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First Up

react to new mortgage brokers that automate 
pretty much all of the admin-heavy, 
eligibility-related tasks for borrowers before 
they contact an adviser. 

For collections, one wonders to what 
extent agent roles are at risk amid the likely 
increased usage of SMS and digital 
engagement tools, which is touched on in 
this issue (see p15). 

As new demographics find themselves in 
contact with the collections function of their 

financial service, utility 
or mobile/broadband 

provider, they will 
expect the ability to 
manage the vast 
majority of the 
process on a 
smartphone or tablet. 
When it’s requested 

by those providers, they will expect the 
ability to pull together easily their (portable) 
personal financial information via simple 
processes from different sources.

Amid the rise of automation, the industry 
is also witnessing the development of 
inter-connected apps, which will transfer 
more power to the customer, so that they can 
understand their financial needs better and 
find the best solutions for them much faster. 

As banks close more branches, we’re 
probably only seeing one phase in an 
ongoing response to a simultaneous  
surge in demand for convenience and  
digital interaction. 

One wonders how the people skills will  
be retained in the next phases. CS

Analysts and agents:  
An endangered species?

In a month that Article 50 provides an 
ominous backdrop to our inaugural 
Credit Week (see p33-43), there’s a 
phenomenon at risk of becoming 

submerged in the political maelstrom. 
The rapid emergence of artificial 

intelligence in certain sectors, as well as the 
increased use of technology for automated 
decisions in credit risk and collections, 
probably deserves just as much attention. It 
is, after all, taking effect now and is not 
subject to an uncertain 
deadline. Perhaps debates 
might kick off at the 
Credit Summit, and at 
our other Credit Week 
events, about what this 
rise means for teams of 
analysts and agents: 
What will either role 
look like 10 years from now? 

Although it highlighted more prescient 
risks for underwriting roles in insurance, a 
recent ground-breaking study warned that  
35 percent of UK jobs will be put in danger 
by automation. This is the kind of software, 
we’re told, that can theoretically perform 
those functions to the same standard as the 
people trained to do it. 

The author of this study is Carl Frey, 
co-director of the Oxford Martin programme 
on technology and employment at Oxford 
University. 

What’s new about his findings is the threat 
not just to low-skilled jobs, but those 
commanding a salary of £40,000 or more 
– in other words highly-skilled, white-collar 

workers that comprise swathes of the 
country’s middle class.

Where the study starts to become  
relevant for our readers is in the specified 
jobs that Frey believes are “at risk.”

These include insurance underwriters  
who are given a 98.9 percent risk rating, 
along with loan officers (98.4 percent), motor 
insurance assessors (98.3 percent) and credit 
analysts (97.9 percent). Personal financial 
advisers were let off with a relatively less 

exposed rating of 58 percent. 
We can probably expect more of these 

reports in the coming two years; not least 
because the Bank of England has also 
warned that around 15 million jobs in Britain 
are at risk of automation. 

It’s an increasingly common thread in 
conversations – unsurprisingly – with fintech 
firms; but they have a point. 

What tends to come up is a pointed 
question about how well prepared some of 
the larger financial organisations are for this 
transformation and the willingness to accept 
and acknowledge automation’s takeover of 
certain disciplines.

It will be interesting to see, for example, 
how the mortgage intermediary market might 

Marcel Le Gouais
Editor

“What’s new about this study is the threat not 
just to low-skilled jobs, but those commanding  

a salary of £40,000 or more”
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26  Savant guard
FCA chief executive Andrew Bailey is leading the regulator in a 
temperate, more philosophical style. In an exclusive interview 
with Credit Strategy, he explains the regulator’s new mission

20  Breaking point?
There are estimates that 
600,000 consumers have 
no access to credit, 
following regulatory 
changes to the provision 
of high-cost short-term 
credit. As the regulator 
investigates the effects of 
a price cap, Amber-
Ainsley Pritchard asks if 
lenders can withstand 
any more rule changes

C S  C O V E R  S T O R Y

The CFA found that 42 percent less payday loans had 

been sold between January and April 2016 than the 

same period in 2013

T H E  C S  I N T E R V I E W
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Choice cuts  
from social media

Calls for public sector to adopt 
Standard Financial Statement

The government will assess 

whether it gets value for 

money on the sale, by 

comparing the value of 

payments received by 

retaining the book, with the 

immediate proceeds from a 

sale. This book covers loans 

issued under the previous 

system that operated until 

The government has kicked 

off the sale process of part of 

the Student Loans Company 

book, but will only sell it if it 

receives specific “value for 

money”.

The book has a face value 

of around £4bn and the sale 

is expected to take several 

months.

Student loan book must sell at “value for money”
2012. Specifically, it will 

include the accounts of 

customers who entered 

repayment between 2002 

and 2006. Although the sale 

will be significant, the face 

value represents a proportion 

of the total outstanding 

student loan book in the UK, 

which stood at £73.5bn for 

the financial year 2014 to 

2015. News of the sale 

emerged at the same time as 

a study on student debt 

conducted by financial 

technology company 

Intelligent Environments. 

It found that one in seven 

university students have been 

contacted by debt collectors.

Poverty premium

A Twitter discussion kicked off in  
February following a blogger’s query  
into why it is so hard to escape the  
grasp of debt. Find the discussion  
here: http://bit.ly/2lTSEAh

After the Standard Financial Statement (SFS) was launched, a 
campaign is now underway to put pressure on the public sector 

to embed the statement in its collections practices. 
The Money Advice Service (MAS) has now launched the SFS 

- a statement designed to bring greater consistency to the way 
organisations assess people’s finances when they are in debt.

Caroline Siarkiewicz, head of debt advice for the Money Advice 
Service (MAS), will discuss its benefits in a panel session at Credit 
Strategy’s Credit Summit later this month (see Credit Summit event 
guide, p33).

The SFS will be adopted by all major debt advice providers across 
commercial and not-for-profit sectors, including Citizens Advice, 
Money Advice Trust and StepChange Debt Charity. The Insolvency 
Service will start using the new format this month, while creditors 
have also started building the SFS into their collections practices.

While many companies in the private sector adopt the statement, 
there is now a growing number of calls for more public sector entities 
to do the same. 

Joanna Elson, chief executive of the Money Advice Trust, the 
charity that runs National Debtline, hopes more organisations will 
now sign up to use the SFS, including local authorities, government 
departments and other public sector creditors.

As part of Credit Strategy’s new Credit Awareness campaign, an 
early day motion will also be tabled in the House of Commons by 
Yvonne Fovargue MP, which will involve a call for government 

Vital Statistics

£44.8bn 
The value of credit card and personal loan 
products sold to consumers in 2016, according 
to the Finance and Leasing Association (FLA)

departments to integrate the SFS in their debt collection processes.
Organisations that sign up to the SFS will agree to a code of 

conduct to ensure best practice usage, which will ensure people’s 
affordability assessments are more consistent, and enable the smoother 
transfer of information between the organisations working with them.
The statement will also include a savings category to help people build 
financial resilience while they deal with problem debt. 

More than 22 organisations pulled together to agree on the format 
for recording income, expenditure and arrears as well as agreeing a set 
of spending guidelines. See SFS launch, p73.



07creditstrategy.co.uk

Dispatches

A WORD 
TO THE 
WISE

200 consumer credit firms 
await FCA authorisation
Some 210 consumer credit firms are still 
waiting to find out if they will gain 
authorisation from the Financial Conduct 
Authority (FCA), according to the 
regulator’s chief executive.

In an exclusive interview with Credit 
Strategy (see p26), Andrew Bailey said that 
around a third (70) of these firms are 
fee-charging commercial debt management 
companies. Bailey said the reason why the 
authorisation process has taken longer than 
expected is because the FCA isn’t “just 
shovelling firms through”. 

During the interim authorisation period 
around 24,000 firms left the consumer 
credit market due to the fact their interim 
permission had lapsed or been cancelled.

At the same time nearly 11,000 new 

consumer credit firms submitted 
applications for authorisation.

When asked when he would know about 
the stability of the commercial debt 
management sector going forward, Bailey 
said: “We’ve had to use this (authorisation) 
process to set expectations of what we want 
to see. There are some issues we will sort 
out post authorisation. We’ve been working 
to set the hurdle but not to set it 
unrealistically. Our expectations have 
evolved because we’ve now got a better line 
of site of the industry and what we expect, 
so we’re well on down the track. While 
we’ve been doing this interim authorisation 
process, we’ve also had a big influx of new 
authorisations, so it’s a dynamic sector.”

See The CS Interview, p26.

“Take it from me, you can  
win referendums: You just  

have to try”
Alistair Darling   

The former chancellor opines on the EU 
referendum, at the Finance and Leasing 

Association (FLA) annual dinner

“With mixed feelings I say goodbye 
to debt management, it’s been a 

rocky road and for some the sink 
hole is just round the corner. Good 
luck to all those still in the barbed 

wire of an application”
Suzanna Walker    

The compliance consultant on the end of a 
contract with a debt management company 

“I am uncomfortably aware that  
the reconstruction and 

rehabilitation of RBS has taken 
longer than expected, and is still 

not complete”
Howard Davies 

RBS’s chairman on the bank’s rehabilitation

“In a meeting with RBS during 
the financial crisis, we discussed 
a rescue package for the bank. I 
asked how long the bank could  

hold out. They said ‘about two to 
three hours’”
Alistair Darling 

Britain’s former chancellor on the financial 
crisis, at the FLA’s annual dinner

“Q4 for #MondayMoneyUK What 
things make it difficult to escape 
the #DebtTrap? What can the 
government do to make it easier?”

@thinkin_thrifty
David Taylor
Finance blogger

“For me, the #povertypremium. The 
less you earn, the more you owe, 
the more it costs to live. Eg. Pre-pay 
energy meters #MondayMoneyUK”

@Andrew_F_Smith
Andrew Smith
Money Advice Liaison Group

“@Andrew_F_Smith Absolutely 
this. You can’t be frugal if you 
are living hand to mouth”

@emmamathews93
Emma Mathews
Freelance journalist

“@emmamathews93 @Living 
hand to mouth is unrelenting, 
making it difficult even before 
#povertypremium”

@MuchMore_Less
Faith Archer 
Financial journalist



 
`

08 CREDITSTRATEGY

Analysis

European debt sellers  
trade €103bn of deals 
After the Brexit vote, reports claimed that investors would delay decisions in 
many sectors. But a new study on loan sale transactions from Deloitte shows 
that, across Europe, around €103bn of portfolios were sold last year.  
AMBER-AINSLEY PRITCHARD reports

T
he UK market for loan 
portfolio sales has €19bn 
(around £16.2bn) face value of 
ongoing transactions to be 

completed this year, according to a 
report from Deloitte.

The accountancy firm’s study also 
shows that €13bn (around £11.1bn) face 
value of transactions were completed 
in the UK last year.

According to its Deleveraging 
Europe 2016-2017 report, published in 
February this year, Deloitte’s analysis 
shows that loan portfolio transactions 
in Britain and across Europe stayed 
relatively high, despite the Brexit  
vote and political events in the latter 
half of 2016.

The study shows that in terms of 
transactions completed in the UK last 
year, Bank of America sold €8.5bn 
(around £7.2bn) of MBNA credit card 
portfolios to Lloyds Banking Group.

Permanent TSB also sold €2.8bn (c. 
£2.4bn) of residential debt to 
Cerberus in October 2016 and €260m 
(about £222m) of residential debt to 
an un-named buyer in December 2016.

Deloitte also mentions details of 
ongoing transactions in the UK, 
including the €19.1bn transaction of 
residential debt to be sold by UKAR, 
under the Project Rippon name. 

Across the continent
The report found that more than 
€103bn of loan transactions were 
completed in Europe for the full year 
of 2016. Across the continent, it 
recorded 138 completed transactions 
for last year, as well as 56 ongoing 
deals in Europe at the end of 2016, 
representing €70bn by value.

David Edmonds, global head of 
portfolio lead advisory services at 
Deloitte, said: “After a mid-year pause 
in loan sales caused by the EU 
referendum, deal activity across 
Europe bounced back in the second 
half of 2016 to reach record levels. 

“Non-performing loan resolution  
is high on the European central  
bank’s agenda, and this is putting 
enormous pressure on domestic 
regulators to introduce regulatory  
and judicial measures that facilitate 
loan sale trading. 

“In all markets there will be little let 
up in regulatory pressure on bank 
balance sheets. This will be the key 
driver for loan sale activity in 2017.”

As well as a relatively healthy level 
of transactions across Europe, the 
signs also show that M&A activity in 
this market has by no means slowed 
to a halt. 

Lawrence Guthrie, managing 
director of M&A advisory firm Quayle 
Munro, said the immediate reaction in 
the couple of months after the 

referendum was primarily one  
of caution and a “wait and see 
approach”.  

Business transactions became 
quieter during the summer, he added, 
which isn’t unusual, but companies 
were back to business as usual come 
the autumn: “Upon the arrival of 
September and following early signs 
that the economy continued to 
perform reasonably well, most firms 
began to take an attitude which was 
more business as usual.”

Guthrie paints a picture of initial, but 
brief, caution across the debt sale and 
purchase market in the summer. But 
so far, he has seen only a limited 
impact on debt purchasers’ ability to 
raise funding.

“At the end of the day funds need  
to be invested and there isn’t a 
particular near term cliff-edge 
definitive decision point. I guess 
people began to realise that this was 
going to be resolved over a period of 
years and they simply couldn’t be 
inactive for a very long time.”

Guthrie gave an example of the 
resilience of some debt purchasers  
in the immediate aftermath of  
the referendum.

He said: “The share price 
performance of Arrow Global fell 35 
percent over the 10 trading days 
between June 23 and July 6, but 
recovered all the losses by the end  
of October at which point it was 12 
percent higher than the price on  
June 22.”

On M&A activity, he highlighted the 
purchase of 1st Credit by Intrum 
Justitia and the merger of Intrum 
Justitia and Lindorff.

Colin Storrar, chief financial officer 
of GFKL Lowell Group, said that if 
organisations are funded by bonds 
which are denominated in both GBP 

“I guess people  
(investors) began to  
realise that this was going 
to be resolved over a  
period of years and they 
simply couldn’t be inactive 
for a very long time”

Lawrence Guthrie
Lawrence Guthrie, managing director,  
Quayle Munro
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and EUR, they will be naturally hedged 
as they are proportionate to the 
Sterling/Euro mix of assets.

If anything, companies such as GFKL 
Lowell are still eyeing up M&A 
opportunities. In February GFKL 
Lowell created a new position to lead 
a team focussing on M&A by 
identifying growth opportunities in the 
UK and Europe. The business 
appointed Matthias Gerhardt, 
previously of Arvato Financial 
Solutions, in this position of group 
director of corporate development.

Transactions in a downturn
Peter Ward, partner and co-head of 
L.E.K. Consulting’s European fi nancial 
services practice, considered what 
might unfold in this market, should the 
economy take a hit amid uncertainty.

He highlighted the aftermath of the 
fi nancial crisis of 2008, and the 
subsequent recession which resulted 
in a temporary shortfall of debt 
available to buy, and more debt being 
collected by debt collection agencies. 

Ward explained how the UK may not 
be the most affected country by the 
leave vote, and that companies with 
strong international diversifi cation 

could move capital and resources 
away from those countries 
most affected. 

He added: “(This movement) could 
alter the competitive landscape and 
intensity in some countries. 
Companies without diversifi cation 
could suffer if they become trapped in 
poorly performing markets.”

Ward also described the potential 
effects Brexit could have on debt sale 
as a whole.

He said: “Any downturn could lead 
to a rise in loan defaults, resulting in 
higher volumes of debt available for 
purchase or outsourced collection by 
debt management fi rms over a one to 
two-year period, as the debt works its 
way through the system.  

“However, this could be offset by 
lenders changing their priorities and 
selling less or no defaulted debt.”

On the risk of a potential downturn 
in the UK economy, Storrar said: 
“Provided organisations have retained 
a strong focus on affordable and 
sustainable repayment plans and 
remained mindful of taking only a 
proportion of consumers’ household 
disposable income when agreeing 
repayment plans, then a natural 

cushioning exists to household stress.”

Future proof
In response to whether or not Brexit 
would infl uence the decisions PRA 
would make on future transactions, 
Tiku Patel, chief executive of debt 
buyer PRA Group Europe, said: “PRA 
has always taken a long-term view to 
the way we run our business. We will 
continue to price according to risk and 
underwrite based on our models and 
extensive data.”

Patel believes current trends, such 
as the industry benefi ting from the 
clearing of “historic” non-performing 
loans, will continue. 

He added: “However, a number of 
strong international players are 
providing competitive solutions for 
creditors, and competition has led 
to higher pricing. This has 
encouraged more originators to 
use sale as a route to deal with 
non-performing debt.”

Guthrie added: “Markets are 
probably going to remain fi ckle for 
quite some time as news of Brexit 
developments unfold with periods 
where debt issuance is inadvisable 
or not possible.” CS

Face value of publicly-reported UK deals €bnNumber of publicly-reported, 
completed deals by country, FY2016

Source: Deloitte: Deleveraging Europe 2016-2017

Germany

Ireland

Netherlands 

UK

Portugal

Austria & CEE

Spain

Italy

2015 2016 Ongoing

0

10

40

50

20

30

€40.3

€13.0

€19.1

43

3122

11

5

11
8

7



 
`

10 CREDITSTRATEGY

Analysis

A pivotal moment  
for the water industry
From April, for the first time, businesses in the English water market will be able 
to choose their water provider in a new, competitive market. It’s highly likely 
domestic customers will in future get the same choice. This change is one of 
many headwinds creating a perfect storm for the industry.  
MARCEL LE GOUAIS explains how Capita is leading a debate on the implications

F
orgive the pun, but it’s a 
watershed moment. 

The water industry is facing 
a convergence of regulatory, 

cultural and operational changes 
which are among the most far-
reaching it has ever seen. 

There are implications for customer 
on-boarding, credit risk, collections, 
compliance and the treatment of 
vulnerable customers. The list goes on.

The interaction of these changes, 
which are macro and micro-economic, 
politically-driven and consumer-led, 
will precipitate profound discussions 
at the highest level of water 
companies. Hard strategic decisions 
will have to be made. 

The more macro elements include 
economic uncertainty during Brexit 
negotiations, and how this may exert 
pressure on inflation, affect 
unemployment levels, and ultimately, 
how it might affect consumer 
indebtedness. Water companies in a 
newly competitive environment may 
have to be prepared in very different 
ways than in the past.

Even now, consumer indebtedness 
levels are rising at eye-watering levels. 
The latest Bank of England statistics 
show the current level of outstanding 
consumer credit is at £194bn - a rise 
of £23bn in just two years. 

While household debt is rising, 
water companies are facing a gradual 
direction of travel in regulation to a 
more principles-based regime, a price 
review in 2019 and, as the financial 
services sector has seen, rapidly 
changing consumer behaviour. 
Convenience is king, and customers’ 
use of technology in other highly 
competitive sectors, shows the scale 
of challenges ahead.

When the prospect of opening up 
the market to competition is 

considered, and the interplay with a 
set of broad challenges, one can see a 
perfect storm forming on the horizon.

A question of choice
The movement to a competitive 
market starts next month when, for 
the first time, businesses in the English 
water market will be able to choose 
their water provider. They will no 
longer be restricted to buying retail 
water services from their regional 
water company.

It follows the example in Scotland 
where non-household customers have 
been able to choose their water 
retailer in a competitive market since 
2008.

What’s more, at the UK 
government’s request, Ofwat 
produced in the summer of 2016 an 
assessment of the costs and benefits 
of extending retail competition to 
household water. The extension of the 
changes in April to residential 
customers now seems inevitable.

The big idea here is Open Water; a 
regulatory scheme designed to open 
up both the business and residential 
markets to competition and the 
subsequent desired outcomes – better 
customer service, switching, 

innovation and of course, more 
efficient use of water.

The government estimates that a 
competitive retail market for 
businesses will contribute around 
£200m to the UK economy and bring 
significant environmental benefits. 

