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DATA PROTECTION POLICY 

       Your privacy is important to us. 
 
This leaflet tells you how Grand Union Financial and your Adviser use the information you give us and how we protect your privacy. It also explains your rights under the 
General Data Protection Regulations. 
Collecting information and protecting your privacy 
We aim to offer advice that helps you plan your financial future. To provide such advice, we need to know about your situation and your Adviser may request sensitive and 
private information about you, for example, your income, current financial arrangements, health, family commitments, and any legal proceedings you may be involved in. 
Much of the information you provide will, as part of your application, be passed to the company whose products you apply for and details of how they use your information 
are included in their data protection literature. 
If you are unable or unwilling to provide some, or all, of this information your Adviser will be unable to provide you with advice suitable for your circumstances. We do not 
collect personal information from third parties. 
Grand Union Financial is committed to protecting your privacy. As we would like you to be a lifetime client, we need to earn your trust and assure you that we will keep your 
personal information confidential and secure and only for as long as is necessary. The criteria we use to determine how long this period is can be obtained from Grand Union 
Financial’s Data Protection Officer at the address below. 
We will use it with care and it will only be shared in the ways explained in this leaflet, or if we are required to by Law or the Financial Conduct Authority (FCA). 
Your personal information will only be held for as long as necessary and collected to provide advice in respect of the range of products and services outlined in the Initial 
Disclosure Document or Client Proposition Brochure provided by your Adviser. Besides, we will make every effort to ensure that the information you provide is recorded 
accurately and that it is only passed to companies that comply with the General Data Protection Regulations (GDPR). If it is required to send your information abroad, we will 
only do so to countries within the European Union (EU) or to a third country that the EU has determined provides an adequate level of protection and where you can exercise 
your rights to access your personal information under the GDPR. 
Controlling and using your personal information  
A Data Controller is someone who determines the purposes for and how your personal data should be processed. Grand Union Financial, its Appointed Representatives 
(your Adviser), and the companies whose products you buy are all Data Controllers. Your Adviser will have given you their contact details and Grand Union Financials 
contact details are shown at the end of this document.  
We use your information in a variety of ways:  
•To introduce you to a range of products and services offered by the companies we are associated with (or may be associated with in the future). 
•To help with administration. 
•To contact you with details of changes to the products you have bought. 
•For business analysis and research. 
•For marketing products and services we think may be suitable for you (if you opt in to this service). 
•To comply with the Law and/or FCA requirements. 
•To verify your identity by searching publicly available records held by credit reference agencies. 
•To prevent fraud and money laundering we may pass your details to other companies, public bodies including the police, or to an insurer's database. Insurance companies 
can search databases for any relevant information that exists about you. 
We, therefore, process your data because it is necessary for:  

 The performance of a contract to which you area party. 
 Compliance with legal obligations to which we as the controller are subject. 

None of the information gathered about you will be used in automatic decision making.  
Credit checking  
If you apply for finance your information will be passed to the lender, who will carry out a credit check. You will also have to provide details of any criminal convictions you 
may have had. These details will be passed to the lender to carry out any necessary checks.  
Marketing and sharing your information  
The information you give us will be added to any other details we hold about you. Grand Union Financial will never sell your details to a third party, but we will share your 
information with any product provider whose products we recommend to you. We will collect your marketing preferences from you as part of providing you with advice.  
We may have to pass your details to another Adviser if, for example, your Adviser is ill or you need advice in a different product area. If your Adviser leaves we may pass 
your details to another Adviser so that we can continue to provide you with a high standard of service.  
We may send your information to third parties that are carrying out work on our behalf.  
Your Data Protection rights  
You have certain rights under the GDPR. These include the right to:  

 Ask for a free copy of your personal information in a portable format. 
 Stop us by sending you marketing material about products and services. 
 Have any incorrect information we hold about you corrected. 
 Ask us to restrict the processing of your personal data. 

As the processing of your personal information is necessary for a legal obligation placed upon us by the FCA and may be required for the establishment, exercise or defense 
of legal claims, we will not be able to permanently delete your personal information until the end of the period we have deemed necessary.  
How to get more information  
If you would like further details on how we use your personal information or if you have any data protection queries, please write to:  
The Data Protection Officer Grand Union Financial Limited, 22e Thornley House, Southam Road, Leamington Spa, Warwickshire, CV31 1TA  
You may receive more information about data protection from the companies that we have introduced you to.  
We may record telephone calls so we can check we have acted on your instructions correctly and to ensure we are giving you appropriate service. We may also monitor 
calls for security and training purposes.  
Complaints  
If you have any complaints about the way we or your Adviser have handled your personal information, please contact the Data Protection Officer at the address given 
above.  
You also have the right to refer your complaint to the Information Commissioner. 
 
Declaration  
I have read and understood the provisions set out in this document. Where my health information has been collected for the purposes of the provision of life or sickness 
insurance, I consent to my Adviser and Grand Union Financial collecting it and processing it in accordance with the provisions above.  
 
Print Name …………………………… Signature …………………………… Date ………………………  
 
Print Name …………………………… Signature …………………………… Date ………………………  
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Why should you read this document?  
 
During the course of dealing with us, we will ask you to provide us with detailed personal information relating to your existing 
circumstances, your financial situation and, in some cases, your health and family health history (Your Personal Data). This 
document is important as it allows us to explain to you what we will need to do with Your Personal Data, and the various rights 
you have in relation to Your Personal Data.  
 
