WMG Vehicle Management (Retail) Ltd
Treating Customers Fairly

Treating customers fairly and delivering excellent customer service has been the core principle of
WMG Vehicle Management (Retail) Ltd for many years. This forms a cornerstone of how we do
business with our customers and is embedded in our company culture. If, at any time, you believe
that we have failed to live up to this principle please contact us.

Treating customers fairly is one of the key principles laid down by the Financial Conduct Authority.
This guiding principle is sub-divided into six key elements which dictate the way in which we deal
with our customers in terms of communication, expectations, level of service and the products
and services we offer.

The six guiding principles are:

Consumers are confident that they are dealing with firms where fair treatment of customers is
central to the corporate culture.

Products and services marketed and sold in the retail market place are designed to meet the
needs of identified consumer groups and are targeted accordingly.

Consumers are provided with clear information and are kept appropriately informed before, during
and after the point of sale.

Where consumers receive advice, the advice is suitable and takes account of their needs and
circumstances.

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.

Consumers do not face unreasonable post-sale barriers imposed by firms to change product,
switch provider, submit claims or make a complaint.

In practical terms we comply with the six principles by:
Understanding the needs of our customers.

Offering products which are appropriately targeted, clear, unambiguous and highlight the risks
and conditions as well as the key features and benefits.

Ensuring customers understand any risks associated with products and services.

Ensuring services are delivered to customers openly, with clarity and transparency and do not
contain hidden conditions or complex definitions.

When, in the event of providing advice, that the advice given takes into account the customers’
needs and circumstances.

Taking the customers privacy seriously and ensuring that members of staff are trained to follow
the rules in relation to data protection and to keep customers details secure and confidential.

Taking complaints seriously and dealing with them promptly, learning from them and modifying
operations and processes where necessary.



