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Zurich Advice Solutions – our service 

How does the advice service work?

Zurich Advice Solutions is exclusively for Zurich FutureYou customers, providing affordable one-off 
advice on some of the Zurich Group range of products when you need it.

The service is provided by phone and is available between 9.00am and 5.30pm Monday to Friday.  
Each appointment will take around 45-60 minutes.

We want to make sure the advice we provide is cost effective for you. This means we can only give you 
advice if your investment is worth more than £10,000 or if you’re committed to saving regularly. 

You can receive advice from us in two ways:

1. Advice Process
In a nutshell our advice process is:

Your first appointment Your second appointment

We’ll explain how our service works, what 
we’ll do for you, and how much it will cost you 
to obtain advice. The charges for the advice 
process are detailed in the Advice charges 
section on page 7.

We’ll then discuss your financial aims, your 
objectives and assess your attitude to risk. 

If you think our advice service will benefit you 
and want to go ahead, we’ll ask you to sign the 
customer agreement at the back of this guide. 

When we’ve got all the information we need 
from you and any other financial providers you 
have products with, we’ll assess your options 
and come up with our recommendations.

We’ll send you our recommendations in the 
form of a suitability report ahead of the second 
appointment to give you time to gather your 
thoughts and consider our recommendations.

We’ll go through the suitability report with you 
and you will be able to ask any questions you 
may have.

We’ll explain;

• our findings and recommendations, 
including why we feel it’s suitable based  
on your circumstances

• all the options available to you,

• how much it will cost if you accept and 
implement the advice in our suitability report

The charges for the advice process are detailed 
in the Advice charges section on page 7.

Please note we offer one-off advice to help 
you when you need it. This means that once 
the second appointment is complete our 
agreement ends.

You can however get in touch with us at any 
time and ask us to conduct a one-off 
investment review (please see below details 
about this).

Whether you need advice about pension planning, setting up an investment, 
protection product or reviewing your existing arrangements we can help.  
If you decide you’d like some advice, we’ll talk you through some simple steps  
to give you the help you need. 

 

If you wish  
to proceed we’ll 
help you make  

it happen

We’ll leave 
you to it, but 
will be happy  

to help in  
the future.

We’ll ask for 
information 

about you and 
your financial 

aims

We’ll assess 
your options and 

send you  
a report

We’ll 
discuss our  

recommendations  
and answer  

your questions
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2. One-off Investment reviews
We do not offer an ongoing service. However, we do offer a one-off investment review for any products 
that we provided advice for in the past, or that you have access to through the Zurich FutureYou portal.

If your circumstances change, or you want to make sure your financial plans are still suitable you can 
ask us to conduct a one-off investment review on your behalf.

In a nutshell our one-off investment review process is:

Your review appointment
We’ll send a portfolio report to your Zurich FutureYou mailbox before your review appointment. 
The portfolio report will provide an overview of your investments performance and the 
transactions that have taken place.

During the appointment we’ll walk you through the portfolio report and discuss the performance 
of your investments. We’ll also have time to discuss any changes to your financial aims, your 
objectives and re-assess your attitude to risk. The charge for the one-off investment review is 
detailed on page 7.

If during the appointment a new advice need is identified our adviser will arrange a second 
appointment with you.

Please note an Advice Completion Charge will apply for the implementation of any advice given 
for a new investment or transfer. The Advice Completion Charge is detailed on page 7.

 

We’ll review  
your existing 
investments

We’ll produce a 
portfolio report  
and discuss any 
changes to your 
circumstances

We’ll leave you to it, 
but will be happy to 
help in the future.

What is Zurich Advice Solutions?

Zurich Advice Solutions is Zurich Advice Solutions 
(UK) Limited and is a part of the Zurich Group.  
It is an Appointed Representative of Evolution 
Wealth Network Limited. We are on the FCA 
Register and our registration number is 751029. 
Our registered office address is The Grange, 
Bishops Cleeve, Cheltenham, GL52 8XX.

