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CHAPTER 1 
 

SCOPE 
 
 

INTRODUCTION 

In order to ensure a consistent level of protection for consumers regardless of the 

type of financial services provider they choose, the Consumer Protection Code (the 

Code) was introduced in August 2006. Following the introduction of legislation 

governing the authorisation of retail credit firms and home reversion firms, an 

Addendum to the Code was issued in May 2008. 

 

The Consumer Protection Code has been updated and this revised Consumer 

Protection Code replaces the original Consumer Protection Code introduced in 

August 2006 and is effective from 1 January 2012. Chapter 13 was introduced in 

November 2014 and is effective from I January 2015. 

 

LEGISLATIVE BASIS 

This Code is issued pursuant to powers under the following legislation: 

(a) Section 117 of the Central Bank Act 1989; 

(b) Section 23 and Section 37 of the Investment Intermediaries Act 1995; 

(c) Section 8H of the Consumer Credit Act 1995; and 

(d) Section 61 of the Insurance Act 1989. 

The Central Bank of Ireland has the power to administer sanctions for a 

contravention of this Code, under Part IIIC of the Central Bank Act 1942. 

The provisions of this Code are binding on regulated entities and must, at all times, 

be complied with when providing financial services. 

Any legal proceedings, or any investigation, disciplinary or enforcement action in 

respect of any provision of the Consumer Protection Code that applied prior to the 

issue of this Code may be continued, and any breach of any provision of the 

Consumer Protection Code that applied prior to the issue of this Code may 

subsequently be the subject of legal proceedings, investigation, disciplinary or 

enforcement action by the Central Bank or other person, as if the provision had not 

been amended or deleted and as if the Code had not been updated and re-issued. 
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CHAPTER 2 
 
 
 
 
 
 
 
 
 
 
 

 
 

 
 

GENERAL PRINCIPLES 
 
A regulated entity must ensure that in all its dealings with customers and within the 
context of its authorisation it: 

 
2.1 acts honestly, fairly and professionally in the best interests of its customers 

and the integrity of the market; 
 
2.2 acts with due skill, care and diligence in the best interests of its customers;  
 
2.3 does not recklessly, negligently or deliberately mislead a customer as to the 

real or perceived advantages or disadvantages of any product or service;  
 
2.4 has and employs effectively the resources, policies and procedures, systems 

and control checks, including compliance checks, and staff training that are 
necessary for compliance with this Code; 

 
2.5 seeks from its customers information relevant to the product or service 

requested;  
 

2.6 makes full disclosure of all relevant material information, including all  
charges, in a way that seeks to inform the customer; 
 

2.7 seeks to avoid conflicts of interest; 
 

2.8 corrects errors and handles complaints speedily, efficiently and fairly; 
 

CLARIFICATION OF SCOPE 

Consumer Credit, Payment Services and Electronic Money 

a) Where regulated entities are providing credit under credit agreements which fall 

within the scope of the European Communities (Consumer Credit Agreements) 

Regulations 2010 (S.I. No. 281 of 2010), only General Principles 2.1 to 2.4 and 2.7 to 

2.12 apply. 

b) Where regulated entities are providing payment services and/or issuing electronic 

money, only General Principles 2.1 to 2.4 and 2.7 to 2.12 apply. 
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2.9 does not exert undue pressure or undue influence on a customer;  
 

2.10 ensures that any outsourced activity complies with the requirements of this 
Code;  

 
2.11 without prejudice to the pursuit of its legitimate commercial aims, does not, 

through its policies, procedures, or working practices, prevent access to basic 
financial services; and 

 
2.12 complies with the letter and spirit of this Code. 

 
 

 
 

 



http://www.betterregulation.com/doc/1/20789/#investment_product_intermediary_IIA95_30
http://www.betterregulation.com/doc/1/8280/#IA_1923_1_1c
http://www.betterregulation.com/doc/1/18783/#insurance_intermediary_iia95
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additional products or services to consumers who are existing customers 
which are not available to potential consumers. 

 
3.18 Where a credit institution requires a consumer to open a feeder account in 

order to avail of another product, this shall not be prevented by Provision 
3.17 where all of the following conditions are met: 
a) the consumer must not be obliged to use the feeder account for 

purposes other than facilitating payments to the product concerned; 
b) charges cannot be applied for using the feeder account for the purpose 

for which it was established; 
c) where additional facilities are available on the feeder account they must 

be optional and only activated if requested by the consumer; and 
d) these conditions must be communicated clearly to the consumer. 

 
3.19 A regulated entity is prohibited from bundling except where it can be shown 

that there is a cost saving for the consumer. 
 

3.20 Prior to offering, recommending, arranging or providing a bundled product, a 
regulated entity must provide the consumer with the following information 
on paper or on another durable medium: 
a) the overall cost to the consumer of the bundle;  
b) the cost to the consumer of each product separately; 
c) how to switch products within the bundle;  
d) the cost to the consumer of switching products within the bundle; 
e) how to exit the bundle; and 
f) the cost to the consumer of exiting the bundle.                 

 
3.21 Where a consumer wishes to switch one or more products in a bundle or exit 

a bundle, the regulated entity must: 
a) provide the consumer with the information set out in Provision 3.20 c) 

and d) or 3.20 e) and f) as appropriate, on paper or on another durable 
medium, and 

b) allow the consumer to retain any product(s) in the bundle that the 
consumer wishes to keep, without penalty or additional charge, apart 
from the loss of any discount. 

 
3.22 Where a regulated entity offers an optional extra to a consumer in 

conjunction with a  product or service, the regulated entity: 
a) must inform the consumer on paper or on another durable medium: 

i) that the consumer does not have to purchase the optional extra in 
order to buy the main product or service;  

ii) of the cost of the basic product or service (excluding the optional 
extra); and 

iii) of the cost of the optional extra; 
and  
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b)  must not charge the consumer a fee for any optional extra offered in 
conjunction with a product or service unless the consumer has confirmed 
that he or she wishes to purchase the optional extra. 

