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Consumer Code of Conduct 

 
 

Published by Creative Funding Solutions Limited, Bramber House, 3 Amberley Court, 
Whitworth Road, County Oak Way, Crawley, RH11 7XL. Phone: 01293 127377. Free 
copies available. Larger print on request. 

 

THE ROLE OF THE CODE WITHIN THE GROUP 

 

Authorisation by the FCA is required unless an exemption applies. Compliance with our 
Code, though technically voluntary, meets legal standards for licensing. 

Association with the Creative™ group is controlled by the Compliance Director, based on 
full disclosure and background checks. All employees and representatives, including 
those on probation, must comply with the Code. The Board can discipline or terminate 
individuals who fail to meet compliance standards by the end of their probation. 

Adhering to the Code ensures high customer service standards and fosters consumer 
trust and integrity. 

Discipline under the Code allows dismissal according to Firm rules. The Code protects 
consumers, employees, and the Firm, primarily focusing on Consumer Credit as we act 
as brokers for third-party finance agreements. 

 

VISION 

To be the broker of choice for lenders servicing the needs of borrowers. 

 

MISSION 

We will partner a panel of lenders embracing good practice in industry and regulatory 
standards alike, to provide value to all stakeholders. 
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YOUR ROLE AS CUSTOMER 

Customers should ensure they: 

• Provide accurate information 

• Fulfill their obligations 

• Notify us if we fail to comply with this Code and allow time for resolution 

• Inform us promptly of any issues affecting their ability to meet obligations 

• Use financed merchandise as intended, maintaining it properly 

Note: We are not responsible for the quality of third-party vehicles and equipment.  

 

THE CODE OF CONDUCT 

 

This Code of Conduct applies to all employees, representatives, and anyone conducting 
business on our behalf. 

It should be read with the NACFB Code of Practice, which takes precedence in case of 
conflict. The Compliance Director will appoint a manager to monitor and report 
compliance with the NACFB Code of Practice to the Board as needed. 

The term "Code of Conduct" includes this document and related complaint and 
disciplinary procedures, policies, and processes, including the Financial Conduct policy. 
For more information, email director@creativefs.co.uk. 

Employees must read, understand, and accept the Code of Conduct before public 
interaction. 

The Firm will not maintain a Principal relationship with an Appointed Representative 
who does not adhere to this Code or fails to ensure ongoing solvency. 

 

 

Integrity and Professionalism 

 
1. Act with integrity: conduct business honestly, transparently, and ethically. Avoid 

conflicts of interest and disclose any potential issues promptly. Seek feedback 
on our conduct. 

2. Show professionalism: maintain high standards in all interactions with clients, 
colleagues, and regulatory authorities. Colleagues selling finance directly to 
customers will be industry-qualified, including SAF Expert status, and maintain 
external certification and internal training. 
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Client Interactions 

 
3. Client-Centric Approach: Always prioritize clients' best interests by providing 

accurate information about financial products and ensuring they understand all 
terms and risks. 

4. Fair Treatment: Treat all clients fairly regardless of their background or 
circumstances and monitor outcomes to ensure compliance. 

5. Clear Communication: Avoid jargon and clearly explain products, fees, and risks. 
Disclose commissions and provide both detailed explanations and summaries. 

6. Privacy and Confidentiality: Safeguard client information, destroy or return hard 
copies, and secure soft copies to Cyber Essentials standards. 
 

Compliance and Regulatory Obligations 

 

7. Comply with Laws and Regulations: Follow all relevant laws, regulations, and 
industry standards. Stay updated with changes and adapt practices. Seek peer 
counsel and adhere to trade bodies like NACFB and Finance & Leasing 
Association. 

8. Embed Anti-Money Laundering (AML) and Know Your Customer (KYC): 
Implement strong AML and KYC procedures to prevent money laundering and 
terrorist financing. Use a third-party IAM solution for anti-fraud and AML checks. 

9. Preserve Record Keeping: Maintain accurate records of client interactions, 
transactions, and communications. Use a CRM and cloud storage, fully encrypted 
and secured with MFA or dual-factor authentication. 