What is Zurich FutureYou?

Zurich FutureYou is a trading name of Zurich 
Intermediary Group Limited. Zurich Intermediary 
Group Limited, authorised and regulated by the 
Financial Conduct Authority. Registered in 
England and Wales under company number 
01909111. Registered Office: The Grange,  
Bishops Cleeve, Cheltenham, GL52 8XX.

The Zurich Group
Zurich Insurance Group Ltd, a company 
registered in Switzerland, company number 
CH-020.3.023.083-6 and its direct and 
indirect subsidiary companies, including 
branches of such subsidiary companies.

Appointed Representative
A term used to describe a firm or person 
acting as a representative of another firm 
authorised to give advice by the Financial 
Conduct Authority (FCA). Evolution Wealth 
Network Limited is responsible for making 
sure the advice given by Zurich Advice 
Solutions complies with FCA regulations.

• Evolution Wealth Network Limited is 
authorised and regulated by the FCA, their 
Financial Services Register number is 591218. 

• Evolution Wealth Network Limited’s permitted 
business includes advising on Life Assurance, 
Pensions, Investments, General Insurance  
and Mortgages. You can check this on the 
Financial Services Register on the FCA’s 
website or by contacting the FCA by phone  
on 0800 111 6768 or by post at 25 the North 
Colonnade, Canary Wharf, London, E14 5HS.

• Evolution Wealth Network Limited can be 
contacted at Sussex House, North Street, 
Horsham, West Sussex, RH12 1RQ. 
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What type of advice do we offer?

The type of advice we offer is restricted.

This means we will only offer products from the 
Zurich Group.

We offer a variety of advice options:

• Limited advice which is where you ask us to 
review a specific area such as pension, 
investment or protection planning.

Where you choose limited advice it will be 
restricted to the products or area you have 
asked us to review. We will not review your  
full financial situation. Limited advice in some 
circumstances may not be sufficient to cater  
for your financial needs.

• Full advice is a full financial review within the 
areas that we can give advice on.
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Our agreement with you

You’ll find below important information 
about our advice services, including the 
charges and terms that apply. The terms 
below, together with the customer 
agreement at the back of this guide (‘Terms’), 
form the basis of the agreement for using 
our service. By signing the customer 
agreement at the back of this guide you  
are accepting the terms of our service.

We’ve used plain English wherever we can but 
avoiding technical terms is not always possible. 
Where we use a technical term, we explain what 
it means. If you’re still unsure, please contact us.

When we refer to ‘you’ or ‘your’ we mean you, 
the Zurich FutureYou customer.

When we refer to ‘Zurich Advice Solutions’,  
‘us’, ‘our’ or ‘we’, we mean Zurich Advice 
Solutions (UK) Limited.

It’s important that you read the information 
contained in this document to help you decide if 
our advice service is right for you. You should 
keep this document available for future reference.

Your agreement with us

Where you agree to receive advice from us,  
the Terms form the legally binding agreement 
between you and us.

If the Terms conflict with the FCA rules or any 
other applicable laws, the FCA rules or the other 
applicable laws will prevail. 

Eligibility 

To be eligible to receive advice from us,  
you must be;

• age 18 or over, and

• either be UK resident and UK resident for  
tax purposes, or a crown employee serving 
overseas, or the spouse or civil partner of a 
crown employee serving overseas, and

• registered as a Zurich FutureYou customer, and

• have a minimum amount to invest with us if 
you are seeking advice for a new investment*

• if you want a one-off investment review we 
must have provided advice on this Product 
before or you must have access to the Product 
through the Zurich FutureYou portal.

* It’s important the advice we provide costs you 
less than the benefits it delivers. That’s why 
we’ve set a minimum total investment amount 
of £10,000. Each further individual lump sum 
you invest must be a minimum of £2,500.  
For some products a minimum regular 
investment contribution of £150.00 per  
month applies. Your adviser will confirm  
where this is applicable.