 
3.23 In relation to Provisions 3.20 to 3.22, if the means of communication 

between the regulated entity and the consumer is by way of telephone only, 
the regulated entity must: 
a) provide this information orally at the time of offering, recommending, 

arranging or providing a bundled product; and 
b) provide this information to the consumer on paper or on another 

durable medium immediately after arranging or providing a bundled 
product.   

 
Payment Protection Insurance 

 
3.24 Where a regulated entity offers payment protection insurance in conjunction 

with a loan, the regulated entity must: 
a) exclude the payment protection premium from the initial repayment 

estimate of the loan advised to the consumer and advise the consumer 
of the amount of the premium separately; and 

b) use separate application forms for the payment protection insurance and 
for the loan. 

 
Remuneration 
 
3.25 A regulated entity may pay a fee, commission, other reward or remuneration 

in respect of the provision of regulated activities only to a person that is: 
a) a regulated entity; 
b) a certified person; 
c) an individual for whom a regulated entity has taken full and 

unconditional responsibility under the Investment Intermediaries Act 
1995; 

d) an agent, branch or entity to which activities are outsourced in 
accordance with the European Communities (Payment Services) 
Regulations 2009 where the regulated entity remains fully liable for the 
acts of that agent, branch or entity to which activities are outsourced; 

e) a distributor, agent, branch or entity to which activities are outsourced in 
accordance with the European Communities (Electronic Money) 
Regulations 2011 where the regulated entity remains fully liable for the 
acts of that distributor, agent, branch or entity to which activities are 
outsourced; 

f) an entity specifically exempted by law from requiring an authorisation, 
licence or registration to carry out the regulated activity in respect of 
which the fee, commission, other reward or remuneration is to be paid;  

g) an credit intermediary (within the meaning of the Consumer Credit Act 
1995 and the European Communities (Consumer Credit Agreements) 
Regulations 2010); or 



 

 14 

h) no longer providing a regulated activity, where the fee, commission, 
other reward or remuneration is in respect of a regulated activity that 
the person provided when the person fell within any of the descriptions 
at a) to g) above. 
 

  
Deposit Agents 
3.26 A deposit agent must not retain in its possession an account passbook of a 

consumer. 
 

3.27 A deposit agent must not operate from the same premises as a deposit 
broker. 

 
 
CONFLICTS OF INTEREST 
 
3.28 A regulated entity must have in place and operate in accordance with a 

written conflicts of interest policy appropriate to the nature, scale and 
complexity of the regulated activities carried out by the regulated entity.  
The conflicts of interest policy must: 
a) identify, with reference to the regulated activities carried out by or on 

behalf of the regulated entity, the circumstances which constitute or 
may give rise to a conflict of interest entailing a risk of damage to the 
interests of its customers who are consumers; and 

b) specify procedures to be followed, and measures to be adopted, in order 
to manage such conflicts.  

 
3.29 Where conflicts of interest arise and cannot be reasonably avoided, a 

regulated entity must: 
a) disclose the general nature and/or source of the conflicts of interest to 

the consumer.  A regulated entity may only undertake business with or 
on behalf of a consumer where there is directly or indirectly a conflicting 
interest, where that consumer has acknowledged, on paper or on 
another durable medium, that he or she is aware of the conflict of 
interest and still wants to proceed; and 

b) ensure that the conflict does not result in damage to the interests of the 
consumer. 

 
3.30 Where a regulated entity distributes its products to consumers through an 

intermediary, the regulated entity must not require the intermediary to 
introduce a specified level of business from consumers in order to retain an 
appointment from that regulated entity. 

 
3.31 Where a product producer distributes its products to consumers through an 

intermediary and pays commission to an intermediary based on levels of 
business introduced, the product producer must be able to demonstrate that 
these arrangements: 
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PERSONAL VISITS AND CONTACT WITH CONSUMERS 
 
Personal Visits 
 
3.37 A regulated entity must not make an unsolicited personal visit, at any time, 

to a consumer who is an individual.   
 
3.38 A regulated entity may only make a personal visit to a consumer who is an 

individual if that consumer has given informed consent to being contacted by 
the regulated entity by means of a personal visit.  A regulated entity must 
obtain informed consent separately for each personal visit and must maintain 
a record of this consent. 

 
3.39 In order to comply with Provision 3.38  above, a regulated entity must have 

obtained the informed consent of a consumer who is an individual in relation 
to: 
a) the purpose(s) for which a personal visit is to be made, including in the 

case of sales and marketing, the types of product to be discussed during 
the personal visit, and 

b) the time and date for the personal visit. 
 

Telephone Contact 
 
3.40 A regulated entity may make telephone contact with a consumer who is an 

existing customer, only if: 
a) the regulated entity has, within the previous twelve months, provided 

that consumer with a product or service similar to the purpose of the 
telephone contact; 

b) the consumer holds a product, which requires the regulated entity to 
maintain contact with the consumer in relation to that product, and the 
contact is in relation to that product;  

c) the purpose of the telephone contact is limited to offering protection 
policies only; or  

d) the consumer has given his or her consent to being contacted in this way 
by the regulated entity. 

 
3.41 A regulated entity may make telephone contact with a consumer other than 

an existing customer, only if: 
a) the consumer has signed a statement, within the previous twelve 

months, giving the regulated entity permission to make telephone calls 
to him or her for specified purposes and the contact is in respect of such 
specified purposes; 

b) the consumer has a listing in the business listing section of the current 
telephone directory, classified telephone directory or in 
trade/professional directories circulating in the State and contact is made 
via the business telephone number; 
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c) the consumer is a director of a company, or a partner in a firm with an 
entry in one of the directories listed in b) above and contact is made via 
the business telephone number of the company or firm in question and is 
in connection with their role as director of the company or partner in the 
firm; 

d) the consumer is the subject of a referral for which the consumer has 
provided express consent, received from an entity authorised to provide 
financial services in Ireland, another entity within the same group, a 
solicitor or a certified person; or 

e) the purpose of the contact is limited to offering protection policies. 
 
In relation to d) above, such a referral must be followed up by an indication 
to the consumer by the regulated entity that the referral has been made and 
asking for consent to proceed. 
 