For this to work, water companies 
will have to give clear advice to 
customers about switching tariffs and 
suppliers. Herein lies just one of the 
long-term challenges: What strategies 
are water providers conceiving for 
new forms of customer engagement? 

As consumers and businesses 
become empowered to make choices, 
water companies face much tougher 
ones of their own.

How will they remodel strategies for 
debt management? Will they allow 
customers in debt to switch? As it will 
become imperative to retain and 
attract new customers, what does that 
mean for customer service strategies? 
What does that mean for systems, 
conduct, analytics and collections? 
The challenges necessitate a range of 
new strategic decisions.

Water companies cannot manage on 
this journey alone. Outsourcing 
companies will be integral to helping 
them align their strategies to an 
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entirely new environment.
Capita has worked with the water 

industry to help it achieve strong 
compliance, customer satisfaction and 
business performance. Through its 
work with leading water companies 
throughout the UK, it sees the industry 
facing a number of competing 
challenges in preparation for the next 
Price Review in 2019 (PR19), which will 
involve new price controls being set 
for providers after a consultation. 

Capita believes these challenges 
revolve around:

• Sustained compliance with a 
regulatory regime that is increasingly 
exacting and based on principles 
rather than rules;

• Increasing levels of customer 
satisfaction to customers with a lower 
tolerance of poor service;

• Evolving customer expectations of 
engagement channels and the 
payment journey;

• Clear and meaningful support to 
customers who have reducing 
disposable income and increasing 
vulnerability;

• Signifi cant improvements to bad 
debt charges and operating costs;

• An evolving landscape in which to 
make investment decisions; and

• A balanced approach to all of 
these challenges for PR19.

Describing succinctly the 
implications for credit management, 
Karen Clements, Chief Executive of 
the Legal, Financial and Regulatory 
Services business within Capita, said: 
“We believe the water industry will 
need to signifi cantly enhance its 
customer and debt management 

processes in order to provide better 
customer service, while preventing 
debt as a priority above collection.”

In this context, Credit Strategy will 
be hosting a roundtable on the water 
industry’s challenges in association 
with Capita at the Credit Summit. In 
this forum, representatives from the 
largest water companies will share the 
views they’re forging in preparation.

Capita will also publish shortly a 
White Paper on the regulatory and 
operational pressures now advancing 
on water companies. 

Amid uncertainty around whether 
the regulatory framework will creep 
further towards alignment with the 
fi nancial model, increasing household 
debt levels and evolving customer 
behaviour, it is, in short, a seminal 
moment for this industry. CS

Arum has a proven track record in collections and recoveries technology 
delivery, enabling systems to become capabilities not constraints.

Whether it’s optimising existing debt collection and recoveries systems, 
implementing new ones, complex migrations or custom solution 
requirements, we provide specialist, end-to-end, vendor independent 
insight and delivery.

We have knowledge of and hands-on experience with many systems 
platforms for example telephony, digital, mobile, dialler, MI, analytics 
and workflow tools, including: FICO’s Debt Manager, Experian’s 
Tallyman and CGI’s CACS.

Are you looking to:
• Improve results from current systems?
• Select a new or replacement tool?
• Supplement scarce systems resources?
• Migrate from one system to another?
• Install a new system?

Need to get more from 
collections technology?

“There is no doubt that Arum’s input has been absolutely material to us setting and starting to 
deliver upon the vision we have to become best in class for debt collection.”

If you believe Arum may be able to help please 
contact:
Jonathan Dunn on 0870 383 1980 or 
contact us via our website at www.arum.co.uk

Brought to you by:
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Lloyds results reveal 
£2bn of debt in 
forbearance
The biggest retail banks all published their annual results last month, revealing 
a mixed bag of severe losses and supercharged profits. AMBER-AINSLEY 
PRITCHARD delves into levels of their non-performing loans

L
loyds Banking Group is holding 
on to a pipeline of £2bn of 
consumer loans and advances 
which are in forbearance 

schemes, according to its annual 
results for 2016. 

This stock of what the bank called 
retail debt includes current accounts, 
overdrafts and mortgages.

The results also paint a picture of 
what the bank has written off in its 
consumer lending. The announcement 
states that Lloyds had written off 
£282m of consumer finance debt in 
2016 compared to £235m in 2015. 
Consumer finance includes motor 
finance, credit cards and unsecured 
personal loans.

Elsewhere in the report the results 
show the value of impaired loans the 
bank is currently holding which may or 
may not be written off in future. It 
shows that Lloyds has:

* £307m of impaired credit card 
debt;

* £277m of impaired personal loans;
* £120m of impaired UK motor 

finance loans. 
Lloyds set its impairment provisions 

for consumer finance, which includes 
all of the above products, at £396m at 
the end of 2016.

In terms of performance by the 
group, pre-tax profit increased from 
£1.6bn in 2015 to £4.2bn in 2016, 
though António Horta-Osório, group 
chief executive of Lloyds, was keen to 
emphasise the bank’s progress in 
digital banking, as much as the 
financials. He said: “We operate the 
UK’s largest branch network and the 
largest digital bank with over 12.5 
million active online users. 

“Customer migration to digital 
channels continues at pace with more 
than 60 percent of our simple 
customer needs now met online. 

Digital is now the number one channel 
for new loans and credit cards.”

RBS forbearance hits £5bn
The Royal Bank of Scotland’s (RBS) 
annual results statement also shows 
its current levels of debt in 
forbearance schemes. The bank said it 
now has £5.2bn of “forbearance stock” 
in personal banking, a figure that 
includes all forborne loans in personal 
banking from the past two years. 

During 2016, the bank saw £834m of 
new “flows” into forbearance of 
personal banking products.

As for bad debt levels in more 
specific elements of consumer 
lending, the results show RBS had 
£31m of impaired credit card debt by 
the end of 2016 compared to £10m 
the year before. RBS also declared a 
slight increase in its impairment 
charges against personal advances, 
including personal loans and 
overdrafts, which increased from 
£69m in 2015 to £84m in 2016.

As for general performance across 
the group, RBS recorded a £4bn loss, 
which chief executive Ross McEwan 
said reflected charges for outstanding 
litigation and conduct charges as well 
as restructuring costs. RBS spent 
£2.1bn on restructuring costs for the 
full year of 2016, a slight decrease 
compared to last year’s total of 
£2.9bn.

RBS’s litigation and conduct costs 
increased 65 percent year-on-year, 
from £3.5bn in 2015 to £5.8bn in 2016. 
McEwan said the financial impact of 
these amounts is a “difficult but 
necessary step” in working through 
the bank’s legacy issues.

He said: “These costs are a stark 
reminder of what happens to a bank 
when things go wrong and you lose 
focus on the customer, as this bank 

did before the financial crisis.”
In November 2016, the bank 

estimated it would spend £400m to 
refund SMEs that claimed they were 
pushed into administration by the 
bank’s Global Restructuring Group 
(GRG) between 2008 and 2013.

James Hayward, chief executive of 
RGL Management Limited (RGL), the 
team representing these SMEs in a 
legal action, said: “The bank is offering 
a derisory self-administered 
compensation scheme. We are looking 
forward to suing RBS this year on 
behalf of our claimants.”

McEwan said he aims to have RBS 
back in profit by 2018, representing a 
significant step towards being able to 

“These costs are a stark 
reminder of what happens 
to a bank when things 
go wrong and you lose 
focus on the customer, as 
this bank did before the 
financial crisis”

Ross McEwan
Chief executive, RBS
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start repaying UK taxpayers for their 
support.

He said: “(This is) assuming we can 
conclude our issues on residential 
mortgage-backed securities this year 
and resolve our residual state aid 
obligations.”

Barclays writes off £680m
Barclays UK’s annual results reveals 
the bank wrote off £683m of credit 
card debt in 2016, compared to £488m 
in 2015 – an increase of 40 percent.

The bank also wrote off £183m of 
personal banking debts in 2016, a six 
percent drop from £194m last year. 

James Staley, group chief executive 
officer of Barclays, said: “We are now 
just months away from completing the 
restructuring of Barclays and I am 
more optimistic than ever for our 
prospects in 2017 and beyond.”

While Barclays, RBS and Lloyds 
provide more detailed figures of 
impaired debt for their divisions each 
year, HSBC still buries its equivalent 
numbers in Europe-wide terms, with 

no specifics for the UK.
In its annual report, HSBC recorded 

around £329m of written off personal 
loans in Europe, as of January 1 2016. 
As of December 31 2016, around 
£1.6bn of impairment allowances 
were made against customer loans 
across Europe.

Watchdog at work
The annual results statements not only 
report the financial results of banks 
but ongoing regulatory issues too. 

HSBC’s results announcement 
revealed there are “significant” 
concerns, identified by an outside 
party, surrounding HSBC enhancing its 
financial crime compliance controls, 
including improvements to its global 
anti-money laundering (AML) policies 
and procedures.

These concerns were highlighted in 
a report from an independent 
compliance monitor that was 
appointed to the bank, by the US 
Department of Justice and the 
Financial Conduct Authority in 2012.

The independent party assessed the 
effectiveness of the group’s AML and 
sanctions compliance programme.

HSBC said it is working to 
implement the recommendations 
made in the review. Stuart Gulliver, 
HSBC group chief executive, said: “We 
are anticipating and adapting to 
long-term social, economic and 
technological trends that are changing 
the environment we operate in.

“We are responding to the adoption 
of rapidly evolving digital technologies 
by our customers by launching 
innovative ways to make banking 
faster and safer.”

He added: “HSBC is now the biggest 
financial services user of biometrics 
globally, and we continue to roll out 
voice recognition and fingerprint 
technology.”

Gulliver also said the bank 
anticipates new challenges from 
geo-political developments, 
heightened trade barriers and 
regulatory uncertainty in the year 
ahead. CS

RBS impaired credit card debt Lloyds Banking Group: Impaired consumer debt
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“Having spent so much time getting their balance 
sheets back into order, corporates may well be loath to 
start pushing the boat out again”

One of the most striking features of 
the financial services landscape in 
the UK since the financial crisis 
has been the extent to which 

businesses have paid down bank borrowings. 
Over a period of seven years, from 2008  

to 2015, non-financial businesses (NFBs) 
shed more than a third of their bank loans 
and overdrafts. 

The process has now run its course, but 
with the economy now beset by Brexit 
uncertainties, businesses will continue to be 
cautious about how much debt they load 
onto their balance sheets.

At the end of 2016 the total value of loans 
and overdrafts owed to banks stood at 
£448.5bn. The value of outstanding 
borrowings has been increasing gradually for 
around 18 months, with the annual growth 
rate reaching 3.5 percent. 

Even without the shock caused by the 
financial crisis, some measure of correction 
was inevitable. After all, in the 11 years to 
the peak reached at the end of 2008, NFBs 
had increased their bank borrowings by more 
than a factor of three. But NFBs ran down 
bank borrowings for much longer than after 
the recessions of the mid 1970s, the early 
1980s, and the early 1990s. True, the 
economy took a long time to perk up, with 
growth not returning to its ‘trend’ rate until 

2013, with matters not helped by the 
Eurozone’s debt crisis. But corporate 
profitability had returned to pre-recession 
levels by 2011, and thanks to the loose 
stance of monetary policy, businesses  
were not exactly saddled with high debt 
servicing costs. 

Among the many reasons why the level  
of bank borrowing continued to decline until 
2015 was the retrenchment in the 
commercial real estate (CRE) sector, along 
with the emergence of a preference among 
corporates to repay their bank borrowings 
more quickly. 

By the time the financial crisis struck, 
CRE lending accounted for more than two 
fifths of the total to NFBs. Such a high 
exposure to one sector was clearly 
undesirable, so it was inevitable that banks 
would seek to curb their activity in this area 
of the market. More generally, the demand 
for new borrowings increased at a brisk  
pace from 2013. But so did the pace of loan 
repayments; it was not until the middle of 
2015 that the outstanding amount started  
to revive. 

So with the level of outstanding bank 
borrowings rising again, can it now be said 
that market conditions are finally back to 
‘normal’? Well, almost. 

Over the long term the economy’s 

requirement for credit can be expected to 
expand at a slightly faster pace than the 
money value of GDP. With the ‘trend’ rate 
for real GDP growth in the UK being just 
over two percent, and with the annual rate  
of inflation expected to be mostly in the 
range of two to three percent in the next few 
years, then annual growth of four to seven 
percent in outstanding loans and overdrafts 
held by NFBs would accord with ‘normal’ 
market conditions. 

Pace of expansion
Whether the pace of credit expansion 
continues to pick up may depend, like so 
many other things, on the manner and speed 
with which the various Brexit uncertainties 
are resolved. At present, the economy is 
continuing to expand at a modest-to-brisk 
pace (with GDP growth coming in at 0.6 
percent for the past three quarters), and 
business confidence is solid. 

But a modest slowdown is expected as 
consumers’ spending power gets squeezed 
by accelerating inflation, while investment 
intentions, as surveyed by the Bank of 
England agents in their regular meetings 
with businesses, remain at a low ebb. 

Firms are also in a better position to fund 
themselves from their own resources, having 
gradually built up their own cash reserves 
over recent years. Deposits with banks stood 
at £520.9bn in December 2016, and have 
exceeded the amount which NFBs owe to 
banks since the end of 2014. 

Having spent so much time getting their 
balance sheets back into order, corporates 
may well be loath to start pushing the boat 
out again. CS

Mark Berrisford-Smith 
Head of economics, HSBC UK Commercial Banking

Bank borrowings among businesses are rising again 
after a period of prudence. But with inflationary pressure 
on the horizon, these are not quite normal conditions, 
explains MARK BERRISFORD-SMITH

Back to normal market 
conditions? Not quite
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It is imperative that collections 
organisations embrace the inevitable: 
In the next fi ve to 10 years, agent-led 
communication will no longer be the 

norm. 
The development of the use of technology 

is now not just an optional extra but a 
requirement to keep up with consumer 
demands. Digital communication, 
particularly the humble SMS, is set to 
become the norm.

SMS messages not only have the highest 
open rate of any communication medium; 
they are also more likely to be responded to 
quickly, and it is not just millennials who are 
embracing digital communication.  

The higher degree of ease, convenience, 
and quick retrieval associated with the SMS 
message, are driving its popularity and rapid 
growth across all generations. 

Even within generations (baby boomers, 
generation X, millennials, and generation Z), 
changes in contact channel preference and 
related trends are impacting collections. For 
example, boomers generally tend to prefer 
voice messages over other contact channels 
due to having grown up with “voice” as their 
primary messaging channel. This would 
appear to be good news for the voice 
message channel. However, upon closer 
examination, this is not the case. 

Coming of age
The boomer generation generally refl ects a 
relatively smaller percentage of today’s 
past-due credit accounts, and even fewer 
going forward. The reason being, the baby 
boomer population is declining. In addition, 
they are in or nearing their retirement 

years. As such, they have a general persona 
of being on a fi xed income, but having more 
disposal income, with lower monthly 
expenses, and little to no debt.

So it is certainly the case that collection 
entities can expect to see a growing number 
of millennials receiving collections 
notices, if for no reason other than their 
population size. 

Aside from their large population, more 
millennials are likely to appear in collections 
due to their limited experience with credit, 
unproven credit discipline, low income and 
large student loan debt burden. In addition, 
they are now having to take on expenses 
previously paid by their parents (e.g. car 
insurance, mobile phone plans). 

Therefore, if collection entities want to 
have any real chance of effectively reaching 
and collecting from this large consumer 
population, they will need to start by 
engaging with them through digital means 
and most likely through SMS.

It is also clear that technology has 
advantages in the area of compliance. Data 
compromises are mainly due to human error; 
laptops left on trains and passwords called 
“password”. Indeed, it may be diffi cult to 
accept but human error is the major source of 
complaints in fi nancial services. 

The Financial Ombudsman Service found 
that out of all complaints concerning banking 
and credit: 53 percent concerned sales and 

Time to embrace the future: 
SMS is taking over
Evolving demographics and changes in technology usage, mean SMS 
will become the norm for customer engagement in collections, writes 
MITCH ARMSTRONG

Mitch Armstrong
Director of sales and marketing, Telrock

advice and a further 23 percent concerned 
administration, leaving only nine percent of 
complaints in this sector to be about charges 
(a largely automated process) and six percent 
of complaints about transactions, (again a 
process mainly relying on technology). 

It is much easier to control a text than it is 
to control an individual; a pre-programmed 
text will not go off script, it will not react to 
rude responses and it will not force you to 
listen to 80s chart hits while on hold, with 
rising blood pressure. Technology means 
control and control means less mistakes. 

In conclusion, while technology adoption 
is increasing, consumer behaviour and 
preferred contact channels are changing 
alongside this emergence. Consumers now 
dictate their channel preference, how often, 
and under what conditions. Therefore, 
collection entities need to move quickly to 
incorporate and/or expand their digital 
engagement capabilities to better align with 
debtors shifting contact channel preferences. 

As contact preference increasingly shifts 
to the digital channel, live collector reminder 
calls and voice messages may go the same 
route as the fax machine. CS
* Mitch Armstrong will deliver a 
presentation on digital customer engagement 
at the Credit Summit. He’ll be speaking at 
2.25pm in the Collections & Customer 
Service stream. See p33 for the Credit 
Summit event guide.

“Digital communication, particularly the 
humble SMS, is set to become the norm”

Brought to you by:
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Digital isn’t new. The digital 
revolution began between 1950 
and 1970 with the proliferation 
of digital computers and digital 

record keeping to the extent that, by 2014, 
more than 99 percent of information was 
stored digitally. 

Internet-based banking was fi rst 
introduced in 1983. However, it took until 
2011 for it to become a staple way of people 
engaging with their banks. 2012 saw the 
introduction of ‘online banking’ as it is 
known today. It took over two decades to get 
this right – but businesses today don’t have 
that time, digital is here and now – and not 
restricted to any specifi c sector or any 
specifi c need. 

It is important that digital is considered 
beyond the technology that delivers it. 
Equally, it is important technology isn’t 
generalised as innovation. Innovation is 
derived from formulating a response and 
journey from the customer needs; technology 
to deliver should be a secondary point. 

As more people engage online, they 
become used to rapidly evolving processes 
and become fast adopters of new ways 
of working. 

However, their fundamental needs haven’t 
changed. They still want support to manage 
their fi nances – without any unnecessary 
inconvenience. This doesn’t change if they 
are new or existing customers. 

Interaction vs transaction 
The term digital customer journey has 
become a buzzword. 

Customers want fast, responsive and 
personalised interactions – always. In order 

to deliver this, digital is the engine and 
technology is the server. Businesses 
should consider the difference in both 
interactions served by digital, and 
transactions made by digital. 

Interactions should be made in real-time 
and be personalised. To achieve this, a 
single customer view is essential. 

Understanding who your customer is, 
their needs and their wants, can enable you 
to tailor your communications and add value 
to any interaction. Overlaying this with 
elements such as understanding an 
individual’s future propensity for product 
needs or pre-qualifying customers can add 
another level of personalisation and delight 
customers in the process. 

Transactions should be equally customer 
orientated. Automation and optimisation of 

The digital customer 
and the information age
Obtaining a single customer view is integral to optimising the 
consumer’s digital journey, explains JAMES SHELDON, who explores 
here the essential parts of a digital engagement strategy

James Sheldon
Sales director, Experian

processes can make it easy to implement 
and enable you to manage your risk and 
customer outcomes. 

Optimising digital process 
With 70 percent of businesses admitting, in 
a recent survey carried out by Experian, that 
they are currently ineffective at delivering an 
optimised digital experience across all touch 
points, it presents a reality that businesses 
aren’t aligned to their customers. 

The result is more customer churn (35 
percent), more customers abandoning their 
journey mid-way through (26 percent) and 
excessive time to on-board customers. 
Optimising a process can add value; from 
pre-defi ning credit limits to identifying 
what the best channel of contact is at the 
right time. 
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Mobile rise 
Experian commissioned a report with 
Forrester Consultancy to conduct a study 
with 380 C-level and functional leaders 
across Europe, the middle east and Africa 
which showed that in 2015, mobile 
commerce grew 38 percent and mobile 
devices accounted for 37 percent of all 
website visits. Social networks and 
comparison sites mean there is an increasing 
number of touch points in the digital 
landscape too. They all have a common 
ground: Available anytime and anywhere. 
More than half of millennials said they need 
constant internet access on the go, and spend 
about 9.5 hours a day online. 