Product
A product, for the purposes of this document, 
is defined as a financial product such as  
an ISA, Pension or Protection plan. 

Zurich Advice Solutions  
– Terms and Conditions
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Pension and Investment charges

Service Charge

There are two parts to our advice charge, an Initial Advice Charge and an Advice Completion 
Charge. Each is payable separately.

Initial Advice Charge

When we’ve reviewed your circumstances and 
agreed with you that advice is required, we will 
agree an Initial Advice Charge with you.

This charge covers the assessment work we do 
to provide you with an initial recommendation.

You must pay this charge before we provide 
you with our recommendations, either by 
cheque or bank transfer.

Where the recommendation is to do nothing 
the Initial Advice Charge will still apply.

A minimum charge of £200 applies.

This covers the review of up to two existing 
products or the review of a product and a 
recommendation for a lump sum (including  
any regular investment) or transfer. 

Each additional product, lump sum or regular 
investment you ask us to consider and provide 
a recommendation for will increase your 
charge by £100.

Advice Completion Charge 

If you’d like to go ahead with all or some of  
our recommendations, we will arrange for  
the investment with Zurich Group companies 
to be carried out in line with the 
recommendations that you have accepted.

This charge covers; the administrative work  
to implement our recommendations.  
The charge is payable once our advice has 
been implemented.

Lump sum investments: 1% of the lump 
sum or transfer invested in the recommended 
product. The Advice Completion Charge is 
subject to a maximum charge of £2,500.

Regular investment: We will charge 1% of 
the value of the new payments you expect to 
make over 48 months, up to a maximum 
charge of £2,500.  This charge is payable 
upfront by cheque or bank transfer. The charge 
is non-refundable, should you choose to cease 
making regular investments before the 48th 
month has passed. 

One-off Investment Review Charge

You may request a review of any or all of the 
investments we have provided advice on,  
or that you have access to through the  
Zurich FutureYou portal.

You may ask us to review your entire Zurich 
FutureYou portfolio, or to limit the review to 
specific product(s). Where you request a 
review, we will re-assess your current 
circumstances and check if your investments 
are aligned to your circumstances. 

We will provide you with a portfolio report 
before the review appointment and, where 
appropriate, agree any action that may be 
required to re-align your financial plan to  
your new circumstances.

The charge for the one-off investment review is 
due after the review meeting has taken place.

Important: It is your responsibility to 
contact us to arrange an investment review. 

For each investment review we carry out, 
there will be a charge of 0.5% of the value  
of the investments we review up to a 
maximum charge of £200.

If during the course of a one-off 
investment review you ask us to make a 
recommendation for a new investment or 
transfer into a product within the Zurich 
Group, the Advice Completion charge as 
described above will apply.



8

Protection Charges

The relevant company in the Zurich Group will pay 
commission to Evolution Wealth Network Limited 
for insurance or protection products taken out 
following such advice. Zurich Advice Solutions will 
give you details of the commission paid before 
your product is issued.

We will agree the total charge with you before 
starting work.

Our charges

• We won’t ask you to sign up to our advice 
services until we’ve explained our advice 
charges to you.

• We don’t hide our costs and have a clear 
charging structure. We will always tell you our 
charges and how much a transaction will cost 
before you make a decision to proceed. 

Our advice charges are based on the provision  
of professionally qualified expertise and include 
the time taken to;

• assess your circumstances and  
financial objectives,

• develop recommendations that meet  
your objectives,

• summarise and explain the recommendations 
to you.

The cost of advice will depend on what you want 
advice about and the actions you ask us to take 
based on the advice we give you.

Please note our charges are non-refundable once 
paid. If you wish us to proceed with transactions 
that we have recommended to you and advised 
on, for example a new investment or transfer,  
you will be required to pay the Advice Completion 
Charge once we have carried out the transactions.