3.42 A regulated entity must ensure that, where it makes a telephone contact on 
foot of a referral, it retains a record of the referral. 

 
3.43 Telephone contact, made in accordance with this Code, may be made only 

between 9.00 a.m. and 9.00 p.m. Monday to Saturday (excluding bank 
holidays and public holidays), unless otherwise agreed with the consumer. 

 
Personal Visits and Telephone Contact 
 
3.44 When making a personal visit or telephone contact in accordance with this 

Code, the representative of a regulated entity must immediately and in the 
following order: 
a) identify himself or herself by name, and the name of the regulated entity 

on whose behalf he or she is being contacted and the commercial 
purpose of the contact;  

b) inform the consumer that the telephone contact is being recorded, if this 
is the case; 

c) where relevant, disclose to the consumer, the source of the business lead 
or referral supporting the telephone contact; and 

d) establish if the consumer wishes the personal visit or telephone contact 
to proceed and, if not, end the contact immediately. 

 
3.45 A regulated entity must abide by a request from a consumer not to make a 

personal visit or telephone contact to him or her again for sales and 
marketing purposes and this request must be recorded by the regulated 
entity. 
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iv) transfers to another client premium account operated by the 
insurance intermediary for the same form of insurance; 

v) payments of claims settlement amounts to a consumer; 
vi) bank interest, if appropriate;  
vii) the portion of mixed remittances that does not relate to a premium 

payment.  Such remittances should be transferred to, or to the order 
of, the consumer without delay; and 

viii) payments in respect of charitable donations, in accordance with 
Provision 7.2. 

 
3.51 An insurance intermediary must carry out and retain, on a monthly basis, a 

detailed reconciliation of amounts due to regulated entities with the balance 
on each client premium account it operates. 

 
 
PRODUCT PRODUCER RESPONSIBILITIES 
 
3.52 In relation to a new investment product designed by a product producer to 

be sold to consumers, the product producer must provide the following 
details to an intermediary: 
a) the key characteristics and features of the product; 
b) the target market of consumers for the product; 
c) the nature and extent of the risks inherent in the product; and  
d) the level, nature, extent and limitations of any guarantee attaching to 

the product and the name of the guarantor.     
 

3.53 When selling an investment product to consumers through an intermediary 
channel, a product producer must provide information to the intermediary 
about the investment product that is clear, accurate, up to date and not 
misleading, and includes the information outlined in Provisions 3.52 and 4.46.    
 

3.54 The product producer must provide an ongoing facility to the intermediary to 
ask questions and obtain information on an investment product in relation to 
which information is provided to the intermediary pursuant to Provisions 
3.52 and 4.46.  The product producer must: 
a) provide this facility to the intermediary for the duration of the period in 

which that product is offered for sale by the product producer; and 
b) inform the intermediary of his or her right to that ongoing facility. 

 
3.55 Within the first year of launching an investment product which is sold to 

consumers, and at least annually thereafter, a product producer must update 
the information required under Provision 3.52 and provide that updated 
information to the intermediary. 

 
3.56 A regulated entity must maintain a publicly accessible register of all 

mortgage intermediaries to which it has issued a current appointment. 
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3.57 Upon the termination of the appointment of any mortgage intermediary, a 
regulated entity must provide to the Central Bank a confirmation, on paper 
or on another durable medium, that such mortgage intermediary has been 
removed from the register maintained under Provision 3.56. 
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CHAPTER 4 
 
 

 

 

 

 
 
 
 
 

 
 

PROVISION OF INFORMATION 
 
GENERAL REQUIREMENTS 
 
4.1 A regulated entity must ensure that all information it provides to a consumer 

is clear, accurate, up to date, and written in plain English.  Key information 
must be brought to the attention of the consumer.  The method of 
presentation must not disguise, diminish or obscure important information. 

 
4.2 A regulated entity must supply information to a consumer on a timely basis. 

In doing so, the regulated entity must have regard to the following: 
a) the urgency of the situation; and 
b) the time necessary for the consumer to absorb and react to the 

information provided. 
 

4.3 A regulated entity must ensure that, where it communicates with a 
consumer using electronic media, it has in place appropriate arrangements to 
ensure the security of information received from the consumer and the 
secure transmission of information to the consumer. 

 
4.4 A regulated entity must ensure that the font size used in all printed 

information provided to consumers is:  
a) clearly legible, and 
b) appropriate to the type of document and the information contained 

therein.  
 
4.5 When a regulated entity  publishes a notice regarding  a change in interest 

rates, the notice must  state the old rate and the new rate and the date from 
which the changes will apply. 
 

CLARIFICATION OF SCOPE 

Consumer Credit, Payment Services and Electronic Money  

a) Where regulated entities are providing credit under credit agreements which fall 

within the scope of the European Communities (Consumer Credit Agreements) 

Regulations 2010 (S.I. No. 281 of 2010), only Provisions 4.7 to 4.11 and 4.26 apply. 

b) Where regulated entities are providing payment services and/or issuing electronic 

money, only Provisions 4.7 to 4.11 apply. 





http://www.centralbank.ie/
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obligations of the guarantor and must contain the following warning 
statement: 

 

Warning: As a guarantor of this credit, you will have to pay off 
the debt amount, the interest and all associated charges up to 
the level of your guarantee if the borrower(s) do(es) not.  Before 
you sign this guarantee you should get independent legal advice. 

 

4.27 Prior to offering, recommending, arranging or providing a loan to a personal 
consumer for the purpose of consolidating other loans or credit, a regulated 
entity must provide a personal consumer, on paper or on another durable 
medium, with an indicative comparison of the total interest they will pay if 
they continue with the existing facilities and the total interest payable over 
the term of the consolidated facility on offer.  Any assumptions used must be 
reasonable and justifiable and must be clearly stated. 

 
4.28 Where a regulated entity operates a website, it must publish on its website 

the interest rates for mortgages which are currently available to consumers 
from that regulated entity. 