Their perception is that everything will be 
facilitated by mobile in the next five years. 
Mobile use can also enhance your 
understanding of a customer, from 
identifying device usage for fraud detection 
through to understanding more about the 
individual for marketing and customer 
engagement. This is an area that, if done 
well, will offer enhanced opportunities to 
meet customers’ demands. 

Competitive landslide
Competition is about to become even more 
apparent when Open Banking is introduced 
in 2018. More data will be available and 
more transparency on the customer benefits 
will be visible. 

New entrants and fintech companies have 
an opportunity to capitalise on their youth 
and ability to adapt – fast. Focussing on 
building trust should be a priority. It is also 
important those who aren’t banks don’t 
dismiss this as a threat, or opportunity. It 

provides a foundation to deliver fast and 
personalised information that supports the 
customer, their applications and needs. It will 
impact multiple areas and roles, but it will 
also disrupt the customer – sending them on 
a journey that will become the future. 

360º view 
To respond to the challenge of adapting to 
the ‘era of the customer’, organisations must 
be able to do three things: Deliver a 360º 
view of the customer across the lifecycle; 
fight fraud without compromising the 
customer experience and break traditional 
constraints to serve today’s non-traditional 
customer. How they do this will be based on 
a multi-factor strategy that blends innovation 
with technology and the customer’s needs. 

APIs are one area where businesses are 
benefiting from technology-led innovation. 
Data can add value to any risk identification 
and functions like ‘pinning’ can enable 
organisations to pin data to an individual, 
giving a true single customer view that is 
validated from internal and external data. 

Prioritising change 
Our recent survey conducted with Forrester 
highlighted that eight out of 10 businesses 
consider improved customer insight to be 
their top business priority over the next year. 

Growth, cost efficiency and data security 
are also taking the hot seat. It’s no secret that 
trying to merge offline and online processes 
causes friction in the customer journey, 
increases costs and leads to missed 
opportunities. And with two thirds of 
organisations recognising that a top business 
priority is to integrate physical and digital 

channels better, it is a challenge most are 
looking to solve. Getting this right will 
create a solid foundation for the future.  

With any change, businesses need to 
consider flexibility. Agile, flexible systems 
will enable quick and efficient delivery that 
supports change instead of stalling it from 
the point of an idea. 

Omni-channel customer 
As businesses embark on transforming 
customer journeys via digital delivery, the 
danger is that it is done at the expense of 
other channels. Businesses should adopt a 
holistic, ‘omni-channel’ approach. 

Customers are becoming more 
comfortable interacting with companies 
across a growing number of channels; as a 
result, they are demanding a seamless and 
consistent approach across each and every 
channel. Companies with omni-channel 
customer engagement strategies retain an 
average 89 percent of their customers, 
compared to 33 percent for companies with 
weak omni-channel customer engagement. 
Customers are also expected to have 30 
percent higher lifetime value. 

Working with partners
Many organisations are looking at their 
partnerships and finding gaps. As a result, 
new partnerships are being formed to deliver 
a solution, end-to-end. 

This could see the end of legacy systems 
and encourage those involved to combine 
expertise, offering a fast and comprehensive 
solution for customers. CS
www.internetretailer.com/2013/12/31/why-
omnichannel-strategy-matters
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The digital revolution continues to 
sweep across the globe, bringing 
great change to every aspect of  
our lives. 

But as well as being fast, fun and exciting, 
such radical and rapid transformation 
presents great challenges for many 
traditional industries. 

UK banking – and mortgage lending in 
particular – is no exception. McKinsey’s 
recent Global Banking Annual Review 
suggests that severe digital disruption could 
cut the profits of UK banks from $110bn to 
$50bn in 2020 and reduce fees and margins 
for mortgages in the UK by 5.1 percent. 

However, although the scale and 
originality of these dangers means they could 
be easily downplayed or misidentified, a 
lending industry that is increasingly digital, 
diverse, fast-changing and competitive also 
furnishes banks with the tools to counter 
threats and discover opportunity.

Clearly when the landscape is defined by 
constantly improving technology, there are 
great advantages to being a younger, nimbler, 
more specialised business, particularly those 
focusing on procuring and protecting direct 
customer relationships to sell multiple 
products. But digitisation by banks 
themselves can also help cut costs and 
protect revenue and assets. 

By partnering with digital experts – 
particularly those with no interest themselves 
in developing consumer relationships – 
banks can ensure their products are delivered 
via the most up-to-date and diverse channels. 
They can do so while protecting their brand 
and customer loyalty and focussing their 
own employees on core activities. 

When you email a top restaurant to book a 
table, you don’t expect the head chef to reply 
in person: If they did, you would probably 
merely worry about how much time they 
would have to prepare your duck a l’orange. 

In industries where technology customer 
interaction becomes ever more diverse (as do 
the threats to financial and data security), the 
use of experts to manage such complex and 
ever-changing systems ensures that they are 
constantly as up-to-date and business can 
boom: Good news for both the restaurant and 
its tables of happy customers (if not, in this 
case, local waterfowl). 

Digital developments also provide banks 
with opportunities for reorientation. Retail 
banks possess an exclusive wealth of 
information that provides formidable 
business opportunities, but success within 
the information age is not just dependent on 

Retail banks and  
mortgages: The digital 
elephant in the room
In the digital age, banks will have to become customer centric,  
not product centric, while fostering multi-channel relationships  
with consumers, explains ANDREW JONES

Andrew Jones 
Chief executive, Computershare Loan Services

what you know, but what you do with it. 
McKinsey’s report says that banks must 

establish themselves as a “platform for data 
and digital analytics and processes” by 
“aggressively linking up” with platform 
providers and fintech firms, and then 
streamlining their IT structure. 

As the Boston Consulting Group has 
pointed out, retail banks are already data 
businesses, and those who can raise their 
game “will not only reap immediate  
financial rewards” but also establish data 
capabilities that will be “hard for competitors 
to overcome.” 

Key to the transformation needed by banks 
is change to their relationship to customers. 
Banks must become “customer centric, not 
product centric”, foster multi-channel 
relationships with them and use digital 
change to reduce complexity and therefore 
cost. In doing so they can remove legacy 
products and processes and make better use 
of their own staff’s time and energy. 

Profound transformation is often a 
white-knuckle ride: It’s not easy to discern if 
the screams around you are issued in 
exhilaration or terror. 

As with every other period of significant 
change, whether it was the arrival of 
spinning mules around the Pennines or the 
assembly lines in Detroit, new challenges 
also represent great opportunities for  
those who will acknowledge the elephant  
in the room and adapt their practices to  
new circumstances. 

Through partnership and reform,  
retail banks are as well placed as anyone  
to take advantage of this exhilarating  
digital revolution. CS

“Through partnership 
and reform, retail banks 
are as well placed as 
anyone to take advantage 
of this exhilarating digital 
revolution”
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“The Money Shop felt the impact of not having 
appropriate security measures in place. It was 
fined £180,000 after a server was stolen from the 
premises during a burglary”

Data security breaches are big 
news. Time and again we see the 
fallout for businesses – and their 
hard-won reputations – when 

personal data has been lost or stolen. 
It’s the information commissioner’s 

fundamental objective to build a culture of 
data confidence in the UK; ensuring 
businesses deploy appropriate security 
measures to protect the data they hold is a 
key part of achieving this. 

With the General Data Protection 
Regulation due to take effect in just over a 
year’s time – and with it mandatory security 
breach reporting and a strengthened 
enforcement regime – now is a great time to 
review whether you are doing all you can to 
protect your business, and your customers, 
from data security incidents.  

Our approach is to provide businesses with 
the help and guidance they need to get it 
right. When we are forced to take action 
though, we want others to take notice and 
learn the lesson too. 

In our experience it’s often about getting 
the basics right. One common problem we 
see is the theft or loss of storage, laptops and 
other mobile devices that have not been 
appropriately encrypted. Encryption is a 
relatively simple measure that all 
organisations should be able to implement. 

We recently fined Royal & Sun Alliance 
Insurance £150,000 when a portable network 
attached storage device was taken offline and 
stolen by a member of staff or a contractor. 
The device, which was password protected 
but not encrypted, held details relating to 
nearly 60,000 customers and has never  
been recovered. 

The Money Shop also felt the impact of 

not having appropriate security measures in 
place and was fined £180,000 after a server 
was stolen from its premises during the 
course of a burglary. A second server was 
lost while it was being transported from 
head office to a store by a third-party 
courier. An encryption process had been 
initiated but not completed. 

A further issue in The Money Shop case 
was that customer details were not deleted 
from servers when they were no longer 
required. Ensuring data is kept for no 
longer than is necessary is an important 
part of managing information properly and 
reducing an organisation’s exposure to risk. 
It’s easy to think about the risks associated 
with deleting personal data, but the reverse 
is also true and there are risks with 
retaining data for longer than needed. It’s 
important to periodically review whether 
your retention policies are still appropriate 
and are being complied with. 

Home safety
Of course work doesn’t just happen in 
offices or on business premises anymore. 
Many organisations give employees the 

option to work flexibly from home or to 
use their own mobile devices for work 
purposes. Homeworking and bring your 
own device (BYOD) schemes bring their 
own challenges, and having appropriate 
policies is essential to ensuring this can be 
done in a safe way, reduces the risk of data 
being lost or stolen and minimises the 
impact when something goes wrong. We 
publish guidance on both these areas. 

We have lots of simple guidance on  
our website to help organisations get it 
right. This includes a Think. Check.  
Share. toolkit to help raise awareness 
amongst employees of the risks and  
their responsibilities. 

The Government’s Cyber Essentials 
scheme is also a great way to help protect 
your business against common cyber 
threats, show your customers that you take 
cyber security seriously and enable you to 
bid for government contracts. 

The information commissioner also 
encourages businesses to demonstrate to 
their customers that they take data  
security seriously by obtaining Cyber 
Essentials certification. CS

Garreth Cameron 
Group manager, business and industry, ICO

Recent fines for data protection breaches provide important lessons for 
consumer credit firms, explains GARRETH CAMERON

Data security breaches: 
Learn from others’ mistakes
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BREAKING 
POINT?
After the payday lending market’s severe contraction, 
there are estimates that 600,000 consumers may face 
financial exclusion. As the regulator probes the effects 
of a price cap, AMBER-AINSLEY PRITCHARD asks if 
even the largest lenders can survive any more strain
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In terms of the number of companies, 
the payday lending sector has shrunk 
75 percent since 2015, according to 
trade body the Consumer Finance 

Association (CFA). 
With around 60 active lenders left in the 

market, there are real, growing fears across 
the industry that any further restrictions to 
the high-cost short-term credit (HCSTC) 
sector, such as an adjusted price cap, could 
cause serious detriment to both consumers 
and suppliers.

Jason Wassell, chief executive of the 
BCCA, another trade association for 
short-term lenders, pointed out that the 
reduction of lenders is easy to notice, by 
looking at high-street loan stores.

He said: “The Bureau of Investigative 
Journalism mapped about 1,500 stores in 
early 2014 across the major brands. Today’s 
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“The decision to tighten 
lending has a set of 

consequences that we 
should not just ignore”

Jason Wassell 
Chief executive 

BCCA

figure is closer to 500 across those  
same networks.”

The CFA said further regulation could 
close the door on new entrants to the market, 
which is only partially open now. It believes 
there may be a further reduction in lending 
through high street loan stores, but 
conversely said there may be new entrants to 
the online market.  

The CFA said further restrictions would 
cause uncertainty among investors, 
potentially stifling growth and innovation, 
and would create an imbalance in a 
competitive market where other high-cost 
products are not subject to the same scrutiny.

At the crux of industry concerns is 
whether there will be further movement in a 
price cap set by the Financial Conduct 
Authority (FCA), following its review. 

The FCA published the Call for Input: 
High-cost credit in November 2016 to 
review the price cap on payday loans and 
other high-cost products such as overdrafts.

To put the cap into practical terms, a 
consumer who borrowed £100 for 30 days 
would be charged a maximum of £24 during 
the agreed loan duration. 

Wassell said the price cap has had a 
dampening effect on the sector and it is too 
soon to tell whether or not the sector will 
shrink further.

He added: “We know that some firms are 
watching the market to see whether it is 
sustainable, and they may see further exits or 
consolidation. So there is a risk that supply 
may fall further if more firms drop out.”

Setting the bar
Wassell said it isn’t purely the price cap that 
has caused a change in the market; the 
authorisation process has thrown up huge 
operational and cost hurdles. 

“The change has taken the forms of fewer 
firms – serving fewer customers, more 
applicants rejected and revenues dropping 
for the remaining firms,” he added.

The CFA found that 42 percent fewer 
payday loans had been sold between January 

and April 2016 than the same period in 2013. 
It said this could not only be the result of 

the price cap but tighter affordability checks 
too. The CFA also estimates that more than 
600,000 consumers have been affected since 
the price cap was introduced and have been 
denied HCSTC products as a result. Along 
with a market contraction, the trade body has 
seen payday loans evolving to instalment 
loans of three to six months. 

Speaking exclusively to Credit Strategy, 
Stuart Howard, chief executive of Dollar UK 
(which itself is up for sale), said the lender 
has moved away from very short-term 
payday loans towards longer term loans 
since the price cap.

Howard admitted that the price cap has 
affected Dollar UK as well as other 
regulatory measures: “These changes have 
made a difference to our approach to 
affordability and have led to an increase in 
the number of customers that we can no 
longer lend to. 

“As an industry, there has been a move to 
provide lending only to the ‘right’ customers 

– those who can afford to repay  
without difficulty.”

But it hasn’t all been negative. The CFA 
explained how some aspects have improved 
for consumers since the price cap was 
introduced. It described how consumers are 
now paying half the additional fees that were 
previously imposed before the cap and that 
the cost of credit has reduced by a third.

Dawn Stobart, director of external affairs 
at Christians Against Poverty, said the price 
cap has provided “valuable protection” to 
those in the grip of financial hardship.

Stobart said: “Our experience suggests 
that HCSTC is no longer the main culprit of 
disproportionate borrowing costs faced by 
those in financial difficulty.”

She explained that some of the most 
detrimental charges are often seen on 
products such as credit cards and 
unauthorised overdrafts.

But on a lender-specific level, Dollar UK 
said further regulation could impact the 
lender’s ability to continue providing a 
retail-based service to customers throughout 
the UK.  

Across the market
The call for input will encompass a study of 
payday lending, illegal lending and 
overdrafts. The FCA will specifically review 
unauthorised overdrafts and soon begin 
mining data on how these charges and costs 
are determined. 

Simultaneously during the review period, 
a report for consumer group Which? was 
published and found it cost nearly eight 
times more to go £100 into an unauthorised 
overdraft, than it would to do so with a 
payday loan. Such studies have fuelled fears 
across mainstream lenders that price caps 
will become a more commonly used tool, 
and that as a regulatory measure, it will 
migrate to mainstream financial services.

Fiona Hoyle, head of consumer and 
mortgage finance at the Finance & Leasing 
Association (FLA), said the questions 
included in the FCA’s call for input assume it 
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is possible to lump together different 
products on the basis of price.

She said: “The FCA needs to ensure the 
regime is proportionate and fact-based, and 
for example, does not assume that measures 
designed to mitigate specific problems in one 
sector can be rolled over to others.”

Wassell said the FCA needs to ensure it is 
regulating other areas of consumer credit 
similar to the way it is with HCSTC: “If they 
do not, they risk distorting the market and 
missing issues in mainstream financial 
services. We already see that in some of the 
large scandals at the banks.”

In a Credit Strategy interview Andrew 
Bailey (see opposite), chief executive of the 
FCA, was reluctant at this stage to be 
definitive on the likelihood of a cap on 
unauthorised overdrafts.

Denied customers
With estimates of 600,000 consumers 
becoming dislocated from financial  
services, the question remains: Where  
have they gone? 

Trade bodies such as the BCCA are 
concerned the proportion of individuals 
denied credit and now using loan sharks is 
larger than predicted. 

A clear picture here is, naturally, very 
difficult to draw, but the national Illegal 
Money Lending Team (IMLT) said there 
isn’t any evidence to suggest the price cap 
has caused an increase in the number of 
people approaching loan sharks. 

The IMLT did say, however, that anyone 
can be a victim of a loan shark. Data from 
2016 found the ages of users ranged  
between 17 and 74 and came from a  
variety of locations, ethnicities and socio-
economic backgrounds.

However, Wassell described how some 
research shows an increase in individuals 
borrowing from friends and family, but 
worries these people may not be friends but 
the “man in the pub with a baseball bat” 
eventually taking on the role of a loan shark.

As part of the call for input the BCCA has 

urged the FCA to find out what happens to 
the individuals who are denied credit and no 
longer served by the payday loan market. 

Wassell said: “This is not just a question 
of markets working well, but it is an 
important public policy issue.

“The decision to tighten lending has a  
set of consequences that we should not  
just ignore.”

Jane Tully, director of external affairs at 
the Money Advice Trust, the charity that runs 
National Debtline, is also eager for the FCA 
to use its time to research where individuals 
are going to obtain credit when turned down 
by the HCSTC sector. 

“These changes have made 
a difference to our approach 

to affordability and have 
led to an increase in the 

number of customers that 
we can no longer lend to”

Stuart Howard  
Chief executive 

DOLLAR UK

Tully also fears the growth of online 
overseas-based lenders could cause 
detriment to borrowers as these lenders are 
outside of the restrictions put in place by the 
cap. The FCA (see opposite) said it is keen to 
see if there is any evidence of consumers 
turning to illegal money lenders as a result of 
the price cap.

 
Demand and dependency
Research from the CFA, YouGov and the 
Social Market Foundation (SMF) found 
almost a third of all consumers who bought 
loans in 2015 would have to go without 
essentials like food, petrol and heating if 
they were unable to access a loan. 

Nigel Keohane, research director of the 
SMF, said: “Policy makers should be vigilant 
about the potential risks to those who are 
excluded from the market. 

“Effective regulation of affordability 
checks will also continue to be important, as 
will ensuring that over time the cap does not 
dampen competition.”

Russell Hamblin-Boone, chief executive 
of the CFA, said: “The regulators have struck 
the right balance with the current 
regulations. The market should now be given 
time to adjust to the changing landscape.  

“There is evidence of a strong demand for 
HCSTC and further restrictions could impact 
on the viability of firms to meet the demand. 
This could lead to even more consumers 
being financially excluded.”

Wassell agreed the sector needs a period of 
certainty to settle down.

He said: “Firms need to have the time to 
be able to execute their strategies, develop 
marketing plans, create new products and 
find the funding required to make it work.” 

Howard said this would enable the current 
rules to bed in across the industry while 
starving out unscrupulous operators whose 
practices will be unable to survive the 
current regulatory regime. 

The call for input has now closed and the 
FCA will review and assess the evidence and 
publish its results in mid-2017. CS
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Andrew Bailey, chief executive of the 

Financial Conduct Authority (FCA), gave an 

exclusive interview to Credit Strategy’s 

Marcel Le Gouais and Amber-Ainsley 

Pritchard (see p26), which covered the call 

for input, overdraft charges and illegal 

lending. He wouldn’t quite be drawn on the 

likelihood of a price cap on unauthorised 

overdraft charges.

AAP: A Which? report made the comparison 

between how much it would cost to lend 

£100 from a payday lender as opposed to, if 

you’d gone into an unauthorised overdraft. 

The difference was nearly eight times higher. 

I noticed in November the FCA would be 

collecting data at the start of 2017, so you 

may have some idea on new rules on 

capping these charges. What progress have 

you made?

AB: “We were always going to do a second 

anniversary review of the payday price cap 

because that’s good practice. 

“Interestingly, we observed some quite 

marked impact from the cap. I’ve done quite 

a few sessions in the last few months in call 

centres, I’ve been going around the country 

and talking to people who provide debt 

management advice who could pass on their 

experience of the difference the cap has 

made – and it has made quite a difference. 