The Data Protection Officer for Grand Union is Kal Woodley. We are registered with the Information Commissioners Office 
(Reference ICO Number ZA737426 ) 
 
What do we mean by “Your Personal Data”?  
Your Personal Data means any information that describes or relates to your personal circumstances. Your Personal Data may 
identify you directly, for example your name, address, date of birth, national insurance number. Your Personal Data may also 
identify you indirectly, for example, your employment situation, your physical and mental health history, or any other information 
that could be associated with your cultural or social identity.  
 
In the context of providing you with assistance in relation to your Finance requirements Your Personal Data may include:  
 

• Title, name, date of birth, gender, nationality, civil/marital status, contact details, addresses and documents that are 
necessary to verify your identity  

• Employment and remuneration information, (including salary/bonus schemes/overtime/sick pay/other benefits), 
employment history  

• Bank account details, tax information, loans and credit commitments, personal credit history, sources of income and 
expenditure, family circumstances and details of dependents  

• Health status and history, details of treatment and prognosis, medical reports (further details are provided below 
specifically with regard to the processing we may undertake in relation to this type of information)  

• Any pre-existing finance and finance products and the terms and conditions relating to these  
 
The basis upon which our firm will deal with Your Personal Data  
When we speak with you about your finance requirements, we do so on the basis that both parties are entering a contract for the 
supply of services.  
 
In order to perform that contract, and to arrange the products you require, we have the right to use Your Personal Data for the 

purposes detailed below. 

Alternatively, either in the course of initial discussions with you or when the contract between us has come to an end for whatever 
reason, we have the right to use Your Personal Data provided it is in our legitimate business interest to do so and your rights are 
not affected. For example, we may need to respond to requests from finance lenders and our Compliance Service Provider relating 
to the advice we have given to you, or to make contact with you to seek feedback on the service you received.  
 
On occasion, we will use Your Personal Data for contractual responsibilities we may owe our regulator, The Financial Conduct 
Authority, or for wider compliance with any legal or regulatory obligation to which we might be subject. In such circumstances, 
we would be processing Your Personal Data in order to meet a legal, compliance or other regulatory obligation to which we are 
subject.  
 
How do we collect Your Personal Data?  
We will collect and record Your Personal Data from a variety of sources, but mainly directly from you. You will usually provide 
information during the course of our initial meetings or conversations with you to establish your circumstances and needs and 
preferences in relation to finances You will provide information to us verbally and in writing, including email.  
 
We may also obtain some information from third parties, for example, credit checks, information from your employer, and 
searches of information in the public domain such as the voters roll. If we use technology solutions to assist in the collection of 
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Your Personal Data for example software that is able to verify your credit status. We will only do this if we have consent from you 
for us or our nominated processor to access your information in this manner. With regards to electronic ID checks we would not 
require your consent but will inform you of how such software operates and the purpose for which it is used.  
 
 
 
What happens to Your Personal Data when it is disclosed to us?  
 
In the course of handling Your Personal Data, we will:  
 

• Record and store Your Personal Data in our paper files, mobile devices and on our computer systems (websites, email, 
hard drives, and cloud facilities). This information can only be accessed by employees and consultants within our firm and 
only when it is necessary to provide our service to you and to perform any administration tasks associated with or 
incidental to that service.  Submit Your Personal Data to Finance Lenders both in paper form and on-line via a secure 
portal. The provision of this information to a third party is essential in allowing us to progress  

• any enquiry or application made on your behalf and to deal with any additional questions or administrative issues that 
lenders and providers may raise.  

• Use Your Personal Data for the purposes of responding to any queries you may have in relation to any finance you may 
take out, or to inform you of any developments in relation to those products and/or polices of which we might become 
aware.  

 
Sharing Your Personal Data  
 
From time to time Your Personal Data will be shared with:  
 

• Finance lenders  

• Third parties who we believe will be able to assist us with your enquiry or application, or who are able to support your 
needs as identified. These third parties will include but may not be limited to, our compliance advisers, product specialists, 
estate agents, providers of legal services such as estate planners, conveyancing, surveyors and valuers (in each case 
where we believe this to be required due to your particular circumstances).  

 
In each case, Your Personal Data will only be shared for the purposes set out in this Customer Privacy Notice, i.e. to progress your 
finance enquiry and to provide you with our professional services.  
 
Please note that this sharing of Your Personal Data does not entitle such third parties to send you marketing or promotional 
messages: it is shared to ensure we can adequately fulfil our responsibilities to you, and as otherwise set out in this Customer 
Privacy Notice.  
 
We do not envisage that the performance by us of our service will involve Your Personal Data being transferred outside of the 
European Economic Area.  
 
Security and retention of Your Personal Data  
 
Your privacy is important to us and we will keep Your Personal Data secure in accordance with our legal responsibilities. We will 
take reasonable steps to safeguard Your Personal Data against it being accessed unlawfully or maliciously by a third party.  
We also expect you to take reasonable steps to safeguard your own privacy when transferring information to us, such as not 
sending confidential information over unprotected email, ensuring email attachments are password protected or encrypted and 
only using secure methods of postage when original documentation is being sent to us.  
Your Personal Data will be retained by us either electronically or in paper format for a minimum of six years, or in instances 

whereby we have legal right to such information we will retain records indefinitely. 
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Your rights in relation to Your Personal Data  
 
You have the right to request a copy of the personal information that we hold about you, its origin and any recipients of it as well 
as the purpose of any data processing carried out. 
 
