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Welcome to 
Positive Lending 

Founded in 2008, we are a professional 
mortgage packager and broker based in 

Ringwood, Hampshire. 

We are directly authorised by the Financial Conduct Authority and
have won more than 25 industry awards in specialist finance.

Every year we arrange thousands of specialist loans for our 
customers, either directly or via 9000 mortgage brokers who 
recommend our services, so rest assured that you are in safe hands.

We have an unrivaled and extensive panel of lenders giving us the 
power to search the whole of the market and help you find the 
perfect solution for your financial needs.

We have an exceptional team, all of whom are dedicated to 
supporting you in making your property dreams a reality.
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What is this brochure 
for?

This brochure explains how we support our customers, including those who 
may need additional help at different points in their lives. It is designed to help 
you understand the care, flexibility, and support you can expect when working 
with Positive Lending.

It does not replace personalised advice, a recommendation, or any formal 
documentation we provide as part of your mortgage application. Your adviser 
will always explain your individual options and next steps clearly before you 
make any decisions.

If you need information in a different format or require additional support to 
understand any part of our service, please let us know, and we will do our best 
to accommodate your needs.
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At Positive Lending, we understand that financial needs vary greatly from 
person to person, and sometimes life throws unexpected challenges our way. 
Whether you're navigating through a major life event or simply seeking clarity 
in your financial journey, we are here to provide unwavering support and 
guidance every step of the way.

Our commitment to you goes beyond just arranging loans; it's about forging 
genuine connections and ensuring that you feel heard, understood, and 
empowered throughout the process. We recognise that each client is unique, 
with their own set of circumstances, aspirations, and concerns. That's why we 
take the time to listen attentively, without making assumptions, so we can tailor 
our services to meet your specific needs.

In today's world, where the impact of events like the Covid-19 pandemic can 
leave individuals feeling more vulnerable, our dedication to treating customers 
with care and respect has never been more crucial. We believe that every 
interaction is an opportunity to make a positive difference, especially during 
challenging times.

Through our customer support brochure, we aim to not only outline our 
approach to serving you but also to reassure you that we are committed to 
upholding the highest standards of fairness, transparency, and integrity. From 
understanding the unique needs of our diverse clientele to continuously 
improving our practices, we strive to ensure that every customer, regardless of 
their circumstances, receives the support and attention they deserve.

We're not just in the business of arranging 
loans; we're in the business of helping you 
realise your property dreams and face the 

future with confidence and optimism.

How can we help?

5



Understanding 
Vulnerability and 

Embracing Individuality

The word 'vulnerable' can sometimes have negative feelings. It's a word that 
resonates with the challenges we all encounter at different points in our lives - 
be it brief moments or enduring situations. Illness can strike unexpectedly, and 
as we age, changes in sight or hearing may affect how we process vital
information. Even happy occasions, like a birth, can momentarily shift our focus 
and leave us exposed to potential risks. Similarly, communicating in a language 
other than English can cause potential misunderstandings.

Acknowledging feelings of vulnerability is a natural part of being human, 
and there's no need for embarrassment in doing so. What's crucial is that 
we understand how you're feeling and how you prefer to receive advice. 
You should feel empowered to express your preferences, and if you require 
additional support in making decisions, it should be readily available.

We value and celebrate the uniqueness of each client. Our advisers are 
committed to adapting to your specific needs every single day. We believe in 
providing tailored solutions and ensuring that you fully understand the options 
available to you. Your comfort and understanding are paramount to us, and 
we're dedicated to delivering advice and support in a way that best suits your 
circumstances.
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Navigating Life's 
Complexities

Life is a journey filled with unexpected twists 
and turns, and managing your finances amidst 
various challenges can be daunting. Here are 
some of the scenarios that may create hurdles 

along the way:

Health and Wellbeing
When health issues arise, whether they're physical or mental, they can disrupt 
your ability to stay on top of your finances. Coping with illness, whether it's a 
temporary setback or a long-term condition, can pose significant challenges.
Additionally, impairments to sight or hearing can add further complexity to
financial management.

Building Resilience
Life often throws us curveballs, testing our resilience in the face of adversity. 
Whether you're grappling with stressful life events or navigating through 
financial hardships, maintaining stability and making sound financial decisions 
can become more challenging. It's essential to recognise that everyone copes 
differently, and seeking support during tough times is not a sign of weakness 
but a testament to your strength.
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Navigating Financial Terrain
Each of us brings unique strengths and experiences to the table, but not 
everyone feels confident in financial matters. You may find yourself lacking in 
financial knowledge or feeling intimidated by numbers. Moreover, cognitive 
or learning challenges, as well as discomfort with technology, can further 
complicate financial management.

Embracing Life's Changes
Life is dynamic, and with it comes a myriad of experiences, both joyful and 
challenging. Whether you're celebrating milestones like marriage or grappling 
with the complexities of divorce, welcoming a new addition to the family or 
coping with loss, navigating career transitions or facing unexpected job loss – 
each of these life events shapes your financial needs and priorities in distinct 
ways.