“As a product of the work on retail 

banking, it makes sense to look across the 

whole piece now about high-cost credit, of 

which unauthorised overdrafts are one part, 

to look more carefully at practices across the 

board, in tandem with the payday review.

“We should emphasise that we haven’t 

taken any decisions on what we might do. I 

understand people are saying ‘well just 

extend the price cap across the piece’, but we 

haven’t made any decisions. We want to look 

at all the evidence and then we will form 

views and consult upon it. I think that’s the 

right thing to do.

“Just two things; we are conscious of the 

waterbed effect, where if you think about 

high-cost credit as an array of products, and 

you push down on one, another problem 

pops up elsewhere.

“The second thing we’re keeping a close 

eye on, is, is it contributing or leaking out into 

illegal lending? So when we do this work on 

high-cost credit, it’s very important we 

understand not only what’s happening today 

but what the potential effects of a range of 

policy interventions could be.”

AAP: At this stage are you able to say the 

elements that might determine the likelihood 

of a cap on unauthorised overdrafts?

AB: “I think the session on authorised 

overdrafts is quite interesting. 

“I suspect the discussion we will have to 

have with the banks, is how do they think 

about a product which is in a sense the 

out-of-control overdraft, in a world where 

technology is gradually moving towards the 

movement of funds for accounts? 

“So I think there’ll probably be 

conversations both about the cost of credit, 

but I suspect there might also be discussion 

about what is the role of an authorised 

overdraft. I’d put that in the context of all 

high-cost credit. 

“It is important that people in that sector 

of the market do have appropriate access to 

credit, because credit performs a role. It 

smooths erratic income, for example, so it’s 

important we don’t take measures that have 

the effect of cutting off credit.”

“People say ‘just extend the price cap across the piece’”
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SAVANT 
GUARD

 
FCA chief executive Andrew Bailey is leading 

the regulator in a temperate, more philosophical 
style. In a Q&A with Credit Strategy covering debt 
collection, remuneration, consumer responsibility 

and more, he explains his “new mission”
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THE 
CS
INTERVIEW

ANDREW BAILEY
Chief executive
Financial Conduct Authority

For the most powerful individual in 
consumer financial services, 
Andrew Bailey cuts an unassuming 
presence, even in the FCA’s  

own headquarters.
Standing up to greet Credit Strategy from 

a fairly modest desk, on an open-plan floor 
in the regulator’s Canary Wharf offices, 
there’s no sense of hubris. There’s no sign of 
any attempt to exert even an insidious level 
of intimidation, as is frequently the case 
when sitting down with, for example,  
cabinet ministers.

As the interview unfolds – we eventually 
wind our way through payday lending, 
commercial debt management, remuneration 
for debt collection and overdrafts – he 
answers questions philosophically. 
Everything is considered in wider, broad 
terms, and his responses carefully 
circumnavigate more specific operational 
implications of the FCA’s work for consumer 
credit firms.

While happy to take on any subject, 
including sharp practices in the public sector, 
he doesn’t become entangled in task-specific 
details. Subsequently, it becomes harder to 
deduce any finality, any practical measures 
planned for consumer credit, such as a cap 
on unauthorised overdraft charges, or a 
review of remuneration. 

It’s a stark contrast to the “shoot first, ask 
questions later” regime of former chief 
executive Martin Wheatley, but Bailey’s 
approach shouldn’t be simplified to a ‘more 
banker friendly’ tag newspapers are keen to 
pin on him.

Instead, the direction he has set signals the 
advent of a more thoroughly considered, 
temperate and conscientious position, that 
seeks to explain why and how the FCA will 
make big decisions. 

In a Q&A with Marcel Le Gouais and 
Amber-Ainsley Pritchard, the sense is that, if 
anything, it’s a case of ‘ask questions now, 
you’ll know why we’ve acted later’.

MLG: The interesting thing for the retail 
financial service audience is the mention 
of weighing up consumer responsibility as 
well as protection, in the FCA’s Mission 

consultation. How consumer responsibility 
feeds into decision-making is new for the 
FCA. What emphasis on consumer 
responsibility can the industry expect in 
future, when the FCA makes decisions on 
enforcement activity?
AB: “There are a number of reasons for the 
mission documents, but the overarching 
reason is because the FCA has got broad 
objectives, it operates on a big landscape. 

“We have to make choices about where we 
put our emphasis and how we interpret the 
objectives. We have to be as transparent as 
possible about how we make those choices 
and what thinking lies behind them. One; so 
that we can explain to the world at large and 
secondly, so we can explain to our own staff.

“Thirdly, when we started thinking about 
those questions (in the Mission consultation), 
it led very quickly to another set of 
questions, such as the one you point out.

“Do we interpret our consumer objective 
broadly in equal amounts and style for all 
consumers, or do we say some consumers 
are better able to carry out their own duty? 
So it’s about how we interpret this 
interaction between consumers’ duty and our 
consumer objective. While we would not be 
abandoning some consumers, we would have 
relatively greater emphasis on the vulnerable 
for the reason that they are less able to carry 
out that duty.

“That gets you to a starting point. Where 
we’ve got to is; I think vulnerability provides 
a sensible framework to think about this, and 
it’s a useful tool to think about how to 
interpret the duty and the objective. Of 
course once you’ve used the term 
vulnerability you then have to define it. It’s 
not a straightforward concept, but I don’t 
think we can duck it.

“There are people who say everybody is 
vulnerable at some point in their life. It may 
have some correlation with low income but 
it’s not exclusively low income. I’ll give 
another example, which is the question of 
how we think about our approach towards an 
ageing population. And how we think about 
some vulnerabilities that go with that.

“We’ve now got a lot of work to do and 
frankly, we’ll look for a lot of input from all 

sectors of society, to inform how we think 
about putting that into practice. This summer 
we’re going to produce a strategy towards an 
ageing population on those issues.”

MLG: Although the mission consultation 
is at a relatively early stage, in future can 
firms expect more clarity as to the degree 
that was put on consumer duty before any 
action was taken?
AB: “That’s what I want to do. I want the 
Mission to be as transparent as possible, so 
that firms and consumers understand where 
we’re coming from. 

“To give you a timetable, we finished the 
consultation a few weeks ago. I’m still 
reading a rich set of responses. We’re aiming 
to produce a mission statement when we 
produce the next annual business plan, after 
Easter. The idea of putting them together is 
that I want the business plan to be informed 
by the mission. If firms want to understand 
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why we’ve done something; here’s a 
framework for their understanding.”

MLG: Another relevant piece of work  
for our sector was the early arrears 
thematic review in unsecured lending. 
There was a mixed picture; lots of 
examples of good practice, with room for 
improvement. Since that announcement in 
December, have there been further steps to 
improve conduct? 
AB: “I would agree with you. The message 
that came back was progress made; more to 
do. An important aspect of this review was to 
say that, when firms approach arrears 
management, are they approaching it 
mechanically or are they thinking about the 
objectives and context? 

“The firms making more progress were 
setting policies towards managing arrears 
more in the context of: ‘How do we manage 
customers to an acceptable outcome, 
consistent not just with the firm’s financial 
objectives, but with broader policy 
objectives?’

“We want to use that piece of work to give 
more attention and transparency to what 
we’re trying to achieve. This is a yardstick to 
say: ‘This is where we’re seeking to go to.’”

MLG: One point within that review is that 
the worst practices were found in retail 
finance and online personal loan 
providers. Can we expect more FCA work 
in retail finance?
AB: “That’s a good question. If you put it in 
the context of all the work we’ve done on 
consumer credit, it’s interesting. Taking on 
consumer credit was a major piece of work 
for us. What that entailed has been a lot 
bigger than what was envisaged, particularly 
if you went back to the discussions when (the 
consumer credit division) was being set up. 
But I think that’s a good outcome, it 
represents a stronger digging into what’s 
going on. 

“To your question about retail credit, it’s a 
whole broad range so you can’t generalise, 
but we found pockets of (poor) practice. This 
was, in a sense, firms not thinking about the 
broader objectives about what is safe credit 

practice, what is good credit practice and 
what isn’t. It was about understanding 
customers’ needs and capacities and tailoring 
the process to that, as opposed to a more 
mechanical treatment of customers.”

MLG: Moving to debt collection; a broad 
issue at the moment is the remuneration 
model between banks and the debt 
collection agencies they outsource to. 
While lenders are starting to change the 
commission model, those suppliers are still 
broadly speaking remunerated on 
commission on the amount collected. The 
regulatory framework has moved on, and 
that remuneration model isn’t precisely 
aligned with a TCF culture. What’s the 
FCA’s view on that?
AB: “I think you’re right. The debt 
management element in consumer credit and 
the nature of the work involved in this whole 
task of regulation; that’s another thing that 
has been a lot more than what was envisaged. 

“You pose a really interesting question. 
The commission-driven model is one we’ve 
lent against heavily. I would say with all 
remuneration, it’s down to the incentives it 

creates. We’re not in the business of 
regulating levels of remuneration. I’m not 
interested in that at all. We’re interested in 
the incentives created by a structure of 
remuneration and obviously sales  
 

 
commission. In this world it’s not selling in 
that traditional sense, but it has the same 
prospects. So we are doing and will be doing 
more work on that. The starting point is 
always to understand what incentives do 
these structures create and what incentives do 
we want them to create. You have to set out 
by thinking what objectives do you and the 
firm want there to be. Then you can answer 
the question of how we can structure 
remuneration incentives to achieve that. It’s 
sometimes not easy. 

“Going back to the traditional banking 
world, we’ve worked a lot with banks to 
develop methods structuring the 
measurements of variable remuneration. I 
readily admit that some of the things we want 
embedded, are not easy to observe.”

MLG: Are you still considering a thematic 
review of remuneration? 
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AB: “We haven’t taken any decisions on  
that but that would be a natural tool we’d  
use, so that’s quite possible.

“If you go to the end of the chain, we want 
these companies to help people get onto 
sustainable debt management and repayment 
plans. If you define the outcome as 
sustainable debt management you want the 
remuneration to be to get to that point, you 
don’t want the remuneration to be ‘let’s just 
get money in.’”

MLG: When contractual obligations 
imposed by banks on debt collection 
agencies/law firms/BPO providers 
adversely impact how TCF outcomes are 
provided for customers, would this be a 
concern for the FCA? Or is this deemed a 
matter between two firms?
AB: “All authorised firms are subject to our 
principles, including Treating Customers 
Fairly, and the same rules apply to lenders 
and specialist debt collectors when collecting 
debts. As such, if contractual arrangements 
between lenders and debt collectors or debt 
purchasers do not conflict with our principles 
and do not breach any rules, we would 
almost certainly see it as an issue for firms to 
resolve between themselves.”

MLG: Given the extension of the Senior 
Managers and Certification Regime 
(SM&CR) to other financial services firms, 
how will the FCA assess the risks to decide 
how light touch (or not) they need to be 
with companies? 
AB: “Our aim is to introduce the SM&CR to 
all firms by embedding and enhancing a 
culture of accountability and improving 
standards of conduct across the industry. 

“In doing so, it is crucial that we take 
account of the different size, types and 
complexity of firms and we will be 
consulting widely during the second quarter 
of this year to seek feedback on our 
proposals. Our determination is to achieve 
consistent principles across financial services, 
but in a clear, simple and proportionate way.

“Our aim is to introduce the SM&CR to all 
firms by embedding and enhancing a culture 
of accountability and improving standards of 

conduct across the industry. In doing so, it is 
crucial that we take account of the different 
size, types and complexity of firms and we 
will be consulting widely during Q2 this year 
to seek feedback on our proposals. 

“Our determination is to achieve consistent 
principles across financial services, but in a 
clear, simple and proportionate way.”

MLG: There’s a lot of uncertainty in the 
commercial debt management sector right 
now. At what point will you know who is 
going to be authorised and who won’t, and 
what will happen to those individuals with 
debt management plans affected by that?
AB: “We have got 210 consumer credit firms 
left (to authorise). The reason it’s taken 
longer, is that we operate to standards, we’re 
not just shovelling through. We’ve had to use 
this process to set expectations of what we 
want to see. There are some issues we will 
sort out post authorisation. 

“We’ve been working to set the hurdle but 
not to set it unrealistically. But I have to say 
our expectations have evolved because we’ve 
now got a much better line of site of the 
industry and what we expect, so we’re well 

down the track. The thing which illustrates 
why this is a dynamic sector, is that while 
we’ve been doing this interim authorisation 
process, we’ve had a big influx of new 
authorisations, so it’s a dynamic sector.” 

MLG: This is a general opinion question. 
There’s a huge project in central 
government, in which billions of pounds of 
debt will be outsourced to the private 
sector for collection. Would you prefer this 
debt to be collected to a TCF standard?
AB: “That’s a really interesting question. I 
have to say this is not our remit. 

“One thing you pick up when you talk to 
young people in a call centre and you listen 
to some of the calls they’re taking, is that 
some public authorities are faster to use 
bailiffs than financial companies. 

“So there is an issue there, but it’s not one 
for us; we said little about these boundary 
issues in the mission statements. 

“While I think it’s important those 
responsible for those areas understand and 
benefit from what we can see in the debt 
management world, it’s not for us to say  
‘this is what you should do.’” CS
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At the time of writing, indications about 

the timeline for Brexit suggested it was 

likely Article 50 would be triggered in 

the same week as our own, inaugural 

Credit Week. 

The fl ipside to this is that we’re now in 

an age where political predictions have 

been rendered redundant. 

Even so, whether Article 50 is triggered 

before or after our series of conferences, 

gala dinners, networking events and 

(appropriately), a parliamentary 

reception on the House of Commons, 

Brexit will form a towering, more than a 

little ominous backdrop to this fl agship 

event of Credit Week – our annual

Credit Summit. 

This event guide will take you through 

the agenda, the speakers, the streams 

and the navigation. The Credit Summit 

starts, of course, with an economic 

update from Evan Davis, Newsnight’s 

anchorman and presenter of Dragons 

Den. Many may also be regular listeners 

of BBC Radio 4’s The Bottom Line, his 

weekly business debate programme.

Today, he’ll be turning his inquisitive 

mind to our panel of chief risk and chief 

credit offi cers, which features: 

•  Cyrille Salle de Chou, Chief Risk Offi cer 

for retail banking and wealth, at HSBC;

•  Rahul Pakrashi, Chief Risk Offi cer

at Funding Circle;

•  Stewart Livingston, Chief Credit Offi cer 

at Santander. 

In a session not dis-similar from a 

Newsnight episode, Davis will draw 

out their views on the impact of Brexit 

on their respective organisations’ risk 

appetites, as well as their broader 

concerns for both business and 

residential customers. 

As the strategists ultimately in charge 

of risk appetite formation, they will be 

Our national inquirer: 
Poised to pose the 
big questions
An economist and political inquisitor as host of the BBC’s 
Newsnight, EVAN DAVIS is perfectly placed to interrogate the 
chief risk offi cers at the Credit Summit’s keynote CRO panel, with 
one obvious topic likely to top the agenda

interrogated on their respective outlooks 

for consumer and corporate lending over 

the next 12 months.

For the Credit Summit audience, the 

panel will be steered towards divulging 

insight on the implications of Brexit, and 

other macro-economic issues, for credit 

risk and collections. 

Davis will be prising out the answers to 

big questions such as:

•  How the major lenders are enhancing 

the customer journey through credit 

risk and collections;

•  Instilling the correct risk culture;

•  Exceeding the regulatory requirements 

that have been set;

• Gauging the appetite for debt sale.

As well as moderating this panel, Davis 

will provide his own economic update. 

Last year, he explained the growing 

global challenge which is, put simply,

the notion that the globe is producing

far more than its capacity to consume. 

Since then, the world has moved on. 

This year’s presentation is likely to be 

substantially different. 

Davis’s two sessions at the podium 

will follow an annual address from the 

Financial Conduct Authority (FCA). 

After a tumultuous two years taking on 

the regulation of consumer credit – a 

task that their own Chief Executive has 

admitted was under-estimated (see 

p26) – the FCA’s Director of Supervision 

Jonathan Davidson will explain to 

delegates the regulator’s focus for the 

next 12 months.

Davidson will also provide some insight 

on what the ongoing relationship

with the regulator may look like

for consumer credit fi rms post-

authorisation.

Across the streams
As a publisher and events organiser, 

the Credit Summit agenda refl ects how 

Credit Strategy serves professional roles 

in different sectors, rather than one 

industry. 

These roles start with the Chief Risk 

Offi cer and cascade down to credit risk 

and collections.

While consumer fi nancial services 

naturally dominates the opening 

sessions, the agenda then splits into 

streams, demonstrating the fact we serve 

similar job functions in other sectors.

After the keynotes, the day splits at 11.00 

into four streams: 

• Trade Credit; 

• Utilities & Telecoms; 

• Alternative Lending and Credit Risk, 

Collections & Compliance;

• After a lunch break, Credit Risk, 

Collections & Compliance splits into 

three streams: Credit Risk; Collections & 

Customer Service and TCF, Conduct Risk 

& Compliance.

For an agenda at a glance, see p46.
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1: CRO panel
Credit Summit, March 30

A heavy weight panel of board-level 

execs, with Chief Risk Offi cers and 

Chief Credit Offi cers from Santander, 

Funding Circle, RateSetter, HSBC and 

more, will deliver an insight into their 

credit risk strategies. The debate 

will focus on risk culture, regulatory 

requirements, appetite for debt sale and 

how lenders are enhancing the customer 

journey through credit risk 

and collections.

2: FCA address
Credit Summit, March 30

The Financial Conduct Authority (FCA) 

will kick off the day of the summit with 

an update on its regulatory focus for 

the next 12 months. Jonathan Davidson, 

Director of Supervision at the FCA, will 

explain how the authorisation process 

has helped shape consumer credit as 

well as an insight into innovation in the 

fi ntech sector and much more. 

3: Silent and abandoned calls
Credit Summit, March 30

During the dedicated Utilities & Telecoms 

stream, Ofcom will update industry 

professionals on its continued work on 

the prevalence of abandoned and silent 

calls. The regulator will explain how 

it classifi es these calls, the potential 

penalties that could be enforced as well 

as what a zero-tolerance approach may 

look like. 

4: Vulnerable customers
Credit Summit, March 30

A more than hot topic in recent years, 

this panel session aims to agree on a 

10 unmissable events 
at Credit Week
We know you can’t make every event, and every session, but here 
are some highlights which you and your colleagues might want 
to attend, or at least keep track of, as some of these events will 
be the start of major ongoing campaigns. Not only are the events 
based in and around Westminster, but they will be attended by 
the key players in the industry from the UK and Europe

common defi nition for vulnerability 

and will debate successful strategies 

to improve customer treatment and 

the customer journey. The varied panel 

includes speakers from Dollar UK, 

Christians Against Poverty, the Money 

Advice Trust, Nationwide Building 

Society and a research fellow from

The Royal College of Psychiatrists. 

5: Parliamentary reception 
House of Commons, March 28

This invite-only event will create an 

exciting networking opportunity 

between those who set the regulatory 

guidelines and those who implement 

it. Policy makers will be steering the 

conversation around fi nancial inclusion 

and customer treatment.

6: CDSP: European NPL
Conrad St. James Hotel, March 29

This conference will bring together 

sellers and buyers of non-performing 

loans (NPL) from across the continent 

and will focus on exploring

deleveraging opportunities in many 

of Europe’s key NPL markets. The 

conference will also offer best practice 

insight on methods to maximise

portfolio management. 

7: Early day motion
Parliamentary reception, March 28

As part of the Parliamentary reception, 

StepChange Debt Charity, Credit 

Awareness Week and the Debt and 

Personal Finance APPG will be tabling

an early day motion asking the 

government to support the Standard 

Financial Statement (SFS) and ensure 

public sector creditors follow the 

SFS. The SFS has been designed to 

bring greater consistency to the way 

organisations assess people’s fi nances 

when they are in debt (see p73).

8: Credit management in Europe
Credit Summit, March 30

This panel session will outline the 

realities of working in new geographies 

including the cultural, legislative 

and operational differences in these 

jurisdictions. Panellists include a range 

of UK and European credit management 

founders and association leaders. 