• Right to access: the right to request copies of your personal information from us; 
• Right to correct: the right to have your personal information rectified if it is inaccurate or incomplete; 
• Right to erase: the right to request that we delete or remove your personal information from our systems; 
• Right to restrict our use of your information: the right to ‘block’ us from using your personal information or limit the way 
 in which we can use it; 
• Right to object: the right to object to our use of your personal information   
• Right to data portability: the right to request that we move, copy or transfer your personal information; 
 
If you have any questions or would like to exercise your right under this Privacy Policy, please contact Kal Woodley via the following 
methods;  
 
Email – enquiries@grandunionfinancial.co.uk 
 
Phone – 07845028900 
 
We will aim to respond to all requests within 30 days except in instances where the request may be complex. We shall let you 
know within the 30-day period if we will need more time but no longer than 90 days. 
 
  
If you have any concerns or complaints as to how we have handled Your Personal Data you may lodge a complaint with the UK's 

data protection regulator, the ICO, who can be contacted through their website at https://ico.org.uk/global/contact-us/ or by 

writing to Information Commissioner's Office, Wycliffe House, Water Lane, Wilmslow, Cheshire, SK9 5AF. 

 

Changes to this Privacy Notice 

We may change this Privacy Notice from time to time. This may be necessary, for example, if the law changes, or if 

we change our business in a way that affects personal data protection. 

This Privacy Notice was last updated on 01/09/21. 
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1 POLICY STATEMENT 

Woodley LTD (hereinafter referred to as the “Company”) recognises and understands Treating Customers Fairly (TCF) 

remains one of the central expectations of firms regulated by the FCA, whereby they are expected to put customers at the 

forefront of their business processes and activities. 

The Company is dedicated to the TCF ethics and principles and has ensured that each business function and activity that 

relates to customers, has TCF at its core. We have developed and implemented numerous standardised and unique 

approaches, controls and procedures for ensuring TCF in the workplace and place high importance on training staff and 

ensuring that they are knowledgeable and competent in this area.  

Under the FCA Handbook Regulatory Guides is a section entitled The Responsibilities of Providers and Distributors for the 

Fair Treatment of Customers (RPPD), which provides guidance for TCF and to which the Company adheres. We have in place 

robust and compliant tools, procedures and controls to embed the TCF standards into our business practices and carry out 

frequent audits and training sessions specific to TCF, thus ensuring that all staff and activities are compliant. 

2 PURPOSE 

The purpose of this policy is to ensure transparency, fairness and openness in all business practices and processes that the 

Company and its staff create and engage in. This policy complies with the FCA's 6 outcomes for Treating Customers Fairly 

and sets out how TCF is embedded into our organisation and how the ethos of TCF is at the foundation of all interactions 

with our customers.  

The Company are committed to the TCF outcomes and ethos and operate a top-down approach when it comes to processes 

and functions that are customer focused. We apply the TCF principles throughout our business and offer extensive staff 

training on the outcomes and how they relate to our business and industry type. 

3 SCOPE 

This policy applies to all staff within the Company (meaning permanent, fixed term, and temporary staff, any third-party 

representatives or sub-contractors, agency workers, volunteers, interns and agents engaged with the Company in the UK or 

overseas). Adherence to this policy is mandatory and non-compliance could lead to disciplinary action.  

4 WHAT IS TREATING CUSTOMERS FAIRLY (TCF)? 

Treating Customers Fairly is about creating an open, transparent, fair and honest environment for customers in relation to 

financial services and products. It means providing only those products and/or services that are relevant and suitable for the 

customer, taking the time to establish what is required and what is not, ensuring that customers understand what we are 

providing and how it will benefit them. Providing a product or service that meets the expectations of the customer and does 

what we have advised it will do and removing any post-sale barriers to enable the customer to cancel a service or raise a 

complaint without encountering any obstacles 

 

The 6 TCF Outcomes, as set out below, cover what firms are required to do to ensure TCF is covered and these outcomes 

can be altered to suit the business type of each financial sector. The main aims of TCF are to increase consumer confidence 

in the financial markets and companies and to receive fair, clear and relevant products and services that are suitable and fit 

for purpose. 

 

The FCA have advised that they “expect customers’ interests to be at the heart of how firms do business. Customers can 

expect to get financial services and products that meet their needs from firms that they can trust. Meeting customers’ fair 

and reasonable expectations should be the responsibility of firms, not that of the regulator.” 

 

As part of the FCA’s TCF initiative, they expect firms to demonstrate that: - 

• They are integrating TCF into their business culture 

• They have the appropriate MI or measures in place to test whether they are treating their customers fairly including 



 

4 | P a g e  
Woodley LTD 
CONFIDENTIAL 
V1 – Internal Use Only 
  

 
 

by delivering the six TCF consumer outcomes 

• The MI demonstrates that they are consistently treating customers fairly and delivering the consumer outcomes 

• There are processes in place that monitor the MI to enable the right people to act  

4.1 OUTCOMES 

The six TCF outcomes detail what the FCA are trying to achieve for consumers. They are used for guiding regulatory decisions 

and actions and remain at the core of what the FCA expects of firms.  

• Outcome 1: Consumers can be confident that 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 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 of an acceptable standard and as they have been led to expect. 

• Outcome 6: Consumers do not face unreasonable post-sale barriers imposed by firms to change product, switch 

provider, submit a claim or make a complaint. 

