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TONI SMITH, CHIEF OPERATING OFFICER

FOREWORD

WITH THE SECOND MONTH OF THE YEAR NEARLY 
BEHIND US, I FEEL A SENSE OF CAUTIOUS OPTIMISM 
EMERGING. THE GOVERNMENT HAVE SHARED 
A ROADMAP OUT OF LOCKDOWN, SPRING IS IN 
THE AIR, THE VACCINATION RATES ARE STEADILY 
INCREASING, AND THERE’S A REAL FEELING OF 
LIGHT AT THE END OF THE TUNNEL.
It’s been a test of endurance for us all, and a 
test of patience for many (particularly those 
juggling work with the demands of a family 
and home schooling) but we’re nearly there. 
Something better is looming on the horizon. 
It would appear that our lender partners are 
feeling the same way too, with tentative steps 
towards ever greater LTV rates and levels of 
servicing capability getting back to normal.

Financial resilience has been brought 
sharply into focus due to recent events. This 
is best achieved by regular and pragmatic 
advice from professionals; so never have your 
customers needed you more. As we continue 
to rise to the challenges that life throws at us, 
I see even greater opportunity to protect all 
that we, and our customers, hold dear.

Together, we’ve got this.
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OUR 2021 CHARITY 
PARTNER IS…
WE ARE DELIGHTED TO ANNOUNCE THAT OUR 2021 CHARITY PARTNER IS MARIE CURIE. WE WILL 
BE FUNDRAISING TO SUPPORT MARIE CURIE’S FANTASTIC WORK THROUGHOUT THE YEAR.

WHAT MARIE CURIE DO

Marie Curie provide care and support for people living 
with terminal illness. They also assist the families of 
those who are unwell, and tend to their needs. Last 
year Marie Curie nurses cared for over 40,000 people 
across the UK. Find out more on the official Marie Curie 
website here.

OUR SUPPORT

Throughout 2021 we will hold regular fundraising 
events and share updates on progress, culminating 
in a cheque presentation to the charity at the close 
of 2021. We are working with Marie Curie to organise 
a range of activities that are safe and practical in the 
current climate.

We will encourage you to make donations at our virtual 
events, and hopefully at the physical ones later in the 
year too. It would be fantastic to see you and your 
teams organise fundraising events and contributing 
to our PRIMIS account too. If you would like to find out 
more please contact marketing.team@primis.co.uk.

MONTHLY DONATIONS

We have also set up the facility for you and PRIMIS 
employees to make regular donations. You can set up a 
regular direct debit, the funds from which will be added 
to the monies raised from events and will contribute to 
our annual fundraising total.

To set up a direct debit please contact marketing.
team@primis.co.uk to find out more.

If you would prefer to make a one-off donation, you can 
do so on our PRIMIS JustGiving page here.

HOW YOU CAN MAKE A DIFFERENCE

Your donation can make an immediate impact:

 � £20 – could pay for one hour of vital nursing care 
for someone living with a terminal illness in the 
comfort of their own home.

 � £90 – could pay for half an evening’s care in a 
person’s home when they need it most.

 � £180 – could provide nine hours of nursing support 
in someone’s home through the night, bringing 
the expert care and comfort families need in very 
challenging situations.

Thank you in advance for your support of this 
worthwhile cause.

If you have any questions, please contact 
marketing.team@primis.co.uk.
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CONDUCT RISK, 
COMPLIANCE AND 
CUSTOMER CARE.
AS A SUCCESSFUL AND RESPONSIBLE NETWORK, AS WELL AS RSDS, ASMS AND ALL OUR OTHER 
EMPLOYEES SUPPORTING YOU, OUR RISK TEAM ARE ALSO HERE, TO ENSURE WE PROTECT 
THE BUSINESS BY SOUND RISK MANAGEMENT. THIS IN TURN SUPPORTS YOUR CUSTOMERS 
RECEIVING SOUND ADVICE AND A CUSTOMER CENTRIC SERVICE.

Within our Risk Toolkit, as well as managing the 
overall risks to the Network, we have a Conduct Risk 
Framework, which teases out where, in our and your 
activities, there is potential for poor customer outcomes, 
so that we can protect our customers against these 
risks.

Conduct risk management is expected by the FCA 
and it is therefore essential that we are tuned in and 
proactively managing it. Because conduct risks are 
inherent throughout a business, we have rolled out 
Network-wide training and will continue communicating 
and training throughout the year, to get everyone 
understanding more clearly not just what Conduct Risk 
is, but drilling down to how it could/would materialise 
in people’s day jobs.

As a leading Network we are strong, but to some degree 
also only as weak as our weakest link. Undetected 
poor conduct in our Network could have many broad 
implications for us all.

