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POLICY STATEMENT 

We aim to ensure we consistently deliver fair outcomes and take responsibility for the firm and all of its staff in the 
provision of exceptional service, based on honesty and transparency.  

Scope 

This Treating Customers Fairly Policy is centred around the guidance provided by our regulator the Financial Conduct 
Authority (“FCA”). 

Responsibility  

Overall responsibility for the policy lies with the Senior Management Team (“SMT”) alongside the Directors.  

The SMT and the Directors are responsible for assigning the review of legislative and regulatory requirements as 
appropriate whereby the evaluation of compliance will also be driven by changes to underlying legislation.  

This policy is to be considered in conjunction with the Firm’s Complaint Handling Policy . 

Introduction 

Green Deal First ensure that all of our customers are at the centre of all that we do. We are fully committed to 
providing the highest standards of customer service and advice.  

We built our strategy and procedures around an open and honest approach to providing consumer credit products 
and services alongside our grant funding opportunities. We have done so, as our customers need to feel confident in 
our commitment to fair treatment and that this ethos is central to the culture of our firm.  

As a firm, we take the requirements of the regulator seriously and in particular the commitments and ethos 
underpinning the Treating Customers Fairly (“TCF”) agenda. 

The FCA has outlined six key themes that are central to the TCF initiative: 

Consumers should be confident that they are dealing with firms where treating customers fairly is embedded in the 
corporate culture 

Services marketed and sold are done so with the aim that they meet the needs of client and are targeted accordingly 

Consumers should be provided with clear information and are kept appropriately informed before, during and after 
the service provision  

Where advice is provided, it takes into account a clients individual circumstances  

The service provided is of an acceptable standard 

Consumers do not face unreasonable barriers to make a complaint 

Responsibility is placed on staff to deliver fair outcomes for customers in a flexible manner, to suit the firm as well as 
the individual customer. We require all of our staff to apply the principles of TCF in their work irrespective of their 
roles. 

We furthermore ensure that prior to engaging with a third party we will satisfy ourselves of their commitment to 
treating our customers fairly. In particular, we will consider their TCF or related policies and the range of 
management information that they can provide to demonstrate the fair treatment of our customers. 

We have set out below how we aim to ensure these principles are embedded in our approach to dealing with our 
customers. 

Training 

We consider TCF as essential and core knowledge for all staff engaged in activity with a potential customer impact, 
may that be directly or indirectly.  

All staff are subject to in-depth training on the subject of TCF and how it affects their work at Green Deal First. Staff 
are closely monitored and managed to ensure they maintain the necessary knowledge, skills and service levels in 
order to meet and surpass our customer’s expectations.  
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Our ongoing focus on training and staff development is designed to highlight to all staff the importance and 
fundamental principles of TCF and Customer Vulnerability throughout all areas of business of the firm.  

Our training commitment commences at staff induction to the firm, continues with annual refresher sessions and is 
complemented by ongoing monitoring of staff activities in their day to day operations. 

Sales 

We will carry out an in-depth review for all of our customers with the aim of identifying the most suitable financial 
options, may this be grant funding, self-funding, consumer credit provisions or a Green Deal Finance loan (“PAYS”).  

We believe that this approach to consumer credit including the lending of Green Deal Finance will, by it’s very 
nature, ensure that our customers are treated fairly. 

It is our sole aim is to provide them with not just more information on options available to them but information and 
options suitable to them and their needs, than we have ever been given by other lenders in our industry over recent 
years.  

Our PAYS and lending team operate under strict and comprehensive lending policies and protocols. Our protocols 
strictly enact affordable lending criteria including the unique Golden Rule as applicable for PAYS customers. Our staff 
are extensively trained in the application of policies and protocols for customers who may be experiencing financial 
difficulties or who are vulnerable. 

Green Deal First does not believe in incentivising its staff for the sale of consumer credit products or their related 
services. Our staff are strictly guided to ensure that customers only enter into a loan commitment that they can 
reasonably afford, as based on their financial and personal circumstances.  

We further drive this commitment by recommending that customers interested in our PAYS offering obtain an 
additional three quotes for PAYS loans from third party providers.  

All staff involved with the lending of consumer credit and Green Deal Finance are continually audited to ensure their 
compliance with protocols is maintained to the highest standards. 

Improved Outcomes 

We will continually consider how we can provide improved outcomes for our customers as a fundamental part of 
our business culture. We will demonstrate our commitment to our customers in the following ways: 

Market our products and services to meet the needs of customers 

Not deal in inappropriate products or services 

Obtain an understanding of the basic requirements of the customer 

Provide customers with clear information and keep them appropriately informed before, during and after the point 
of sale 

Provide customers with products and services that perform as we have led them to expect, and any associated 
services to an acceptable standard 

Put in place and operate internal controls to police these principles 

Not use incentives for staff that reward behaviour which is inconsistent with the six desired TCF outcomes 

Not create unreasonable post-transaction barriers for customers to change product, switch provider, submit a claim 
or make a complaint 

Deal with complaints in accordance with regulatory rules and guidelines 

Customer Communication 

Green Deal First employs the use of a CRM system in order to record, monitor and manage communication with its 
customers. Those electronic records are stored in compliance with the Data Protection Act 1998 and backed up 
accordingly. 

