M&G

Gold Standard for Fund Management
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Simon Anderson, director of corporate communications, M&G (left) David Prosser, Daily Mail Money Editor

Clear and detailed procedures shone throughout this entry, according to the judges. The whole submission revealed a consistent, common sense approach to business that was remarkably short of hype. 

Functions that were outsourced showed clear and detailed procedures in order to manage supplier relationships effectively. Judges were impressed with the fact this guide of procedures was also used by all other business areas that are impacted by supplier relationships to ensure consistency of approach and help further understanding – an area often overlooked by financial services groups.

Training is given an extremely high priority with staff encouraged to pass exams above and beyond requirements. A 100% record of staff in regulatory roles attaining the mandated level of skills was impressive. Equally impressive, according to the judges, was the fact that M&G had an extremely effective monitoring system on staff training and experience, which ensured they could produce exact figures rather than broad percentages as to the levels of staff attainment in training and exams. Continuous learning was a key performance indicator for staff, backed up with central training teams, dedicated internal product training teams as well as dedicated learning resource areas. 

Judges felt the benefit of investing in training staff to higher than expected levels was evident in the rest of the submission, particularly in the adoption of procedures relating to new business, checking, compliance and risk analysis. More specifically, judges felt the greatest gain of the priority given to training by M&G was in its Customer Service Centre and Telemarketing, where targets and monitoring in place ensured a remarkably high level of service standards. A good example of this was M&G’s Quality Excellence Programme (QEP) designed to measure, report and identify poor, acceptable and exceptional customer service, which could pinpoint the performance of an individual consultant over any given month.

Judges felt M&G operated a refreshing openness towards the media in its adoption of a pro-active policy towards commenting on issues, developments and products. This falls in line with the importance M&G places on financial education both within the group as well as funding of community initiatives, described as excellent by the judges.

A recent advertising campaign was also highly praised for its adoption of a financial education theme, which aimed to demystify financial products as well as reflecting M&G’s no-nonsense approach to fund management.  The campaign was described as clear, unique and effective by the judges.

BOX

Name of Company:

M&G

Address:

Laurence Pountney Hill

London EC4R OHH

Name of Parent Company

Prudential plc

Main Distribution Channels:

Independent Intermediaries

Third Party Links

Internet

Website:

www.mandg.co.uk
Features of Website:

. invest in an ISA, OEIC or PEP transfer

. switch between funds via a PEP or ISA

. order literature

. amend personal details

. obtain a valuation using the ‘my account’ facility

. keep track of the performance using the ‘my portfolio’ facility

. download application forms

. check fund or stock prices

. real time market performance

. online news

. fund selector

Corporate Message

At M&G we wish to be seen as the fund manager of choice for our customers, our intermediary partners and our staff. We believe the secret to this success is by being expert at what we do; informative and straightforward in all interactions with customers and intermediaries, and by continuing the strong reputation for integrity we have build over the past 72 years. Our key message to our target markets is customer facing – we wish to be seen as a company that provides both our customers and intermediary partners with the information and expertise they need to make confident investment decisions.