We are all working to one plan, and whilst talking 
about risk can seem quite formal, in practical terms, 
by conducting ourselves well, with good customer 
outcomes, we will drive a reputation for quality advice 
and customer care, whilst also meeting our regulatory 
obligations.

Victoria Robb, Interim Chief Risk Officer 
victoria.robb@primis.co.uk
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MINIMISING STORM AND 
FLOOD DAMAGE FOR 
YOUR CLIENTS.
WE ARE AT THE TIME OF YEAR AGAIN WHEN WE SEE NUMEROUS NEWS BULLETINS ABOUT 
STORMS AND FLOODS COMING OUR WAY, BUT ALSO ABOUT THE DEVASTATING IMPACT THEY 
CAN HAVE ON PEOPLE’S HOMES AND LIVES.

Storms and bad weather are something we can’t 
avoid, and unfortunately, they can sometimes cause 
severe damage to homes. Being prepared can limit the 
damage caused and also minimise the personal impact 
these occurrences can bring.

HERE ARE JUST A FEW HINTS AND TIPS:

 � Ensure drains and gutters are clean, avoiding 
blockages which will cause damage and floods.

 � Maintain gates and fences to limit any damage a 
storm may cause.

 � Keep chimneys and roofs in a good condition.

 � Move valuables, irreplaceable items and expensive 
furniture to an upstairs level of your home in the 
event of a possible flood.

 � Plug up sinks, baths and showers to prevent any 
sewage overflow from pipes during a flood.

 � Secure or move any loose external items to prevent 
more damage being caused.

AFTER THE STORM HAS PASSED:

 � Be aware that any water left over from a flood will 
be dirty and may not be safe.

 � Keep electrical equipment switched off until you 
are sure they are dry or not damaged, it may be 
worth getting a professional to check these.

 � Check your insurance policy has Home Emergency 
Cover, now is the time to call them.

Our Home Insurance proposition allows you to add on 
Home Emergency Cover for your clients through our 
fully integrated GI Quote Engine in Toolbox.

For any of your clients who are in a known flood risk 
area, you are able to refer this to First2Protect as a 
non-standard policy.

For further information on Home Insurance please 
contact Nicky Hemmings

nicky.hemmings@primis.co.uk
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IN THE LIMELIGHT 
(AGAIN) …
I WAS ONCE AGAIN EXTREMELY FORTUNATE TO BE INVITED ONTO C4’S STEPH’S PACKED LUNCH 
RECENTLY AS THEIR MORTGAGE EXPERT TO DISCUSS RECENT CHANGES RELATING TO THE 
GOVERNMENT ANNOUNCEMENT REGARDING THE RIGHTS OF LEASEHOLDERS. 

The proposed changes will allow buyers to extend their 
lease by up to 990 years (as opposed to the current 
rules permitting an extension of up to 50 years for a 
house and 90 years for flats), so a very positive move 
set to benefit potentially millions of people. There have 
been no details finalised at this stage on exactly when 
these changes will happen, though it is potentially 
being passed through parliament sometime this year.

The evening before I appeared, I was going about 
my usual business when I received the call. A bit of a 
surprise. The show was going to be hosted by Richard 
Madeley (referred to as Chloe Madeley’s dad to fitness 
enthusiasts!) as Steph McGovern was self-isolating. 
This time (the second time on the show for me) was 
slightly less nerve racking then my first appearance, 
as the buzz of it all becomes quite relaxing once it is 
all more familiar.

Adrenaline, excitement and nerves were all 
experienced that day however!

It is was a complete honour to be asked by them to 
provide advice for viewers, and also gives me huge pride 
in being able to help educate viewers on such important 
matters. The more awareness we (as brokers) can raise 
with the general public about the importance of getting 
professional advice for mortgages is something I am 
very proud to promote and be a part of.

Nicola McKenzie, Dunham McCarthy 
nicola.mckenzie@dunham-mccarthy.co.uk
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SHINING BRIGHT …
PRIMIS have been shortlisted for the “Distribution Partner of the Year” award at  

Crystal Specialist Finance’s Crystal Ball event.

Our own Liz Wilkie, Mortgage Proposition Executive, has also been nominated 
personally for the “External Partner of the Year” award too.

The votes come from Crystal staff who have selected their preferred partners to work with 
over the past year. Winners will be announced at the virtual event at the end of the month.

Good luck to Liz!
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REFLECTION ON 
2020 AND A POSITIVE 
OUTLOOK ON 2021
THE MORTGAGE MARKET IN 2020 REMAINED BUOYANT HOWEVER IT WAS NOT WITHOUT 
ITS CHALLENGES. THE LACK OF HIGH LTV PRODUCTS, AND LENDERS’ SERVICE CAPACITY 
CONSTRAINTS PROVIDED HURDLES ALONG THE WAY. ALTHOUGH, AT THE TAIL END OF LAST YEAR 
WE SAW A NUMBER OF LENDERS RE-ENTER THE MARKET AND SUPPORT 90% LTV PRODUCTS. 