 
We understand that life's journey is filled with ups and downs. That's why we're 
here to offer tailored support and guidance to help you navigate through the 
complexities with confidence and peace of mind. If any of this applies to you, 
please tell us so we can support you properly. 

Whether you're facing health challenges, coping 
with life's uncertainties, or seeking clarity amidst 
change, we're dedicated to being your partner 

every step of the way.
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Let's Talk

When we first discuss your financial plans, we encourage you to open up 
about your personal experiences, concerns, and goals. Even if you think your 
concerns may seem unimportant, every detail matters to us. Our role is to 
listen, understand your circumstances, and provide the tailored advice and 
guidance you need to navigate your financial journey effectively.

By gaining a good understanding of your situation, we can adjust our 
approach to ensure that our proposals provide you with the support and 
care you deserve. Importantly, once you entrust us with an understanding 
of your individual circumstances, we will take reasonable steps to ensure 
this information is recorded and reflected in our ongoing approach. If your 
circumstances or preferences change, please let us know so we can continue to 
support you appropriately. 
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Here are some ways we tailor our approach to accommodate your 
individual circumstances:

Flexible Meeting Arrangements
We understand that time and the purpose of meetings may vary based on your 
needs. Whether it's spreading discussions over several shorter chats or
accommodating important family events or periods of ill health, we will work with
you to fit calls around your plans.

Respect for Your Decision-Making Pace
We never rush you to make decisions. Instead, we work at your pace, ensuring 
you have plenty of time to consider your options thoroughly.

Welcoming Support
You're welcome to have friends or family members join the calls, especially 
if they're affected by your decisions. We believe in creating a supportive 
environment where you feel comfortable discussing your financial matters.

Contingency Planning
Life is unpredictable, and we're here to help you prepare for unexpected changes.
Whether it's choosing a trusted person for us to contact in case of concerns 
for your wellbeing or someone who you have chosen to act on your behalf 
throughout the mortgage process, we want to provide you with peace of mind 
and assurance.

We will explain any changes in our approach clearly and check that you are 
comfortable before proceeding. 

Whatever your circumstances, your wishes are 
important to us. We're committed to respecting 
your preferences and adapting our approach to 
meet your needs throughout our relationship.
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Working with you

At Positive Lending, partnership is more than just a word – it's the essence of 
who we are and how we operate. It's about working collaboratively with you, 
our valued clients, to ensure that your needs and aspirations remain at the 
forefront of our every decision and action.

For us, partnership means helping you to make informed financial decisions, 
understand the options available to you, and receive advice that is appropriate 
to your needs, circumstances, and objectives. Regardless of your circumstances, 
our goal is to support you in living the life you deserve.

As one of the leading and most diverse mortgage advice providers, we embrace 
the responsibility that comes with earning your trust. We are committed to 
always acting in your best interests and taking every opportunity to improve 
your financial well-being. Your confidence in us is important, and we promise to 
uphold the highest standards of integrity and professionalism as we travel this 
journey together.
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Supporting Your 
Loved Ones' Financial 

Wellbeing

We understand that not everyone feels comfortable discussing personal or 
sensitive parts of their lives. That's why every member of our team is trained 
to recognise indicators that a client may need additional support due to their 
personal circumstances. However, we recognise that some concerns may not 
always be obvious.

If you feel that certain aspects of your life are impacting your ability to make 
good financial decisions, we encourage you to talk to your adviser, no matter 
how small the matter may seem. By sharing your concerns, our advisers can 
make the necessary changes to provide you with the support you need.

If you're acting as the trusted individual for a relative or friend seeking financial 
advice from Positive Lending, and you have concerns about information not 
being shared, please don't hesitate to reach out to us. Your insight can help 
ensure that your loved one receives the support and guidance they require.

We're committed to safeguarding the financial well-being of both our clients 
and their loved ones. Your trust is important to us, and we're dedicated to 
providing a supportive and confidential environment where your concerns are 
heard and addressed with care.

We will always explain our fees, any commission we receive, and the overall 
cost of your mortgage clearly before you proceed. If at any point you feel 
unsure about the value of a product or service, you can ask questions or 
choose not to continue.
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You can call us directly on 01202 850 830 
You can email us on Sales@positivelending.co.uk

You can visit our website by clicking this link positivelending.co.uk

One of our team of experts will be happy to help you.

Any information that you share with us is fully confidential and will only be
used to ensure the best outcome for you.

If you are unhappy with any aspect of our service, you have the right to 
make a complaint. Full details of our complaints process are available on 

request or on our website.

How to contact us
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THINK CAREFULLY BEFORE SECURING ANY DEBTS AGAINST YOUR HOME OR PROPERTY. YOUR 
HOME OR PROPERTY MAY BE REPOSSESSED IF YOU DO NOT KEEP UP REPAYMENTS ON YOUR 

MORTGAGE.
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