5 OBJECTIVES 

The Company has laid out the below objectives which ensure that we comply with and adhere to the Treating Customers 

Fairly Principles and standards at all times. All staff are aware of these objectives and we ensure that frequent and 

continuous reviews and audits are carried out to guarantee that we continue to remain compliant in accordance with our 

own objectives and our obligations under the FCA regulations. 

The Company uses the below objectives to meet all regulatory requirements associated with Principle 6 - Customers’ 

Interests, of the FCA’s Principles for Business ‘A firm must pay due regard to the interests of its customers and treat them 

fairly.’ 

The Company ensures that: - 

• Customers are always provided with clear information and kept appropriately informed before, during and after 
the point of sale/provision of services. 

• Where we provide advice to our customers, that advice is always suitable and takes account of the general, personal 
and financial circumstances of the customer. 

• Where the performance of a product or service is under consideration, the Company always aims to meet and/or 
exceed the expectations of the customer as far as reasonably possible. 

• We always ensure that there are no barriers for customers to contact us after the service/product has been 
provided, including (but not limited to), customers expressing their requests, feedback, concerns or complaints and 
customers requesting further help or advice from us. 

• All products/services are developed with the customer and their best interests in mind, with a view to providing 
the best product/service available, which is suitable and appropriate for the needs of the customer. 

5.1 TRAINING 

The new starter induction includes training modules designed specifically to introduce and explain the meaning, ethos and 

reasons for Treating Customers Fairly within the industry and the Company. 
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There is a rolling training programme which is provided to all existing staff which reminds and updates them on the 

outcomes, requirements, principles and company ethos of TCF. The Company are committed to ongoing professional 

development and 1:1 training sessions and workshops around the ideas and outcomes of TCF and to ensure feedback is 

given at all times. We also utilise assessment and coaching reviews to test and evidence our employee’s understanding and 

knowledge of TCF and how it is embedded into our business and processes.  

Our training workshop covers the below areas: - 

• What Treating Customers Fairly (TCF) is 

• Background of TCF 

• The 6 TCF Outcomes 

• What the FCA’s Role is in TCF 

• How TCF relates to the Company 

• How the Company Implements, Monitors and Maintains TCF 

 

5.1.1 EVALUATION OF THE TRAINING 

The Company always reviews, assesses and evaluates our training and gain feedback from trainees to ensure that the 

content and delivery is effective and adequate. Trainees are given an evaluation sheet which is completed anonymously, 

the details of which are then used to improve and change the delivery, materials and methods used in the training if 

applicable.  

The Company recognise that training and competence are a core requirement under the FCA, not just for TCF but for all 

regulatory and business compliance areas. We have a robust and ongoing training program and welcome employee feedback 

on how effective and relevant that training is.  

5.2 AUDITS AND MONITORING 

The Company carries out regular internal audits and gap analysis monitoring in all business practices and procedures to 

ensure that TCF is still at its core and still functions with the six outcomes in mind. Regular reviews of the audit results are 

held with senior management and an ongoing record of gaps, actions and improvements are maintained.  

We use a TCF Audit Checklist which helps us to review and assess each business area, process and function and provides us 

with valuable management information and gap analysis data. We also use an action plan for detailing corrective actions 

and mitigating processes where gaps or areas of non-compliance are identified.  

5.3 COMPLAINTS PROCEDURES 

The Company maintains an open and transparent complaints system which is continuously monitored and reviewed. An 

ongoing record of complaints is maintained, and the appointed Complaints Officer is responsible for reviewing and 

monitoring outcomes and root causes to ensure a compliant TCF environment. 

We understand that when customers feel that they have not been treated fairly or that the products/services they have 

received are not fit for purpose or are not as described, they will be entitled to raise a complaint and should not meet any 

barriers in doing so.  

We have effective and robust complaint handling procedures in place and use a Complaint Register to document all issues 

and concerns.  

Our complaint handling procedures are 2-tiered when it comes to TCF: - 

• They provide us with valuable information about which areas of the business may be falling short, are not complying 

with the TCF outcomes or where we have gaps or inconsistent practices 
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• How the complaints themselves are handled is a TCF compliance requirement and provides valuable MI 

5.4 SALES AND ADVICE 

TCF is at the heart of any sales, advertising, promotions and advice that the Company provides, and we continuously ensure 

that customers are always receiving a like for like service and interaction. All sales and media formats incorporate the TCF 

outcomes and demonstrate transparency and openness, which is at the core of all our customer interactions.  

Where advice is given to customers, we provide the employees giving such advice with extra support and training and utilise 

TCF Monitoring and email checks to ensure that all advice is in accordance with the FCA requirements and or own TCF 

principles. Employees are provided with support materials such as screen prompts, guides and scripts, so that they have all 

the information that may be needed right in front of them. Staff are also given clear reporting lines so that any queries can 

be aside with a line manager if required.  

Our sales, marketing and advice materials and content are developed with the TCF Outcomes and principles in mind and are 

reviewed by the Compliance Officer and authorised before being used. All materials are checked to ensure that they are: - 

• Free from jargon and easy to understand 

• Relevant to the target audience we are approaching 

• Fit for purpose, adequate and accurate 

• Any warnings (such as charges, penalties, fees etc.) are clearly noted and explained 

• Opt-out links are provided and are easy to see/use on email marketing 

• Restrictions and/or exclusions are clear to see and understand 

5.5 STAFF INCENTIVES & RENUMERATION 

The Company understands that TCF applies within the workplace as much as it does to our customers and that any 

incentives, schemes or renumeration must ensure that employees are considering the customers and their needs at all times 

and not in response to targets or incentivisation. 