This has provided significant confidence and 
subsequently we have seen more lenders follow suit. 
We are still yet to see any lenders move back into true 
95% lending, however, we wait in anticipation to see 
the detail surrounding the Government backed product.

With 2020 now firmly behind us what a start to the year 
we have had! We’re up on last year already without the 
momentum of the “Boris bounce”!

The lending landscape looks to have improved 
significantly in the last month with even more lenders 
returning to 90% LTV lending without the mad rush 
of the 24 hour pulse days, and we continue to see 

improvements with lenders’ service levels returning 
back to standard SLA’s.

We have also seen a number of lenders slowly revert 
back to pre-pandemic criteria and we watch this space 
extremely closely.

The 31st March is a crucially important date in the diary 
for a number of reasons;

We see the end of lenders offering payment holidays 
(of which there are estimated to be 130,000 who still 
remain on a payment holiday across the industry).

We also see the end of the Government “stamp duty 
holiday” which is high on everyone’s agenda and 
although there has been nothing announced as far as 
an extension we continue to watch very closely.

We also see the end of the furlough scheme which is 
currently supporting an estimated 17% of employed 
workforce. The predictions are that as the restrictions 
ease we will see a quick bounce back – let’s hope that’s 
the case.

We continue to keep abreast of the market conditions 
and look for every opportunity to make further 
developments to the mortgage proposition to allow 
you to support even more customers.

We’re not resting on our laurels – we’ve got this !

Dominic Hodge, Mortgage Proposition Manager 
dominic.hodge@primis.co.uk
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T H E H U B

VISIT THE HUB FOR 
RESOURCES TO 
FACILITATE GROWTH 
FOR YOU AND
YOUR BUSINESS

MORE 
COMING 

SOON

PRIMIS brokers now all have access to 
the Hub. This is a key communication 
channel for us to share messages with 
you.

Visit thehub.lsl-fs.co.uk and log in to 
begin using it.

MARKETING 
RESOURCES

SALES
ADVICE

PANEL
LISTS
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WHAT A YEAR  
2020 WAS!
PROBABLY NOT THE YEAR WE HAD ALL ANTICIPATED BUT IT WAS CERTAINLY ONE THAT TESTED 
ALL OF OUR RESOLVE AND TAUGHT US MANY THINGS. MANY OF US TOOK THE OPPORTUNITY TO 
LEARN A NEW SKILL, WE LEARNT THAT HOME SCHOOLING IS NOT FUN AND 2020 WAS THE YEAR 
ALL OF US LEARNT HOW TECHNOLOGY CAN MAKE A HUGE DIFFERENCE IN ALL OF OUR LIVES.

Training too has had to adapt massively to the new way, and technology has played a huge part in allowing us 
to support so many more of you than we ever previously could.

With the support of our marketing team, we have been able to build an incredible resource library of training 
events with the ability to allow you all to share best practice across the network via our Lemonade site. This 
gives you the ability to access training when you want without the need for long drives and early starts.

Looking ahead to this year we are keen to continue the incredible momentum and levels of support we were 
able to provide you with last year.

The Monday morning sessions with Richard Coulson were an incredible success last year and we are continuing 
to deliver these during the early part of this year. These can all be booked via Training Matters and the calendar 
is listed below:

Monday 1st March Goal Setting & Targets – March Checkpoint

Monday 8th March New firms Q&A

Monday 15th March Mortgage Excellence

Monday 22nd March Specialist Business Protection including Exec IP

Monday 29th March Goal Setting & Targets – April Checkpoint (due to Easter)

The Training team will also be delivering the first Mortgage Academy during February and then monthly from 
then on. We are working hard on being able to offer far more support around CeMap and CertPro qualifications 
throughout 2021 too.

If you would like more information on any of the above, please contact training@primis.co.uk

Dave Woodbridge, Training Director 
david.woodbridge@primis.co.uk
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HOW THE YEAR IS 
LOOKING SO FAR …
WELL JANUARY IS DONE AND FEBRUARY IS NEARLY OVER TOO.. AFTER AN INCREDIBLE YEAR 
END IT WAS ALWAYS GOING TO BE FASCINATING TO SEE HOW 2021 WAS GOING TO PAN OUT. THE 
REALITY IS, IT’S MORE OF THE SAME!

New records, gasp inducing results, memorable moments, continuous and consistent growth, combined with 
the usual unconditional commitment from everyone in the business to support and help each other. What else 
would we have expected after the first 6 weeks of the year!?

