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Financial Specialist Commission Scheme

Introduction

A new Commission Scheme to replace the existing bonus scheme has been agreed for Financial Specialist’s (FS) working in Crown Offices.  This scheme will commence from the start of the 2011 financial year.

Purpose

The FS commission scheme has been jointly designed to incentivise colleagues to deliver performance above the sales target and, in turn, provide higher rewards for those who achieve above target performance. The aim of the scheme is for each FS to be able to easily see how extra sales above target translate into enhanced earnings for themselves.
Duration and Review of Scheme
This scheme will run until at least the 31st March 2013, with a joint review of the scheme to determine its effectiveness to take place prior to April 2012.  This review will cover all elements of the scheme.
Scheme Structure
· Once an FS exceeds their sales target for a quarter, they will begin to earn commission at a rate of 25% on every sale above the target.  That means that for every extra £1 sold above target, an FS will receive 25p in commission payments

· Commission Scheme payments will be made quarterly
· The FS sales target is set for the year and calendarised for each financial quarter (targets will be pro-rata based on contractual hours for part-time colleagues)
· Unlike the previous scheme, there is no branch gateway so the scheme is based solely on an FS’s individual sales performance
Target Setting

A standard target for each financial year is set for the FS’s in quarter 4 of the previous financial year.  The target is an individual FS target; however, each FS will have the same target regardless of the location or size of their office.  Targets will vary in each financial quarter to take into account seasonal variations.  Targets will be pro-rated for part-timers.  Calendarised targets and financial services product income factors for that year will be communicated at the beginning of each financial year.  For the 2011-12 financial year, these can be found in the attached addendum.
Targets in relation to this commission scheme, for 2012-13, will be reviewed with the CWU in March 2012.  
Management Information

A weekly FS sales report will be provided to each FS, detailing how they are performing against target.  Monthly compliance data for each FS will be provided to ensure that they know how they are performing against the key measures.  It is important that Branch Manager discuss all information with FS colleagues so that they understand how to track their individual performance and use the data to accurately forecast bonus payments.

PO Ltd will share weekly sales information and monthly compliance data with the CWU.

Compliance/Quality Standards
The Post Office sells regulated financial services products on behalf of third party providers.  Consequently, all FS’s need to ensure they are treating customers fairly and ensure that all sales are compliant.  Therefore quarterly payments will not be paid if an FS fails to meet the agreed compliance standards.
The key measures for compliance for FS colleagues are in the following table and are recorded as green, amber or red in status:
	Measure
	Explanation
	Green
	Amber
	Red

	Cancellation rates
	The products included within this category are Car, Home, Term Life insurance and Over 50s life insurance. These would be policies where the customer has decided to cancel as they no longer believe that the policy is right for them.  The % figures used for each rating are in line with the general industry standards.
	Less than 11% of policies cancelled by customer within the quarter.
	11%-15.9% of policies cancelled by customers within the quarter.

There needs to be a minimum of 2 policies cancelled within the period. Same rationale as for the ‘red’ rating.
	16%+ of policies within the quarter have been cancelled by customers. There needs to be a minimum of 2 policies cancelled within the period. The rational for their being a minimum of 2 is to support an FS who may have a large % cancellation rate but only 1 policy has been cancelled.

	Training & Development (T&D) activity rates
	The Training & Development Framework requires 3 observed sales interactions in a quarter, 1 per month. These are undertaken by the Supervisor, normally the BM or an accredited ABM, who observes a sales meeting between an FS and a customer. The BM takes notes using a standard form and marks the FS against standard set criteria. These criteria are known both to the BM and the FS. There are 3 potential ratings per observation ‘Competent’ ‘Competent with development’ and ‘non competent’. This measure will be triggered where an FS has 2 or more ‘non competent’ ratings within a quarter. It is a requirement of the scheme that the BM and FS undertake appropriate development to bring the FS back to a ‘competent’ or ‘competent with development’ status if a ‘non competent’ rating is given.  If an FS does have 2 or more ‘non-competent’ ratings it would suggest a serious shortfall in their sales process and/or knowledge which would be detrimental to the customer journey.  

Any adverse ratings whilst in ‘Individual Development Plan’ following Induction or New Product/Process training do not count towards this measure as the FS will be undertaking relatively new processes.
	All Observations in last quarter are rated either competent or competent with development.
	N/A
	2 or more observed meetings are rated ‘non competent’ by the supervisor


	Justified complaints
	These are complaints that are sent by customers to the customer complaints unit within Bank of Ireland. The complaints would be investigated by this unit to identify if the individual FS was at fault with regard to either the process or information given to customer. This unit would need to determine that the complaint was justified and that the customer was mis-sold to as a direct result of what the FS did or did not do or say with regard to process or information.  
	No justified complaints against the FS.
	1 justified complaint, where the FS is deemed to be at fault, within the quarter.
	2 or more justified complaints, where the FS is deemed to be at fault, within the quarter.



No bonus payments will be made in a quarter if an FS colleague receives either a red rating or two amber ratings against any of the measures in the table above in that quarter.
Appeals against an FS’s individual compliance rating should be made to their Crown Area Manager (CAM) and the appeal, with appropriate supporting evidence, must be raised at the time of the rating not at the end of the quarter. CWU Area Representatives are available to support an FS’s appeal.

Payment dates

The scheme is planned to run in line with the PO Ltd full financial year, with payments triggered at the end of each quarter. It is intended that FS commission payments will be in salaries the month after the end of the quarter, except for Q4, which is paid in May. However, this is dependent on the audit process for the period results and colleagues will be advised nearer the time if actual payment dates are to be later than this.