All advice, services, products and after care provisions are clear, relevant, transparent, open, fit for purpose and appropriate 

and have a dedicated review system in place. We understand that how our staff are remunerated and incentivised could 

have an impact on the type of advice/service that the consumer receives and so our procedures in this area are robust, strict 

and effective.  

Staff are trained and monitored to ensure that they are never swayed to alter their compliant approach to advising or selling 

by or with the intent of gaining extra money, benefits or perks.  

6 OUR SERVICE & APPROACH 

The Company always ascertains the appropriateness of any requested product or service for all new customers, prior to 

accepting any new instruction. We endeavour to ensure that the products/service that we provide, are fit for purpose and 

adequate for the customer’s needs whilst gaining an understanding of their knowledge and experience of the 

product/service. 

 

We continually work hard to understand the needs of our customers and aim to keep them fully informed at all stages of 

the sales/service process, in a clear and fair manner that is unambiguous and not misleading. 

 

The Company always makes sure that prospective customers have been made aware of any risks associated with our 

products/services and we work hard to ensure that service and risk information remains clear and prominent throughout 

the customer-company relationship. We aim to treat our customers fairly and deliver high quality products/services that 

meet their requirements and expectations, prior to and during their relationship with us. 

 

We recognise and understand that employees are critical to delivering a positive customer experience and are pivotal in 

ensuring that our customers are treated fairly. Our culture and values encourage and support our employees to deliver this, 
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through TCF training programs, guidance documents and work-based reminders of the 6 TCF outcomes and the TCF 

principles. 

 

Our TCF controls and measures include: - 

1. Generating high quality and effective Management Information (MI) on TCF to allow staff and senior management 

to review and assess our ongoing compliance with the 6 outcomes and FCA’s principles. 

2. Continuous review, updates and dissemination of the TCF Policy and any associated procedures, allowing the 

Company to adapt to the changing requirements of TCF and the regulators requirements in this area. 

3. TCF Training workshops and sessions are provided on an annual basis and help to ensure that all staff (both new 

starters and existing employees), are trained in and have a full understanding of Treating Customers Fairly. 

4. Employee Assessments are carried out after any training sessions and on a rolling basis to test and evidence our 

staff’s knowledge, understanding and competency when it comes to the TCF principles and outcomes and aligning 

them with our business practices.  

5. Using a TCF Dashboard for reviewing current TCF objectives and ensuring that timelines are met and understood 

in relation to any gaps that have been identified in our TCF program. 

6. In-depth monitoring of all compliance areas, with emphasis put on complaint handling and complaint logs. 

7. Full facts about any products/services are always disclosed and any new materials are assessed and approved for 

their TCF compliance prior to being introduced into company practices. Such assessing includes ensuring that all 

content and materials are: - 

a. Easy to understand, clear and accessible 

b. Fair, appropriate and not misleading 

c. Legible and in plain English, without the use of jargon or abbreviations 

d. Written in a manner that avoids technical language and/or difficult terminology without the provision of 

a comprehensive definitions page 

7 TCF MATERIALS, ADVICE & SALES MEASURES 

7.1 MATERIAL & CONTENT ASSESSMENT 

All financial promotions, emails and website content, marketing and advertising materials are reviewed and assessed for 

compliance with the 6 TCF outcomes and the FCA standards and principles for treating customers fairly. Before use, they 

are signed off as being fit for purpose, appropriate for the target audience and are clear, transparent and not misleading.  

7.2 STAFF ADVICE 

All staff who provide debt, financial or credit advice or sales information are fully trained and knowledgeable about the 

products/services that they sell and promote. Staff are provided with in-depth TCF and product training on a rolling basis to 

ensure that their regulatory understanding and competency are up-to-date, consistent and compliant. Staff assessments, 

coaching and appraisals are provided at least quarterly and results/feedback recorded and maintained for pattern and gap 

analysis. 

7.3 POST-SALE 

For all post-sale activities, customers are provided with suitable and clear contact methods and information, including any 

financial constraints and/or consequences relating to the breach of any consumer-credit contract and encountering no post-

sale barriers. After sales and customer care staff are provided with procedures to follow that ensure the fair treatment of 

customers and adherence to the FCA regulatory requirements and 6 TCF outcomes. 
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7.4 MANAGEMENT INFORMATION 

Management Information (MI) is gathered, recorded and assessed to ensure that the TCF regulatory requirements are being 

followed and complied with and is used to assess and mitigate against gaps. MI enables the Company to make informed 

decisions that are in the best interests of our customers and provides Directors and/or board members with regular reports 

on TCF implementation, outcomes and objectives. 

8 RESPONSIBILITIES 

The Company will ensure that all staff are provided with the time, resources and support to learn, understand and implement 

TCF into their business practices. Senior Management are responsible for a top down approach and in ensuring that all staff 

are included.  

The Compliance Officer and Senior Management are responsible for TCF audits and gap analysis monitoring and their 

subsequent reviews and follow ups. There is a continuous audit trail of all TCF audits and feedback to ensure continuity 

through each process and task.  

The Complaints Officer is responsible for ensuring that all complaints are raised, logged and actioned in accordance with our 

Complaints Procedure and that outcomes are matched against the TCF objectives to ensure changes are made where gaps 

are identified. 