9: Raising conduct standards and 
enhancing the customer experience
Credit Summit, March 30

Following the launch of the Standard 

Financial Statement (SFS), this session 

will debate how the customer journey 

can be improved whilst maintaining 

a reasonable collections rate. Further 

topics will be discussed such as the 

types of training offered to frontline 

staff and how to go about setting a

level of forbearance at an early stage.

10: Standards of Lending Practice 
launched for businesses
Glaziers Hall, March 28

The Lending Standards Board has 

been developing the Standards of 

Lending Practice for business

customers which will replace the

micro-enterprise provisions of the 

lending code. Margot James, minister

for small business, consumers and 

corporate responsibility, will be formally 

launching the new standards together 

with other keynote speakers during 

Credit Week.

Supported by
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Dear delegate,

There is, to put it mildly, no shortage of issues to discuss in the world of 
fi nancial services this spring.
 
Therefore, we have injected our original Credit Summit with multiple 
conferences, debates, roundtables and dinners so it is not only a day-long 
event but a week bursting with contemporary content, leaders from the 
industry sharing their strategies and issues, followed by a monumental 
dinner to end the week with a bang.
 
Our team at Credit Strategy is very excited to be launching the inaugural 
Credit Week, this is like nothing we have ever done before. The Credit Summit 
has been our biggest event for nearly a decade so get ready to be just a little 
overwhelmed by these colossal events.
 
Credit Week will act as a bridge to government discussing the topical issues 
that affect the fi nancial services industry and at the same time will bring 
together the industry professionals from all over the world. We will also 
carry out a consumer-facing campaign focused on credit awareness.
 
I hope Credit Week will prove to be informative, thought-provoking and 
valuable to all of you, whatever the situation your business may face 
this year.
 

Thanks,
Luke Broadhurst
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In 2017, we’re breaking new ground with 
Credit Week. 
It’s a week of conferences, meetings, 
networking events and industry parties, 
the like of which our audience has never 
seen before.
There are two days of conferences 
and an entire day of programming 
focussed on European credit issues for 
our European colleagues. We’ll also be 
engaging the industry powerbrokers 
such as c-level execs at major 
lenders, the regulators and ultimately, 
government. 
We have based the fl agship events in 
Westminster and central London to 
ensure there are opportunities to
make connections.
And of course, the Credit Summit 
remains the focal point of the week.
During the week we will be launching our 
Credit Awareness campaign (see p44), 
which seeks to steer lenders to inform 
customers with better information about 
applications for credit and the reasons 
why some are refused. 
The campaign generally will be striving 
to encourage the industry to help 
consumers help themselves, by giving 
them information on what affects their 
credit scores, what they can do to 
improve their scores and the benefi ts 
that will bring to their credit access.  
We’ll also be running a joint YouGov 
survey of consumers, with our campaign 
partner Experian, to establish the level 
of knowledge among consumers about 
these issues.

TUESDAY MARCH 28

The inaugural DBC for Collections Live 
Debate will be held at the Law Society, 
London. The topic on this occasion 
is: ‘What disruption will the advent 
of digital technology bring to the 
collections industry?’
The debate features speakers such as: 

•  Derek Usher, Managing Director 
at Cabot Credit Management; 

•  Paul Stretton, Head of Debt and Credit, 
Extra Energy; 

•  Sam Taylor, Customer Services Manager 
at Moneybarn;

•  Randolph McFarlane, Head 
of Partnerships at Intelligent 
Environments.

Time:    8.30 for registration
Venue:  The Law Society 
 113 Chancery Lane
 London
 WC2A 1PL

creditweek.co.uk/dbc-collections-
live-debate

TUESDAY MARCH 28

This is the launch event of the
Standards of Lending Practice for 
business customers which will replace 
the micro-enterprise provisions of the 
lending code. This new set of standards 
will refl ect a change in product scope 
and the protections that are extended 
from micro-enterprise customers to 
include businesses with a turnover of
up to £6.5m.
Margot James MP, minister for small 
business, consumers and corporate 
responsibility, will be formally launching 
the new standards together with other 
keynote speakers who will be talking 
about the positive change the standards 
will bring to the industry, businesses 
and customers.

Time:  8.20 for registration
Venue:  Glaziers Hall

          9 Montague Close  
          London Bridge
          SE1 9DD

lendingstandardsboard.org.uk/
new-standards-of-lending-practice-
for-business-launch-in-march-2017

Credit Week: Bringing 
together the industry elites
Credit Week was always planned as a series of networking events, 
industry parties and conferences including the Credit Summit, which 
will bring UK and European credit professionals to London. Since 
announcing the launch, Credit Strategy has added even more dinners 
and debates. Here’s the lowdown of what’s happening each day

Supported by LAUNCHED BY

Credit Week sponsors:
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TUESDAY MARCH 28

This invite-only networking reception 
hosts the biggest stakeholders in credit 
and governmental regulators.
Here policy makers will be steering the 
conversation around fi nancial inclusion 
and customer treatment.
By hosting a networking event between 
those who set the regulatory tone and 
those who implement it ‘on the ground’ 
Credit Strategy has created the perfect 
opportunity for government to:
•  Understand the practical challenges 

involved in fi nancial inclusion and the 
customer journey

•  Gauge the expectations, requirements 
and benefi ts of a thriving fi nancial 
services industry

•   Liaise with those who directly affect 
credit access

Time:    12.00
Venue:  Houses of Parliament   
             Terrace

           Westminster
          London
          SW1A 0AA

creditweek.co.uk/parliamentary-
reception

WEDNESDAY MARCH 29

This conference will bring together 
sellers and buyers of non-performing 
loans (NPL) from across the continent. 
The focus is to explore deleveraging 
opportunities in many of Europe’s key 
NPL markets. 
The morning plenary sessions will map 
out the European NPL landscape and will 
be followed by panel sessions discussing 
what factors make a portfolio attractive 
for purchase, how funds service acquired 
portfolios and why a subsequent sale of 
the portfolio may occur. 
In the afternoon, further panels will be 
exploring the debt sale and servicing 
potential in Greece, Italy and the central 
and eastern European regions.

Time:    8.15 for registration
Venue:  Conrad St. James

       22-28 Broadway
          Westminster
         London
       SW1H 0BH

cdspeuropeannpl.co.uk

WEDNESDAY MARCH 29 

Following our CDSP: European NPL 
Conference, and prior to the Credit 
Summit, Credit Strategy will be 
convening c-level executives from 
the major UK and European credit 
stakeholders for three separate
relaxed networking dinners at the 
Cinnamon Club.

Time:    From 18.45
Venue:    The Cinnamon Club

 The Old Westminster    
 Library
 Great Smith Street
 Westminster
 London 
 SW1P 3BU

creditweek.co.uk/c-suite-dinner
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WEDNESDAY MARCH 29 

Changes to collections and recovery 
regulations have stretched existing 
systems and resources, resulting in 
rising compliance costs and risk. Market 
participants sometimes struggle to 
organise collection information across 
credit issuers and third party debt 
collectors to meet the requirements 
for compliance and treating customer’s 
fairly. Today’s technology makes this 
easier than ever.
Credit Strategy and Convoke are hosting 
an exclusive discussion over dinner and 
drinks to learn how innovative cloud 
technology from the US can be used to 
substantiate debt, improve third party 
oversight and promote responsible 
customer treatment.

Time:     18.45 - 21.30
Venue:    The Cinnamon Club
 The Old Westminster 
              Library
 Great Smith Street
 Westminster
 London 
 SW1P 3BU

creditweek.co.uk/c-suite-dinner

WEDNESDAY MARCH 29

The digital transformation of collections 
activity is a broad and complex 
enterprise for any organisation, raising 
a vast range of questions on customer 
behaviour, communication, and 
adaptation of traditional strategies.
This evening of private dining, hosted 
by Credit Strategy and Intelligent 
Environments, is the latest in a series of 
high-level discussion and networking 
events aimed at bringing together 
businesses that share these challenges.
Over a three course meal and drinks, 
senior executives with responsibility for 
digital strategy will be able to discuss 
their thinking on digital collections in an 
off the record, informal environment. 

Time:    19.15 - 21.45
Venue:    The Cinnamon Club
 The Old Westminster     
             Library
 Great Smith Street
 Westminster
 London 
 SW1P 3BU

creditweek.co.uk/c-suite-dinner

WEDNESDAY MARCH 29 

Attendees will have the opportunity 
to share insights with non-competitive 
banks and understand how their industry 
colleagues have been overcoming the 
shared challenges.
It will also provide a fantastic 
opportunity to benchmark current 
lending practices, discuss data sharing 
protocols, understand the current 
lending and debt sale conditions and 
build great connections throughout the 
European lending market.

Time:    19.00 - 21.30
Venue:    The Cinnamon Club
 The Old Westminster      
             Library
 Great Smith Street
 Westminster
 London 
 SW1P 3BU

creditweek.co.uk/c-suite-dinner

In association with In association with Hosted by
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THURSDAY MARCH 30

The UK’s biggest credit show, bringing 
together traditional and alternative 
lenders from across the major sectors 
(consumer fi nance, trade credit, U&T), 
products (car fi nance, mortgages,
cards) and departments (credit risk, 
collections, compliance). 
As you can see from our Credit Summit 
event guide across these pages, we’ll 
have a heavyweight panel of board-level 
execs, with Chief Risk Offi cers and Chief 
Credit Offi cers from HSBC, Funding 
Circle, RateSetter, Santander and more. 
BBC broadcaster Evan Davis will be 
delivering a keynote economic update, 
as well as grilling a panel of Chief Risk 
Offi cers on their concerns for customers 
in a post-Brexit environment.
See p46 for an agenda at a glance and 
p48 for a fl oorplan.

Time:    From 8.30
Venue:   QEII Centre
             Westminster
             London 
             SW1P 3EE

creditsummit.co.uk

THURSDAY MARCH 30

Rounding off the week, will be the Credit 
500 Gala. It’s one fi nal party to give 
those who have participated so fully in 
Credit Week the opportunity to unwind 
and relax for one fi nal celebration. 
For 2017, Credit Strategy has expanded 
the Credit 100 – the index of the most 
infl uential members of the credit industry 
– into the Credit 500 to refl ect the full 
reach of the profession. 
The Credit 500 will consist of:
• Car Finance 50 
• Commercial Finance 50 
• Consumer Credit 100 
• European NPL 75 
• Infl uencer 50 
• Knowledge & Professional Services 50 
• Trade Credit 50 
• Utilities & Telecoms 75

Venue:   QEII Centre
              Westminster
              London 
              SW1P 3EE

credit500galadinner.co.uk

CREDIT WEEK AT A GLANCE
 

What is it? A week of 
networking events, industry 
parties and conferences 
including the Credit Summit, 
which brings the UK and 
European credit professionals
to London.

We’ll be helping professionals 
from across the continent to 
forge new alliances. During an 
entire week, who knows what 
opportunities might emerge?

Where is it? Various venues in 
and around Westminster.

Who’s attending? CROs at 
Europe’s largest lenders, Chief 
Credit Offi cers at UK retail 
banks, Chief Executives and 
Directors from UK and European 
credit management companies.

How do I get involved? 
Call 020 7940 4835.

TELROCK
SMART INTERACTIONS

Credit Week supporters:
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Credit Awareness Week:
An ambitious plan to 
empower consumers

How credit aware are you and are 

you any more knowledgeable than 

the average consumer? Those are the 

questions. Before the month is out, you 

should know the answers.

 

Credit Strategy is to unveil its consumer 

facing campaign - Credit Awareness 

Week (CAW) in tandem with our events 

platform Credit Week on 27 March.

 

CAW, organised by Credit Strategy 

and run in association with Experian, 

launches with the results of an annual 

nationwide YouGov survey revealing 

consumer understanding of a host of 

questions about scoring and credit 

awareness more generally.

 

We will also be conducting a survey of 

industry awareness, which hopefully will 

surpass consumer awareness, and these 

results will be revealed at the Credit 

Summit on March 30.

 

So what are the aims of CAW? 

“Empowering people to improve

their fi nancial futures” is the tagline

for the campaign which we think

neatly summarises our, no doubt, 

ambitious plan.

 

We are under no illusions about the 

task in hand. An Occasional Paper from 

the Financial Conduct Authority (FCA) 

on Access to Financial Services in the 

UK highlighted, last year, the problems 

consumers face in accessing credit 

through automated processes.

 

“The computer says no” isn’t just a 

comedy catchphrase. It’s the 

experience of many consumers who 

get caught in the ‘maze’ of impersonal, 

automated processes. The Credit market 

provides a prime example and further 

consumer frustration is caused by the 

‘fog’ of confusing relationships between 

the main players: Lenders and credit 

reference agencies.

 

Many consumers do not understand

how credit scores work; they often 

mistakenly think credit reference 

agencies make lending decisions and 

those decisions are based purely on

their credit fi le or score.

 

We have picked three themes (as 

revealed in last month’s Credit Strategy) 

and three organisations to work to help 

with the campaign.

 

Our fi rst theme focuses on people’s 

understanding of credit scoring and how 

it impacts on their ability to get credit. 

Without giving too much away, within 

the YouGov survey with Experian we 

want to see whether people are aware of 

the rules that apply to how their scores 

are calculated and their understanding of 

the impact of these rules.

 

CAW will, with Experian, be conducting 

an annual survey to benchmark this 

understanding, providing for the fi rst 

time a repository of where we are as 

a nation in terms of awareness and 

whether this is improving or not.

 

One of the questions we ask centres 

around the issue of credit refusal. 

Research for the access paper 

commissioned by the FCA found that the 

diffi culties for consumers turned down 

for credit are often compounded by a 

lack of clear explanation about why they 

have been denied.

 

Consumers often don’t realise that the 

lending code, which most larger fi nancial 

services organisations have signed up to, 

states: “If a lender decides not to accept 

your credit application you can ask them 

to explain the main reason for their 

decision”.

 

Lenders would argue that’s not as easy 

as it sounds. Many different factors 

impact on a single score and it could be 

diffi cult to point to a main reason. The 

issue then is “that consumers are likely 

to be given a generalised explanation 

that does not necessarily help them to 

take steps to improve their credit score 

or identify credit providers more likely to 

accept their business,” the FCA says.

 

One consumer interviewed in the FCA 

paper said: “I just keep trying and trying 

and trying. Surely someone will give me 

a credit card eventually”.

 

Another said: “When you start getting 

turned down, it’s easy to just assume that 

everyone is going to turn you down. They 

(fi rms) don’t give the impression that 

EMPOWERING PEOPLE

 

TO IMPROVE THEIR 
FINANCIAL FUTURES

In association with

At the Credit Summit, Credit Strategy will launch its Credit Awareness 
Week campaign, in association with Experian. The big idea is to 
establish and increase consumers’ awareness of their credit score, to 
infl uence how lenders communicate credit refusals to individuals and 
ultimately, to empower people with better information
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someone else might be able to help – it’s 

kind of a fi rm ‘no’.”

 

CAW, will aim to redress some of this 

imbalance by campaigning to get the 

industry to relook at more helpful 

information for consumers at the point of 

refusal as well as encouraging consumers 

to ask lenders for the main reason, which 

they are entitled to do 

but may not realise they 

can.

 

We will be producing 

with Experian a 

consumer-friendly 

useful guide to credit 

at the crossroads which 

covers off this point 

of getting consumers to ask lenders 

this question and also details the most 

common reasons for credit refusal. 

Credit Strategy’s own research of lenders 

reveals they can be summarised as:

 

· High credit risk – either based on the 

overall score (below the lenders pass 

mark) or the triggering of a policy rule 

such as adverse bureau data (CCJs, 

signifi cant arrears on shared data 

groups of credit history, signifi cant value 

defaults and so forth)

· Failing legal requirements / lending 

policy rules (eg under the age of 18 or 

currently bankrupt)

· No affordability check or suspect fraud 

(after a manual referral)

· Applications can also hit the buffers 

due to ID checks, insuffi cient credit score 

including if the applicant is not on the 

electoral roll, which can often lead to 

requests for paper proofs instead. At this 

point the applicant may play along or 

lose interest.

There are opportunities to share 

these reasons with customers so they 

understand why they weren’t considered 

suitable. This can then empower them, 

for example, to look for ways to build 

their score, or wait until adverse entries 

expire, or wait until an insolvency 

concludes, or review their budget.

 

But the principle reasons are rarely 

given. Instead, people often get a ‘no 

but thanks’ along with ‘we carried out a 

credit check so you may want to review 

your credit report with…’.  In many cases, 

people do check their report and fi nd it 

is not terribly enlightening. The credit 

reference agencies don’t know what the 

lender decided or why so may try to help 

but often struggle.

 

Look out also for a range of other 

themes covered during CAW.

The Week kicks off with a Parliamentary 

Reception hosted by Julian Knight, chair 

of the Alternative Lending All-Party 

Parliamentary Group, on March 28 and 

is also supported by other APPG groups 

focused on banking and debt.

The Money Advice Service (MAS) 

has engaged with us to further push 

awareness of the Standard Financial 

Statement and a consistent approach to 

the format for affordability checks for 

those that are already overindebted.

Caroline Siakiewicz, Head of Debt 

Advice, and Criag Simmons, Sector 

Coordination Manager of Debt Advice, 

both at MAS, will be speaking at the 

Credit Summit about the Standard 

Financial Statement (SFS) roll out. 

In particular Simmons will be talking 

further about the 

potential usages of the 

SFS for data portability.

 

We have also worked 

with StepChange Debt 

Charity and the All 

Party Parliamentary 

Group on Debt and 

Personal Finance chair 

Yvonne Forvargue MP to table an Early 

Day Motion calling for the government to 

support the aims of the SFS. 

In particular the EDM will be asking for 

public sector creditors such as HMRC, 

DWP and HMCTS to ensure that whilst 

they are not regulated by the FCA, they 

follow affordability guidelines espoused 

by adopting the SFS.

 

In addition to affordability issues, we 

are also picking up the theme of debtor 

rehabilitation. Registry Trust (RT) will be 

using CAW to spin out a new approach 

to CCJ satisfactions in Scotland as well 

as encouraging creditors to fi le CCJ 

certifi cates of satisfactions directly with 

the courts on behalf of consumers. 

This is expected, by RT, to exponentially 

increase the level of satisfactions of 

consumers thus ensuring consumers can 

move to more affordable lending earlier 

in the credit cycle.

