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SFS TERMS OF BUSINESS 
 

INTRODUCTION 
This document is effective from the 19th June 2019 (and 
supersedes all Terms of Business previously issued by us). 
Please read it carefully. It sets out the terms upon which we 
agree to act for our clients and contains details of our 
regulatory and statutory responsibilities. It also sets out some 
of your responsibilities. 
 
Please contact us immediately if there is anything in these 
Terms of Business which you do not understand or with which 
you disagree. 

 
GENERAL 
These Terms of Business shall be governed by and construed 
in accordance with English law. Any dispute regarding these 
terms shall be subject to the exclusive jurisdiction of the 
English courts. 

A person who is not party to these Terms of Business has no 
right under the Contracts (Rights of Third Parties) Act 1999 to 
enforce or to enjoy the benefit of any term of these Terms of 
Business. 

 
We reserve the right to amend our Terms of business in the 
future. 

If we have a separate Service Agreement with you, then the 
terms of that agreement must be read in conjunction with 
these Terms of Business save to the extent specifically 
excluded thereby. 

If there are any additional specific terms that are relevant to 
your own circumstances, we will provide written notice of 
these before we conduct any business with you. 

 
ABOUT SFS GROUP LIMITED 
SFS Group Limited, whose Registered Office address is Unit 21 
Dean House Farm, Church Road, Newdigate, Dorking, Surrey 
RH5 5DL, is an independent insurance broker. 

SFS Group Ltd & SFTS Trustees Ltd are authorised and regulated 
by the Financial Conduct Authority (FCA). You can check this by 
visiting the FCA website www.fca.gov.uk/fcaregister or by 
telephoning the FCA on 0800 111 6768 quoting our company 
reference numbers which are 311801 and 313246. 

 
As part of our commitment to providing an excellent level of 
service, we will comply with the FCA regulations relevant to an 
insurance broker, which require us to: 

◼ Conduct our business with integrity, pay due regard 
to your interests and treat you fairly. 

◼ Conduct our business with reasonable skill, care and 
diligence. 

◼ Pay due regard to your information needs and 
communicate information to you in a way which is 
clear, fair and not misleading. 

◼ Manage conflicts of interests fairly. These could arise 
between both you and ourselves and/or you and 
another client of ours. 

We will also take into account the following FCA client 

definitions during our dealings with you: 

◼ Consumer – any natural person acting for purposes 
outside his trade, business or profession. 

◼ Commercial – a client who is not a consumer. 

If it is not clear in a particular case whether you are a Consumer 
or Commercial client, we will treat you as a Consumer. 

 
COMMUNICATIONS AND DOCUMENTATION 
We will issue all documentation to you in a timely manner as 
soon as we receive it from your insurer. Documentation 
relating to your insurance will confirm the basis of the cover 
and provide details of the relevant insurers. It is therefore 
important that documentation is kept in a safe place, as you 
may need to refer to it or need to make a claim, which under 
some insurance policies may be a long time after the expiry 
date of the policy. You should always check documentation to 
ensure all the details are accurate and correct; if this is not the 
case, you should contact us immediately. 

 
OUR SERVICES 
As an independent insurance broker, we act as your agent. We 
are subject to the law of agency which imposes various duties 
on us. However, in certain circumstances we may act for, and 
owe a duty of care to, other parties. We will advise you when 
these circumstances arise so that you are aware of any 
conflicts of interest that might arise and we will manage these 
fairly. 

We offer access to general insurance products and services 
provided by a range of UK and international insurers including 
Lloyd’s of London. 

Depending on the type of cover you require we will either: 
a) Select from a limited number of insurers on our 

panel or 
b) Offer you a contract from a single insurer. 

 
We will confirm which one of these applies before we arrange 
your insurance contract. 

Our services include (but are not restricted to); advising on 
your insurance needs; arranging your insurance covers with 
insurers to meet your requirements; helping you with any 
ongoing changes you have to make and providing you with 
assistance to submit claims and seek settlement, as required. 

Only upon receipt of your instructions can we place cover for 
you. 

Cover is not in place until we have confirmed it to you in writing 
or we have issued a cover note. 

TREATING CUSTOMERS FAIRLY 
The Directors and senior management of SFS Group are 
committed to ensuring that the Financial Conduct Authority 
(FCA) principle of Treating Customers Fairly (TCF) is applied in all 
areas of our day to day business activities. 

 
INSURER SECURITY 
We use all reasonable skill and care to protect your interests 
and monitor the security of the insurers with which we 
transact business using information available in the public 
domain. However, we can give no guarantee of the financial 
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stability of insurers and we accept no liability for any financial 
losses or increased costs suffered by you arising from their 
financial insecurity. 

