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A MONTH FURTHER ON
Dear All

I hope that you, your family, friends and colleagues are in good health as we watch the world tentatively exit 
from lockdown.

You will be aware that our marketplace is showing early positive signs of revival as we all continue to adapt 
to the changed environment in which we live and work:

With social distancing guidelines in place, surveyors are now able to undertake some physical valuation work, 
enabling those previously stuck in the home-buying/selling process to progress to completion. As a result, 
mortgage sales activity is increasing and lenders are responding positively to the associated demand from 
clients. The interest in health remains front of mind, with clients more eager to talk to you about protection 
solutions.

Our provider panel have raised the bar and exceeded expectations in their provisions for those customers 
who might be experiencing financial difficulty. Their consideration not to unduly impact fees and commissions 
can also not go unmentioned. A great example of a positive outcome for all.

As a Network, PRIMIS continue to motivate and inspire you by sharing best practice and encouraging new 
ways of working. Over the past month our virtual training sessions have attracted attendance rates in excess 
of 1,200 per week. This ability to engage with such a wide audience has made a very positive impact and is 
likely to be a format that we will continue after lockdown has ended.

Our current consideration is how and when we can return to our office space safely. All elements and 
eventualities are being explored, and no firm decisions have been made, but, rest assured, our priority is to 
continue to provide you with world class service, from where ever we are, safely.

Earlier this week PRIMIS were awarded “Mortgage Network of the Year 2020” by Moneyfacts. We are delighted. 
This award is voted for by you, our advisers, and therefore could not be a better accolade particularly during 
these testing times. Thank you.

Kind regards

Jon Round 
Group Financial Services Director
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NEW: TOOLBOX 
INITIATIVES REVEALED
Toolbox is continually evolving through the deployment 
of enhancements and developments. This helps 
provide world class experiences, in a safe and secure 
environment, for both you and your clients. I’d like to 
share some of the fantastic initiatives that we are 
currently working on to enhance our award-winning 
system.

 � Client Portal

 � Online Recruitment (on-boarding) Application

 � Application Programme Interface (API) 
Developments

 � Integrated Electronic ID Verification

 � Robotics – Artificial Intelligence Pilot

 � Two Factor Authentication (2FA)

CLIENT PORTAL

Communicating with clients through technology has 
never been more relevant, especially given the current 
remote working environment we operate within as 
a result of COVID-19. The willingness to learn new 
ways of communicating has advanced beyond most 
people’s perceptions. More importantly, having to 
adopt new ways of working in these unprecedented 
times has potentially changed the advice landscape 
and client journey forever.

The development of a portal that provides 
functionality for clients to transfer and exchange 
documents securely and have two-way online 
communication with their brokers is crucial. The time 
saving alone in the advice process will be significant, 
enabling brokers to spend more time doing what 
they do best, speaking and advising their clients. 
Additional functionality will include a mini Fact Find 
which, once validated by the broker at the click of a 
button, can be automatically uploaded into Toolbox 
via a purpose-built API between the two solutions.  
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There will be a facility to allow multi-broker relationships 
to allow for dual authorised or referred broker/client 
communications to take place confidentially. Firms 
will be able to include their own brand colours and 
logos to white-label the solution as their own for a 
professional user interface.

Further enhancements are already underway for 
phase two releases, with proposals currently being 
reviewed for:

 � Video recording

 � Text magic

 � SMS messaging

 � Potentially a full Fact Find

ONLINE RECRUITMENT (ON-BOARDING) 
APPLICATION

The growth of our AR broker community is continually 
expanding and, as a result of our RSDs’ activities, 
the current ongoing pipeline of applications in 
Broker Services stands at around 250. This is a 
fantastic achievement and one we are all proud 
of. The impact of this success means the manual 
workload to accommodate these existing and any 
further applications, in addition to ongoing financial 
and propriety obligations with existing brokers, is too 
onerous.

As Toolbox is a wholly owned solution, we can 
influence direction for the benefit of the Network. 
We believe that by developing an online on-boarding 
process we will provide the Network with enhanced 
efficiencies. This will make the process smoother for 
brokers joining us and for Broker Services. This online 
application will provide additional resource capacity to 
better serve our Network community, whilst at same 
time, make the on-boarding process slicker.