 
4.29 Where a regulated entity offers a mortgage to a personal consumer, the 

regulated entity must include in the offer document: 
a) the amount of the mortgage; 
b) the interest rate that applies to the mortgage at the date of offer; 
c) the term of the mortgage; 
d) where there is a possibility that the interest rate set out in the offer 

document may not be the interest rate applicable when the mortgage is 
drawn down, this must be clearly highlighted. The offer document must 
also outline the circumstances that would result in such a change to the  
interest rate;  and 

e) the length of time for which the mortgage offer is valid, assuming that all 
details provided by the personal consumer are correct and do not 
change. 

 
Insurance products 
 
4.30 A regulated entity providing an insurance quotation to a consumer must 

include the following information in the quotation, assuming that all details 
provided by the consumer are correct and do not change: 
a) the monetary amount of the quotation;  
b) the length of time for which the quotation is valid; and  
c) the full legal name of the relevant underwriter. 

 
4.31 A regulated entity must set out clearly in the quotation provided to the 

consumer any warranties or endorsements that apply to the policy. Where 
the quotation is provided on paper or on another durable medium, this 
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Warning: Purchasing this product may negatively impact on your 
ability to fund future needs. 

 

 

For home reversion agreements: 

Warning: The money you receive may be much less than the 

actual market value of the share in your home. 

 
and;  

 

Warning: Purchasing this product may negatively impact on your 
ability to fund future needs. 

 

 
Investment Products 

 
4.46 Prior to offering, recommending, arranging or providing an investment 

product, other than a tracker bond, a regulated entity must provide a 
consumer with information on the following, where relevant: 
a) capital security;  
b) the risk that some or all of the investment may be lost; 
c) leverage and its effects; 
d) any limitations on the sale or disposal of the product;  
e) restrictions on access to funds invested; 
f) restrictions on the redemption of the product;  
g) the impact, including the cost, of exiting the product early; 
h) the minimum recommended investment period; 
i) the risk that the estimated or anticipated return on the investment 

product will not be achieved;  
j) the potential effects of volatility in price, fluctuation in interest rates, 

and/or movements in exchange rates on the value of the investment; 
and 

k) the level, nature, extent and limitations of any guarantee and the name 
of the guarantor. 

 
This information must be provided in a stand-alone document except where 
such information is already required to be disclosed under the Life Assurance 
(Provision of Information) Regulations 2001 or any other regulations made 
under Section 43D of the Insurance Act 1989 concerning provision of 
information for life assurance policies and where such information is 
disclosed to the consumer in a manner which complies with such Regulations. 
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INFORMATION ABOUT CHARGES  
 
4.54 Prior to providing a product or service to a consumer, a regulated entity 

must: 
a) provide the consumer, on paper or on another durable medium, with a 

breakdown of all charges, including third party charges, which will be 
passed on to the consumer; and  

b) where such charges cannot be ascertained in advance, notify the 
consumer that such charges will be levied as part of the transaction. 

 
4.55 Where a regulated entity intends to impose a charge in respect of the 

provision or arrangement of a loan to a personal consumer, and it is 
proposed that this charge is incorporated into the amount advanced to the 
personal consumer, the regulated entity must, prior to the personal 
consumer signing an application form for a loan:  
a) inform the personal consumer, on paper or on another durable medium, 

that the personal consumer has the right to pay such a charge separately 
and not include it in the loan; and 

b) provide the following information to the personal consumer on paper or 
on another durable medium: 
i) the amount of the charge; and 
ii) the overall cost of paying the charge over the term of the loan. 

 
4.56 A regulated entity must display in its public offices, in a manner that is easily 

accessible to consumers, a schedule of fees and charges imposed by that 
regulated entity. If the regulated entity has a website, its schedule of fees 
and charges must also be made publicly available through placing this 
schedule on its website.  

 
 
INFORMATION ABOUT REMUNERATION 

 
4.57 Prior to offering, recommending, arranging or providing a product or service 

a mortgage intermediary and a firm authorised under the Investment 
Intermediaries Act 1995 must disclose, on paper or on another durable 
medium, to a consumer the existence, nature and amount of any fee, 
commission or other remuneration received or to be received from a product 
producer in relation to that product or service.  Where the amount cannot be 
ascertained, the method of calculating that amount must be disclosed.  The 
disclosure must be in a manner that is comprehensive, accurate and 
understandable. 
 
This provision does not apply where the product or service relates to an 
insurance policy. 

 
4.58 Where remuneration is to be received by an intermediary from a product 

producer on an ongoing basis in respect of a product or service, the 
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intermediary must disclose to the consumer on paper or on another durable 
medium, prior to the provision of that product or service, the nature of the 
service to be provided to the consumer in respect of this remuneration. 

 
4.59 Prior to the sale of a non-life insurance product, an insurance intermediary 

must:  
a) disclose in general terms to a consumer that it is paid for the service 

provided to the consumer by means of a remuneration arrangement 
with the product producer;   

b) inform the consumer of the amount of remuneration receivable in 
respect of that service or that details of remuneration are available on 
request; and 

c) disclose in general terms to a consumer any remuneration arrangements 
with product producers that are not directly attributed to the service 
provided to an individual consumer but are based on levels of business 
introduced by the intermediary to that product producer or that may be 
perceived as having the potential to create a conflict of interest.   

 
4.60 The disclosure required at Provision 4.59 must be in the terms of business or 

through some other suitable mechanism, and with renewal notices.   
 
4.61 Where an intermediary allows the consumer the option to pay for its services 

by means of a fee, the option of payment by fee and the amount of the fee 
must be explained in advance to the consumer.  Where the intermediary 
charges a fee and also receives commission in respect of the product or 
service provided to the consumer, it must explain to the consumer whether 
or not the commission will be offset against the fee, either in part or in full. 
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b) details of interest rates applied to other similar accounts available to the 

consumer from that credit institution; and 
c) where the term of the account is less than one year, the credit institution 

must provide to a consumer a closing statement which contains this 
information. 

