
We have a Fa�r Conduct Programme (FCP)� to ensure we treat you fa�rly� It outl�nes all the pol�c�es� processes�
systems and controls we have �n place to gu�de how we ensure we�re comply�ng w�th the conduct requ�rements
la�d out �n the F�nanc�al Markets Conduct Act 2013 (FMCA) across everyth�ng we do� 

It �ncludes how we des�gn and d�str�bute our �nsurance products and serv�ces� how we support you and how we
�dent�fy and remedy any problems or m�stakes� 

We�ve created th�s summary of our Fa�r Conduct Programme to g�ve you a v�ew of the key sect�ons we have �n �t
and how �t relates to you�

Our Good Customer Outcome pr�nc�ples� 

Fa�r conduct matters at F�del�ty L�fe and comes from our culture� how our people behave and our m�ndset to
del�ver�ng good customer outcomes� As an organ�sat�on� our Good Customer Outcome pr�nc�ples are des�gned
to gu�de us �n treat�ng you fa�rly and are embedded �n our everyday work� These pr�nc�ples are cons�dered
throughout the customer �ourney - from how we des�gn and develop our products and serv�ces� through to how
our customers are adv�sed and onboarded� and how we support them over t�me �nclud�ng dur�ng cla�ms� These
pr�nc�ples gu�de us and help us focus on treat�ng our customers fa�rly�

Trust�

We do the r�ght th�ng and act �n
good fa�th� act�vely seek�ng to

understand our customers�
needs and prov�de them w�th

certa�nty�

Value�

We offer qual�ty products and
serv�ces that are su�table and

fa�r for our customers�

Clar�ty�

We act w�th transparency to
prov�de products that are clear�

easy to understand and allow
our customers to make �nformed

dec�s�ons�
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Our products�

Our FCP �ncludes a process for assess�ng our products and how we d�str�bute them� to ensure they rema�n �t-
for-purpose for you� 

We offer a range of l�fe �nsurance products des�gned to meet the d�verse needs of New Zealanders� �nclud�ng� 

L�fe cover�

Trauma cover�

Income protect�on and

Total and permanent d�sab�l�ty cover�

Deta�ls on our products can be found here�

The essent�al role of �nanc�al adv�sers�

Our products and serv�ces are w�dely ava�lable throughout New Zealand through a network of accred�ted
�nanc�al adv�sers and a small number of partners� F�nanc�al adv�sers and other �ntermed�ar�es play an essent�al
role �n help�ng you dec�de what the r�ght pol�cy �s for you� They w�ll work w�th you to understand your needs and
c�rcumstances and ensure you have products and serv�ces that meet them�  

Those �nanc�al adv�sers are requ�red to agree to certa�n cond�t�ons of work�ng w�th us� �nclud�ng hav�ng a good
knowledge of our products and how they are requ�red to conduct the�r bus�ness to ensure you are treated
fa�rly�  We can help you �nd a �nanc�al adv�ser �f you need one�   

We have a clearly mapped approach to prevent�ng and remedy�ng
any problems� 

We have �mplemented controls to reduce r�sks and prevent problems from happen�ng� However� even w�th
robust processes �n place� �ssues may st�ll ar�se occas�onally� We have establ�shed clear procedures to �dent�fy�
manage� and resolve any problems that m�ght affect you� 

We�re here to �x th�ngs �f we get �t wrong�

You - our customers - are the l�feblood of our bus�ness� If you�re not happy w�th our products� serv�ces or
�nteract�ons w�th us� we�d l�ke to know� so that we can try to put th�ngs r�ght for you�

We have a clear process for how we manage compla�nts� It �ncludes how our compla�nts team rev�ews your
concerns and escalate to our �ndependent external d�spute resolut�on scheme�

V�s�t our compla�nts process�

https://fidelitylife.co.nz/insurance-101/life-insurance-basics/what-type-of-life-insurance-might-be-right-for-me/
https://www.fidelitylife.co.nz/contact/making-a-complaint/


We also have some useful �nformat�on �n our Insurance 101 toolk�t to expla�n l�fe �nsurance� our products and
some of the common terms you hear �n �nsurance�

You can also contact us here�

We support you �n gett�ng the �nformat�on you need�

It�s �mportant for you to understand our products and serv�ces� so that you can make �nformed and appropr�ate
dec�s�ons to su�t you� your fam�ly and your c�rcumstances�  

Our people are tra�ned w�th the sk�lls and knowledge to help you w�th quest�ons about your pol�cy and at cla�m
t�me� wh�ch can often be espec�ally stressful�  

https://www.fidelitylife.co.nz/insurance-101/
https://www.fidelitylife.co.nz/contact/
https://www.linkedin.com/company/fidelity-life-assurance-company-ltd
https://www.youtube.com/channel/UCck5_mPMnj80SFTFnB-pVmg