 

Conflicts of Interest 

 
10. Embrace Disclosure: Promptly disclose any conflicts of interest to clients, 

ensuring their interests are not compromised. Maintain a conflict register with 
risk assessments and prioritize accordingly. 

11. Avoid Self-Dealing: Do not engage in activities that benefit you or your firm at the 
client's expense. Do not interfere in asset sales for personal profit, except when 
acting as the seller to determine a price with the buyer. 
 

Product Recommendations and Suitability 

 
12. Suitability assessment: We will evaluate the appropriateness of financial 

products based on clients' needs, risk tolerance, and financial situation. A 
statement of suitability will be provided, detailing the features of the product and 
aligning them with the customer's priorities. 
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13. Embrace disclosure: We will furnish clear information regarding product 
features, costs, and risks. Recommendations for unsuitable products will be 
avoided. Our communication will include what a product is likely appropriate for 
and what it may not be. 
 

Complaint Handling 

 
14. Resolve Complaints Efficiently: Address client complaints promptly and 

transparently. Keep a documented procedure, analyze root causes, and share the 
procedure at all stages of the sale. 

15. Offer Escalation Options: If unresolved internally, direct clients to the Financial 
Ombudsman Service (FOS) and provide Ombudsman complaint details. 
We maintain appropriate and effective internal procedures for addressing all 
customer complaints, in accordance with the steps outlined by this Code (see 
Appendix B), and comply with rules or standards established by the FCA or 
Financial Ombudsman Service ("FOS"). 

16. These complaints procedures must be fully disclosed to customers in writing at 
the point of sale as well as in pre-contractual and contractual materials provided 
to customers. This disclosure must include: 
(i) Comprehensive contact details for the complaints service; 
(ii) Any reasonable information required from customers, which must not involve 
excessive detail or form-filling; 
(iii) A reasonable timescale within which complaints will be addressed, including 
a timeframe for resolution; 
(iv) Details of available methods of alternative dispute resolution if the member 
is unable to satisfy the customer. 
 
 

Training and Competence 

 
17. Commit to Continuous Learning: Invest in ongoing training and professional 

development for all staff members. Multiple routes to competence will be offered 
internally and externally, with regular training being a requirement. 

18. Ensure Competence: Ensure that employees have the necessary skills and 
knowledge to perform their roles effectively. This will involve external 
certification, with key workers needing to maintain minimum training scores. 
 

Marketing and Advertising 

19. Generate Honest Advertising: Ensure that all marketing materials are accurate, 
fair, and not misleading. Follow a quality control pathway in relation to this. 

20. Be Transparent: Clearly disclose any fees, commissions, or incentives related to 
client referrals. Point out risks as well as benefits. 
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Always comply with prevailing legislation in the area of Financial Promotions and 
recognized advertising standards with reference to the Financial Conduct 
Authority and the Advertising Standards Authority. 

Do not advertise or promote services in such a way as to: 

o cause, or potentially cause, offense; or 
o attract reasonable charges of poor taste; or 
o attract reasonable charges of misrepresentation. 

Ensure that all advertising and promotional literature: 

i) is fair and reasonable, clear and comprehensible, and truthful. 

ii) does not contain any misleading information and is not otherwise misleading. 

iii) complies with all relevant legislation and has regard to all relevant guidance. 

iv) does not bring the reputation of the Firm and its activities into disrepute. 

v) does not include any logo belonging to any third party except where 
permission is given for such use, and in particular does not incorporate the logo 
of the Financial Conduct Authority or give any impression of endorsement by the 
Financial Conduct Authority or the Financial Ombudsman Service. 

vi) ensure the guidelines in relation to Selling by Electronic Communication are 
followed (see Appendix A). 

 

Responsibility of Colleagues and Representatives 

Each colleague or representative shall: 

21. Adhere to this Code of Conduct. 
22. Conduct business lawfully and comply with all relevant legislation (including the 

Consumer Credit Act, the Data Protection Act, and the Money Laundering 
Regulations, and their statutory amendments, successors, and replacements) 
and judicial interpretation of the same. 