Crown Office Sales Incentive Scheme (SIS)
FS colleagues, as they need to work closely with their colleagues to generate sales leads, will still benefit from the SIS. As an FS’s primary focus is on sales of financial services products, they will receive 50% of the SIS payments that their office achieves.  An FS will however, have the opportunity to earn a commission payment of 25% for above target performance, as explained above, even if the SIS threshold or branch FS sales gateway are not met.  
In year changes

Due to the dynamic nature of the business and the possible introduction and withdrawal of products, there may be the requirement to change the products available for FS colleagues to sell, which could have an impact on their bonus earnings.  Any impacts on the commission scheme would be reviewed with the CWU and clearly communicated to FS colleagues.

ELIGIBILITY RULES

Movers between teams

FS’s who transfer between teams and offices will continue to have sales captured against their personal FAD code to allow all sales they complete to be credited to them.
Temporary promotion to Manager

FS who are temporarily promoted to a managerial position will receive pro rata bonuses under this scheme and the corresponding manager scheme according to the number of weeks performed at their CWU grade.  Therefore, they are entitled to a pro-rata share of both the CWU and the CMA schemes.

For the period of time they are undertaking their FS role, their FS target will be pro-rated for that period as well.

Substitution

FS substituting for managers, for instance, covering short-term absences, such as sickness and annual leave, will continue to receive bonuses at their substantive grade. An employee covering a long-term absence or covering a vacant post should be temporarily promoted where eligibility for the temporary promotion applies.

Eligibility periods

Bonuses are calculated according to the number of weeks worked in PO Ltd during the “quarter”. Colleagues not employed for the full bonus payment period will have their FS target pro-rated for the period they work in a quarter so that bonus payments can be calculated against that target.

Sickness/Change of hours

Adjustments will be made to individual targets for sickness absence and any additional hours worked by part timers. These adjustments will be made when the final quarterly payments are calculated.

Non payment

The following table shows reasons for staff leaving the business and whether it will or will not be eligible for a bonus payment:

	Reason for leaving
	Bonus
	Reason for leaving
	Bonus

	Abandonment of service
	No
	Ill Health Retirement – Pension or Lump Sum
	Yes

	Age retirement
	Yes
	Redundancy
	Yes

	Dismissal*
	No
	Transfer to other units
	Yes

	End of contract
	Yes
	Voluntary resignation
	No


*Staff re-instated on appeal will be entitled to full bonus for the period.
ADDENDUM – FS TARGETS 2011-12
Target Setting

A standard target for each financial year is set for the FS’s in quarter 4 of the previous financial year. These are based on the overall Crown Office targets that have been agreed for the year ahead. The annual targets agreed for 2011/12 are: 

	Products
	Annual Target 
	Wkly Sales

	Instant Saver
	24 
	0.5 

	Growth Bond
	40 
	0.9 

	Fixed Rate ISA
	25 
	0.6 

	ISA
	19 
	0.4 

	Credit Cards
	39 
	0.9 

	Car Ins
	24 
	0.6 

	Home Ins
	16 
	0.4 

	Life Ins
	68 
	1.5 

	Reward Saver
	55 
	1.3 

	Total 
	309 
	7.0 


This is based on the assumption that FS’s work in Branch for 44 weeks of the year. The remainder of their time being taken up with Annual Leave/Other Absences and ongoing development courses

The FS income target against which commission will be earnt will be based on the Business Income factors. For 2011/12 these income factors are: 

	Products
	Income Factor

	Instant Saver
	9.63

	Growth Bond
	17.00

	Fixed Rate ISA
	9.00

	ISA
	3.75

	Credit Cards
	13.23

	Car Ins
	2.58

	Home Ins
	5.48

	Life Ins
	44.32

	Reward Saver
	10.93


Which give an overall FS income target of £5476 for the 2011/12 financial year.

FS Targets will be phased across the year according the seasonality of the individual FS products and will therefore vary in each financial quarter. The phasing of the FS targets will align to the Overall Crown Network phasing. Target phasing for 2011/12 are: 

By Product Quarterly Sales Targets 

	Products
	Annual Target 
	Q1
	Q2
	Q3
	Q4

	Instant Saver
	24 
	6.1 
	6.7 
	5.9 
	5.0 

	Growth Bond
	40 
	9.3 
	11.9 
	10.2 
	9.0 

	Fixed Rate ISA
	25 
	7.8 
	5.8 
	5.9 
	5.3 

	ISA
	19 
	5.9 
	4.4 
	4.4 
	4.0 

	Credit Cards
	39 
	10.8 
	11.7 
	6.5 
	9.8 

	Car Ins
	24 
	4.5 
	4.4 
	7.0 
	8.5 

	Home Ins
	16 
	2.1 
	3.3 
	4.7 
	5.4 

	Life Ins
	68 
	16.2 
	17.0 
	16.3 
	18.3 

	Reward Saver
	55 
	14.2 
	15.7 
	13.7 
	11.6 

	Total 
	309 
	76.9 
	80.8 
	74.6 
	76.9 


Total Income by Quarter 
	Products
	Annual Target 
	Q1
	Q2
	Q3
	Q4

	Instant Saver
	228 
	59 
	65 
	56 
	48 

	Growth Bond
	686 
	158 
	202 
	173 
	153 

	Fixed Rate ISA
	224 
	71 
	53 
	54 
	48 

	ISA
	70 
	22 
	16 
	17 
	15 

	Credit Cards
	514 
	143 
	155 
	85 
	130 

	Car Ins
	63 
	12 
	11 
	18 
	22 

	Home Ins
	85 
	12 
	18 
	26 
	30 

	Life Ins
	3,002 
	716 
	751 
	722 
	812 

	Reward Saver
	604 
	156 
	171 
	149 
	127 

	Total 
	5,476 
	1,348 
	1,443 
	1,301 
	1,385 
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