Examples of how our charges work

In all instances we will agree the charges for 
our service with you before starting work.

Transferring a single pension  
You ask us to assess whether or not it would  
be appropriate to transfer one of your existing 
pension  to your pension with a Zurich Group 
company. The transfer value of the existing 
pension is £15,000.

The minimum Initial Advice Charge of £200 
would apply.

If you accept a recommendation to transfer, an 
Advice Completion Charge of £150 would apply 
(£15,000 x 1%).

Total charge £350.00

Transferring multiple pension and  
new investments
You ask us to assess whether it would be 
appropriate to transfer four of your pensions to 
your pension with a Zurich Group company.

The combined transfer value is £38,000. Following 
our review, you accept our recommendation to 
transfer three of the pensions with a combined value 
of £25,000. The fourth is not recommended as it 
proves to be in your interest to leave it where it is. 

The following charges would therefore apply:

Initial Advice Charge of £400. This is made up of 
£200 covering two pensions, plus £100 for each 
of the other pensions reviewed.

An Advice Completion Charge of £250  
(£25,000 x 1%)

In addition, you ask us to provide advice on 
investing a lump sum. We recommend investing 
£15,000 in a Zurich Stocks and Shares ISA.

The cost of this would be an Initial Advice Charge 
of £100 and Advice Completion Charge of £150 
(£15,000 x 1%)

Total charge £900

If a regular investment was also  
being considered:
If you also wanted advice on investing £200  
per month, then a further £100 Initial Advice 
charge would be payable. The additional  
Advice Completion Charge would be £96  
(£200 x 1% x 48 months).

Total charge for the above advice: £1096

Recommendation for a protection product
We review your circumstances and make a 
recommendation for a protection product.

Upon accepting our recommendation and 
purchasing the product, Evolution Wealth  
will receive a commission from the relevant 
product provider within the Zurich Group.  
Zurich Advice Solutions will tell you how much 
this commission is in cash terms before you  
accept the recommendation.

Charge for a one-off investment review
Following advice from us about setting up  
your pensions and investments, you contact us  
12 months later to review your investments.  
Your total portfolio, including your employer 
pension is valued at £44,000. 

The investment review charge would be 0.5% of 
£44,000 = £220. However, we would apply the 
maximum charge of £200. 

Total charge for the investment review: 
£200.00
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During the one-off investment review you ask  
us to provide advice on investing a lump sum.  
We recommend investing £15,000 in a Zurich 
Stocks and Shares ISA.

The cost of this would be an Advice Completion 
Charge of £150 (£15,000 x 1%)

Total charge for the one-off investment 
review and recommendation for a new 
investment: £350.00

Value Added Tax (VAT)

At present, VAT is not due on any of the charges 
detailed on pages 7 and 8. It is possible that this 
might change in future, for example, if there is a 
change to the relevant tax law or a change in the 
VAT status of Evolution Wealth Network Limited 
or of Zurich Advice Solutions (UK) Limited. If this 
is the case, we will let you know beforehand. Any 
change in VAT status will not affect those charges 
that have already been paid prior to the date on 
which we tell you about the VAT status change.

Important 
Remember the above charges and examples 
only relate to the advice services we provide. 
Other charges will apply to the product you 
invest in. We will make you aware of all of the 
charges when providing our recommendations.

When dealing with transfers, the exact 
amount being invested will not be known 
until the transfer is received from your existing 
provider. We will therefore send you 
confirmation of the total charge payable  
once the transfer process is complete.

When transferring monies, you will not be 
invested for a period of time and therefore not 
benefit from any movements in the market.

Ways you can pay us for our advice 

You should make all payments directly to 
Evolution Wealth Network Limited, who are 
responsible for making a payment to Zurich 
Advice Solutions. Evolution Wealth Network 
Limited will retain a portion of these payments 
and then pass the residual amount to Zurich 
Advice Solutions.