 
6.4 A credit institution must ensure that at least 10 business days prior to the 

maturity of a fixed term deposit, it alerts the consumer about its impending 
maturity and the maturity date.  This provision does not apply where the 
maturity date of the fixed term deposit is less than 30 days. 
 

Credit 
 
6.5 In relation to loans, a regulated entity must, at least annually, provide to a 

personal consumer a statement of the account  which includes: 
a) the opening balance; 
b) all transactions; 
c) all interest charged;  
d) all charges; 
e) the outstanding balance due; and 
f) details of the interest rate(s) applied to the account during the period 

covered by the statement. 
 
6.6 A regulated entity must notify affected personal consumers on paper or on 

another durable medium of any change in the interest rate on a loan.  This 
notification must include: 
a) the date from which the new rate applies; 
b) details of the old and new rate;  
c) the revised repayment amount; and 
d) an invitation for the personal consumer to contact the lender if he or she 

anticipates difficulties meeting the higher repayments. 

In the case of a mortgage where a revised repayment arrangement has been 
put in place in accordance with the Code of Conduct for Mortgage Arrears, 
the notification must clearly indicate the revised repayment amount required 
in Part c) that applies to the revised repayment arrangement. 
  

6.7 A regulated entity must provide the notification required under Provision 
6.6 to a personal consumer at least 30 days in advance of any change in the 
interest rate, except in the following circumstances: 
a) in the case of a tracker interest rate, the regulated entity must provide 

the notification required under Provision 6.6 as soon as possible, and no 
later than 10 business days after the regulated entity becomes aware of 
a change in the underlying rate being tracked; or    

b) for loans other than mortgage loans, where the following conditions are 
satisfied, the regulated entity does not need to provide the notification 
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6.10 A regulated entity must allow the personal consumer at least one month to 
consider any change proposed under Provision 6.9 and advise the personal 
consumer of this entitlement. 

 
6.11 Where a personal consumer waives the one month period provided for in 

Provision 6.10, a regulated entity must receive written confirmation from the 
personal consumer, prior to the proposed change, confirming that:   
a) the personal consumer has been provided with the information required 

under Provision 6.9; and   
b) the personal consumer understands that he or she is waiving a one 

month period to consider this information. 
 
6.12 Where a regulated entity offers an incentive to a personal consumer on an 

existing mortgage, the regulated entity must provide the personal consumer, 
on paper or on another durable medium, with the information needed to 
consider the incentive offered.   

 
This information must: 
a) quantify the implications for the personal consumer of availing of the 

incentive including an indicative cost comparison of the total cost of the 
existing mortgage if they do not avail of the incentive and the total cost 
of the mortgage if they avail of the incentive; 

b) clearly set out the length of time during which the incentive will be 
available; 

c) clearly set out any assumptions used,  which must be reasonable and 
justifiable; 

d) set out the advantages and disadvantages to the personal consumer of 
availing of the incentive;  

e) include other key information which the personal consumer should have 
available to them when considering the incentive; and 

f) include a statement that the personal consumer may wish to seek 
independent advice prior to availing of the incentive. 

 
Insurance products 
 
6.13 An insurance undertaking must issue policy documents, within five business 

days of all relevant information being provided by the consumer and cover 
being underwritten, to any consumer to whom it has sold its insurance policy 
directly or to any insurance intermediary that has sold its insurance policy.  
An insurance intermediary must, within five business days of receiving the 
policy documents from an insurance undertaking, provide them to the 
consumer. 
 
This provision also applies in the case where the consumer renews an existing 
policy. 
 















 

 52 

7.20 A regulated entity must provide a claimant with written details of any 
internal appeals mechanisms available to the claimant. 
 

7.21 Where the policyholder who is a consumer is not the beneficiary of the 
settlement the policyholder must be advised, on paper or on another durable 
medium, by the regulated entity, at the time that settlement is made, of the 
final outcome of the claim including the details of the settlement.  Where 
applicable, the policyholder must be informed that the settlement of the 
claim will affect future insurance contracts of that type. 
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The three unsolicited communications include any communication where 
contact is attempted but not made with the personal consumer but do not 
include: 
a) any communication that has been requested by, or agreed in advance 

with, the personal consumer; and 
b) any communication to the personal consumer the sole purpose of which 

is to comply with the requirements of this Code or other regulatory 
requirements.   
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9.4 A regulated entity must ensure when publishing an advertisement that its 
name is clearly shown in all advertisements. 

 
9.5 A regulated entity must ensure that an advertisement is designed and 

presented so that any consumer can reasonably be expected to know 
immediately that it is an advertisement. 

 
9.6 A regulated entity must ensure that: 

a) key information, in relation to the advertised product or service, is 
prominent and is not obscured or disguised in any way by the content, 
design or format of the advertisement; and 

b) small print or footnotes are only used to supplement or elaborate on the 
key information in the main body of the advertisement and must be of 
sufficient size and prominence to be clearly legible.  

 
9.7 A regulated entity must ensure that any qualifying criteria in relation to:  

a) obtaining a minimum price for the advertised product or service; or 
b) benefiting from potential maximum savings relating to the advertised 

product or service  
is included in the main body of the advertisement.   

 
9.8 A regulated entity must ensure that warning statements required by this 

Chapter: 
a) meet the criteria specified in Provision 3.9; and 
b) appear simultaneously with the benefits of the advertised product or 

service.   
In the case of non-print media, it is sufficient that the warning statements are 
outlined at the end of the advertisement.   

 
9.9 It is not necessary for a regulated entity to display the warning statements 

required by this Chapter if the advertisement does not refer to the benefits 
of a product or service but only names the product or service and/or invites a 
consumer to discuss the product or service in more detail with the regulated 
entity. 
 

9.10 A regulated entity must ensure that an advertisement that uses promotional 
or introductory interest rates clearly states the expiry date of that interest 
rate and provides an indication of the rate that will apply thereafter.   

 
9.11 A regulated entity must ensure that any assumptions, on which a statement, 

promise or forecast contained in an advertisement is based, are clearly 
stated, reasonable and up to date. 

