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Introduction

driverhelpline Ltd is committed to the principles and outcomes outlined by the FCA to ensure that all our
customers are treated in a fair, courteous and respectful manner throughout the sales process and post-sale.

We strive to ensure that what we offer is clear, transparent, that we deliver on what’s promised, fix it if it goes
wrong and do not take advantage of our customers. We want our customers to have the best customer
experience.

There are Six TCF Outcomes:

Outcome 1: Consumers can be confident that they are dealing with Firms where the fair treatment of their
customers is central to the corporate culture.

Outcome 2: Products and services marketed and sold in the retail market have been 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 the point of sale.

Outcome 4: Where consumers receive advice, the advice is suitable and takes account of their circumstances.
Outcome 5: Consumers are provided with products that perform as Firms have led them to expect, and the
associated service is both of an acceptable standard and also as they have been led to expect.

Outcome 6: Consumers do not face unreasonable post-sales barriers imposed by Firms to change product,
switch provider, submit a claim or make a complaint.

Ensuring customer objectives and standards are met

All our staff receive training to behave in a fair, honest, transparent and professional manner. Day to day
activity is monitored to ensure that our high standards are always met.

Our workforce is committed to delivering a consistent customer experience which is at the heart of how we do
business.

The correct information is vital to each customer that’s why we ensure:

e Itis complete, accurate and not misleading in terms what is provided or omitted,
* Iscommunicated in a clear, simple and easy to understand language, *

Meets the customer’s circumstances and needs, *  Products perform as
described.

Our policies are reviewed on an annual basis to ensure that they are fit for purpose and continue to
meet our customer’s needs.




How to contact us
We make it easy for customers to contact us.

e Our opening hours are Monday to Friday, 9:30am to 5.00pm [excluding Public Holidays].

* Itis our aim to answer calls within 30 seconds.

e Customers can email or write to us. We aim to respond to emails within 24 hours and letters within
five working days.

Complaints

At driverhelpline Ltd, we accept that nobody’s perfect and mistakes happen from time to time. We pride
ourselves on acting in a timely fashion to quickly put things right. We also understand if a customer needs to
complain, we have policies in place for responding to complaints which is available upon request or from our
website.

driverhelpline Ltd is authorised and regulated by the Financial Conduct Authority. We have a duty to operate
and provide services within the rules determined by the Financial Conduct Authority. Any complaints regarding
an agreement that we supply can be referred to the Financial Ombudsman Service (FOS): Financial
Ombudsman Service, Exchange Tower, London, E14 9GE.

We are a leasing broker member of the British Vehicle Rental and Leasing Association (BVRLA), our
membership number is .

Income Disclosure

We may receive introductory commission and/or fees as an incentive from the lenders that we introduce our
customers to. This information is not presented to our customers at the quotation or order stage, we are
aware that in some circumstances we may be required to disclose our income to the end user. In the event of
such a request the sales advisor would refer the request whether written or verbal to our General Sales
Manager via email who will in turn contact the customer in writing or email within 7 working days.