The Initial Advice Charge is payable through  
bank transfer, or by cheque.

The Advice Completion Charge can be paid 
through bank transfer or by cheque for all 
products. We will confirm the payment details in 
the invoice we send you.  

If our recommendation is for a new Zurich Stocks 
& Shares ISA, Investment Account or Retirement 
Account you have the option to deduct the fee 
from the product.

You can select your preferred payment method 
when completing the Customer Agreement at the 
back of this document.

Your adviser will explain fully the associated 
advantages and disadvantages of any options 
available, and answer any questions you may have.

We will send you an invoice for any Initial Advice 
Charges within 10 business days of the service 
being provided and/or presented. 

Where the Advice Completion Charge is not 
being taken through the product, we will send 
you an invoice within 10 business days of your 
product(s) commencing or lump sum investment 
being made. 

Where the Advice Completion Charge is taken 
through the product, this will be taken within  
two business days of the lump sum investment, 
regular investment or transfer being received by 
the product provider.

The One-off Investment Review Charge can be 
paid through bank transfer or by cheque.

Our services and responsibilities

We will treat you as a retail customer, as this gives 
you the greatest level of protection and means 
you get full information about any Zurich Group 
products you buy. 

The following points explain how we 
conduct our advice services:

• The type of advice we offer is restricted.  
This means we will only offer products from 
the Zurich Group.

• We offer limited and full advice.

• Limited advice is where you ask us to review a 
specific area such as pension, investment or 
protection planning.

• Full advice is a full financial review within  
the areas that we can give advice on.

• Our services will be conducted over  
the telephone.

• We do not provide advice in relation to some 
financial matters such as mortgages and estate 
planning. Your adviser will explain in detail the 
restrictions on the advice they can give you 
before starting work. In the event where we’re 
not able to meet your needs, we can give you 
more information on other advisers who may 
be able to help you.
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• We will give instructions to your relevant 
product providers on your behalf.

• We are not tax advisers so if we think you 
need specialist tax advice, we’ll let you know 
so you can refer to one.

• We will securely e-mail documents you  
need as part of the advice process to your 
FutureYou mailbox.

The following points explain how we 
conduct our advice process:

• The advice process will consist of a first 
appointment that will establish details about 
your circumstances and objectives. The second 
appointment will cover our recommendations 
and the suitability report that will be issued to 
you. Before both appointments we will arrange 
to call you at a convenient time between 
9.00am and 5.30pm Monday to Friday.

• During the first appointment, we will discuss 
whether our services and products are right for 
you and explain our charges.

• Once you have agreed with us what services 
you want, we will ask you to agree to the Terms 
and sign and return the customer agreement. 
We will only issue the suitability report once we 
have received payment for the Initial Advice 
Charge as described in this document.

• Where you and we agree that we can provide 
you with appropriate advice and/or products 
and the associated charges, we will carry out  
a financial review based on your needs and 
produce a suitability report outlining your 
options. The timing of this report is dependent 
on the provision of information by both you 
and your other financial providers you have 
products with.

• We will base our recommendations on the 
information you give us, together with 
information from your product providers,  
or other third parties, you have asked us to 
contact. We are not responsible for the 
accuracy of the information we are given, 
which we may rely upon.

• We’ll tell you about the charge you will pay 
when we make a recommendation, including 
the charge you will incur if you follow  
our recommendation.

The following points explain how we conduct 
our one-off investment review process:

• We will only review products we have provided 
advice on, or that you have access to through 
the Zurich FutureYou portal. This service is 
available if you specifically request it and pay 
the associated charges. We’ll send you an 
invoice after we’ve completed the review.

• Where you request a one-off investment 
review, we will arrange a convenient time to 
discuss your investments with us. Such reviews 
will be conducted at a convenient time for you 
between 9.00am and 5.30pm Monday to Friday.