 

CLAIMS 
Unless agreed otherwise, you must notify us immediately of a 
claim, or circumstance that might give rise to a claim. We will 
advise you of the actions required in order to pursue your 
claim. You should note you will need to state all material facts 
concerning the claim or circumstance that might give rise to a 
claim. 

If you are unsure whether a matter constitutes a claim or not, 
you should contact us so we may advise you. 

You should familiarise yourself with your insurance policy 
conditions – including claim notification requirements – under 
each individual policy. 

 
You should not admit liability or agree a course of action, other 
than emergency measures carried out to minimise the loss, 
until you have agreement from your insurer. 

Generally, any claim will be paid to you direct by an insurer. If 
that is not the case, we will remit claims payments to you as 
soon as possible after they have been received by us on your 
behalf. 

We will provide you with assistance in submitting a claim and 
will seek to obtain reimbursement for you. However, in the 
event that an insurer becomes insolvent or delays making 
settlement, we do not accept liability for any unpaid amounts. 

We reserve the right to charge an additional or separate fee to 
negotiate a large or complex claim on your behalf. 

The claim service we provide will cease on termination of our 
appointment. In some circumstances, we will negotiate a fee 
to continue to handle your claims post termination. 

 
CLIENT MONEY 
Client money is any money of any currency that we receive and 
hold in the course of arranging or administering insurance on 
behalf of our clients, or which we treat as client money in 
accordance with the FCA’s Client Money Asset rules. 

 
(A) RISK TRANSFER 
We have agreements in place with insurers which permit us to 
act as their agent in handling premium payments, claims 
payments and premium returns. In these circumstances 
insurers – through the agreement – grant what is called ‘risk 
transfer’. This means that when you pay a premium to us, the 
insurers deem this to be payment to them. Claims monies and 
return premiums paid by insurers through us are not deemed 
to be paid until received by you. 

 
(B) NON-STATUTORY TRUST 
Where we do not act as agent for an insurer, we provide 
protection for client money by holding all such amounts in a 
non-statutory trust account in the name of SFTS Trustees Ltd. 
This is a separate company owned by us for this purpose and 
itself regulated by the FCA, number 313246. This is completely 
segregated from our own money and is subject to strict 
regulatory and solvency controls. Client money is ring- fenced 
in the non-statutory trust account so that it will be returned to 

clients in the unlikely event of SFS Group’s insolvency and it 
cannot be used to reimburse other creditors 

Under the relevant FCA rules we are permitted to use money 
held in the non-statutory trust account for the payment of 
premium or claims on behalf of another client before their 
monies are received but are subject to increased credit controls 
where this occurs. We are not entitled to use client money to 
take payment of our own commission or fees before we receive 
the relevant premium from the client concerned. 

(C) PAYMENT TO THIRD PARTIES 
We may transfer client money to another person, such as 
another broker or settlement agent, for the purpose of 
effecting transactions on your behalf through that person. 

You may notify us if you do not wish your money to be passed 
to a person in a particular jurisdiction – please write to the 
Group Compliance Officer at SFS Group Ltd., Unit 21 Dean 
House Farm, Church Road, Newdigate, Dorking, Surrey, RH5 
5DL and our records will be amended accordingly. 

 
(D) BANK ACCOUNTS  
We will deposit client money we receive in a bank account with 
one or more UK approved banks, a list of which can be 
provided to you on request. 

 
(E) SEGREGATION OF DESIGNATED INVESTMENTS 
Although we will pay client money into a non-statutory trust 
account, we may also arrange to invest client money in 
separate designated investments as permitted under the FCA’s 
rules. If we do this, we will be responsible for meeting any 
shortfall in our client money resource, which is attributable to 
any fall in market value of any such investments. 

 
(F) INTEREST ON CLIENT MONEY 
Any interest earned on client money held by us and any 
investment returns on any segregated designated investments 
will be retained by us for our own use, rather than paid to you. 
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YOUR DUTY TO DISCLOSE INFORMATION 
The terms of any insurance that we arrange on your behalf will 
be based upon the information provided by you to us or to your 
insurer. 
 
If you are a consumer (an individual buying insurance wholly or 
mainly for purposes unrelated to your trade or profession) you 
must take reasonable care to answer all questions put to you 
about your proposed insurance fully, honestly and to the best 
of your knowledge. If you do not understand the meaning of 
any question, or if you do not know the answer, it is vital that 
you tell us. Once cover has been arranged, you must 
immediately notify us or your insurer of any changes to the 
information that has been previously provided. The most 
serious consequence of failing to provide full and accurate 
information before you take out insurance, or when your 
circumstances change, could be the invalidation of your cover. 
In that instance it would mean that a claim will be rejected. 
 