“Many consumers do not understand how 
credit scores work; they often mistakenly think 

credit reference agencies make lending decisions 
and those decisions are based purely on their 

credit fi le or score”
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Agenda at glance

08.00 Credit 100 networking breakfast         – WHITTLE, 3RD FLOOR
08.15 Registration, 1-2-1 meetings and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR
08.50 Opening addresses – BRITTEN AND WHITTLE, 3RD FLOOR
09.00 FCA annual address 
09.30 Credit risk insights strategy panel 
10.10 Evan Davis: Economic overview for credit and collections 
10.30 Morning refreshments, 1-2-1 networking and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR

WORDSWORTH, 4TH FLOOR RUTHERFORD, 4TH FLOOR ABBEY, 4TH FLOOR FLEMING, 3RD FLOOR SHELLEY, 4TH FLOOR

11.00 Risk assessment in trade credit Gaining a competitive 
advantage through TCF

Next generation 
risk management

FinTech: Innovation and evolution A Credit Strategy 
roundtable, in association 

with Capita  
Open Water: Customer 
demands, regulatory 

evolution and economic 
uncertainty – how will you 

capitalise?
11.00 - 12.30

11.45 Negotiation before sale Silent and 
abandoned calls

Exceeding regulatory compliance 
within customer treatment

Vulnerable customers

12.30 Credit management 
in Europe

Case study:
Excellence in vulnerable 

customer support

Case study: Lending Stream’s 
underwriting and collections

Empowering people
to improve their fi nancial futures

13.10 Lunch, 1-2-1 networking and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR

MOORE, 4TH FLOOR WESTMINSTER, 4TH FLOOR ST JAMES, 4TH FLOOR

14.25 Technological advances within 
collections

Best in class customer service: 
Money talks

Operations and compliance 
monitoring

Achieving integrated credit 
risk and collections

Exceeding ethical 
obligations

Embedding 
cultural change

15.00 Exploring collections 
beyond the UK

Customer contact strategies: 
Managing your social media 

Consumer lending: 
Online product strategy

Assessing customer 
affordability

Raising conduct 
standards

Compliance within fi nancial 
transactions

15.30 Afternoon refreshments, 1-2-1 networking and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR

16.00 Effective dispute 
management

The art of effective team manage-
ment

Building customer trust and 
enhancing engagement

Ensuring fi nancial 
inclusion

Digital customer 
interaction

Governance and ERM within 
lending fi rms

16.35 Effective litigation and debt 
recovery strategies

Case study: Implementation 
of a new billing system

Open banking API 
disrupting banking

Customer insight and 
analytics

Access to debt 
advice

Post-authorisation product 
governance

17.10 End of conference

UTILITIES & TELECOMS

UTILITIES & TELECOMS

ALTERNATIVE LENDING

ALTERNATIVE LENDING



47creditstrategy.co.uk

CREDIT SUMMIT EVENT GUIDE

08.00 Credit 100 networking breakfast         – WHITTLE, 3RD FLOOR
08.15 Registration, 1-2-1 meetings and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR
08.50 Opening addresses – BRITTEN AND WHITTLE, 3RD FLOOR
09.00 FCA annual address 
09.30 Credit risk insights strategy panel 
10.10 Evan Davis: Economic overview for credit and collections 
10.30 Morning refreshments, 1-2-1 networking and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR

WORDSWORTH, 4TH FLOOR RUTHERFORD, 4TH FLOOR ABBEY, 4TH FLOOR FLEMING, 3RD FLOOR SHELLEY, 4TH FLOOR

11.00 Risk assessment in trade credit Gaining a competitive 
advantage through TCF

Next generation 
risk management

FinTech: Innovation and evolution A Credit Strategy 
roundtable, in association 

with Capita  
Open Water: Customer 
demands, regulatory 

evolution and economic 
uncertainty – how will you 

capitalise?
11.00 - 12.30

11.45 Negotiation before sale Silent and 
abandoned calls

Exceeding regulatory compliance 
within customer treatment

Vulnerable customers

12.30 Credit management 
in Europe

Case study:
Excellence in vulnerable 

customer support

Case study: Lending Stream’s 
underwriting and collections

Empowering people
to improve their fi nancial futures

13.10 Lunch, 1-2-1 networking and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR

MOORE, 4TH FLOOR WESTMINSTER, 4TH FLOOR ST JAMES, 4TH FLOOR

14.25 Technological advances within 
collections

Best in class customer service: 
Money talks

Operations and compliance 
monitoring

Achieving integrated credit 
risk and collections

Exceeding ethical 
obligations

Embedding 
cultural change

15.00 Exploring collections 
beyond the UK

Customer contact strategies: 
Managing your social media 

Consumer lending: 
Online product strategy

Assessing customer 
affordability

Raising conduct 
standards

Compliance within fi nancial 
transactions

15.30 Afternoon refreshments, 1-2-1 networking and exhibition break – BRITTEN AND WHITTLE, 3RD FLOOR

16.00 Effective dispute 
management

The art of effective team manage-
ment

Building customer trust and 
enhancing engagement

Ensuring fi nancial 
inclusion

Digital customer 
interaction

Governance and ERM within 
lending fi rms

16.35 Effective litigation and debt 
recovery strategies

Case study: Implementation 
of a new billing system

Open banking API 
disrupting banking

Customer insight and 
analytics

Access to debt 
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Post-authorisation product 
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CREDIT RISK COLLECTIONS & 
CUSTOMER SERVICE

TCF, CONDUCT RISK
& COMPLIANCE

ROUNDTABLES
Sponsored by CREDIT RISK, COLLECTIONS 

& COMPLIANCE

TELROCK
SMART INTERACTIONS
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ST. JAMES

WESTMINSTER

ABBEYRUTHERFORDMOORE

SHELLEY WORDSWORTH

14.25 - 17.40

11.00 - 17.4014.25 - 17.40

11.00 - 12.30 11.00 - 17.40

Floor plan: 4th fl oor

Garden 
Courtyard

LIFTS

LIFTS

UTILITIES & TELECOMS
11.00 - 17.40

ALTERNATIVE LENDINGCREDIT RISK

COLLECTIONS & 
CUSTOMER SERVICE

14.25 - 17.40

TCF, CONDUCT RISK
& COMPLIANCE

ROUNDTABLES
Sponsored by 
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Event information

WI-FI
SPONSORED BY: 

Connect your device to the 
Wi-Fi network: TDXGROUP 
and enter password: 
TDXGROUP. 
If you have any problems, 
please ask a member of the 
Credit Strategy team or the 
QEII Centre staff.

DIGITAL 
EVENT 
GUIDE 
We understand how 
frustrating it is when 
information on the agenda 
is out of date therefore we 
have a digital event guide 
available.  Here you can gain 
access to a detailed agenda, 
a speaker directory and the 
1-2-1 meeting system. 

Please use the following link 
or QR code to gain access:

Link: bit.ly/creditsummitguide
QR code: 

1-2-1 MEETING 
PLATFORM 
AND 
MEETING 
HUB
The Credit Summit has 
introduced a 1-2-1 meeting 
platform accessible via 
your smartphone or tablet. 
This fully interactive system 
enables you to pre-arrange 
meetings at exhibition stands 
or at the dedicated meeting 
hub. This software gives 
a new spin on networking 
ensuring you meet with 
people you want to engage 
with. 

Please log onto the platform 
regularly to gain access to 
the updates communicated 
throughout the day and if 
you have arranged meetings, 
please make sure you are 
punctual – you only have 
one chance to make a fi rst 
impression after all.

Please use the following link 
or QR code to gain access:

Link: bit.ly/121cs
QR code: 

SOCIAL MEDIA 
HUB AND 
TWITTER 
INFORMATION
The Social Media Hub 
located in Whittle on the 
3rd fl oor. There are charging 
points available in this area 
for your convenience.

Our Twitter wall is also 
located in the Social Media 
Hub where you can view 
the most popular tweets of 
the day as well as react to 
comments being posted 
– just log onto your Twitter 
account and start tweeting 
– don’t forget to use the 
hashtag #CreditSummit

VIP HUB 
For the fi rst time, the Credit 
Summit will have an exclusive 
area for our VIP audience. 
To qualify you must be an 
event speaker, have VIP 
printed on your badge or be 
a Credit 100 member. Light 
complimentary refreshments 
will be available all day in this 
area with lounge chairs and 
charging points. This is by 
invitation only and subject to 
availability.

Sli.do
We will be using Sli.do to 
enable you to put your 
questions to the speakers and 
take part in voting and polls.
Go to www.slido.com and 
enter #CreditSummit when 
prompted by the chair.
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CREDIT 
STRATEGY 
ZONE

We would love to welcome 
you to the Credit Strategy 
zone. Our team will be at 
hand to help you with

· The digital event guide
· The 1-2-1 meeting platform
·  Questions in relation to 
the agenda

·  Building and enhancing 
your profi le on the Credit 
Strategy website

·  Booking your tickets 
to the upcoming Credit 
Strategy events

 
We will be showcasing our 
latest developments including 
the new Credit Strategy 
website, magazine and the 
upcoming events. You’ll also 
have the opportunity to share 
your feedback on today’s 
event.
Come and say hi, grab a 
coffee at our stand and meet 
the team behind today’s 
event. 

CREDIT 100 
BREAKFAST
An exclusive networking 
breakfast for the Credit 
100 members only with 
complimentary refreshments. 
Taking place on the 3rd fl oor 
in the Whittle room at 8.00. 
This is by invitation only.

ROUNDTABLE 
DISCUSSION 

A Credit Strategy roundtable, 
in association with Capita, 
will discuss gaining fi rst 
mover advantage through 
compliance, customer 
satisfaction and business 
performance which takes 
place at 11.00 on the 4th fl oor 
in the Shelly room. This is by 
invitation only. 

DELEGATE 
BADGES
Upon registering this 
morning, you would have 
been provided with a badge 
by our registration staff. 
Please ensure you wear this 
at all times. At the end of 
the event, please return your 
badge to the registration 
desk (the registration desks 
are located on the ground 
fl oor by the entrance to the 
QEII Centre).

SESSIONS
Conference tickets allow 
access to all streams and 
seating for each will be 
available on a fi rst-come-
fi rst-served basis. We 
would therefore advise you 
to arrive at your chosen 
stream in plenty of time to 
avoid disappointment. All 
conference streams will take 
place on the 4th fl oor and all 
plenaries will occur on the 3rd 
fl oor. The exhibition area is 
also located on the 3rd fl oor. 

PERSONAL 
BELONGINGS
Cloakroom facilities are 
available on the ground 
fl oor. Please be advised that 
neither Credit Strategy nor 
the QEII Centre can be held 
responsible for any loss or 
damage to your personal 
property.

DIETARY
REQUIREMENTS
If you have any special 
dietary requirements that you 
have not already informed us 
about, please do so as soon 
as possible by visiting the 
Credit Strategy zone in the 
Whittle room.

Rounding off the week, will 
be the Credit 500 Gala. It’s 
one fi nal party to give those 
who have participated so 
fully in Credit Week the 
opportunity to unwind and 
relax for one fi nal celebration. 

For 2017, Credit Strategy 
has expanded the Credit 
100 – the index of the most 
infl uential members of the 
credit industry – into the 
Credit 500 to refl ect the full 
reach of the profession. 
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According to our new report, 69% of lenders are worried that they’re 
falling behind their competitors in how they assess Affordability.

0113 220 1616

www.callcredit.co.uk 

Speaker: Eamonn Tierney Time: 3pm in the Credit Risk Stream
Can’t make it? No problem. Visit us at Stand 23 in the Britten Room.

Download a 
free copy of The 

New Affordability

 callcredit.co.uk/ 
affordability-report

Does your  
Affordability strategy

stack up?

Don’t miss out. Come and hear about 
The New Affordability vision. 
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Baker Tilly 9

BBA 10

Black Pine  33
Executive Consulting

Callcredit  23
Information Group

Capita 24

Chartered Institute  7
of Credit Management 
(CICM)

CMC, UK 15

Computershare 1

Credit Strategy 17

CSA 12

Dealfl o 18

Docmail 4

EG Solutions 8

FCA 22

Hanse Orga 32

Huntswood 28

Intelligent Environments 27
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Pay 360 by Capita 26
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Samaritans 19

Target Group 31

Telrock Systems 25

The Children’s Trust 14

The Gazette 29 

LIST OF EXHIBITORS

Telrock SmartCollect provides 24/7 self-service, 
mobile first design, digital collections & recoveries. 
System capabilities include; integrated workflow and 
decision engine capabilities, omni-channel strategy, 
customer identification, product driven customer 
level collections, income & expenditure assessment, 
payment plans and payment wallet.

The Optimus solution has been built from the ground 
up using latest technologies to provide a collections 
and recoveries platform that meets and exceeds 
the needs of today’s collection operations. For 
deployment in the private cloud, it is ready to launch 
with configurable strategies, workflow, compliance 
oversight and reporting across the entire collections 
and recovery lifecycle from early first party collections 
through to third party agency management.

info@telrock.com
www.telrock.com
+44 (0) 20 7183 1573 

Consumer behaviour has changed; your business must 
change too. This means when approaching a customer 
to recover a missed payment, you must do so in line 
with their communication preferences. By choosing 
not to adapt, you risk losing market share and may 
face an unsustainable business model.
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Telrock SmartCollect provides 24/7 self-service, 
mobile first design, digital collections & recoveries. 
System capabilities include; integrated workflow and 
decision engine capabilities, omni-channel strategy, 
customer identification, product driven customer 
level collections, income & expenditure assessment, 
payment plans and payment wallet.

The Optimus solution has been built from the ground 
up using latest technologies to provide a collections 
and recoveries platform that meets and exceeds 
the needs of today’s collection operations. For 
deployment in the private cloud, it is ready to launch 
with configurable strategies, workflow, compliance 
oversight and reporting across the entire collections 
and recovery lifecycle from early first party collections 
through to third party agency management.

info@telrock.com
www.telrock.com
+44 (0) 20 7183 1573 

Consumer behaviour has changed; your business must 
change too. This means when approaching a customer 
to recover a missed payment, you must do so in line 
with their communication preferences. By choosing 
not to adapt, you risk losing market share and may 
face an unsustainable business model.
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Sponsor and exhibitor directory
The Credit Summit thanks all of its event supporters, sponsors and exhibitors. Please use this directory as a 
handy guide to the products and services they provide and fi nd out how to contact them.

Black Pine is a management consulting and data analytics company with expertise in 
risk, collections, payments and operations. Using data mining and machine learning 
methods, they bring the intelligence of advanced predictive analytics in order to highlight 
opportunities and risks in consumer behaviour. By combining knowledge from various local 
markets with global best practices, they experienced rapid growth over the past decade, 
while serving market leaders in fi nancial services across Europe.

Contact details:
Name  Radek Jezbera
Email  radek.jezbera@blackpine.com 
Phone  +44 (0)20 32 39 88 44
Address Green Park House, Mayfair, 15 Stratton Street, London W1J 8LQ
Website  blackpine.com

BCCA is a leading trade association for fi nancial services fi rms who engage in the 
provision of alternative fi nance solutions such as high-cost short-term credit, instalment, 
guarantor loans and credit brokerage. BCCA also represent third party cheque cashers.

Contact details:
Name  BCCA 
Email  info@bcca.co.uk
Phone  +44 (0)1925 737100
Address  Suite 7, Station House, Central Way, Warrington WA2 7FW
Website  bcca.co.uk

STAND 33

SILVER SPONSOR

RSM is an independent fi rm of chartered accountants and business advisers.

Baker Tilly Creditor Services, part of the RSM group, is a national provider of services 
including debt collection, business risk monitoring, representation at creditors’ meetings 
and insolvency claim management.

Their unique processes and award winning systems, developed and supervised by licensed 
Insolvency Practitioners ensure that they meet the requirements of all business types.

Contact details:
Name  Robert Beat
Email  robert.beat@bakertilly.co.uk 
Phone  +44 (0)20 7448 8111
Address Salisbury House, 31 Finsbury Circus, London EC2M 5SQ
Website  rsmuk.com

STAND 9

BRONZE SPONSOR

EVENT SUPPORTER
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Callcredit are always looking for new ways to bring ground-breaking credit risk solutions 
to their customers. As industry leaders, their credit risk solutions are used by major lenders 
and other blue chip companies to ensure they make credit risk decisions that protect both 
businesses and customers. They provide:
•  Credit risk reporting and scoring – Incorporating an applicants’ name, address, 

and credit history, including positive or negative payment history on their credit 
commitments.

•  Affordability assessment - Seamlessly processing new applications; validating 
affordability and income without the need for manual intervention.

•  Daily alerts - Monitoring the fi nancial activity of your existing customers, in detail, every 
day, meaning you can be alerted to early warning signs of debt stress.

•  Consultancy and data analytics - Their consultancy and data analytics team provide 
support across the credit industry to ensure strategies, processes and analytics are 
optimised.

•  Benchmarking - Measuring your performance against competitors and, in a dynamic 
marketplace, understand how you can continually improve.

Visit them at the exhibition to fi nd out how they can help you.

Contact details:
Email  contact@callcreditgroup.com
Phone  +44 (0)113 220 1616
Website  callcredit.co.uk

STAND 23

GOLD SPONSOR
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CMC powers solutions from marketing and customer service, to collections, recovery, and 
agency management. Regardless of where you fi t into the customer journey, CMC extends 
your view of the customer relationship to provide a 360-degree view. Enabling you to deliver 
a superior end-to-end customer experience, from a single platform.

A cloud-based solution for greater adaptability and fl exibility, eliminating the need for 
investment in costly and quickly outdated infrastructure. CMC helps clients to reimagine 
customer experience management.

Contact details:
Name  Jaclyn Kilner
Email  jkilner@cmcagile.com 
Phone  +44 (0)7554 424 727
Address 30 Bankside Court, Stationfi elds Kidlington Oxford OX5 1JE
Website  cmcagile.com

STAND 15

STAND 7

BRONZE SPONSOR

The Chartered Institute of Credit Management (CICM) is Europe’s largest professional 
association for the credit community. Formed over 75 years ago, the Institute was granted 
its Royal Charter in 2014. The trusted leader in expertise for all credit and collections
matters, it represents the profession across trade, consumer and international credit, and 
all credit-related services.

Contact details:
Name  Peter Collinson
Email  peter.collinson@cicm.com
Phone  +44 (0)1780 722900
Address  The Watermill, Station Road, South Luffenham, Rutland LE15 8NB
Website  cicm.com

EVENT SUPPORTER

Capita is the UK’s leading business process outsourcer with unparalleled scale and capability. 
Essential to their service delivery is their focus on innovation, and for three years in a row 
they have been one of Forbes’ Top 100 most innovative companies in the world.

In 2015, Capita formed a new division – Legal, Financial and Regulatory Services (LFRS) – 
bringing together a range of capabilities from analytics, remediation, litigation, recoveries, 
and early arrears collections. LFRS is a part of Capita’s Private Sector Partnerships Division.

Their track record of transitioning, and transforming businesses, coupled with their market 
leading skills and technologies, defi nes their proposition. They offer an integrated end-to-
end solution across the whole collections and recoveries lifecycle, encompassing origination, 
servicing, arrears, legal, analytics, and remediation, which can be deployed in whole or in 
part.

Contact details:
Name  New Markets Team
Email  lfrsolutions@capita.co.uk
Phone  +44 (0)7876 707520
Address  65 Gresham Street, London EC3A 7NQ
Website  capita.com

STAND 24

GOLD SPONSOR
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Computershare Communication Services is a global business division of Computershare. 
They provide multi-channel communication solutions spanning the entire customer journey. 
They specialise in integrating the customer with back offi ce technology to create a seamless 
customer journey, while supporting you with your regulatory requirements.

Contact details:
Name   Jack Price
Email   jack.price@computershare.co.uk
Phone   +44 (0)7909 935 438
Address The Pavilions, Bridgwater Road, Bristol BS13 8AE
Website computershare.co.uk/hub

STAND 1

SILVER SPONSOR

Expert Support Through Our 
Comprehensive Range of Mortgage 
and Loan Services

ORIGINATION
Increase conversion rates by 
reacting to customer demand 
through a fully configurable  
application process

SERVICING
Improve customer 
satisfaction & reduce  
costs by automating  
lifecycle processes

£
COLLECTION
Reduce bad debt by 
communicating the right 
message at the right time

Communication Receive valuable 
portfolio insight

Maximise the value of 
your portfolio

Quick product launch

CERTAINTY INGENUITY ADVANTAGE

Reduce costs

For more information  
come and see us at 

 STAND 1

LEADERS IN FINANCIAL 
SERVICES ADMINISTRATION

COMMUNICATION SERVICES THAT  
INTEGRATE YOUR CUSTOMERS  
WITH YOUR BACK OFFICE

CCS_A5_advert.indd   1 08/03/2017   12:52:23
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The CFA is the principal trade association representing the interests of some of the best 
known short-term lending businesses operating in the UK. Members include Lending Stream, 
Mr Lender, MyJar, Payday Express, Payday UK, Peachy, Quick Quid, Satsuma, Speedy Cash, 
Sunny, The Money Shop and WageDayAdvance.

Contact details:
Name  Consumer Finance Association
Email  enquiries@cfa-uk.co.uk
Phone  +44 (0)20 3178 7408
Address 78 Pall Mall, London SW1Y 5ES
Website   cfa-uk.co.uk

Convoke provides a cloud-based, software application that connects credit issuers to their 
vendors, allowing them to securely exchange data and documents on a large scale. Credit 
issuers use Convoke because their tool effectively and effi ciently gives them information 
they need to validate debt, ensure data integrity, and monitor customer treatment.