Your responsibilities 

• You will provide us with all the information  
we reasonably request. If you do not provide 
us with information which means we are 
unable to complete a transaction or service, 
we will not be liable for any delay or 
subsequent loss.

• It is your responsibility to monitor your 
investments and where they are invested.

• It is your responsibility to contact us if you 
want a one-off investment review. 

• Where you ask us to produce a suitability 
report setting out our recommendations,  
you agree to pay us the Initial Advice Charge 
as explained in this document. You will have 
30 days to pay us for each Initial Advice 
Charge invoice issued. 

• Where you have opted to pay the Advice 
Completion Charge through bank transfer,  
or by cheque this charge is payable within  
a period of 90 days. The charge is payable 
should you decide to invest in any products 
that were recommended to you by our 
advisers. If you opt to pay this charge from  
the product we will require your authorisation, 
the charge will be taken within two business 
days of the lump sum investment, regular 
investment or transfer being received by the 
product provider.

• Where you ask us to complete a one-off 
investment review, you agree to pay us the 
one-off investment review charge as explained 
in this document. You will have 30 days to pay 
us for each invoice issued.

• While you are receiving advice you will tell us 
immediately if there are any changes in your 
circumstances, financial arrangements, your 
name, address or if you stop being UK resident.
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• If you choose to make a transaction without 
receiving a suitability report from us, you are 
acting on a non-advised basis and you will be 
responsible for that transaction. This means, 
we will not be responsible for the suitability  
of the product or service you choose.

• By signing the Terms, you are giving your 
adviser permission to accept paper and 
electronic instructions to transact business  
on your behalf.  

Client money
We do not hold client money. 

Payments will only be accepted in settlement of 
the agreed charges (by cheque, bank transfer or 
payment from products). An invoice will be issued 
to confirm the total charge payable.

All payments are to be made payable to Evolution 
Wealth Network Limited.

Data protection
Under the Data Protection Act 1998, we have to 
tell you who are responsible for deciding how 
your personal information is used. Evolution 
Wealth Network Limited and Zurich Advice 
Solutions (UK) Limited, as its Appointed 
Representative, are both your Data Controllers.

Zurich Advice Solutions (UK) Limited will process 
your personal information including your name, 
address, email address to enable us to provide 
financial advice and services and to promote  
our business. 

You may request details of personal information 
which Zurich Advice Solutions (UK) Limited  
holds about you. A fee of £10 may be payable.  
If you would like a copy of the information held 
about you please write to the Data Protection 
Manager, Tri-Centre 1, New Bridge Square, 
Swindon, SN1 1HN.

If you believe that any information we are holding 
on you is incorrect or incomplete, please contact 
us as soon as possible at the above address.  
We will promptly correct any information found 
to be incorrect.

You can read our full Data Protection Fair 
Processing Notice online. https://futureyou.zurich.
co.uk/help-and-support/Advice/ZAS-documents

If at any time you want Evolution Wealth Network 
Limited or any company associated with them to 
cease processing your personal data or sensitive 
personal data, or contacting you for marketing 
purposes, please contact The Data Protection 
Officer on (01403 334455) or in writing at Sussex 
House, North Street, Horsham, West Sussex,  
RH12 1RQ. Subject to certain exceptions, you are 
entitled to have access to your personal and 
sensitive personal data held by them. You may be 
charged a fee (subject to the current statutory 
maximum of up to £10) for supplying you  
with such data.

Identifying you
In connection with your application for any 
products, we will carry out an identity check with 
a licensed reference agency (agency) to confirm 
your identity.

The identity check does leave a footprint on your 
credit file. However, this footprint is not the same 
as a credit check footprint and has no negative 
impact on your file. It is just shown as an ‘identity 
search’ which is effectively a light footprint, simply 
showing a search has taken place. You can have 
many Identity footprints and it still won’t affect 
your credit file.

Please note the agency and Zurich Advice 
Solutions will retain a record of the identity check.