If you are a commercial customer, or someone buying 
insurance mainly for purposes related to your trade, business 
or profession, you have a duty to give a fair presentation of risk 
to the insurer and to provide information in a clear and 
accessible manner to a prudent insurer. 
 
A fair presentation is one which clearly discloses every material 
circumstance which you, your senior management, or persons 
responsible for arranging your insurance and including 
ourselves as your agent, know or ought to know following a 
reasonable search. 
 
In the event of any deliberate or reckless breach by you to 
present the risk fairly, the insurer has the right to avoid the 
policy and retain the premium. 

 
PREMIUM 
You must pay all monies due in cleared funds in accordance 
with the amounts and dates specified in our invoice(s) or those 
we pass on to you from others. Failure to meet the payment 
date(s) may lead to insurers cancelling your cover. 
 
CANCELLATION CLAUSE 
Your insurance contract may include a cancellation clause. 
A cancellation clause is mandatory for all consumers. 

You should make any request for the cancellation of a policy in 
writing and any relevant certificate of insurance must be 
returned to us. The terms of your policy may allow insurers to 
retain the premium in full or to charge short period premiums 
in the event of cancellation before the policy expires. 

 
COOLING OFF PERIOD – CONSUMERS ONLY 
A period of 14 days from the date you receive the policy 
documentation is allowed for you to change your mind and 
cancel the insurance contract. For more details please refer to 
the insurer’s policy document. A time on risk/administration 
fee may be charged. 

 
REMUNERATION 
Our remuneration may be by commission and/or a fee. 
Commission is a percentage of the insurance premium paid by 
you and is paid to us by the insurer with which the insurance is 

placed. Fees will be disclosed to you and agreed in advance. The 
taxation element of any insurance premium is not subject to 
commission. In addition to commission payments and/or client 
fees, we may receive remuneration by way of administrative 
fees or commissions for services provided to insurers or income 
derived from the arrangement of finance or other services with 
third party suppliers. 

 
Our remuneration is earned when we negotiate and place your 
cover. In the event of early cancellation of your cover, the 
insurer determines any return of premium which their policy 
conditions will detail. 
 
In addition to commission we may also receive a profit share 
from insurers as well as contribution to development costs and 
marketing. These payments are not made in respect of specific 
accounts but are based upon our overall business development 
plans with particular insurers. 

 
We are entitled to retain our remuneration in respect of the full 
policy period in relation to policies placed by us. 

 
You are entitled at any time to request information regarding 
any remuneration which we may have received as a result of 
placing your insurance business. 

 

CHARGES 
We reserve the right to make charges in addition to any 
insurance premiums, for the arranging, amending, renewing 
and cancelling of any policy of insurance, or any significant work 
we might undertake on your behalf. Details of any charges to 
be made will be declared to you in advance so that you are able 
to make an informed decision about these before they become 
due and payable. 

 
FINANCIAL CRIME 
Please be aware that current UK money laundering regulations 
require us to obtain adequate ‘Know Your Client’ information 
about you and, where appropriate, certain individuals in your 
organisation. We are also required to cross check you against 
the UN Sanctions Lists as part of the information gathering 
process. 

We are obliged to report to the Serious Organised Crime Agency 
any evidence or suspicion of financial crime at the first 
opportunity and we are prohibited from disclosing to you the 
occurrence of any such report having been made. 

 
CONFIDENTIALITY 
All information provided by our clients is treated as confidential 
and is only disclosed in the normal course of us negotiating, 
arranging and administering your insurance. This may include 
disclosing information to our panel of insurers and insurance 
providers and including their services provided such as claims 
loss adjusters, and to our service providers who manage our 
information recording, protection and data security. 
 
We will not release your information to any other third parties 
without your consent, with a few exceptions for example where 
requested by court, a regulatory body, or for information 
already in the public domain. 
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We comply with the requirements of the General Data 
Protection Regulations (GDPR) from 25th May 2018 under 
reference legislation (EU) 2016/679 of the European 
Parliament and of the Council of 27th April 2017 on the 
protection of natural persons with regard to the processing of 
personal data and repealing Directive 95/46/EC (General Data 
Protection) OJ L 119/1, 4.5.2016. 
   
External links 
Our website may occasionally contain links to other sites 

whose privacy policies we do not control. Once you leave 

our servers, use of any personal information you provide is 

governed by the privacy policy of the operator of the 

website you are visiting. Their notice may differ to ours. If 

you can’t find the privacy notice of any of these websites, 

you should contact them direct for more information. 

