMMISSION CLAWBACK ON PROTECTION PLANS  

We don’t usually charge a fee for the arrangement of an insurance product, as we’ll receive a commission from 

the product provider.  

However, if you stop making payments and the plan is then cancelled, the provider will reclaim a proportion of the 

commission they’ve paid us.  
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COMMISSION CLAWBACK ON PROTECTION PLANS CONTINUED 

As this covers the cost of our service to you, it means we’ll need to charge you a fee equal to the amount of 

commission we’ve had to refund to your provider. 

We’ll confirm the commission we’ll receive in writing before any plans are put into force. This will be the 

maximum amount we may need to charge you, and also the maximum time any commission can be reclaimed, 

which is usually between 2 to 4 years. 

LIABILITY DISCLAIMER - LIMITATION OF LIABILITY  

Nothing in these terms detracts from or avoids our responsibility to provide you with suitable advice and service, 

nor from your right to complain to the Financial Ombudsman Service.  

Subject to any of our duties or liabilities under the Financial Services and Markets Act 2000 and the other 

provisions of these terms, we shall only be liable to you for any loss or damage you may suffer as a direct result 

of any services which we provide to you to the extent that such loss or damage arises as a result of fraud, 

negligence or wilful default by us.  

Our maximum liability to you, whether in contract, tort, restitution or otherwise shall not exceed a sum which is 

equal to whichever is the lesser of: 

 A legitimate award made by the Financial Ombudsman Service not exceeding the maximum relevant amount 

permitted by their rules which is accepted by you; and 
 

 The sum of £1,250,000 for a single claim or £1,850,000 in the aggregate if there is more than one claim, if you 

have not accepted an award from the Financial Ombudsman Service.  

We will not be liable for any losses, damages, liabilities or claims incurred due to: 

 the fall in value of any investments held by you; 
 

 any service related issues or delays caused by third parties which are beyond our control; 
 

 the completeness or accuracy of the information prepared by a third party; 
 

 the loss of any documentation (including without limitation share certificates or other documents of title) in the 

UK postal system; 
 

 the alteration or loss of confidentiality of any emailed information or electronic message when it is outside of 

our control 
 

 penalties, surcharges, interest or additional tax liabilities arising from the supply by you or others of incorrect 

or incomplete information, or from the failure by you or others to supply any appropriate information or from 

your failure to act on our advice or to respond promptly to communications from us or the tax authorities; 
 

 reliance by any third party on our advice or work, unless we have consented in writing to it being passed to 

them; 
 

 a failure or delay in implementing instructions as a result of our inability to verify the authenticity of the 

instruction or where we consider the instruction to be unclear or ambiguous. 

Nothing in these terms will exclude or limit our liability: 

 for death or personal injury caused by negligence 
 

 for fraud or misrepresentation as to a fundamental matter; or 
 

 for any other liability which cannot be excluded or limited under FCA Rules or applicable laws 

 


