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“Meeting fair and reasonable expectations [by customers] like these should
be at the centre of how firms operate — firms should see it as their
responsibility in the first instance, not the responsibility of the regulator. This
should be demonstrated through the way they treat their customers, their
behaviour towards each other, and the way they operate in the market. This
is what we mean by ‘conduct’ when we talk about the new FCA.”

Financial Conduct Authority, “Journey to the FCA”, October 2012
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