APPLICATION PROGRAMME INTERFACE (API) 
DEVELOPMENTS

We have created and developed three internal 
Toolbox APIs:

 � Lead Generation

 � Broker Services

 � Client Services

These developments will allow us to take on 
connectivity options with selected and / or preferred 
third party solutions to further enhance our proposition 
via Toolbox.

We have already built and completed a Lead 
Generation API with Mortgage Gym. This allows 
introduced brokers to utilise Mortgage Gym at the 
front-end of the client journey and it also feeds into 
Toolbox. We are currently working on a more detailed 
Broker Services API integration, allowing Mortgage 
Gym to connect directly with Toolbox advice processes 
(such as the Fact Find).

We have a number of ongoing API connectivity 
developments in the early stages via external industry 
CRM solutions. Progress has been affected by 
COVID-19 and we will re-commence these projects 
as soon as we can.

INTEGRATED ELECTRONIC ID VERIFICATION

At present, due to having several authorisations 
(PTFS, AMF and FC), we have a variety of ID 
verification (AML) processes with different third-party 
solution providers. We have been assessing options 
over the last six months to understand how best we 
can serve our brokers with the very best in class 
solutions.

We are delighted to be working Experian, an industry 
leader in this field. Over the next few months we 
will be developing a fully integrated version (API) 
of Experian’s AML-IDV functionality proposition into 
Toolbox. This will allow all brokers to operate with an 
effective and efficient solution in one process, making 
it easier for clients to complete this element of the 
process through Toolbox.
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ROBOTICS – ARTIFICIAL INTELLIGENCE PILOT

We all know technology is advancing at pace. 
More and more technology is being developed and 
used to enhance clients’ experiences, to facilitate 
improved advice processes and to optimise back-
office operational performance. Artificial intelligence 
is fast becoming the next generation of technical 
development to enhance business performance.

Like most industries, we have a number of work-
related tasks that are mundane, in that they are 
repetitive through the day / evening and do not 
require human intervention, however, still need to 
be completed. Robotics development ie. use of a 
robot (bot) to complete these mundane tasks are 
frequently utilised across industries. Tech companies 
have developed such bots to operate equally as well 
in the Banking and Financial services sector. These 
developments are proving to be very successful and 
improving efficiency and accuracy.

We want to keep abreast of latest developments and 
to not fall behind potential creative and innovative 
ways of working. We have taken the first step into this 
exciting arena and we are testing a bot functionality 
within Toolbox.

TWO FACTOR AUTHENTICATION (2FA)

We are familiar with the fact that criminals and 
fraudsters use sophisticated methods to breach firms’ 
systems and to gain access to their sensitive data. 
Firms can be held to ransom and their operations can 
be prevented from functioning.

The National Cyber Security Centre has reported 
that, during these unprecedented times of COVID-19 
and lockdown, these attackers are preying on fears 
of the vulnerable. Cyber-criminals are targeting 
individuals, as well as larger organisations, as these 
are deemed to be an easier way to gain access into 
the larger organisations. To help combat this, we 
have deployed Two Factor Authentication (2FA) to all 
PRIMIS employees.

2FA in its simplest form is a method of enhancing the 
robustness of the password stage when logging onto 
Toolbox. For example:

 � Stage #1 – entering something you know ie. your 
password (from memory and this can have rules 
such as number of characters, a mix of letters and 
number etc).

 � Stage #2 – having to enter a secondary password 
/ code / number from something you do not know 
(obtained).

If a device has this two-stage password methodology 
and is stolen, the criminal cannot access it because 
two passwords are required. Even if the original 
password is established, the criminal cannot access 
the device and / or system due to secondary password 
/ code requirement. In addition, when someone 
leaves the business, having a secondary password / 
code provides additional protection against a breach.

To help protect all of our interests and especially 
our client’s sensitive data, we are developing a 2FA 
facility for all PRIMIS brokers. There will be a formal 
communication and roll-out process, with training, 
user guides and helpdesk support.

I look forward to updating you on these exciting 
initiatives in due course.

Simon Breakspear 
Member Services Director
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MONEYFACTS’ 
‘MORTGAGE NETWORK 

OF THE YEAR’  
AWARD WINNER

WE’RE DELIGHTED TO ANNOUNCE THAT WE HAVE WON THE  
‘MORTGAGE NETWORK OF THE YEAR’ AWARD!

Moneyfacts Group’s highly coveted awards are totally independent. Presented annually for product 
excellence and outstanding service, they cover products from across the range of financial services. This 

award is held in high regard by banks, building societies and other financial service providers.