We abide by the common principles of Data Protection and confidentiality and ensure compliance by: 

Processing of personal and sensitive data in accordance with relevant data protection legislation. 
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Promptly making available information in relation to the customer’s financial circumstances, any dispute or 
complaint, mental health problem in order to prevent lending activity from continuing where it is inappropriate to 
do so. 

Operating the appropriate controls to ensure that any exchange of data to any third party is lawful and adequately 
protected. 

Ensuring the appropriate data protection checks are carried out when speaking with customers to verify their 
identity and where necessary and appropriate, validate and update information received from the customer. 

It is important to state that both our literature and our verbal communications with our customers make it clear that 
we are not advising them that they must take the products and services that we are offering, rather that we are 
providing them with our view on what we believe may suit their individual circumstances.  

We will provide clear ‘plain English’ explanations of products and services, and the use of industry jargon will be 
avoided wherever possible. Where jargon cannot be avoided, a suitably clear explanation will be given. 

To this end, we are further committed to: 

Informing customers of their rights and obligations but also what they can expect from our relationship. 

Obtaining sufficient information enabling us to understand our customers’ needs. 

Providing consistency for all of our customers in our dealings with them.  

We will provide appropriate after sales information or service to customers. 

Acting with integrity and the highest ethical standards at all times.  

Demonstrating a high level of flexibility in dealings with our customers. 

Measuring, maintaining and enhancing the commitment to fairness and demonstrating accountability in our actions. 

Staff are trained to record written correspondence as well as verbal communications with our customers at all times.  

Advertising and Promotional Activity 

Our messages will be clear and the content will be fair. ‘Small print’ will be kept to a minimum and avoided wherever 
possible. 

The quality and clarity of promotions will be actively scrutinised at a high level of management within the firm and, 
where appropriate, we will seek external expert advice and guidance. 

The risks and rewards associated with our products and services will always be presented in a balanced manner to 
enable customers to understand the key features and make an informed decision. 

Financial promotions will provide the information that customers need to be able to work out what the product or 
service is about and what they will receive so that they are less likely to be surprised or to feel let down by what they 
actually get from the product or services. 

Customer Satisfaction 

We will carry out regular customer satisfaction surveys, to ensure that the information we are providing, is as helpful 
as we want it to be and that customers feel happy with the products and services they have purchased and just as 
importantly, that they understand what they have purchased.  

The results of the surveys will be recorded and presented at management review meetings. Any urgent issues will be 
dealt with expeditiously by the Directors and Senior Managers of the firm and, if necessary, our processes and 
procedures will be amended, as part of our aim of continuous improvement. Targets for customer satisfaction levels 
will be set and reviewed at regular management review meetings. 

Complaint Handling 

Green Deal First is dedicated to ensuring that our complaints process is clear and easy to understand. In our aim to 
meet the desired outcomes for customers in terms of TCF, we have clear and defined protocols for the handling of 
such complaints. 
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We will handle complaints fairly; and record, monitor and report them sensibly. In dealing with complaints we will 
‘treat like situations alike' and give careful consideration to whether an error might have affected a wider group of 
customers; and what should be done to remedy this.  

Senior management will pay attention to the outcomes of complaints, which can serve as an important source of 
intelligence about the health of our firm and its systems. We will investigate the root causes of complaints and 
obtain feedback from customers who have experienced our complaints process in order to improve the level of 
service that we provide. 

We will measure the length of time taken to deal with a complaint, the outcome, and the way in which the outcome 
is communicated to the customer in order to ensure that we are treating all of our customers fairly. 

Remuneration 

All our staff are salaried. Where bonuses and rewards are available to staff these are based on both results and 
adherence to and full alignment with TCF criteria. 

Management Information 

Comprehensive management information (“MI”) is in place to measure the performance of all areas of the business 
including customer outcomes. MI provides visibility to senior management, including the Directors, to allow 
appropriate action to be taken where TCF issues arise. 

Green Deal First is able to focus management attention on TCF as all business areas include TCF as an explicit risk 
item and by using the relevant controls and management information they ensure that they drive improvements in 
outcomes for our customers. 

New TCF matters are captured on a register together with the actions agreed to resolve the issue. Senior 
management review and discuss the register on a regular basis where the current status of actions is monitored. All 
staff are able to raise TCF concerns easily and receive feedback on the outcome. 
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      Managing Director 

       

 