 
9.12 A regulated entity must ensure that an advertisement that promotes more 

than one product sets out clearly the key information relating to each 
product in such a way that a consumer can distinguish between the products. 
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9.13 A regulated entity must ensure that any recommendations or 
commendations quoted are complete, fair, accurate and not misleading at 
the time of issue, and relevant to the advertised product or service. 

 
9.14 A regulated entity must ensure that a recommendation or commendation 

may not be used in an advertisement without the consent of the author. If 
the author is an employee of the regulated entity or a connected party of the 
regulated entity, or has received any payment from the regulated entity or a 
connected party of the regulated entity for the recommendation or 
commendation, the advertisement must state that fact. 

 
9.15 Where an intermediary is tied to a single provider for a particular product or 

service, the intermediary must disclose this fact in all advertisements for the 
advertised product or service.  

 
9.16 A regulated entity must ensure that comparisons or contrasts are based 

either on facts verified by the regulated entity, or on reasonable assumptions 
stated within the advertisement. They should be presented in a clear, fair 
and balanced way and not omit anything material to the comparison or 
contrast.  Material differences between the products must be set out clearly. 

 
9.17 A regulated entity must ensure that an advertisement which contains any 

initialisms or acronyms (for example AER, EAR, CAR, APR etc.) also states 
what the letters stand for. 
 

9.18 A regulated entity must ensure that an advertisement only describes a 
product or service as free where the product or service in its entirety is 
available free of charge to the consumer. 

 
 

CREDIT: ADVERTISING TO PERSONAL CONSUMERS 
 
9.19 A regulated entity must ensure that an advertisement for a residential 

mortgage contains the following warning statement:  
 

Warning: If you do not keep up your repayments you may lose 
your home. 

 

9.20 A regulated entity must ensure that where an advertisement includes an 
annual percentage rate, the advertisement must clearly state if the interest 
rate is fixed or variable.  In the case of a fixed interest rate, the term of the 
fixed interest rate must be displayed and an indication must be given of the 
rate that will apply thereafter. 

 
9.21 A regulated entity must ensure that an advertisement for a term loan, if 

displaying the annual percentage rate and the term, also displays the total 



 

 60 

cost of credit by means of an example.  This provision does not apply to the 
provision of loans for mortgage credit. 

 
9.22 A regulated entity must ensure that an advertisement for a fixed-rate loan 

contains the following warning statement: 
 

Warning: You may have to pay charges if you pay off a fixed-rate 
loan early. 

 

9.23 A regulated entity must ensure that an advertisement for personal lending 
contains the following warning statement: 

 

Warning: If you do not meet the repayments on your loan, your 
account will go into arrears.  This may affect your credit rating, 
which may limit your ability to access credit in the future. 

 

9.24 A regulated entity must ensure that advertisements for the consolidation of 
two or more debts, where sample figures are offered in the advertisement, 
indicate the difference between the total cost of credit of the consolidated 
credit facilities and the total cost of credit of the individual credit facilities 
that are the subject of the consolidation. 

 

9.25 A regulated entity must ensure that an advertisement for a debt 
consolidation mortgage contains the following warning statement: 

 

Warning: This new loan may take longer to pay off than your 
previous loans.   This means you may pay more than if you paid 
over a shorter term. 

 

9.26 A regulated entity must ensure that an advertisement for a variable-rate 
mortgage contains the following warning statement:  

 

Warning: The cost of your monthly repayments may increase. 
 

9.27 A regulated entity must ensure that an advertisement for an interest-only 
mortgage contains the following warning statement: 

 

Warning: The entire amount that you have borrowed will still be 
outstanding at the end of the interest-only period. 

 

9.28 A regulated entity must ensure that an advertisement for a lifetime 
mortgage contains the following warning statements:  
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Warning: While no interest is payable during the period of the 
mortgage, the interest is compounded on an annual basis and is 
payable in full in circumstances such as death, permanent 
vacation of or sale of the property.   
 

and;  
 

Warning: Purchasing this product may negatively impact on your 
ability to fund future needs. 

 

9.29 A regulated entity must ensure that an advertisement for a home reversion 
agreement contains the following warning statements: 

 

Warning:  The money you receive may be much less than the 
actual market value of the share in your home. 
 

and;  
 

Warning: Purchasing this product may negatively impact on your 
ability to fund future needs. 

 
 
SAVINGS  
 
9.30 A regulated entity must ensure that where an interest rate for a savings or 

deposit account is displayed in an advertisement, it clearly states the 
following: 
a) whether the interest rate quoted is fixed or variable, and if fixed, for 

what period and, where relevant, an indication of the rate that will apply 
thereafter; 

b) the relevant interest rate for each term quoted together with the annual 
equivalent rate, and each rate must be of equal size and prominence; 

c) the minimum term and/or minimum amount required to qualify for a 
specified rate of interest, if applicable; and 

d) if any tax is payable on the interest earned. 
 
9.31 A regulated entity must ensure that: 

a) the annual equivalent rate as contained in an advertisement is not 
misleading; 

b) any assumptions used in the calculation of the annual equivalent rate are 
reasonable, up to date and clearly stated; and 

c) a record of the manner of the calculation of the annual equivalent rate is 
maintained. 
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INVESTMENT PRODUCTS 

 
9.32 A regulated entity must ensure that an advertisement for a product where 

the consumer may not get back 100% of the initial capital invested contains 
the following warning statement: 

 

Warning: If you invest in this product you may lose some or all of 
the money you invest. 

 

9.33 A regulated entity must ensure that an advertisement for a product where 
the promised return of capital is only applicable on a specific date, contains 
the following warning statement:  

   

Warning: If you cash in your investment before [specify the 
particular date] you may lose some or all of the money you 
invest. 

 

9.34 A regulated entity must ensure that an advertisement for a product where 
there is no access to funds for the term of the product contains the following 
warning statement: 

 

Warning: If you invest in this product you will not have any 
access to your money for [insert time required before the 
product matures]. 