23. Have appropriate regard to all applicable guidance in carrying out their business, 
exercising and demonstrating appropriate levels of skill, knowledge, and 
diligence in dealings with customers, lenders, and third parties. 

24. Act with care in the day-to-day conduct of business, maintaining a professional 
manner and a level of integrity that preserves their own reputation and that of the 
Firm, prioritizing the fair treatment of customers in their business activities. 
When arranging deals and providing information, employees must demonstrate 
that their suggestions are suitable and appropriate to customer requirements. 

25. Ensure that communications with customers are always clear, not misleading, 
and delivered in such a way that they can provide evidence that the 
communication has been understood. 



6      ©CreativeFunding Solutions Limited 2025     21012025 

26. Undertake adequate training to carry out duties in accordance with this Code and 
all applicable legal requirements. 

27. Ensure that colleagues and any Appointed Representative for whom they are 
responsible are fully aware of their responsibilities under this Code of Conduct. 
Line management shall be deemed liable for any breach of conduct rules by their 
staff or such Appointed Representatives and shall be accountable to the 
Compliance Director in this regard. 

28. Follow requests conveyed by the Compliance Director from the regulatory 
authorities where appropriate and organize their business so that they are able 
to demonstrate adherence to systems and controls, including record keeping and 
appropriate levels of risk management as laid down by the Compliance Director 
to ensure the protection of the business and its customers’ affairs at all times. 

29. Notify the Compliance Director of any matters coming to their attention about 
others that might adversely affect the reputation of the Firm or the sector. 

30. Fully cooperate with the Firm at all times in the discharge of its functions under 
the regulatory umbrella of the FCA, including permitting the Compliance Director 
access to premises and records during business hours, upon reasonable notice, 
to undertake routine compliance checks or investigate any compliance issue 
brought to the Firm’s attention. 

31. Provide a copy of this Code free of charge to any customer who requests it, in an 
appropriate and accessible format. 

 

Refusal of Credit 

 

32. (a)Ensure that if a customer is denied credit and believes the refusal is 
unreasonable, upon request, provide the name of a manager within the business 
who can review the application process. 
(b) If credit is denied based on information from a credit reference agency, 
inform the customer of this when notifying them of the refusal and provide 
details on how to challenge any negative information if requested. 

 

Home Visits 

 
33. Home visits are permitted only after the customer reviews the finance 

agreement and wishes to proceed, unless a written request for a visit is received 
from the customer. 
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Credit Worthiness & Adequate Explanations 

 
34. Before granting or increasing credit facilities, colleagues must:  

(i) perform a reasonable affordability assessment considering the type, size, and 
relevant circumstances of the credit; 
(ii) ensure customers receive credit suitable for their needs and circumstances; 
(iii) provide adequate explanations before agreements are made. Special care is 
required for customers with known special requirements; offer additional 
information in an understandable form.  

35. Represent customers and third parties with good faith, competence, fairness, and 
courtesy. Offer terms that are fair and reasonable, ensuring fees and 
commissions align with industry standards.  

36. The Board will ensure the Firm maintains financial resources to secure business 
solvency. 

 

Credit Brokerage 
 

37. Employees and representatives must 
(a) Identify conflicts of interest in business activities and act transparently, prioritizing 

customer interests. 

(b) Do not use methods that are oppressive, dishonest, deceitful, misrepresentative, or 

against the aims or standards of the Firm to acquire business. 

(c) Use best efforts to refer finance proposals to reputable lenders. 

(d) Ensure thorough research of the lending panel to find the most appropriate 

solution for customers and provide evidence of the work done, including supervisory 

guidance. 

(e) Always use due diligence, skill, and reasonable care when carrying out instructions. 

(f) Keep customers informed regularly and respond promptly to reasonable requests 

for information. 

(g) Maintain full records of dealings with customers and demonstrate thoroughness 

and appropriate skill and knowledge in achieving outcomes suitable for customer 

needs. 

(h) From initial contact, ensure appropriate disclosure of services and fees to 

customers, with evidence of this being done. 

(i) Ensure customers understand any agreements or options provided. 

(j) Provide clients with information on how to make a complaint. 