Contact details:
Name   David Pauken
Email   dpauken@convokesystems.com
Phone   +44 (0)1 571 858 4711
Address  4250 North Fairfax Drive, Suite 550, Arlington, VA USA 22066
Website  convokesystems.com

BRONZE SPONSOR

EVENT SUPPORTER

CCTA is a modern, dynamic and forward thinking association. They pride themselves on 
having a strong independent voice and a proven track record, having been established 
since 1891.

Their membership represents all businesses involved in consumer credit. Their mission is 
to meet their members needs in a professional, cost effective and easily accessible way, by 
providing innovative services.

True to their ‘lobbying’ reputation, they strive to take the weight of legislative change, 
constantly pushing for ‘better’ and ‘less’ regulation on behalf of their members.

We are a rare mix of old and new that does not stand still, but embraces the best of the 
past and present. They are passionate about the future of the industry, and welcome 
like-minded businesses.

Contact details:
Name  Consumer Credit Trade Association (CCTA)
Email  info@ccta.co.uk
Phone  +44 (0)1274 714 959
Address   Airedale House, Aire Valley Business Park, Dowley Gap Lane, Bingley, 

West Yorkshire BD16 1WA
Website   ccta.co.uk

EVENT SUPPORTER
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The Credit Services Association (CSA) is the only National Association in the UK for 
organisations active in the debt collection and purchase industry. It has 300 member 
companies which represent 90% of the industry and at any one time hold up to £60 billion 
for collection, returning nearly £3 billion in collections to the UK economy per annum. As 
the voice of the collections industry, their vision is to build confi dence in debt collection. 

Contact details:
Name  Colleen Magee
Email  colleen.magee@csa-uk.com
Phone  +44 (0)191 217 3070
Address  2 Esh Plaza, Sir Bobby Robson Way, Newcastle upon Tyne NE13 9BA
Website   csa-uk.com

CWC is a specialist recruitment consultancy dedicated exclusively to recruiting 
credit professionals at all levels. They have over 35 years of credit control and credit 
management recruitment experience, they are true experts within their fi eld, and have 
built up an unrivalled network of contacts and established relationships within the 
industry. They are passionate about the credit management industry, and take pride in 
delivering a fi rst class, personal and consultative service to both candidates and clients.

Contact details:
Name  Ceinwen Wilson
Email  ceinwen.wilson@cwcrecruitment.com
Phone  +44 (0)7738 948848
Website   cwcrecruitment.com

ORGANISERS

A premium brand with a broad footfall in fi nancial services, Credit Strategy serves a set 
of credit-related functions across a huge range of sectors in print, online and in person.

IN PRINT, Serving the market for over 18 years, Credit Strategy magazine sets the 
agenda for senior fi gures in credit and focuses on high-quality editorial and expert 
commentary of industry trends and much more. 

ONLINE, creditstrategy.co.uk provides a comprehensive and responsive digital offering, 
with breaking news, exclusive analysis, insight and interactive community sections, from 
across the breadth of the consumer and commercial credit professions.

IN PERSON, Credit Strategy runs a series of landmark conference and awards events 
for its communities each year catering to professionals in Car Finance, Utilities & 
Telecoms, Alternative Lending & Fintech, Collections, Debt Sale & Purchase and many 
more.

Contact details:
Email   enquiries@creditstrategy.co.uk
Phone   +44 (0)20 7940 4835
Address  70 Newcomen Street, London SE1 1YT
Website   creditstrategy.co.uk
Twitter     @credit_strategy
LinkedIn  The Credit Club

STAND 17

STAND 12

EVENT SUPPORTER

EVENT SUPPORTER
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Dealfl o is an end-to-end fi nancial agreement automation service incorporating all the 
components necessary to fully automate fi nancial transactions. Not just eSign. Dealfl o™ exists 
because the world’s $15tr pa of fi nancial transactions still rely heavily on manual processes 
(paper contracts, physical document verifi cation, manual referral processes, data entry, 
scanning…). This makes them more costly, risky and less likely to happen in the fi rst place.

Compared to traditional eSign providers, the Dealfl o service decreases risk and cost whilst 
increasing conversion and sales. Dealfl o automates fi nancial agreements for companies such 
as Barclays, Ford, BMW, John Lewis, and Prudential. $10bn of transactions are processed 
through Dealfl o every year. It has operations across North America and EMEA, and its head 
offi ce is in London.

Contact details:
Email  info@dealfl o.com
Phone  +44 (0)870 295 7948
Address  20 Bedford Square, London WC1B 3HH
Website   dealfl o.com

STAND 18

GOLD SPONSOR

Welcome to Docmail, the leading environmental print and mail solution which can save you 
time and money on your multi-channel customer communications. 

Its secure, easy to use and free to test.  To discuss your mailing needs and reduce your 
administration burden call one of our team on 01761 409701 or visit our stand 4 to fi nd out 
more. docmail.co.uk

Contact details:
Name   Chris Burridge
Email   chris.burridge@cfh.com
Phone   +44 (0)783 4173 288
Address  CFH Docmail Ltd, St Peters Park, Wells Road, Radstock BA3 3UP
Website   docmail.co.uk

eg solutions is a provider of enterprise workforce optimisation software, specialising 
in the back offi ce. Using our forecasting, scheduling, real-time work management and 
operational analytics capabilities we deliver measurable improvements in service, quality, 
productivity and regulatory compliance. When supported by our implementation and 
training services we guarantee return on investment. 

Contact details:
Name   eg Solutions
Phone   +44 (0)1785 715772
Address  Dunston Business Village, Dunston, Stafford, Staffordshire STI8 9AB
Website   egoptimize.com

STAND 4

STAND 8

BRONZE SPONSOR

BRONZE SPONSOR
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Dealflo is the only end-to-end

agreement automation platform

that combines compliant & legally

enforceable agreements with an

excellent customer experience.

info@dealflo.com  | www.dealflo.com | +44 870 295 7948

Financial transactions,
re-imagined.

Equifax has one of the largest sources of detailed consumer and business data in the UK, 
which means they can give insight into the behaviours and drivers behind the economy like 
no one else.

It’s this understanding that helps their clients drive their businesses forward and to give 
them insights across their customer journey.

Contact details:
Email  ukmarketing@equifax.com
Phone  +44 (0)845 603 6772
Address  Capital House, London NW1 5DS
Website   equifax.co.uk

EVENT SPONSOR

BAGS
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Huntswood is the UK’s leading specialist resourcing and consultancy fi rm focused on 
governance, risk and compliance in the areas of regulatory conduct and fi nancial crime. 

Their ambition is to enhance the reputation of their clients with their customers, people and 
regulators. They do this by helping fi rms quickly and effectively react to regulatory issues, 
with high quality, swift intervention; develop and embed appropriate systems, controls and 
processes to ensure robust governance and oversight; and better manage ongoing regulation.

Their services encompass: Business assurance; Complaints; Culture and people 
development; Financial crime and fraud; Past business review and remediation; 
Recruitment; and Regulatory services.

They operate across fi nancial services – retail banking, building societies, general insurance, 
life and pensions, consumer credit, and wealth and asset management – and other 
regulated industries, including energy, water and telecommunications.

Their key differentiator is their ability to combine in-depth technical knowledge, agility, 
operational excellence, integrity and deep relationships with their clients and people – for 
the benefi t of their clients.

Contact details:
Name   Matthew Drage
Email  mdrage@huntswood.com
Phone  +44 (0)333 321 7811
Address  Abbey Gardens, Abbey Street, Reading, Berkshire RG1 3BA
Website   huntswood.com

STAND 28

GOLD SPONSOR

Firms tell the Financial Conduct Authority that discussing issues on a one to 
one basis is the most valuable way of getting to grips with the issues affecting 
their individual business. So, if you want to discuss a particular issue or have an 
informal chat with them then please visit them at their stand.

Contact details:
Email   fi rm.queries@fca.org.uk
Phone   +44 (0)300 500 0597
Address 25 The North Colonnade, London E14 5HS

Hanse Orga Group is a global provider of innovative fi nance solutions. Over 1,600 
clients already rely on our high quality products and SAP treasury consulting. We
believe in process automation software for the entire fi nancial value chain, including 
O2C and P2P, to improve processes for corporates. Companies of all industry sectors, 
enhance their effi ciency with our solutions for credit and receivables management, 
cash application or management, available as SAP-integrated and ERP-agnostic 
solutions.

Contact details:
Name   Karin James
Email   offi ce@hanseorga.com
Phone   +44 (0)175 362 6892
Address  Gainsborough House 59-60, Thames Street, Windsor SL4 1TX
Website  hanseorga-group.com

STAND 22

STAND 32

BRONZE SPONSOR

EXHIBITOR



GAINING A COMPETITIVE  
ADVANTAGE THROUGH  
THE FAIR TREATMENT OF CUSTOMERS

Huntswood’s Head of Regulatory Affairs, Matthew Drage, 
and Client Partner, Alex Prentice, will outline the practical 
steps involved in embedding an effective approach 
(Utilities and Telecoms stream at 11am).

STAND  

28

If you wish to discuss this topic or any other 
regulatory issues, we are located at:

MATTHEW DRAGE
HEAD OF REGULATORY AFFAIRS

HOW DOES YOUR FIRM BALANCE REGULATORY, 
CUSTOMER AND COMMERCIAL DRIVERS TO ENSURE 
OPTIMAL BUSINESS OUTCOMES?

T: 0333 321 7811

E: enquiries@huntswood.com

W:   huntswood.com

GET IN TOUCH
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Intelligent Environments is an international provider of innovative mobile and online 
solutions for fi nancial services providers. Their mission is to enable their clients to deliver 
a simple, secure and effortless digital experience to their customers. They do this through 
Interact®, their single software platform. Interact Collect provides a less intrusive but 
effective way to manage debt recovery and collections.

Contact details:
Name  Jerry Mulle
Email  jmulle@intelligentenvironments.com
Phone  +44 (0)20 8614 9800
Address Riverview House, 20 Old Bridge Street, Kingston upon Thames, Surrey KT1 4BU
Twitter   @IntelEnviro
Website  intelligentenvironments.com

STAND 27

BRONZE SPONSOR

To  nd out more please visit: 

www.intelligentenvironments.com

 Simple, secure and 
effortless digital solutions for 

collections organisations

@IntelEnviro
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LexisNexis® Risk Solutions is a leader in providing essential information to help customers 
across industry and government assess, predict and manage risk. 
Utilising cutting edge web technology driven by a wealth of consumer data, their solutions 
are employed to support management, regulatory compliance and consumer debt 
collection.

Contact details:
Email   ukenquiry@lexisnexis.com
Phone   +44 (0)29 2067 8555
Address Global Reach, Cardiff CF11 0SN
Website lexisnexis.com/risk/tracesmart

The Money Advice Trust is a national charity helping people across the UK to tackle their 
debts and manage their money with confi dence. The Trust runs National Debtline and 
Business Debtline. Through these practical self-help advice services and our Wiseradviser 
training programme, last year they helped more than 1.3 million people.  

Contact details:
Email   info@moneyadvicetrust.org
Phone   +44 (0)20 7489 7796
Address  21 Garlick Hill, London EC4V 2AU
Website  moneyadvicetrust.org

STAND 16

BRONZE SPONSOR

Financial Services payments made easy
That’s why whichever range of payment collection channels best suit you, they’ve got it covered:
• Online payments
• Points of Sale
• Payments by Phone

Their modular fi nancial services solutions allow you to accept customer card payments with 
reduced PCI burden and chargebacks.
• Extended payment collection methods
• Advanced fraud protection
• International acquiring
• Mobile fi rst - App vs web payments
• Retain your brand identity

pay360.com/enterprise-payments/fi nancial-services

Contact details:
Name  Gaynor Bowen
Email  gaynor.bowen@capita.co.uk 
Phone  +44 (0)7710 507 259
Address  1 Finsbury Square, London EC2A 1AE
Website   pay360.com

STAND 26

SILVER SPONSOR

EVENT SUPPORTER

LANYARDS
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Samaritans Workplace Training Team deliver courses UK wide, to hundreds of companies 
every year.  All courses are one day and delivered in-house or via open courses:  
• Conversations with vulnerable people
• Building resilience and wellbeing
• Managing suicidal conversations

For more information contact them on the following details:

Contact details:
Email   externaltraining@samaritans.org
Phone   +44 (0)20 8394 8349
Website samaritans.org/for-business/workplace-training

STAND 19

T.UK is a Financial Loan Leads Network determined to create the best experience for 
Affi liates and Lenders. They are recognised leaders within the fi nancial industry. They’re 
dedicated in their quest to provide excellent service for their Affi liates and Lenders, as well 
as a convenient and reliable platform for all users.

Contact details:
Name   Diana Kirakosyan
Email    diana@t.uk
Phone    +44 (0)808 189 0649 ext. 7004
Address  Platinum House, Suite 5, 23 Hinton Rd, Bournemouth BH1 2EF
Website  t.uk

REGISTRATION

Processing.com provides boutique acquiring solutions to the fi nancial services industry.
Through a single relationship, single integration and single on-boarding process you 
get access to a network of banking partners, customised risk and fraud management, 
consolidated reconciliation and proactive customer focused support.  

Contact details:
Email   uk@processing.com
Phone   +44 (0)20 8720 9332
Address  20-22 Bedford Row, London WC 1R4JS
Website  processing.com

STAND 6

BRONZE SPONSOR

BRONZE SPONSOR

EVENT SUPPORTER
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With more than 60 years’ experience 
of listening, Samaritans delivers 
training to hundreds of organisations 
across the UK every year.  

We provide employees with the skills to effectively 
manage conversations with vulnerable customers and 
colleagues, and resilience training to improve their 
emotional health and wellbeing.

Conversations with vulnerable people
Managing suicidal conversations
Building resilience and wellbeing

WORKPLACE TRAINING

020 8394 8349

externaltraining@samaritans.org

samaritans.org/training

To find out more please visit our stand 

in the Britten Room or contact us on: 

A registered charity

Target Group is a leading provider of Business Process Outsourcing (BPO) and operational 
transformation for over 50 major fi nancial institutions across the globe, including clients 
such as Goldman Sachs, Morgan Stanley, Credit Suisse, Barclays and Shawbrook Bank.

Contact details:
Name  Nigel Hance
Email  nigel.hance@targetgroup.com
Phone  +44 (0)845 6506200
Address Imperial Way, Imperial Park, Newport NP10 8UH
Website  targetgroup.com

STAND 31

SILVER SPONSOR
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TDX Group provides data, technology and consultancy solutions to improve the 
performance of businesses in the debt industry. They work with specialist debt businesses 
and with creditors across fi nancial services, utility, local government, telco and media 
sectors, providing solutions that support them in managing collections, recoveries, debt 
sale and insolvency.

Contact details:
Email    info@tdxgroup.com
Phone    +44 (0)115 953 1200
Address  8 Fletcher Gate, Nottingham NG1 2FS
Website  tdxgroup.com

The Children’s Trust is the UK’s leading charity for children with brain injury. We work with 
children and young people from across the UK, both from our specialist centre in Tadworth, 
Surrey and in communities around the country.
Our vision is that all children with brain injury have the opportunity to live the best life 
possible.

Contact details:
Name   Jane Shuffl ebotham
Email   jshuffl ebotham@thechildrenstrust.org.uk
Phone  +44 (0)17 3736 4391
Website   thechildrenstrust.org.uk

WIFI

Telrock is a global technology provider of SaaS based digital engagement solutions across 
the consumer credit lifecycle.
Key products include: ‘SmartService’ for marketing, servicing and fraud alerting, 
‘SmartCollect’ for digital collections with self-serve portal and ‘Optimus’, an enterprise class 
integrated collections and recoveries platform.
The Optimus solution has been built from the ground up using latest technologies to provide 
a collections and recoveries platform that meets and exceeds the needs of today’s collection 
operations. For deployment in the private cloud, it is ready to launch with confi gurable 
strategies, workfl ow, compliance oversight and reporting across the entire collections 
and recovery lifecycle from early fi rst party collections through to third party agency 
management. Optimus provides fully integrated omni-channel consumer engagement 
capabilities including a mobile fi rst design, responsive web self-serve consumer portal with 
integrated payment wallet and payment/promise capabilities, 2 Way SMS and email channels 
to reduce call centre costs, improve collection rates and mitigate process compliance risk.
Telrock serves major lenders, processors, and BPO’s across Europe, Asia & North America.

Contact details:
Name   Mitch Armstrong
Email  mitch.armstrong@telrock.com
Phone  +44 (0)7576 125 606
Address  30 City Road, London EC1Y 2AB
Website   telrock.com

STAND 25

STAND 14

GOLD SPONSOR

TELROCK
SMART INTERACTIONS

EVENT SUPPORTER

EXHIBITOR
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The Gazette is the UK’s offi cial public record and publishes important statutory and 
legal notices in the public domain. New to The Gazette in 2017 are company profi le 
pages which show a complete and up to date picture of every UK business registered 
with Companies House, on an offi cial platform.  

Contact details:
Name   Victoria Merrison 
Email   customer.services@thegazette.co.uk
Phone   +44 (0)333 200 2434
Address  PO Box 3584, Norwich NR7 7WD
Website  thegazette.co.uk

STAND 29

BRONZE SPONSOR

Extended reason codes

In the event that a transaction is declined, Pay360 provides up to 
100 response codes as to why this occurred enabling merchants 
to react faster and try an alternate means of collecting payment.



Financial services  
payments made easy

Processing millions of transactions every month and with 16+ years’ 
experience in payments, Pay360 is the UK’s biggest independent 
payment service provider delivering secure payment solutions to the 
financial services sector.


Multi-channel payment collections

Our range of card and cash payment solutions have been built 
around convenience and choice. From standard card payments 
made online, in-app, over-the-counter, or by phone, to secure 
payment links that can be sent out via email, live chat or SMS - 
we make payments easy.


UK & European banking options

Integrated with 18+ UK and European acquirers, Pay360 offers its 
clients multiple banking options to ensure that they receive the 
best commercials for their business model.

Cash collection network

PayCash is a real-time online cash payment method that enables 
merchants to collect cash payments from customers through the 
PayPoint network of 29,000 retail outlets in the UK & Ireland.

To find out more about our Financial Services solutions, 
please call 0333 313 7160   
or email Pay360digitalsales@capita.co.uk
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Streams: Debt advice

Portability, consistency and 
clarity for consumers 
The Standard Financial Statement, launched this month, brings vital 
consistency to the debt advice sector, says CRAIG SIMMONS

The Standard Financial Statement 
(SFS) launched in spring this  
year, marking not only a 
significant step for today but also  

a big step forward for potential future 
developments too.

The SFS brings together the best of 
existing financial statements in use in the 
sector, as agreed by a governance group of 
industry practitioners that MAS has been 
working with since November 2014. 

The group covers a majority of the creditor 
sector and well-known advice providers such 
as Citizens Advice, StepChange Debt 
Charity and Payplan. The Insolvency Service 
and Accountant in Bankruptcy have also 
been involved from the outset. 

  
What SFS delivers now
The SFS provides, for the first time, 
agreement on the essential ‘fixed’ 
expenditure categories and the more 
discretionary, ‘flexible’ expenditure 
categories to be used with over-indebted 
clients. The spending guidelines for those 
flexible areas, as also agreed across the 
sector, set out a guideline of what level of 
expenditure is expected for most over-
indebted clients. 

A savings category has also been included 
to help people build financial resilience 
while repaying their debts – a vital step to 
allow those with problem debts to build up a 
savings buffer and increase their long-term 
financial resilience. 

What SFS could deliver
The first potential benefit of the SFS is for 
greater portability of a client’s financial 
statement. The average over-indebted person 

Craig Simmons 
Debt advice sector manager, Money Advice Service

has six different creditors, which can often 
mean carrying out six different affordability 
assessments after falling into arrears.

Clients are then likely to undertake  
a further affordability assessment upon 
reaching debt advice and a further one  
if transferring to another advice  
agency, insolvency practitioner or 
bankruptcy application. 

Surely we can save a lot of time and 
energy, not to mention alleviate stress for the 
client, by reducing this mass data gathering.

