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Policy purpose 

1st Loan aims to ensure that clients are the overall focus of the services we provide, as such 
effective communication is vital. 

This policy has been developed to detail 1st Loan’s commitment in ensuring that we are consistent 
in delivering the highest quality, customer focused service via exceptional communication 
mechanisms. 

Policy scope 

This policy is concerned with customer communication in all areas of 1st Loan’s business, including 
telephony, written correspondence, web site information, and 1st loan publications (i.e. Policies). 

Policy objectives 

1st Loan recognises that the following objectives are integral to the understanding and provision of 
effective customer communication: 

1. Develop a genuine approach to the cooperation and partnership of customer 

2. Develop a thorough understanding of our customers and their needs by providing 
opportunities for customers to inform us of their needs 

3. Utilise effective communication with customers to maintain continual service improvements 

4. Enable customer communication in the most accessible way possible via a variety of 
communication channels 

5. Ensure customer communication is consistent, fair, clear and accurate, and not misleading, 
at all times via all communication methods 

6. Recognise customer individuality and diversity 

7. Comply with accessibility and usability principles 

8. Conducting regular reviews of the effectiveness of the 1st Loan customer communications 
policy 



1st Loan customers 

1st Loan customers comprise of a large demographic as our website and the products we market 
are available to any person within the United Kingdom. Whilst 1st Loan recognises that within this 
customer group there may be specific needs and characteristics, our approach to service provision 
is that all services are intended, and inclusive, for all users. 

Communicating with our customers 

In the effort to ensure customer communication is of the highest quality, 1st Loan aims to: 

• Treat all customers with courtesy, patience, sensitivity and attentiveness. 

• Recognise the individual needs of each client 

• Provide information that is consistent, clear, fair and not misleading; avoiding jargon and 
technical terminology where possible. 

• Ensure sensitivity to any language or communication difficulties experienced by a customer 
when providing information. 

• Take every possible step to ensure any information given is understood. 

• Maintain acceptable language styles and format regardless of the communication channel 
used (e.g. ensure language formality doesn’t reduce when using e-mail). 

• Respond to any communication request at the next available opportunity with the aim of 
preventing the client from having to request contact for a second time. 

• Answer a customer’s call in the first instance where possible. 

• Prevent from placing a customer on hold unless necessary and ensure minimum length of 
hold time. 

 
Customer feedback 
 

1st Loan believes it is important to obtain feedback from customers to ensure we are 
communicating in the most effective and desired way.  

We provide the opportunity for client feedback through a form on our website (www.1st-
loan.co.uk/feedback), by email (info@1st-loan.co.uk) or telephone (0161 763 4783) and any 
feedback obtained is recorded and used for future service improvements. 

 



Important Notes 
 

1st Loan do not initiate contact with customers directly 

All enquiries received through our website are forwarded to FCA regulated brokers as follows: 

Unsecured loan enquiries are automatically forwarded to TdotUK Limited (https://t.uk/b-privacy/), 
which is authorised and regulated by the Financial Conduct Authority and is entered on the 
Financial Services Register under reference number: 688026. TdotUK Limited is registered in 
England and Wales (Company number 09225672), with a registered office located at Office 1, 
Bourne Villa, Exeter Park Road, Bournemouth, BH2 5AY, United Kingdom. Licensed by the 
Information Commissioner’s Office under registration number: ZA128431. 
 
Other than the three firms listed above, we do not share customer contact, account or business 
information with third parties. Any unsolicited communications from other than one of the above 
firms should be immediately reported to 1st Loan. E-mail communications from 1st Loan can readily 
be identified as coming from 1st-loan.co.uk 

  
Any other e-mail source should be treated with suspicion. If you have any questions regarding this 
policy or believe you have received any such communication, please contact us. Any other e-mail 
source should be treated with suspicion. 
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