 

END 
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Terms & Conditions 

These terms and conditions apply as between you, the User of Services provided therein and Woodley Limited T/A Grand Union Financial, the 
owner(s) of the Services and this Website. Your agreement to comply with and be bound by these terms and conditions and to grant all 
licences required is deemed to occur upon your acceptance of these terms and conditions prior to your first use of the Services. 
Definitions and Interpretation 

1. In these terms and conditions, unless the context otherwise requires, the following expressions have the following meanings: 
1. “Account” means collectively the personal information and access credentials used by Users to access the Services 

through the Website. 
2. “Agreement” means the binding agreement that shall come into effect between the User and Woodley Limited T/A 

Grand Union Financial following the User’s acceptance of these terms and conditions and which shall incorporate these 
terms and conditions. 

3. “Content” means any text, graphics, images, audio, video, software, data compilations and any other form of information 
capable of being stored in a computer that appears on or forms part of the Website. 

4. “Services” means collectively the online facilities, tools, services, or information that Woodley Limited T/A Grand Union 
Financial   makes available through the Website either now or in the future. 

5. “User / Users” means any third party that accesses the Website and the Services that is not employed by Woodley 
Limited T/A Grand Union Financial and acting in the course of their employment. 

6. “Website” means the website on which these terms and conditions appear (www.grandunionfinancial.co.uk) and any 
sub-domains of that website unless expressly excluded by their own terms and conditions. 

2. Unless the context otherwise requires, each reference in these terms and conditions to: 
1. “Writing,” and any cognate expression, includes a reference to any communication effected by electronic or facsimile 

transmission or similar means. 
2. a statute or a provision of a statute is a reference to that statute or provision as amended or re-enacted at the relevant 

time. 
3. a Clause or paragraph is a reference to a Clause of these terms and conditions. 

3. The headings used in these terms and conditions are for convenience only and shall have no effect upon the interpretation of 
these terms and conditions. 

4. Words imparting the singular number shall include the plural and vice versa. 
5. References to any gender shall include the other gender. 

Provision of Services 

1. Woodley Limited T/A Grand Union Financial shall use its best and reasonable endeavours to provide the Services on an error-free 
basis and without interruption. [Notwithstanding Woodley Limited T/A Grand Union Financials’ right to perform any of the actions 
detailed in this Clause without prior notice, Woodley Limited T/A Grand Union Financial shall use its best and reasonable 
endeavours to provide such notice whenever possible.] 

2. Woodley Limited T/A Grand Union Financial shall have the right, exercisable at its sole discretion, to terminate provision of the 
Services without prior notice to Users. [Notwithstanding Woodley Limited T/A Grand Union Financials’ right to perform any of the 
actions detailed in this Clause without prior notice, Woodley Limited T/A Grand Union Financial shall use its best and reasonable 
endeavours to provide such notice whenever possible.] 

 

 

Access to Services 

1. The User represents and warrants that they have the authority to enter into the Agreement, to use the Services, and to perform all 
acts as may be necessary under these terms and conditions. 

2. If the User is unable to comply with the requirements of sub-Clause 3.1, they shall be prohibited from using the Services and must 
not accept these terms and conditions. 

3. To use the Services and to submit or create Content, Users are required to create an Account and to submit certain personal 
details. By accepting these terms and conditions the User represents and warrants that: 

1. any information that is submitted is accurate and truthful. 

http://www.grandunionfinancial.co.uk/
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2. all such information will be kept accurate and up to date; and 
3. how they identify themselves does not violate any part of these terms and conditions or any applicable laws. 

Use of Services 

1. The Services are for personal and commercial use. Use of the services during business is acceptable. 
2. Users are permitted to use the Services only in accordance with: 

1. these terms and conditions; and 
2. any relevant law, regulation, or other applicable instrument in their particular jurisdiction. 

3. Subject to any express agreement to the contrary, Users may only access the Services through the normal means provided by 
Woodley Limited T/A Grand Union Financial. Users shall not attempt to download, convert or otherwise reverse-engineer any part of 
the Services. 

4. The restrictions set out in sub-Clause 4.3 shall not apply to Content submitted or created by a particular User where that User is 
downloading their Content, nor to any other Content that a User may have permission to access. 

5. Users may not engage in any conduct that may disrupt provision of the Services by Woodley Limited T/A Grand Union Financial. 
6. Subject to any express agreement to the contrary, Users may not reproduce, copy, duplicate, trade or resell the Services. 
7. Users’ rights to use the Services are non-exclusive, non-transferrable and fully revocable at Woodley Limited T/A Grand Union 

Financial ’s discretion. 

Intellectual Property 

1. Subject to the exceptions in Clause 6 of these terms and conditions, all Content included on the Website, unless submitted or 
created by Users, including, but not limited to, text, graphics, logos, icons, images, sound clips, video clips, data compilations, page 
layout, underlying code and software is the property of Woodley Limited T/A Grand Union Financial , our affiliates or other relevant 
third parties. By accepting these terms and conditions the User acknowledges that such material is protected by applicable United 
Kingdom and International intellectual property and other laws. 

2. Subject to Clause 8 Users may not reproduce, copy, distribute, store or in any other fashion re-use material from the Website 
unless otherwise indicated on the Website or unless given express written permission to do so by Woodley Limited T/A Grand Union 
Financial. 

Third Party Intellectual Property 

1. Where expressly indicated, certain Content, such as advertising material, and the Intellectual Property Rights subsisting therein 
belongs to other parties. This Content, unless expressly stated to be so, is not covered by any permission granted by Clause 5 of 
these Terms and Conditions to use Content from the Web Site. The exceptions in Clause 8 continue to apply. Any such Content will 
be accompanied by a notice providing the contact details of the owner and any separate use policy that may be relevant. 