 

9.35 Where a regulated entity gives information about the past performance of 
the advertised product or service or of the regulated entity, this information 
must:  
a) be based on a product similar to that being advertised; 
b) not be selected so as to exaggerate the success or disguise the lack of 

success of the advertised product or service; 
c) state the source of the information; 
d) be based on actual performance; 
e) state clearly the period chosen, which must be related to the term of the 

product being advertised;  
f) include the most recent period; 
g) indicate, where they arise, details of transaction costs, interest and 

taxation that have been taken into account; and 
h) state, where applicable, the basis upon which performance is quoted. 

 
9.36 A regulated entity must ensure that an advertisement which contains 

information on past performance contains the following warning statement: 
 

http://www.3dhandbooks.com/doc/1/19913/#advertisement_HBISF


http://www.3dhandbooks.com/doc/1/19913/#advertisement_HBISF
http://www.3dhandbooks.com/doc/1/19913/#advertisement_HBISF
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c) state, where applicable, that the matters referred to are only relevant to 
a particular class or classes of consumer with particular tax liabilities, 
identifying the class or classes of consumer and the type of liabilities 
concerned; 

d) state who has the responsibility for obtaining the tax benefits advertised; 
e) not describe the advertised product or service  as being free from any 

liability to income tax unless equal prominence is given to a statement, 
where applicable, that the income is payable from a product  from which 
income tax has already been paid; and 

f) not describe the advertised product or service  as being free from any 
liability to capital taxation unless equal prominence is given to a 
statement, where applicable, that the value of the advertised product or 
service  is linked to a product  which is liable to capital taxation. 

 
9.42 A regulated entity must ensure that where the advertised product or service 

can fluctuate in price or value, an advertisement contains the following 
warning statement: 

 

Warning: The value of your investment may go down as well as 
up. 

 

9.43 A regulated entity must ensure that where the return on an advertised 
product or service is not set until a particular date (for example, the maturity 
date of the advertised product or service), this is clearly stated. 
 

9.44 A regulated entity must ensure that where a product that is the subject of an 
advertisement is described as being likely to yield income or as being suitable 
for a consumer particularly seeking income, and where the income from such 
product can fluctuate, the advertisement contains the following warning 
statement: 

 

Warning: The income you get from this investment may go down 
as well as up. 

 

9.45 Where a product that is the subject of an advertisement offers the facility of 
a planned withdrawal from capital as an income equivalent, a regulated 
entity must ensure that the effect of the withdrawal upon such a product is 
clearly explained in the advertisement. 

 
9.46 A regulated entity must ensure that where an advertised product or service 

is denominated or priced in a foreign currency, or where the value of an 
advertised product or service may be directly affected by changes in foreign 
exchange rates, the advertisement contains the following warning statement: 
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Warning: This [product/service] may be affected by changes in 
currency exchange rates. 

 

9.47 A regulated entity must ensure that an advertisement for a product, which is 
not readily realisable, states that it may be difficult for consumers to sell or 
exit the product and/or obtain reliable information about its value or extent 
of the risks to which it is exposed. 

 
9.48 A regulated entity must ensure that an advertisement for a product that 

cannot be encashed prior to maturity, or which incurs an early redemption 
charge if encashed prior to maturity, clearly states that this is the case. 

 
9.49 A regulated entity must ensure that an advertisement for a product subject 

to front-end loading states that:  
a) deductions for charges and expenses are not made uniformly throughout 

the life of the product, but are loaded onto the early period;  
b) if the consumer withdraws from the product  in the early period, the 

practice of front-end loading will impact on the amount of money which 
the consumer receives; and 

c) if applicable, that a  consumer may not get back the full amount they 
invested. 

 

9.50 Where a regulated entity advertises an interest rate relating to a proportion 
of the tracker bond to be placed on deposit, the advertisement must also 
clearly state the following: 
a) whether the rate quoted is fixed or variable, and if fixed, for what period 

and, where relevant, an indication of the rate that will apply thereafter; 
b) the relevant compound annual rate, over the full term of the tracker 

bond,  applicable to the proportion of the tracker bond to be placed on 
deposit; and 

c) whether any tax is payable on the interest earned. 
 
Each rate provided to a consumer under this provision must be of equal font 
size and prominence. 
 

9.51 Where a regulated entity advertises a projected return on investment for a 
tracker bond, the regulated entity must ensure that the value of the 
projected return of that tracker bond is expressed and shown as prominently 
as the equivalent compound annual rate.   

 
9.52 Where a regulated entity advertises a projected return on investment for a 

tracker bond, where there are parts of that tracker bond invested separately, 
the regulated entity must ensure that the value of the return on the amount 
invested in each of the component parts of that tracker bond over the full 
term of the tracker bond is expressed and shown as prominently as the 
equivalent compound annual rate.  



















http://www.betterregulation.com/doc/1/18783/#investment_business_firm_2_1_IIA_95
http://www.betterregulation.com/doc/1/18783/#director_2_1_IIA_95






























 

 

 

89 

 
Beware if it is suggested to you, or you are advised, to abandon an existing pension plan 
in favour of a new PRSA.  Make sure that you understand the reasons why this would be 
the best course of action for you. 
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APPENDIX C 
 

NON STANDARD PERSONAL RETIREMENT SAVINGS ACCOUNT 
 

DECLARATION 
 

TO BE COMPLETED BY THE VENDOR (WHETHER PRODUCT PRODUCER OR 

INTERMEDIARY). 

 

Name of Consumer to whom a non-Standard PRSA has been offered or recommended: 
(Print name in block capital letters) 
 

 

Name of Non-Standard PRSA offered to the Consumer: 

 

Name of Non-Standard PRSA Product Producer: 

 

a) I declare that I have explained to this consumer that there are differences 

between a Non-Standard PRSA and Standard PRSA, and focused on the fact 

that the charges may be higher and the investment risks are greater for this 

non-Standard PRSA. 

b) I declare that in my opinion it is in the best interest of the above named 

consumer to purchase this non-Standard PRSA. 

c) I declare that in my opinion the non-Standard PRSA I have 
offered/recommended to the above named consumer is the PRSA product 
most suited to this consumer from among all those I am able to provide. 