Conflicts of interest
We make every effort to avoid conflicts of 
interest. A conflict of interest is where the 
interests of our business conflict with those  
of a customer, or if there is a conflict between 
customers of the business.

We have processes in place to ensure we conduct 
our business lawfully, with integrity, and in line 
with current legislation. We operate in line with 
Evolution Wealth Network Limited’s conflicts of 
interest policy, available on request. If they arise, 
we will fully disclose them in line with this policy.

Occasions can arise where we, or one of our 
customers, will have some form of interest in 
business that we are transacting for you. If this 
happens, or we become aware that our interests 
or those of one of our other customers conflict 
with your interests, we will inform you in writing 
and obtain your consent before we carry out your 
instructions and detail the steps we will take to 
ensure fair treatment. 
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Law
These terms are subject to the law of England. 
However, if you are resident in another part of  
the United Kingdom, the law of that part of the 
United Kingdom applies in the event of any 
inconsistency. Any dispute in relation to these 
terms can be resolved in the courts of the part of 
the United Kingdom in which you are resident, 
unless Zurich and you agree otherwise.

Communicating with us
Documents and the Terms are in English  
and all our other communications with you  
will be in English. 

Address: Zurich Advice Solutions (UK) Limited 
The Grange, 
Bishops Cleeve,  
Cheltenham, 
GL52 8XX.

Telephone: 0800 587 9040

We will record our telephone calls for training and 
quality purposes and these will be referred to as 
part of our advice records. All call recordings will 
be used to clarify our discussions or instructions 
received and are encrypted for security and 
integrity purposes.

Changes to the terms and conditions
We may from time to time and during your 
engagement with our advisers update these Terms 
to the extent that the change is proportionate and 
reasonable for any of the following reasons:

• To take account of changes to, or to comply 
with the law, taxation, official guidance, codes 
of practice, the way in which we are regulated 
or the amount of capital we need to hold.

• To take account of changes in industry practice.

• To provide for the introduction of new or 
improved systems, methods of operation, 
service or facilities.

• To take account of a recommendation, 
requirement or decision of any court, 
government body, ombudsman, regulator,  
tax authority, industry body or similar body.

• To make these Terms clearer or more 
favourable to you.

• To put right any mistake we may discover  
in future.

• To reflect changes in technology and practice.

• To reflect any change to our corporate 
structure arising from any reorganization of 
our business that does not unfavourably affect 
our advice service.

• To take account of changes to levies or  
charges imposed by law or under the Financial 
Services Compensation Scheme or by the FCA 
(unless we are told we must not pass these 
onto customers). 

During your engagement with our advisers,  
where we reasonably can, we will let you know 
beforehand about any changes to these Terms. 
Otherwise we will let you know as soon as we 
reasonably can. We will notify you of the changes 
in writing or by other appropriate means, for 
example in your Zurich FutureYou mailbox or  
by email.

We will provide you with the Terms each time you 
seek advice from Zurich Advice Solutions or ask us 
to complete a one-off investment review.

Rights to cancel – products recommended
In the event you buy a product, the product 
provider within the Zurich Group will inform you 
of your statutory right to cancel that product and 
the timeframes applicable in which to cancel,  
for example, for life or pension products this is 
usually 30 days. However, there will be occasions 
where no statutory rights are granted, and this 
will be explained before any product is issued  
to you.

Refunds and cancellation policy for  
advice charges
Please note our charges are non-refundable  
once paid.

If you wish us to proceed with transactions that 
we have recommended to you and advised on, 
for example a new investment or transfer, you will 
be required to pay the Advice Completion Charge 
once we have carried out the transactions.    
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How to complain

If you need to complain about Zurich Advice 
Solutions, you can request details of our 
complaints handling process on the following 
contact details.

  Customer Services,  
Evolution Wealth Network Limited, 
Sussex House  
North Street,  
Horsham,  
West Sussex,  
RH12 1RQ.