User Content and Intellectual Property 

1. When using the Services to create Content, Users should do so in accordance with the following rules: 
1. Users must not submit Content that is unlawful or otherwise objectionable. This includes, but is not limited to, Content that 

is abusive, threatening, harassing, defamatory or fraudulent. 
2. Users must not submit Content that is intended to promote or incite violence. 
3. Users must not submit Content that may contain viruses or any other software or instructions that may damage or 

disrupt other software, computer hardware or communications networks. 
4. Users must not post links to other websites containing any of the above types of Content. 
5. [Users must not engage in any form of commercial advertising. This does not prohibit references to businesses for non-

promotional purposes including references where advertising may be incidental;] 
6. Users must not impersonate other people, particularly employees and representatives of Woodley Limited T/A Grand 

Union Financial or our affiliates. 
7. Users must not use the Services for unauthorised mass-communication such as “spam” or “junk mail.” 

2. Woodley Limited T/A Grand Union Financial has the right, but not the obligation to pre- or post-screen Content submitted or 
created by Users and may flag or filter any Content that it deems appropriate. 

3. If any Content is found to be in breach of these terms and conditions, Woodley Limited T/A Grand Union Financial reserves the right 
to remove it without notice and may, at its sole discretion, terminate the responsible User’s access to the Services. 
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4. Users acknowledge that they may be exposed to Content that they may find offensive. If a User believes that such Content is in 
violation of these terms and conditions, it should be reported to Woodley Limited T/A Grand Union Financial using our postal 
address or calling 07845 028 900. 

5. Users are solely responsible for all Content that they submit or create. Woodley Limited T/A Grand Union Financial do not endorse, 
support, represent or otherwise guarantee the accuracy or reliability of such Content. 

6. Subject to sub-Clause 7.4, Users use the Services at their own risk. 
7. By submitting or creating Content Users warrant and represent that they are the author of such Content and / or that they have 

acquired all the appropriate rights and / or permissions to use the Content in this fashion. Woodley Limited T/A Grand Union 
Financial accept no responsibility or liability for any infringement of third-party rights by such Content. Further, Users waive all 
moral rights in all Content that they submit or create to be named as its author. Woodley Limited T/A Grand Union Financial accept 
no responsibility or liability for any infringement of third-party rights by such Content. 

8. By accepting these terms and conditions, the User grants a non-exclusive, worldwide, perpetual licence to Woodley Limited T/A 
Grand Union Financial to copy, distribute, transmit, publicly display, publicly perform, transmit and reformat all Content for the 
purpose of providing the Services. 

9. The User represents and warrants that they have all necessary rights, power, and authority to grant the licence described in sub-
Clause 7.8. 

Fair use of Intellectual Property 

1. Content may be copied, transmitted, performed, adapted, or otherwise re-used without written permission where any of the 
exceptions detailed in Chapter III of the Copyright Designs and Patents Act 1988, or other relevant legislation apply. 

Links to Other Websites 

1. This Website may provide links to other websites as part of the Services. Unless expressly stated, such websites are not under the 
control of Woodley Limited T/A Grand Union Financial or that of our affiliates. Woodley Limited T/A Grand Union Financial assume 
no responsibility for the content of the websites and disclaim liability for any and all forms of loss or damage arising out of the use 
of them. The inclusion of a link to another website on this Website does not imply any endorsement of that website or of those in 
control of it. 

Links to this Websites 

1. Users wishing to place a link to this Website on another website may do so only to our home page in the absence of any prior 
permission. Deep linking (i.e., links to specific pages within the Website) requires the express permission of Woodley Limited T/A 
Grand Union Financial. To find out more Users should contact Woodley Limited T/A Grand Union Financial 
at info@grandunionfinancial.co.uk or telephone 07845 028 900. 

Privacy 

1. Use of the Website and the Services is also governed by Grand Union Financials’ Privacy Policy which is incorporated into these 
terms and conditions by this reference. 

Disclaimer of Warranties 

1. Woodley Limited T/A Grand Union Financial makes no warranty or representation that the Website or the Services will meet Users’ 
requirements, that they will be of satisfactory quality, that they will be fit for a particular purpose, that they will not infringe the 
rights of third parties, that they will be compatible with all systems, or that they will be secure. 

2. Woodley Limited T/A Grand Union Financial shall use its best and reasonable endeavours to ensure that all information provided 
on the Website and the Services is accurate and up to date, however Woodley Limited T/A Grand Union Financial makes no 
warranty or representation that this will always be the case. Woodley Limited T/A Grand Union Financial make no guarantee of any 
specific results from the use of the Website or the Services. 

3. No part of the Website or the Services is intended to constitute advice and the Content of the Website, and the Services should not 
be relied upon when making any decisions or taking any action of any kind. 
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4. Any information that forms part of the Website or the Services is not designed with commercial purposes in mind. [Commercial 
use of the Services is forbidden under sub-Clause 4.1 of these terms and conditions. Any such use Woodley Limited – TR.IT.09 Web-
Based Software Terms & Conditions 6 constitutes a breach of these terms and conditions and] Woodley Limited T/A Grand Union 
Financial makes no representation or warranty that the Website or the Services or any Content therein is suitable for use in 
commercial situations or that it constitutes accurate data and / or advice on which business decisions can be based. 