(k) Ensure any Introducer Appointed Representative (IAR) or agent used will not 

pressure customers into entering a loan. 

(l) Before accepting business from any IAR for the first time: 
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i) Conduct necessary inquiries to confirm the integrity and competence of the IAR and 

their listing on the FCA Financial Services Register with Creative Funding Solutions 

Limited as Principal; 

ii) Ensure the IAR is made aware of this Code. 

(m) Monitor the activities of all dealers from whom business is accepted, specifically: 

i) Ensure dealers do not allow customers to sign blank application forms or provide 

false or misleading information; 

ii) Ensure dealers comply with the FCA Handbook; 

iii) Refuse further business if a dealer or IAR does not meet required standards of law, 

integrity, competence, or compliance with this Code. 

(n) Respect the confidentiality of information provided during business activities, 

following statutory data protection laws, and not exploit confidential information for 

purposes other than intended. 

(o) Do not give any assurances or undertakings to a customer or third party that 

cannot be fulfilled. 

(p) Disclose in writing to the customer any existing or potential conflicts of interest. 

 

Documentation: Terms & Conditions and Pre- Contract 
Disclosures (PCCI) 

 
38. Where required in all credit and hire transactions  

(a) Use: 
(i) Pre-contract Consumer Credit Information (PCCI); 
(ii) Lending agreements compliant with relevant laws. 

(b) Inform customers: 
(i) Of the Firm’s consumer credit authorisation and licence number; 
(ii) That compliance with this Code is required; 
(iii) Of the Firm's and Financial Ombudsman Service's contact details. 

(c) Ensure all customer communications are clear, especially terms and 
conditions under credit and hire agreements using legally prescribed wording. 
(d) Provide documents as required by law, in the appropriate format and timing. 
 
 

Merchandise 

 
39. Ensure that merchandise provided to customers is of satisfactory quality and fit 

for purpose. If it does not meet these standards within 30 days, the customer 
may: 

(i) Have it replaced or repaired by the dealer; 
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(ii) Receive a partial credit for the cost from the dealer; 

(iii) Rescind the finance agreement and get back any deposit, initial 
payment, or interest paid. 

40. Customers must deliver the vehicle to a location we choose or make it available 
for collection if they exercise their right to reject under the Consumer Rights Act 
2015, especially if the dealer disputes this right. 

 

Information about Accounts 

 
41. Promptly comply with all statutory and reasonable customer requests for 

information about their agreements and accounts. Provide necessary copies of 
documentation and account statements in an easily understandable form or as 
prescribed by law. 

 

Confidentiality and Financial Crime 

 
 

42. All employees and representatives must: 

a) Maintain strict confidentiality regarding customer information, except where 

disclosure is necessary, authorised by the customer, or permitted or required by law. 

b) Implement appropriate security measures to prevent unlawful or unauthorised 

processing of customers' personal data, and to protect against accidental loss or 

damage to such data. 

c) Comply with all statutory and legal requirements, including but not limited to: 

 (i) The Data Protection Act; 

 (ii) The Privacy and Electronic Communications Regulations. 

d) Inform customers of their rights under the Data Protection Act and according to 

successive ICO guidance to access and control their personal data. 

e) Ensure that all employees handling customers' personal data receive adequate 

training to understand their obligations concerning data protection and confidentiality. 

f) Guarantee that customers' details are not shared with marketing companies, brokers, 

or any other third parties unless explicitly consented to by the customers, or if the 

transfer is necessary for the Firm to meet its obligations. 
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g) When using a credit reference agency, take reasonable steps to ensure that all 

customer information provided is accurate. 

h) Hold and use personal data in accordance with applicable legislation, retaining it only 

as long as permitted by law, and dispose of expired documents securely. 

i) Take appropriate steps to comply with anti-money laundering and financial crime 

prevention legislation. 

j) Ensure that business dealings with customers and other contacts are adequately 

protected from cybercrime threats. 