Thank you for your ongoing commitment to PRIMIS. This is an opportunity to celebrate our partnership and 
the industry-wide recognition this award represents.

WE REALLY ARE #PROUDTOBEPRIMIS. WE ARE STRONGER TOGETHER!

Go to page 14 to read more about our 2020 award entries.
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SOCIALLY 
DISTANCED 

MEDIA
DURING THESE UNPRECEDENTED TIMES SOCIAL MEDIA IS MORE 
POWERFUL THAN EVER. MAKE SURE YOUR BUSINESS IS HARNESSING 
THIS POWER EFFECTIVELY.

Here are two key ways we are 
supporting you in maximising the 
opportunities available to you:

SOCIAL MEDIA MASTERCLASSES

Dave Corbett hosted a series of 
fantastic Social Media Masterclasses. 
The sessions covered:

 � What good looks like – real 
examples

 � The use of video – Wander Films

 � How to build your audience online – 
don’t shout into an empty room

 � Having a great website at your core 
– Alex Curtis from the Lead Engine

 � DIY social media using Canva and 
Videoleap

 � Outsourcing session – Dan Reddish 
from Dan Reddish Consulting and 
Cutting Edge Marketing

 � Financial promotions sign-off for 
the better – PRIMIS Marketing 
Operations Manager, Kate Lindrea

Access the recordings and resources 
on Lemonade! Click here to visit the 
webpage.

NEW SOCIAL MEDIA TEST

Following your feedback, we have 
revised our social media policy, 
guidance and permissions. You can seek 
approval in advance, or get qualified so 
you can post freely without intervention 
from Financial Promotions. When you 
successfully complete the test, you will 
receive a social media licence. Owning 
a licence means you can post on social 
media without asking for content to be 
approved by the Financial Promotions 
team for a whole year,

Each individual sharing social media 
posts on behalf of a firm will need to 
hold a valid licence. The previous social 
media licence (for those of you within 
FC and AMF) expires on 30 June 2020. 
Please take the new test which is more 
comprehensive and robust, and will 
provide you with the knowledge and 
expertise you need to remain compliant.

The Financial Promotions team 
will continue to have oversight of 
all social media content, making 
regular spot checks. They are also 
available via phone and e-mail 
to support you so please contact 
our experts, Shaber and Jamie, at 
financial.promotions@primis.co.uk.

Kate Lindrea 
Marketing Operations Manager
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UPCOMING 
VIRTUAL EVENTS

AS A NETWORK, PRIMIS CONTINUE TO MOTIVATE AND INSPIRE YOU 
BY SHARING BEST PRACTICE AND ENCOURAGING NEW WAYS OF 
WORKING. WE MAY NOT BE ABLE TO MEET IN PERSON, BUT THAT 

DOESN’T MEAN WE CAN’T VIRTUALLY. HERE YOU’LL FIND AN ARRAY OF 
UPCOMING VIRTUAL EVENTS.

PROTECTION/GI WORKSHOP 
WEBINARS

REGISTER TODAY!

These webinars will provide you with up to the minute information from our 
protection providers, on underwriting, proposition and claims. Giving you greater 
opportunity to engage more customers, retain more customers and grow your 

business.

These also serve as an exclusive opportunity for providers to get valuable 
feedback and input direct from brokers on products, processes and service.

These webinars start at 10am and run for approximately 2 hours.

03 JUNE – NORTH EAST

04 JUNE – NORTH WEST

09 JUNE – NORTHERN IRELAND

10 JUNE – SCOTLAND

16 JUNE – MIDLANDS

17 JUNE – SOUTH EAST

18 JUNE – SOUTH WEST

To register for the Protection/GI webinar click here. For guidance on event 
booking on the Training Matters click here.
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UPCOMING 
VIRTUAL EVENTS

SUMMER EVENTS
SAVE THE DATE!

PRIMIS’ half-yearly follow up to Kick Off meetings held in January, and are an 
invaluable and informative way of providing you with essential business updates, 

market news, as well as regulatory and proposition changes.

Hosted by Richard Coulson and your Regional Sales Director, plus special 
guests, these will truly be spectacular events and can’t be missed!

We will share with you more details and registration closer to the time. In the 
meantime, please “save the date”.