PRIMIS continue to dominate social media, our presence continues to grow, many of 
our advisers and principals have become celebrities! Just this month we achieved our 
best ever weekend, our best ever week and our best ever day for submitted business!

The business continues to recruit new 
advisers, many of our firms are building 100+ 
teams! The Protection and Mortgage training 
support our pioneering commitment to 
continue to bring in new blood to the industry! 
Our market share continues to grow while many of 
our competitors choose to reduce their distribution capacity!

January hosted our virtual Kick Off events, attracting a combined audience of 
over 1900 delegates! We had nearly 400 at one event!

The VIP Recognising Excellence awards event was another game changer, the 
hosts, the results, the people and the whole experience represented everything 
that demonstrates why PRIMIS is the undisputed home for the best advisers 
in the industry. See the video highlights on Lemonade.

Whatever challenges lie ahead of us we should be grateful. We are not in the 
travel, hospitality or retail industry. The property services market and the financial 
services market are booming, so much so, the economy needs us to succeed 
as we are pivotal in helping the country get back on its feet! We are part of the 
industry’s evolution, we continue to raise the bar, we do the best we can do for our 
clients and we continue to be there for each other. We give everyone something 
to believe in, not something to do.

We all know the life in front of us is far more important than the life behind us. 
Whatever challenges are ahead there is no doubt we will continue to be the 
best we can possibly be, the comfort zone maybe a safe place but we all know 
nothing grows there!

What cabin fever? The lion continues to roar!

Martin Igoe, National Sales Director 
martin.igoe@primis.co.uk
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SOCIAL MEDIA – A 
POWERFUL 
PLATFORM
AS A NETWORK, PRIMIS ARE UNUSUAL IN ALLOWING OUR 
ADVISERS TO USE SOCIAL MEDIA. OTHER NETWORKS DEEM IT 
TOO RISKY AND FORBID THE USE OF IT TOTALLY, BUT FOR THE 
MOMENT, PRIMIS ARE CONFIDENT THAT WE CAN MITIGATE 
THOSE RISKS AS LONG AS THE PROCESS IS FOLLOWED 
CORRECTLY.

Here’s a reminder of the key steps :

 � If/when you decide you want a presence on social media, contact 
the Financial Promotions team to request that the social media 
licence test is allocated to you.

 � Once you have read the Advertising, Marketing and Social Media 
Policy carefully, take the test.

 � Upon passing the test, confirm to Financial Promotions that you are 
now licensed for the coming year, and provide a list of the channels 
that you will be using.

 � By providing these channels, this will allow Financial Promotions to 
conduct regular, routine oversight to ensure that the material you 
post is clear, fair, and not misleading. If they identify any issues 
they will be in contact to talk you through their findings and provide 
advice and guidance of how to avoid those mistakes in the future.

 � A month before the expiry of your annual licence, you will be invited 
to take a new test to renew your permission to post on social media. 
If you chose not to renew, you will forfeit the right to continue to 
post on social media. If you do retake and pass the test, you will 
once again be asked to contact Financial Promotions to confirm 
that you have passed, and ensure that the list of channels that you 
previously provided is correct.

It’s only with your co-operation that we can provide this facility. The onus 
is firmly upon you, as responsible advisers, to help us manage this 
effectively and keep you and the Network safe.

Your diligence is much appreciated.

Thank you.

Shabz and Jamie 
financial.promotions@primis.co.uk
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The PRIMIS Recognising Excellence Awards took 
place on Thursday 11th February - what an amazing 
night it was!

With the incredible successes of our brokers last year, 
we could not let 2020 go unrecognised - so our annual 
award ceremony was transformed into a virtual event.

Thank you to everyone who joined us to make the 
event so magical. It was absolutely wonderful to see 
our PRIMIS family on screen celebrating each other’s 
achievements.

A very special mention goes out to the winner of the 
Outstanding Contribution to the Network Award – 
Simon Marzell, Insight Private Finance.

The virtual stage was shared with other PRIMIS greats 
– a full list of which is available on LEMONADE.

In true PRIMIS style the event did not end there, our 
special guest for the evening was the one and only 
Dynamo! 

As one of the world’s most famous magicians (who 
walked on water across the River Thames) he turned 
his attention to our PRIDE and shared his magic via 
our screens. 

After leaving everyone wondering “how on earth does 
he do that?” Dynamo opened up the floor to answer 
some personal questions – a really nice guy and a true 
inspiration.

For those who were unable to join us, some of the 
highlights are featured in the video on LEMONADE. 

#ProudToBePRIMIS

Andrea Moore, Events Manager 
andrea.moore@primis.co.uk
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Bob Scott,  
Regional Sales Director, PRIMIS

Richard Coulson and Toni Smith announcing the award winners

Caroline Richardson,  
Senior Insurance Adviser,  
RSC Insurance Solutions
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