 

 

 
Signature of Salesperson: 
Name of Salesperson (in block capitals): 
Position Held: 
Name of Regulated Entity:      
Date of completion of the declaration: 
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APPENDIX D 

INFORMATION TO BE PROVIDED TO CONSUMER [PURSUANT TO PROVISION 

13.1] 

The following information, which is to be communicated to a consumer before entering 

into a contract for the provision of debt management services, must be provided in a 

clear and accurate manner and on paper or on another durable medium.  The title must 

appear prominently at the top of the first page of the document followed by the 

explanatory statements. 

 

 WHAT YOU SHOULD KNOW ABOUT DEBT MANAGEMENT SERVICES 

 

This document provides you with key information about debt management services. It is 

not marketing material. The information is required to help you understand the nature of 

this service and the risks of using the service. You are advised to read it so that you can 

take an informed decision about whether debt management services are suitable for your 

personal circumstances. 

WE WILL CHARGE YOU FOR OUR SERVICES BUT THERE ARE SOURCES OF FREE DEBT 

ADVICE AND SERVICES 

The Money Advice and Budgeting Service (MABS) offers free advice for people in debt, or 
in danger of getting into debt, in Ireland.  

MABS can be contacted at its Helpline (0761 07 2000) which operates Monday to Friday 
[Insert times that MABS are available] or by email at: helpline@MABS.ie   

MABS has over 60 offices nationwide. For details of your nearest office, visit the Contact 
MABS area of its website at:  www.mabs.ie 

 

OUR SERVICE COMMITMENT TO YOU 

 

[Insert if relevant: WE CANNOT MAKE PAYMENTS TO YOUR CREDITORS ON YOUR 

BEHALF 

https://www.mabs.ie/contact-mabs/
https://www.mabs.ie/contact-mabs/
https://www.mabs.ie/contact-mabs
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1
 Do not include any deductions made from your salary at source (e.g., pension 

contribution, health insurance etc.) anywhere else on this form.   

Section B: Your Monthly Income 
Borrower 1 Borrower 2 TOTAL 

B1 
Gross  Monthly Salary (before tax 
and any other deductions at source) 

     

B2 
Net Monthly Salary (after tax and 
any other deductions at source)

1
 

   

B3 
Monthly Social Welfare Benefits  
Please list 
 
 

  
 
 
 
  

   

B3 (a) Benefit-     

B3 (b) Benefit-    

B3 (c) Benefit-     

B4 Child Benefit   
  

   

B5 Mortgage Interest Supplement   
  

   

B6 Family Income Support    

B7 Maintenance     

B8 
Other, e.g. Pension, room rent, 
grants (Please Specify) 

   

B9 
Monthly Income from Property 
assets (other than primary 
residence) (see E5) 

   

B10 
Monthly income from non-property 
assets (see F8) 

   

B11 
Total Monthly Income 
(sum of B2 to B10) 

  
  

   G1 
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2
 Average charge calculated by totalling last three utility bills and dividing by the number of months to get the 

average monthly cost. 
3
 Please identify if these bills are bundled.  

4
 Medical expenses include dentist, optician and any other costs related to health. 

5
 Do not include if Health Insurance is deducted from your wages at source,( i.e., if it has already been 

deducted from B2) 

Section C: Monthly Household Expenditure 

 Average Charge2
 Arrears 

(where 
applicable) 

 Utilities    

C1 Electricity    

C2 Gas /Oil    

C3 Phone (Landline & Internet) 
3
   

C4 TV/Cable
3 

  

C5 Mobile Phone   

C6 Refuse Charges   

C7 TV Licence   

 
Household 

  

C8 Childcare   

C9 Elderly care (e.g., carer, nursing home fees etc)   

C10 Food/Housekeeping/Personal Care       

C11 Clothing and Footwear   

C12 Household Repairs/Maintenance         

 
Transport Costs 

  

C13 Petrol   

C14 Motor Insurance /Tax/NCT   

C15 Rail/Bus/Taxi Costs (including school transport costs for children)   

C16 Car Maintenance/Repairs   

C17 Car Parking and Tolls   

 
Primary Residence Mortgage-related Costs   

  

C18 Mortgage Protection/Endowment Premium   

C19 Payment Protection   

C20 House Insurance   

 Education   

C21 Books    

C22 School/ College Fees   

C23 Uniforms   

C24 Extra Curricular activities (e.g. school outings)   

C25 Other (e.g. voluntary contributions)   

 Medical   

C26  Medical Expenses and Prescription Charges
4
    

C27 Health Insurance
5
   

 Social     

C28 Lifestyle Expenses (e.g., family events, Christmas, Birthdays, eating out etc.)   

C29 Club membership   

C30 Other - please specify   
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+ 

 

 

  

                                                 
6
 Do not include if Pension Contribution is deducted from your wages at source,( i.e., if it has already been 

deducted from B2) 

   
Average 
Charge 

 
Arrears (where 

applicable) 

 Other   

C31 Life Assurance   

C32 Pension Contribution
6
   

C33 Maintenance paid  to spouse/child (if applicable)  
 

 
 

C34 Rent    

C35 (a) Property Service/Management Charges   

C35 (b) Other - please specify   

C35 (c) Other - please specify   

C36 Monthly expenditure on property assets (see E5)   

C37 Monthly Savings   

    

C38 Total Monthly Expenditure (sum of C1 

to C37) 
 G2  

Please provide details of any steps you propose to take to reduce your monthly expenditure 
and the savings you expect to achieve: 
 
 

Please provide details of any steps you have already taken to reduce your monthly 
expenditure and the savings you have achieved:  











http://www.dataprotection.ie/
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Section G: Financial Statement Summary (for office use only) 

G1 Total Monthly Income (B11) 
 

G2 Less Total Monthly Expenditure (C38 
(                      ) 

G3 Sub-Total (G1 minus G2)  
G4 Less Mortgage Repayments Due (D1) (                       ) 

G5 Less Other Monthly Debt Due (D22) (                       ) 

G6 Total Surplus/Deficit (subtract G4 and G5 from G3)  
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