 Telephone: 01403 334455

If you’re not satisfied with our response to your 
complaint you can complain to:

   Financial Ombudsman Service 
Exchange Tower 
London 
E14 9SR

 Telephone:  0800 023 4567  
or 0300 123 9123.

  Email: complaint.info@financial-
ombudsman.org.uk

This service is free to you and you can find out 
more by contacting the Financial Ombudsman 
Service. You do not have to accept a decision by 
the Financial Ombudsman Service and you can  
go to court instead if you wish.

You can also use the European Online  
Dispute Resolution website if you’re not  
happy with your online experience at  
http://ec.europa.eu/consumers/odr/. This service is 
free and using it will not affect your legal rights.

Financial Services Compensation Scheme
If we’re unable to meet our financial obligations 
in full, you may be entitled to help from the 
Financial Services Compensation Scheme (FSCS). 
This depends on your eligibility and the 
circumstances of the claim. 

Most types of investment business are covered  
up to a limit of £50,000. For long term insurance 
(e.g. life insurance), the maximum level of 
compensation for claims against firms declared in 
default is 100% of the claim with no upper limit.

Your adviser will go through the full details of  
the protection provided when they discuss any 
recommendations they give you.

If you need more information about eligibility,  
you can contact the Financial Services 
Compensation Scheme helpline on 0800 678 1100 
or 020 7741 4100, visit its website at  
www.fscs.org.uk, or write to:

Financial Services Compensation Scheme 
10th Floor 
Beaufort House 
15 St Botolph Street 
London 
EC3A 7QU

Please let us know if you would like a copy of this in large print 
or braille, or on audiotape or CD.



Zurich Advice Solutions  
– Customer Agreement Form

This form together with the ‘Your guide to Zurich Advice Solutions’ forms the basis of our contract  
with you. For your benefit and protection, you should read the terms and statements below carefully 
before signing this ‘Customer agreement form’. If you do not understand any point please ask for 
further information. 

Your adviser will talk you through the declaration and ask you to sign and return it by post to Zurich Advice Solutions, 
Sussex House, North Street, Horsham, West Sussex, RH12 1RQ or by email to zurichadvice@uk.zurich.com.

By signing this document you:

• Confirm you have read and agree to our Terms

• Confirm you appoint us as your adviser and give your consent to act in line with our Terms

• Confirm you consent to us or any company associated with us processing your personal data, both 
manually and by electronic means, for the purposes of providing advice, administration and management

• You acknowledge your agreement with Zurich Advice Solutions finishes once the agreed services are 
completed. You agree you are responsible for arranging any investment reviews in the future

Please only select those items that are appropriate to the services you require.

Initial Advice Charge

Please tick the appropriate box to confirm you agree to pay the Initial Advice Charge of
£  by:

 Cheque  Bank transfer

Advice Completion Charge
Please tick the appropriate box to confirm you agree to pay the Advice Completion  
Charge equivalent to 1% of the value of the investment by: 

 Cheque  Bank transfer

Or please tick the box opposite to confirm you agree to pay the Advice Completion 
Charge equivalent to 1% of the value of the investment by deduction from your  
Sterling ISA Managers Limited product*:
* Not available for products held as part of an employer scheme or the Sterling Investment Bond. Please refer to your  
adviser for information on the tax consequences of paying your Advice Completion Charge in this way.

One-off Investment Review
Where you request a one-off investment review you agree to pay the Investment  
Review Charge of 0.5% of the investments held as at the date of the review up to  
a maximum charge of £200 by: 

 Cheque  Bank transfer

Identifying you
Please tick the box to confirm your agreement that Zurich Advice Solutions (UK) Limited 
can carry out a credit check with a licensed reference agency. The credit check will be 
carried out in line with our Terms.

Customer Name

Customer signature

 Date  D D M M Y Y Y Y
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