30 JUNE – NORTH EAST

01 JULY – MIDLANDS

02 JULY – NORTH WEST

07 JULY – SOUTH WEST

08 JULY – SOUTH EAST

25 AUGUST – NORTHERN IRELAND

26 AUGUST – SCOTLAND

To see all upcoming virtual events please see our dedicated section on the 
Lemonade site and check the Training Matters page too.

KNOW ABOUT AN UPCOMING VIRTUAL EVENT YOU’D LIKE TO SHARE?

E-mail us at communications@primis.co.uk and we’ll include it here.
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STAY  
CONNECTED
NOW MORE THAN EVER, IT’S IMPORTANT THAT WE STAY CONNECTED…

Get all of the latest PRIMIS news:

@PRIMISMORTGAGENETWORK

@PRIMISNETWORK

PRIMIS-MORTGAGE-NETWORK

PRIMIS MORTGAGE NETWORK

WWW.PRIMIS.CO.UK
#strongertogether

http://www.primis.co.uk


BROKER SERVICES

For queries on agency codes or applications

brokerservicessupport@primis.co.uk

COMMUNICATIONS 

For queries on receiving emails from PRIMIS

communications@primis.co.uk

COMPLAINTS 

For updates on complaint cases or to report any 
complaints

PTFS - complaints.solihull@primis.co.uk

FC & AMF - mbcompliance@lslps.co.uk

COMPLIANCE POLICY 

For guidance on our policies, please contact your 
ASM or email compliance@primis.co.uk

CUSTOMER OUTCOMES REVIEW TEAM 

For queries on case checks

Chippenham -  
customeroutcomesreviewteam@primis.co.uk

Solihull - cortsolihull@primis.co.uk

DATA PROTECTION 

For GDPR or data protection related queries or 
data subject access requests

dpo@primis.co.uk

FEES 

For commission related queries

fees@primis.co.uk

FINANCIAL CRIME 

For AML, ID, CDD, Suspicious Activity Reports 
info email mlro@primis.co.uk

For guidance, ongoing case 
updates, or application queries email 
investigations@primis.co.uk

FINANCIAL PROMOTIONS 

For approval of client-facing marketing materials, 
including social media

financial.promotions@primis.co.uk

IT HELPDESK 

For IT queries and Toolbox errors

it.support@primis.co.uk

PRODUCT DESK 

For panel queries about lenders, providers from 
criteria or trouble placing a case

experts@primis.co.uk

TRAINING 

For training course queries

training@primis.co.uk

YOU CAN GET IN TOUCH WITH US USING THE BELOW DETAILS OR EMAIL INFO@PRIMIS.CO.UK.

STAY SAFE. WE’VE GOT THIS.
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PRIMIS STILL OFFERING 
THE SAME WORLD 
CLASS SUPPORT FOR 
YOU!
OVER PAST WEEKS WE SHARED WITH YOU OUR LEADERSHIP VIDEOS.

This month Richard Coulson, our Business 
Development Director,

Paul Underwood, our Chief Risk Officer, 

and Rajeev Raichura, our Finance Director, 

updating all of us on PRIMIS’ response to the 
COVID-19 situation.

WE WOULD LOVE TO HEAR YOUR FEEDBACK!

We’ve also released few more short clips on PRIMIS’ 
social media channels. Please “like” and “share” when 
you see them!

VOX POPS FROM:

Dave Woodbridge Neil Price

Victoria Brady Minty Hoare 

Jo Blackburn

Alison Farmer

Martin Igoe

James McNee

#PROUDTOBEPRIMIS
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AWARDS UPDATE…
We are delighted to open our award cabinet to you and share updates on our 2020 award entries!

CATEGORY: 

‘Best Network’

RESULTS: 

Finalist

CATEGORY: 

‘Mortgage Network of the Year’

RESULTS: 

Winner

CATEGORY: 

‘Best Network 300+ ARs’

RESULTS: 

Award ceremony currently due to take place on September 28

CATEGORY: 

‘Mortgage Technology Provider of the Year’

RESULTS: 

Award ceremony currently due to take place on October 22

Thank you to everyone who has voted for PRIMIS and submitted testimonials!

We’re proud to be PRIMIS and glad you are too.

FINANCIAL REPORTER’S WOMEN’S RECOGNITION AWARDS

These awards aim to support the growing momentum for a more diverse and equal 
financial services community and to celebrate women’s contribution to our industry.

Make sure your firm colleagues, PRIMIS colleagues and provider/lender 
partners receive the recognition they deserve.

Nominate them here by 05 July!
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