5. Whilst every effort has been made to ensure that all descriptions of Services available from Woodley Limited T/A Grand Union 
Financial correspond to the actual services available, Woodley Limited T/A Grand Union Financial is not responsible for any 
variations from these descriptions. 

Availability of the Website and the Services 

1. The Website and the Services are provided “as is” and on an “as available” basis. Woodley Limited T/A Grand Union Financial give 
no warranty that the Website or the Services will be free of defects and / or faults. To the maximum extent permitted by law 
Woodley Limited T/A Grand Union Financial provides no warranties (express or implied) of fitness for a particular purpose, 
accuracy of information, compatibility, and satisfactory quality. 

2. Woodley Limited T/A Grand Union Financial accepts no liability for any disruption or non-availability of the Website or the Services 
resulting from external causes including, but not limited to, ISP equipment failure, host equipment failure, communications network 
failure, power failure, natural events, acts of war or legal restrictions and censorship. 

Limitation of Liability 

1. To the maximum extent permitted by law, Woodley Limited T/A Grand Union Financial accepts no liability for any direct or indirect 
loss or damage, foreseeable or otherwise, including any indirect, consequential, special, or exemplary damages arising from the 
use of the Website, the Services or any information contained therein. Users should be aware that they use the Website, the 
Services, and all relevant Content at their own risk. 

2. Nothing in these terms and conditions excludes or restricts Woodley Limited T/A Grand Union Financial ’s liability for death or 
personal injury resulting from any negligence or fraud on the part of Woodley Limited T/A Grand Union Financial. 

Term and Termination 

1. The term of the Agreement shall commence upon the User’s acceptance of these terms and conditions and shall continue until 
terminated either by the User or by Woodley Limited T/A Grand Union Financial in accordance with this Clause 15. 

2. If a User wishes to terminate the Agreement they may do so by: 
1. Closing their Account; [and / or] 
2. Informing Woodley Limited T/A Grand Union Financial in writing that they wish to terminate this Agreement. 

3. Woodley Limited T/A Grand Union Financial reserves the right to terminate the Agreement, a User’s Account, and a User’s access to 
the Services at any time for the following reasons: 

1. The User has committed a material breach of these terms and conditions, unless such breach is capable of remedy, in 
which case the right to terminate immediately will be exercisable if the User fails to remedy the breach within 14 days after 
a written notice to do so. 

2. The User has indicated, expressly or impliedly, that they do not intend to or are unable to comply with these terms and 
conditions. 

3. Woodley Limited T/A Grand Union Financial is required to do so by law. 
4. It has become, in the opinion of Woodley Limited T/A Grand Union Financial, its affiliates or advisers, no longer 

commercially viable to continue providing the Services. 
5. Woodley Limited T/A Grand Union Financial is no longer providing the Services in the User’s country of residence. 

4. If the Agreement is terminated, the User’s Account will be closed and their access to the Services suspended. Any Content that the 
User has submitted or created will become inaccessible to all Users upon termination, however copies may be retained by 
Woodley Limited T/A Grand Union Financial as part of standard backup procedures. 

5. Upon termination of the Agreement, the User shall cease to be bound by all obligations set out in these terms and conditions 
except for those expressly stated to survive the termination of the Agreement. 

No Waiver 
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1. If the User or Woodley Limited T/A Grand Union Financial fail to exercise any right or remedy contained in these terms and 
conditions, this shall not be construed as a waiver of that right or remedy. 

Assignment 

1. Users may not assign, transfer, sub-contract, or in any other manner make over to any third party the benefit and/or burden of this 
Agreement without the prior written consent of Woodley Limited T/A Grand Union Financial, such consent not to be unreasonably 
withheld. 

Severance 

1. Whilst every effort has been made to ensure that these terms and conditions adhere strictly with the relevant provisions of the 
Unfair Contract Terms Act 1977, in the event that any of these terms are found to be unlawful, invalid or otherwise unenforceable, 
that term is to be deemed severed from these terms and conditions and shall not affect the validity and enforceability of the 
remaining terms and conditions. This term shall apply only within jurisdictions where a particular term is illegal. 

Entire Agreement 

1. These terms and conditions embody and set forth the entire Agreement and understanding between the Parties and supersede all 
prior oral or written agreements, understandings or arrangements relating to the subject matter of the Agreement. Neither the User 
nor Woodley Limited T/A Grand Union Financial shall be entitled to rely on any agreement, understanding or arrangement not 
expressly set forth in these terms and conditions, save for any representation made fraudulently. 

Notices 

1. All notices / communications shall be sent to and by Woodley Limited T/A Grand Union Financial by post to our premises (22e 
Thornley House, Southam Road, Leamington Spa, Warwickshire. CV31 1TA) or by email to info@grandunionfinancial.co.uk. Such 
notice will be deemed received 3 days after posting if sent by first class post, the day of sending if the email is received in full on a 
business day and on the next business day if the email is sent on a weekend or public holiday. 

Law and Jurisdiction 

1. These terms and conditions, the Agreement, and all other aspects of the relationship between the User and Woodley Limited T/A 
Grand Union Financial shall be governed by and construed in accordance with the Laws of England and Wales. 

2. Any dispute between the User and Woodley Limited T/A Grand Union Financial relating to these terms and conditions, the 
Agreement and all other aspects of the relationship shall fall within the [non-]exclusive jurisdiction of the courts of England and 
Wales. 

 

 
  