 
If you have any questions in relation to our use of your 

personal data, you should first contact our Data 

Protection contact as below: 

 
Data Protection Officer  
SFS Group Ltd 
Unit 21, Dean House Farm  
Church Road 
Newdigate 
Surrey  
RH5 5DL 
01306 746300 
info@sfs-group.co.uk 

If you are not satisfied with our use of your personal data or 
our response to any request by you to exercise any of your 
rights, or if you think we have breached the GDPR, then you 
have the right to complain to the ICO as below 
Information Commissioner’s 
Office: 
 
Wycliffe House 
Water Lane 
Wilmslow 
Cheshire 
SK9 5AF 
0303 123 1113 
casework@ico.org.uk 

 
TERMINATION OF OUR SERVICES 
Subject to your immediate settlement of any outstanding 
premiums and fees, you may instruct us to stop acting for you. 
Your instructions must be given in writing and will take effect 
from the date of receipt, unless otherwise agreed. 

In the circumstances where we feel we cannot continue 
providing our services to you, we will give you notice in writing 
and this will take effect from the date of receipt, unless 
otherwise agreed. 

Unless otherwise agreed in writing, if our relationship ends, 
any transactions previously initiated will be completed 
according to these Terms of Business. You will be liable to pay 
for any transactions concluded prior to the end of our 
relationship and we will be entitled to receive and or retain 

commission and/or fees receivable and or received for 
conducting these transactions. 

 
LIABILITY 
For the purposes of these Terms of Business, Liability includes 
actions, awards, costs, claims, damages, losses (such as without 
limitation any direct or indirect consequential losses), 
demands, expenses, loss of profits, loss of reputation, 
judgments, penalties and proceedings and any other losses 
and/or liabilities. 

Our total Liability to you in connection with these Terms of 
Business and the services we provide to you shall not exceed 
£2 million as a total aggregate Liability. 

Without prejudice to the foregoing and save as otherwise 
provided in these Terms of Business, we shall have no Liability 
to you for any: 

◼ Expenses, loss of profits and/or damage to goodwill. 

◼ Pure economic and/or other similar losses. 
◼ Special damages. 
◼ Aggravated, punitive and/or exemplary damages. 
◼ Business interruption, loss of business, loss of 

contracts, loss of opportunity and/or production. 
◼ Consequential losses and/or indirect losses. 

Each of the limitations and/or exclusions in these Terms of 
Business shall be deemed to be repeated and apply as a 
separate provision for each of: 

◼ Liability in contract (including fundamental breach). 
◼ Liability in tort (including negligence). 
◼ Liability for breach of statutory duty. 
◼ Liability for breach of Common Law and/or under any 

other legal basis 

Nothing in these Terms of Business shall exclude or limit a 
party’s Liability for death or personal injury due to its 
negligence or any Liability in relation to fraud or any other 
liability which it is not permitted to exclude or limit as a matter 
of law. 

 
SEVERABILITY 
The invalidity, illegality or unenforceability of any of the 
provisions of these Terms of Business shall not affect the 
validity, legality or enforceability of the remaining provisions 
in these Terms of Business. 

 
IF YOU HAVE A COMPLAINT 
A summary of our complaints procedure is available on 
request. 

We take any complaint seriously. If you wish to register a 
complaint then please contact the Complaints Officer at: 

SFS Group Ltd., 
Unit 21 Dean House Farm 
Church Road 
Newdigate  
Dorking  
Surrey 
RH5 5DL 

Or by telephoning 01306 746300 

If we cannot immediately resolve your complaint, we will write 

mailto:info@sfs-group.co.uk
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to you within 5 business days of its receipt – our 
acknowledgement will include a copy of our complaint’s 
procedure. 

If we fail to settle your complaint to your satisfaction, or we 
take more than 8 weeks to resolve the complaint, you may be 
entitled to refer it to the independent Financial Ombudsman 
Service. 
You can contact the Financial Ombudsman Service at: 
 
Exchange Tower 
Harbour Exchange 
London 
E14 9SR 

Email: 
complaint.info@financial-ombudsman.org.uk 

Phone: 0800 023 4567 

Further information is available at 
www.financial- ombudsman.org.uk 

 
 
 
FINANCIAL SERVICES COMPENSATION SCHEME 
We are covered by the Financial Services Compensation 
Scheme (FSCS). You may be entitled to compensation from the 
FSCS if we cannot meet our obligations. This depends on the 
type of business and the circumstances of the claim. 
 
LAW AND JURISDICTION 
These Terms of Business shall be governed by and construed 
in accordance with English Law. In relation to any legal action 
or proceedings arising out of or in connection with these Terms 
of Business we both irrevocably submit to the non-exclusive 
jurisdiction of the English courts. 
 
You are deemed to have accepted these Terms of Business and 
give your consent for us to operate in the ways described, 
unless you advise us otherwise within 7 days of receipt. 
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