Customer Care 

 
43. Colleagues should follow the BRUCE, TEXAS, and IDEA protocols to identify 

customers needing extra care and guidance who they suspect to have: 
• a disability; 

• poor language & literacy skills; 

• limited or impaired mental capacity; 
• severe or long-term illness; 

• hearing or visual impairments; 
• poor mental health; 

• caring responsibilities; 
• bereavement; 

• income shock; 

• relationship breakdown; 

• having non-standard requirements such as ex-offenders, care leavers, 
refugees, homeless 

• low or erratic income 

• over-indebtedness 
• low savings 

• low emotional resilience 

• lack of support structure 
• duress, or undue influence 

 

Compliance with this Code 

 
44. Colleagues must comply with this Code and its Appendices. Non-compliance will 

be addressed by the Compliance Director, who can take actions such as censure, 

retraining, adjusting remuneration, suspension, removal or dismissal. 

45. The Firm will appoint a Compliance Director to monitor compliance and 

customer outcomes continually, and issue an annual report on findings. 
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APPENDIX A 
 
SELLING BY ELECTRONIC COMMUNICATION 
(incl. telephone, text and e-mail) Colleagues should follow these guidelines: 
 

1. HONESTY & COURTESY 
 

i) Make clear from the outset the purpose of any call or message to the 
consumer. No sales calls or messages should be made in the guise of market 
research or with the offer of different goods or services. 
ii) Not make any misleading statements, exaggerations or partial truths. 
iii) Accept responsibility for the statements of employees, colleagues and 
associates. 
iv) Not subject consumers to harassment either by high pressure sales 
techniques or by persistent attempts to persuade them to change their minds. 
v) Not make any calls or messages using deception to telephone switchboards 
or to receptionists for the purpose of obtaining information about consumers. 
vi) In the case of telephone calls in particular. 
 

a) The caller's name, and that of the Firm, should be given at the start of the call 
and be repeated on request at any time during the conversation. 
b) The name and address of the Firm should appear on our website to enable 
the consumer to verify the authenticity of the caller. 
c) The caller should answer questions honestly and completely. 
d) When requested, or when a person is signed up to the Telephone Preference 
Service or similar, remove a consumer's name from the contact list. 
e) The caller should provide the consumer with a clear opportunity to refuse any 
appointment or offer and accept such a refusal promptly. 
f) If the caller makes an appointment to visit the consumer's home the caller 
should provide the consumer with a contact point in case the consumer wishes 
to cancel or postpone the visit. 

 
2. PRIVACY AND CONFIDENTIALITY 

 
i) Colleagues should collect and record only the minimum amount of personal 
information about consumers and all such information should be treated in strict 
confidence. 
ii) Telephone calls should only be made at reasonable times - normally between 
9.00am and 5.00pm - unless otherwise requested by the consumer. 
iii) Telephone calls should not be made on Sundays or Public Holidays - unless 
otherwise requested by the consumer. 
iv) Telephone callers should ask whether they have telephoned at a convenient 
time and offer to call back if they have not. 
v) Telephone callers should try to ensure that information, appointments or 
orders are not obtained from minors. 
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APPENDIX B 

 
COMPLAINTS PROCEDURE 
 
  

1. Introduction  

 

Creative Funding Solutions Limited are committed to providing products and 

services of the highest standard. If for any reason, you feel you are not entirely 

satisfied with any aspect of our service, please let us know straight away. We are 

also a member of NACFB and adhere to their Code of Practice in relation to all 

commercial finance. Our Consumer Code of Conduct applies to all regulated 

customers.  

We promise that our Complaints department will investigate your complaint 

competently, diligently and impartially.  

 

2. How to make your complaint  

 

Firstly, let us know what has happened. You can call us, email us or write to us. 

Our contact information is detailed at the bottom of this document.  

We will need to know:  

• Your name and address.  

• Your agreement number or policy number as appropriate.  

• Details of how we can contact you.  

• A clear description of your complaint and whether any 3rd party is 

involved.  

• Details of what you would like us to do to resolve your complaint.  

• If appropriate, copies of any relevant supporting documentation.  

 

However, you do not need to have this information ready before you lodge a 
complaint. If you are dissatisfied with any aspect of our service, you should tell 
us – we will ask you if we need anything else. 

