
Thank you for applying to 
us for a loan. 

As an equal opportunities 
organisation, we promise  
to treat you fairly and 
reasonably when 
considering your 
application. 

We will:

•  Make sure that our 
    promotional literature and 
    website is clear and not 
    misleading.

•  We will give you clear 
    information about our  
    products, their terms and   
    conditions, and the interest  
    rate that applies.

•  We will lend responsibly and  
    assess whether we feel you  
    will be able to repay the loan.

•  We will treat all your   
    personal information as  
    private and confidential,  
    unless required to disclose it  
    by law, and provide secure  
    and reliable systems to  
    protect your data. 

•  We will advise you of any  
    charges or fees, if any, that  
    we will charge in relation to  
    the loan.

 

Financial assessment

Before we lend you any money, 
we will assess whether you will 
be able to repay the loan by 
reviewing the following:

•  Information you give us,  
    including information to prove  
    your identity and address, and  
    the reasons you wish to  
    borrow the money.

•  Your business plans,  
    accounts, financial forecasts  
    and bank statements.

•  Any financial commitment you  
    may have made either  
    personally, or for the business,  
    which may affect your ability  
    to adequately service the loan  
    you have applied for.

•  How you have managed your  
    personal and business 
    finances.

•  Information we require you to  
    obtain on yourself from a  
    credit reference agency and 
    we will advise you how to do 
    this.

•  Personal or business  
   references, if required.

• Any security available.

Timescales

Obtaining the information we  
require from you in order to 
reach a decision for your loan 
will take a significant amount of
time and varies considerably 
from case to case. We will make 
our best effort to:

•  Assess whether we feel your  
    proposition is viable and  
    advise you of the next step  
    within five working days of    
    receipt of all information  
    requested.

•  If we feel your application can  
    be taken to the next step, we  
    will arrange a face to face  
    meeting with you within five  
    working days.

•  We may decline an  
    application at any stage in  
    the process. This decision will  
    be final and not open to  
    appeal. Our policy is not to  
    enter into correspondence  
    regarding a decision to 
    decline an application.
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Security

If we require you to pledge 
security as a condition of the 
loan, we will specify the 
condition in our offer letter.

Interest rates

You can find out about our 
interest rates by telephone, via 
the internet or speaking with a 
loan fund manager.

Financial difficulties and 
how we can help

We will be sympathetic and 
positive when we consider any 
financial difficulties you may 
have.

Our process will be as follows:

1.  Establish contact with you to  
     discuss the matter.

2.  Advise and help you to find  
     a suitable course of action to  
     resolve the matter.

3.  In certain situations we may  
     have to pass on your debt to  
     a debt collection agency.      
     You  will be given 14 days  
     notice in writing of such a  
     course of action.

What we ask from our 
customers

•  We have the right to work in a  
    safe environment and we will  
    not tolerate verbal or physical  
    abuse of any kind. In the  
    event of such an incident,  
    you will be asked to leave the  
    premises immediately.

•  We ask that you arrive in good  
    time for any meeting. If you  
    are aware at any time that you  
    will be unable to attend at the  
    agreed time, please telephone  
    your business loans manager  
    to reduce any disruption to  
    other customers’  
    appointments.

•  When visiting our offices, you 
    are asked to follow our Health  
    and Safety Policy. Smoking is  
    not permitted anywhere within  
    the building. In the event of an 
    incident, please follow the 
    instructions of our member of  
    staff.

Complaints

We are committed to  
providing a high level of service 
and we recognise that there may 
be times when we will not meet 
the standards we wish to  
maintain.

When informing us of your 
complaint in the first instance, 
we ask that you discuss the  
matter with your business loans 
manager to see if the matter can 
be resolved promptly, to your 
satisfaction.

If you are unable to resolve the 
matter at this time, then please 
ask the business loans manager  
to inform you of our complaints 
procedure.
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