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1. Introduction 

 
Lindsay Finance Limited ensures that our customers are at the heart of all of 

what we do.  We are fully committed to providing our customers the highest 

possible standards of service and advice.   

 
We recognise that our customers are our most valuable asset and that both 

we and our customers have everything to gain by delivering a user-friendly, 

robust, reliable and cost-effective service to all concerned look after their 

best interests and treat them fairly in all aspects of our dealings.  
 

2. Financial Conduct Authority’s Initiative 

 

We are committed to the Financial Conduct Authority’s (FCA) initiative 
‘Treating Customers Fairly (TCF)’ and our policy is centred around the 

guidance provided by the Financial Conduct Authority (FCA) to ensure we 

deliver fair outcomes to our customers and take responsibility for both 

Lindsay Finance Ltd as an organisation, and our staff (at all levels) providing 

an enhanced service quality to customers, based on our culture of openness 
and transparency. 

 

As a company, we take the requirements of the FCA seriously, in particular, 

the requirement to treat customers fairly and achieve the FCA’s six TCF 
outcomes which are: 

 

Outcome 1: Consumers can be confident they are dealing with firms 

where the fair treatment of customers is central to the corporate 
culture 

 

Outcome 2: Products and services marketed and sold in the retail 

market are designed to meet the needs of identified consumer 

groups and are targeted accordingly 
 

Outcome 3: Consumers are provided with clear information and are 

kept appropriately informed before, during and after point of sale 

 
Outcome 4: Where consumers receive advice, the advice is suitable 

and takes into account of their circumstances 

 

Outcome 5: Consumers are provided with products that perform as 
firms have led them to expect, and the associated services is of 

an acceptable standard and as they have been led to expect 
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Outcome 6: Consumers do not face unreasonable post-sale barriers 

imposed by firms to change product, switch provider, submit or 

make a complaint. 
 

We have set out how we aim to ensure these principles are embedded in our 

approach to dealing with our clients.  

 
Treating Customers Fairly is a core principle of our company and the way we 

conduct our business. 

 

3. Our commitment to our customers 
 

We will: 

 

 provide them with clear, jargon free, information, about the products 
and service we offer, including fees and charges 

 ascertain individual needs, preferences and circumstances before 

recommending a product 

 only recommend a product that we consider suitable for the customer 

and that they can afford – and always the most suitable from the 
available options 

 not recommend a product if we cannot find one that we consider 

suitable 

 encourage customers to ask if there’s something you don’t understand 
 give customers access to a formal complaint’s procedure should they 

become unhappy with our service 

 train our staff to make sure that the procedures they follow reflect our 

commitment to treating customers fairly 
 

To help us give customers the most appropriate advice, we will ask 

customers to: 

 

 tell us as much as possible about their income and outgoings, to enable 
us to properly assess what is affordable 

 let us know about any changes that might affect their ability to repay a 

finance agreement 

 let us know if there is any aspect of our service, or of a product we have 
discussed or recommended, that they don’t understand 

 tell us if you think there are ways in which we can improve our service 

 

Feedback on our services, complimentary or complaint, can be made by 
email to compliance@lindsay.finance or by telephoning head office on 0115 

931 4545. 

 

mailto:compliance@lindsay.finance


 

Treating Customers Fairly Policy Version 1 01/09/2022 – 31/08/2025 

P
a
g
e
4
 

 

4. Complaints Handling 

  
We will respond in a timely manner to our customers’ and prospective 

customers’ questions and queries, and address any issues or concerns 

promptly. All customer complaints are dealt with and escalated as 

appropriate and as required by us in order to meet our obligations to our 
customers. How we handle these is further detailed in our “Customer 

Complaints Procedure” policy document.  

  

Our policy is in line with the current guidance from the FCA and is in line 
with the principles of the FCA that “a firm must pay due regard to the 

interests of its customers and treat them fairly”. 

 

Senior management will pay attention to the outcomes of complaints, which 
can serve as an important source of intelligence about the health of our 

business and 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 our customers fairly.  


