What to do if your issue isn't resolved

aerial

Every conversation matters

If you've followed our internal customer complaints procedure and you're not satisfied with the outcome,
your complaint can be investigated by the Communications Ombudsman Services. These regulatory
bodies are independent of Aerial Direct and you'll not be charged for making a complaint.

If you have a financial service and you wish to make a complaint, please contact the Financial
Ombudsman Services. If you don't have a financial service but wish to make a complaint, please
contact the Ombudsman Services. Prior to making a complaint to the regulatory bodies, a period of 6
weeks should have passed to allow Aerial Direct the opportunity to resolve your initial complaint. You
will not be charged for making a complaint from the initial proposal to the final implementation.
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How does the process work?

The Communication Ombudsman Services is committed to ensuring a fair and efficient process for
resolving customer disputes, prioritising open communication, impartial assessment, and tailored

solutions to help bridge the gap between you and us.

For more information on the process, visit their website.
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The Communication
Ombudsman will
provide their decision
and solution.

The Communication
Ombudsman will
review your dispute.

If not resolved, raise
your dispute with
the Communication
Ombudsman.

Raise the issue
with us.

Send your supporting
information over to
the Communication
Ombudsman within
14 days.
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Aerial Direct Limited is registered in England & Wales at 1 Barnes Wallis Road, Fareham, Hampshire, UK PO15 5UA. Company no. 08043921. Aerial Direct Limited is authorised and
regulated by the Financial Conduct Authority for certain types of consumer credit lending and credit-related activities that are regulated under the Consumer Credit Act 1974 and by the
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If you choose to
accept their decision,
we will have 28

days to implement
the solution. If you
choose to decline
the decision, you can
pursue the dispute
with us in court.
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Financial Services and Markets Act 2000. We are a credit broker, not a lender (FCA Registered Number: 729695).
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