 

3. What happens next?  
 

Creative Funding Solutions Limited aim to resolve all complaints as quickly as 

possible. We will consider all the available evidence, the circumstances together 

with any relevant laws or regulations. We will keep you regularly updated about 

what is happening and discuss our findings.  
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If we can resolve your complaint within 24hours we will come to a resolution with 

you verbally and the process will end at that point. Otherwise, we will contact you 

within three working days to let you know we are considering your complaint and 

clarify any points where necessary. If we then resolve your complaint within 3 

working days, we will send you a Summary Resolution Communication. This is a 

written confirmation, which confirms that you made a complaint and that we now 

consider the matter resolved. However, if still unresolved, we will record receipt 

of your complaint within 3 working days of receiving it and check that you have 

received a copy of this procedure.  

Unfortunately, it is the case that sometimes Creative Funding Solutions Limited 

are not able to find a resolution within 3 working days. On these occasions we 

will issue you with an initial response letter which outlines the circumstances of 

your complaint. We aim to respond to all complainants within four weeks 

although we have eight weeks from the date of receipt of your complaint to 

investigate and provide you with our final response. We will in the meantime 

investigate your complaint. This will normally involve passing your complaint to 

the Director, Mike Lowe, who will review the matter and speak to the member of 

staff who acted for you.  

Sometimes it can take a bit longer to reach a decision. If it is going to take us 

more than eight weeks to resolve your complaint, from when you first contacted 

us, we will update you on our progress and explain why it is still ongoing. When 

we have fully investigated your complaint and reached a decision, we will write to 

you to let you know our final response. This is a detailed letter which will tell you 

what we have found, what we plan to do and how we came to our decision.  

If you are unsatisfied with the outcome of our investigation, the final response 

letter will explain that you may have the right to refer your complaint to the 

Financial Ombudsman Service within six months of the final response being 

issued by Creative Funding Solutions Limited.  

The Ombudsman cannot consider a complaint if the complainant refers it to the 

Financial Ombudsman Service:  

more than six months after the date on which the respondent sent the 

complainant its final response, redress determination or summary resolution 

communication; or more than:  

six years after the event complained of; or (if later)  

three years from the date on which the complainant became aware (or ought 

reasonably to have become aware) that he had cause for complaint  

We will indicate within the communication whether we consent to waive the 

relevant time limits as set out in the FCA handbook (Dispute Resolution) if this is 

applicable.  
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In the case of complaints about commission arrangements the Financial 

Conduct Authority says we have until 4th December 2025 to respond. This may 

mean that you wait longer than usual for a response to your complaint. 

 
4. Complaints forwarding  

 
Where Creative Funding Solutions Limited identify a third-party may be solely or 

jointly responsible for the matters disclosed within a complaint, we will forward 

the complaint to the relevant party without delay. We will notify the complainant 

in the form of a ‘final response letter’ that we have referred the matter to the third 

party for investigation. Where Creative Funding Solutions Limited are jointly 

responsible for matters disclosed within a complaint, we will investigate the 

element relating to us and we will respond accordingly. Where Creative Funding 

Solutions Limited is in receipt of a forwarded complaint, we will acknowledge the 

complaint and will apply the standard time limits for a response from the date on 

receipt.  

Where we are providing assistance to a third party investigating your complaint 

to them, we will provide them with the information they request in a timely 

manner but will leave the complaint resolution to them. If you subsequently 

decide that you are dissatisfied with the resolution of the complaint, you may be 

able to refer the complaint to the Financial Ombudsman Service, ICO or the 

NACFB dependent upon the circumstances surrounding the case. The NACFB 

suggest trying to resolve the complaint directly with us in the first instance. If the 

complaint is referred to the NACFB, they will investigate the complaint 

competently, diligently and impartially. It is important to be aware, the NACFB 

have no powers or sanction relating to any form of compensation.  

 

 
5. Complaints Handling Contact Information  

 
Address  Mike Lowe  

Creative Funding Solutions, Bramber 
House,  
3 Amberley Court, Whitfield Road, 
County Oak Way,  
Crawley, West Sussex, RH11 7XL  

Contact Number  01293 127377  
Email  info@creativefs.co.uk  

 