True, each agency may want to validate 
another agency’s affordability statement, but 
I’ve no doubt we can remove the need to 
start afresh at every point. Attempts at this 
have been made before. I’m well aware of 
the Money Advice Trust’s CASHflow (it has 
just been updated to SFS), which allows a 
central login for client, adviser and creditor 
to access the financial statement. 

Take-up however has been limited, 
something which I’m sure has been partly 
caused by the number of differing 
approaches out there to recording a client’s 
financial circumstances. This barrier will be 
removed by SFS. The other, slightly harder 
to achieve, potential benefit SFS brings is for 

a pre-populating financial statement. 
In a world where ‘open banking’ is on the 

horizon and with more sophisticated credit 
reference agency data available, are we on 
the verge of simply pressing a button to 
import (with the client’s permission) their 
income, expenditure and debts? 

Obviously data is still likely to require 
some validation and further exploration with 
the client, but surely this would deliver a 
more efficient and, crucially, accurate data 
gathering exercise. 

Used appropriately, this could also be used 
to ‘flag’ a change in a client’s circumstances 
once they are in a debt solution, which has 
been something of a hot topic in the world of 
debt management recently. Taking this one 
step further, it may also allow for a more 
flexible approach to debt repayment plans.

Very few of us actually have income and 
expenditure that is identical each month, 
particularly as more people are self-
employed or on zero-hour contracts. A ‘live’ 
financial statement could enable a solution, 
(which would need certain parameters), 
where the payment changed reflecting what 
the client could actually afford each month.

When it comes to personal data, there will 
need to be extreme care taken in the 
development of any of these ideas but they 
are well worth considering, particularly if 
they deliver benefit for all concerned. The 
SFS will roll out in a transition period over 
the next 12 months. 

Organisations are encouraged to sign up to 
use it within this period and can do so at 
www.sfs.moneyadviceservice.org.uk. CS

MAS will be speaking in a panel session 
on the SFS at the Credit Summit (see Credit 
Summit agenda, p46).

“Surely we can  
save a lot of time and 
energy, not to mention 
alleviate stress for  
the client”
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Confidence is defined as the feeling 
or belief that one can have faith in, 
or rely on, something or someone. 

In some ways it is intangible, 
but business confidence is often used as a 
measure of whether the UK economy is 
returning to health and/or whether the 
proverbial green shoots of recovery are 
taking their first tentative peep above ground.

Every quarter, the Chartered Institute of 
Credit Management (CIMC) gauges the 
‘confidence’ of the credit management 
community though a research barometer 
known as the Credit Managers’ Index (CMI). 

The CMI is a diffusion index, producing 
scores of between one and 100 (typically in a 
range of 40 – 60). Ten equally weighted 
factors are included – three favourable and 
seven unfavourable – and the index is 
calculated on a simple average of the 10 
factors. Any figure above 52 is good news.

What was clear from the latest index (for 
the fourth quarter of 2016) is that economic 
confidence is returning; the CMI’s headline 
index closed up 0.5 points to 59.8, ending a 
successive three-quarter fall. It is the highest 
result since the second quarter of 2015 and 
only the fifth time in the CMI’s seven-year 
history it has climbed above 59.0.

The index specifically measures 
confidence in manufacturing (up 6.2 points 
to 61.2) and services (up 3.6 points to 59.0), 
and appears to reflect rising optimism from 
credit professionals across the board. 

Tracking the FTSE 
What is particularly interesting is how the 
index accurately tracks the FTSE All Share. 
Apart from a brief and negative divergence 
in the third quarter of 2016, the two 

level of bad debt they can expect in the 
future, and are making provision.

Whereas much of the expected volatility 
following the Brexit referendum appears to 
have stabilised, and there may even be a 
positive future in terms of economic 
confidence and the outlook for growth, it is a 
little too early to put out the bunting. 

The uncertain geo-political circumstances 
surrounding the new US administration and 
Brexit, once negotiations get underway,  
have the ability to do lasting damage to  
our economic indicators.

This serves only to highlight the need  
for credit professionals to monitor and 
manage credit risks, customers and markets 
more closely. CS

measures have been very closely aligned 
since the CMI began eight years ago. 

In the fourth quarter of last year, the 
CMI’s 8.1 percent rise coincided with the All 
Share’s 3.1 percent rise. This means the  
CMI is now back on track with one of the 
UK’s most important measures of  
economic confidence.

The CMI is noteworthy because it gauges 
nationwide levels of credit being sought  
and granted by credit professionals across 
the UK. It acts as a primary indicator of 
actual levels of business being conducted. It 
not only consistently maps the FTSE All 
Share Index, but also the EU Economic 
Sentiment Indicator.

Further analysis shows regional 
differentiation in the overall results: Wales, 
Northern Ireland and Yorkshire and Humber 
have all dipped below a 52-point threshold, 
while six regions including the north west, 
south west and east midlands are reporting 
scores of over 60.0 points. 

London, which fell to 50.2 in the third 
quarter of 2016, has risen over the threshold 
to close at 59.0. It is particularly important 
for London, as the driving force of the UK’s 
economy, to display positive results, and it is 
good news to see that its decrease was only 
short-term.

So, while confidence overall appears to be 
on the rise, there are some darker clouds to 
spoil an otherwise bright horizon, especially 
in relation to bad debts. 

The index reveals that 32 percent of 
respondents saw bad debts increase across 
2016, and only 13 percent expect bad debts 
to drop in 2017. Some 20 percent expect 
them to continue rising, but most worryingly, 
a further 28 percent remain unsure about the 

Economic confidence 
gains momentum
As a barometer of optimism for business performance, the CICM’s Credit 
Managers Index shows signs of an improving outlook. But as PHILIP KING 
explains, a different picture emerges around bad debts 

Philip King 
Chief executive, Chartered Institute of Credit Management

Supported by
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Streams: Alternative lending

An issue of financial exclusion 
After the FCA addressed the rogue elements in payday lending, the 
focus now needs to sharpen on financial exclusion for hundreds of 
thousands of consumers, says RUSSELL HAMBLIN-BOONE  

The review of the high-cost 
short-term credit (HCSTC)  
market is a valuable opportunity  
to take stock of the market 

changes that resulted from a new regulatory 
regime in 2014. 

Since the establishment of the Financial 
Conduct Authority (FCA) the financial 
services sector has seen rapid development 
in fintech, which in turn presents new 
experiences for consumers.

Three years ago the regulator was issuing 
warnings that threatened to decimate the 
short-term lending market. Its bold 
prediction was that just three or four payday 
firms would remain after the price cap was 
implemented. One can argue that the FCA 
was correct because only a handful of firms 
offer an old-style payday loan, with most 
shifting to instalment loan products. 

But it is to the credit of non-standard 
finance firms which, with the entrepreneurial 
spirit that characterises alternative lending, 
have adapted to regulations and a price 
control and continue to meet the demand for 
small sum loans. It is to the credit of the 
regulator that it did not throw out the baby  
of alternative lending when it threw out the 
dirty bath water of rogue lenders.

Instead, the result of considered regulation 
has in the main been good for consumers. 
Short-term loans are now cheaper for the 
seven percent who meet the criteria lenders 
use as part of their affordability checks. CFA 
data shows that borrowers save £39 
compared to the cost of borrowing in 2013. 
With more stringent checks, just eight 
percent of loans attract extra fees for missed 
payments. This means the number of 
defaulting customers has halved since 2013 

Russell Hamblin-Boone 
Chief executive, Consumer Finance Association

and is on par with other sectors. 
The practices which were identified  

as causing concern, such as roll overs and 
dipping into bank accounts multiple times, 
were relaced with a more responsible 
approach. Consequently, debt charities  
are reporting dramatic declines in the 
numbers of clients with problem debt from 
HCSTC firms.

A warning from history
Three years ago one of the main accusations 
was of predatory lending and tempting 
vulnerable people to take out unaffordable 
credit. Despite defying the logic of lending 
money to someone who did not have the 
funds to pay their debts, critics continued  
to insist that lenders were targeting low 
income, financially illiterate and  
desperate consumers.

This was never the intention and a recent 
study from the Social Market Foundation, 
commissioned by the CFA, shows that 
lenders are serving a broad population of 
people who are faced with stagnant incomes 
and higher living costs. The average salary of 
a HCSTC customer is £25,000, which is 

close to the national average of £28,000.
These consumers are predominantly a 

generation that is familiar with the digital 
economy and the majority of alternative 
lenders have an online presence. 

Consequently, the financial service sector 
has benefited from huge strides in data 
science and digital technology. The use of 
data analytics has led to a safer lending 
environment for people with impaired or thin 
credit files, which is especially helpful in a 
modern working environment of fixed-term 
contracts and variable income.

The fledgling alternative lending  
market that was so nearly lost to  
misguided campaigns aimed at banning 
HCSTC products has grown into an 
innovative industry.

But the tighter controls of regulation have 
not come without a price. While the FCA has 
achieved its objectives, it cannot ignore the 
many people who are no longer able to 
access credit. An analysis of the HCSTC 
market for the CFA by Oxera, an economics 
consultancy, shows that the regulatory 
changes have cut off supply.  

The analysis suggests that the FCA 
underestimated the combined impact of the 
price cap and tighter regulation. In 2014 the 
regulator predicted 250,000 customers would 
be affected by the changes, but research in 
2017 shows that more than 600,000 people 
annually no longer have access to credit. 

While the HCSTC market is functioning 
well for most borrowers, and the FCA 
appears to have achieved the balance of 
maintaining viable markets while ensuring 
consumer protection, there is a social  
policy issue of financial exclusion yet to  
be addressed. CS

“The average salary of 
a HCSTC customer is 
£25,000, which is close 
to the national average 
of £28,000”
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Dates for 
your diary

THE CREDIT STRATEGY 
DIRECTORY
Maximise your ROI by taking a listing  
in our directory. 
Contact our directory sales team on  
020 7940 4835 for more details and  
to discuss available options, or  
email sales@creditstrategy.co.uk

CREDIT AWARDS 2017

 
11 May 2017
The Grosvenor House Hotel, London 
creditawards.co.uk

Marston Holdings (Marston) is the UK’s largest 
judicial services Group. We work on behalf 
of the government, courts and companies 
and individuals, to provide the fastest and 
most effective form of enforcement in the 
UK. Our strong overarching ethical framework 
brings consistency in terms of our five core 
values – respect, transparency, accountability, 
professionalism and innovation; values that  
are at the forefront of our business.

marston holdings
Tel: 0845 076 6263
Email: sales@marstongroup.co.uk
Website: marstonholdings.co.uk  

Enforcement

Legal

Lovetts people are “professional, competent, 
dedicated and client-focused” says Lovetts’ 
latest Quality accreditation report (Lexcel). 
Clients praise the transparency offered by 
‘CaseManager’, Lovetts’ simple easy to use 
online tool which enables them to instruct, 
view and monitor cases, documents, costs  
and reports 24/7. Expert, specialist, and 
successful, Lovetts is a niche debt recovery 
law firm, with a 30 year pedigree, focused 
exclusively on the recovery of business  
debt, commercial litigation, dispute  
resolution and overseas prelegal.
  
Visit lovetts.co.uk to find out more.

Lovetts Solicitors
Lovetts, Bramley House, 
The Guildway, Old Portsmouth Road, 
Guildford, Surrey, GU3 1LRH
Tel: 01483 457500
Email: info@lovetts.co.uk
Website: lovetts.co.uk

 CREDIT WEEK
 
March 27-31 2017
London
creditweek.co.uk

Put these critical 
industry events, 
organised by  
Credit Strategy,  
in your outlook 
calendar.

CAR FINANCE AWARDS 2017

 
8 June 2017
Nottingham Belfry, Nottingham
carfinanceawards.co.uk

CAR FINANCE CONFERENCE 2017

 
8 June 2017
Nottingham Belfry, Nottingham
carfinanceconference.co.uk

CAR FINANCE
CONFERENCE

28.3.17
28.3.17 28.3.17

29.3.17
29.3.17

30.3.17
30.3.17

F5 CONFERENCE 2017

1 Nov 2017
Hilton London Bankside, London 
f5conference.co.uk

F5 AWARDS 2017

 
1 Nov 2017
Hilton London Bankside, London 
f5awards.co.uk

CONFERENCE

AWARDS

LAUNCHED BY
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CSA appoints new president  
at AGM, as Ofcom provides 
silent calls update

Kevin Humphreys
CVR Global
CVR Global has appointed the former 
principal officer of financial 
investigations at the National Crime 
Agency (NCA) as an associate director.

Kevin Humphreys will be based in 
London and support CVR Global’s 
range of insolvency, restructuring and 
fraud investigation services across its 
network of UK and international offices. 
Humphrey’s role will involve marketing 
insolvency and forensic investigation 
services with UK and international law 
enforcement agencies. He will also 
undertake investigatory assignments as 
part of the firm’s forensic accounting 
and fraud investigations practices.

Humphreys said: “I’ve worked 
closely with the team at CVR Global 
over many years, through the operations 
I administered with the National Crime 
Agency and also stretching back to my 
time at HMRC.” 

He previously held senior investigator 
team leader roles at the Assets Recovery 
Agency and the Serious Organised 
Crime Agency and is a qualified 
inspector of taxes.  

Chris Pond 
Lending Standards Board
The Lending Standards Board has 
announced that Chris Pond will take 
over as chair of the watchdog at the end 
of March. He succeeds Lord Hunt of 
Wirral who has completed six years as 
chairman, recently overseeing the move 
from the Lending Code to the outcome-
focussed Standards of Lending Practice. 
Pond’s experience is in ministerial, chief 
executive, chair and director roles, 
covering a range of financial services 
organisations. He is also chair of the 
Money Charity and vice-chair of the 
Financial Inclusion Commission.

Tim Keeling
Inquesta
Insolvency and forensic accounting 
practice Inquesta has opened a Leeds 
office and appointed a director for its 
forensic division. Tim Keeling is now a 
director in the forensic division and 
Martin Willock has become a senior 
manager in its insolvency arm. Keeling 
is an experienced forensic accountant 
with a focus on defendant work in cases 
involving tax fraud, money laundering 
and proceeds of crime orders. Further 
recruitment of fee earners is expected in 
the coming months. 

Debt purchaser Hoist Finance UK has 
appointed its chief financial officer, Julian 
Winfield, as UK country manager.

Winfield has more than 20 years’ 
experience in financial services, insurance 
and retail, having started his career with 
Kwik Save and Argos. More recently he was 
the finance director for Shop Direct Group 
(Financial Services) and chief financial 
officer at the insurer Paymentshield. He 
holds an MBA from the Alliance Manchester 
Business School, which is part of the 
University of Manchester. 

Najib Nathoo, regional director of west 
Europe at Hoist, said: “Since joining Hoist 
Finance UK, Julian has been instrumental in 
strengthening our financial processes and 
performance.” Nathoo said the appointment 
is one in a series of internal promotions.

Matthias Gerhardt 
Group director, corporate development 
GFKL Lowell

John Ricketts 
President 
Credit Services Association

Julian Winfield 
UK country manager
Hoist Finance UK

The Credit Services 
Association (CSA) has 
appointed a new president and 
announced an update to its 
board of directors.

John Ricketts has taken on 
the role of president from 
Leigh Berkley who will 
remain on the board. Berkley, 
director of external affairs at 
Arrow Global, will continue 
his work as vice president of 
the Federation of European 
National Collection 

GFKL Lowell eyes 
M&A targets

Hoist Finance announces 
new UK chief 

Associations (FENCA).
Ricketts, a CSA board 

member since 2009, has 
been vice president since 
2014. He also holds the 
position of commercial 
director at Allied 
International Credit.

To coincide with the 
appointment, Nick Cherry, 
managing director of  
Phillips & Cohen Associates  
(UK) was confirmed as the 
CSA’s new vice president.

Joining Berkley on the 
board of directors will be 
several re-elected members 
including Sara de Tute of 
Lowell Group, Eddie  
Nott of 1st Credit and 
Denise Crossley of 
Motormile Finance. 

Stuart Sykes, operations 
director at short-term loan 
debt collector Secure 
Recoveries, is a new 
addition to the board. 

The appointments were 
announced at the CSA 
annual general meeting in 
Leicester last month. 
During the day, Ofcom 
provided an update on its 
consultation on abandoned 
and silent calls, which 
previously prompted 
concerns around the use of 
diallers. At the event Eric 
Bash, principal of the 
consumer group at Ofcom, 
said the policy will clarify 
that there is no three 
percent abandoned call rate 
(ACR) “safe harbour”.

GFKL Lowell has appointed Matthias 
Gerhardt in the newly created role of group 
director of corporate development.

Gerhardt, a member of the DACH region 
(Deutschland, Austria and Switzerland) 
executive board, will be based in Germany 
and will report directly to group chief 
financial officer Colin Storrar.

The debt purchaser said Gerhardt’s team 
will focus on mergers and acquisitions by 
identifying more growth opportunities in the 
current core markets of the DACH region 
and the UK, as well as other European 
countries. His team will also manage the 
group’s strategic projects, the relationship 
with its investors and be the initial contact 
for the capital markets. He is joining Lowell 
from Arvato Financial Solutions where he 
was head of corporate development.
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The Fifth Estate

In an exclusive interview with the 
Financial Conduct Authority’s chief 
executive this month (see p26), there 
was a telling, tacit admission from 

Andrew Bailey. 
While he didn’t quite say it outright, he 

appeared to acknowledge that the regulator 
under-estimated the volume involved, in 
taking on the regulation of around 50,000 
consumer credit firms (now around 35,000). 

His actual words in referring to the 
assimilation of a consumer credit regulatory 
role were: “If you put it in the context of all 
the work we’ve done on consumer credit, it’s 
interesting. Taking on consumer credit was a 
major piece of work for us. 

“What that entailed has been a lot bigger 
than what was envisaged, if you went back 
to the discussions when (the consumer credit 
division) was being set up. But I think that’s 
a good outcome, it represents a stronger 
digging into what’s going on.”

In another question on the debt collection 
element of consumer credit, he told Credit 
Strategy: “The debt management element in 
consumer credit and the nature of the work 
involved in this whole task of regulation; 
that’s another thing that has been a lot more 
than what was envisaged.”

So, perhaps what we can take from this is 
an acknowledgement, if not a hands-up 
admission, for the first time publically that 
the FCA didn’t comprehend fully what was 
heading its way in consumer credit.

For the past year, in private dinners and 
roundtables, one of the recurring themes in 
people’s observations about the FCA is the 
under-estimation of what exactly it was 
taking on. 

What the FCA boss  
didn’t say, says a lot

Credit Strategy’s interview with FCA boss Andrew Bailey prised 
out an acknowledgement; the regulator under-estimated what it 

was taking on with consumer credit

It remains as much when speaking to 
people in collections roles, individuals in 
COO positions within debt purchasers and 
debt collection agencies, as well as those at 
the frontline of debt advice – both free and 
fee-charging. 

It’s the same when people in c-suite roles 
within short-term lenders and high-cost 
credit providers (or whichever term is being 
used to describe them), discuss what they 
have noticed when going through the full 
authorisation process.

Interestingly, in his description of firms 
within the consumer credit category, Bailey 
appeared to group together many companies 
under the term “debt management”. 

He seemed to use those words to describe 
debt collection, debt purchase, commercial 
debt management and free debt advice under 
one general firmament. 

Perhaps this descriptor might change over 
time. As and when the FCA develops an 
ongoing supervisory relationship with firms 
as opposed to an on-boarding one, it might 
start to use the language that reflects the 
diversity of consumer credit. As its leaders 
realise the different nuances of language 

“Perhaps what we can take from this is an 
acknowledgement, if not a hands-up admission, for 
the first time that the FCA didn’t comprehend fully  
what was heading its way”

used to describe around 35,000 different 
companies, firms might not be put into a 
category where they don’t believe they 
belong together.

One other interesting point Bailey did  
not say, or moreover what he did not request, 
was copy approval of any of his comments 
before Credit Strategy went to press with  
his interview. 

Copy approval requests among 
interviewees are becoming an increasing, 
depressingly routine force to resist for 
journalists everywhere. It’s a much bigger 
problem for consumer magazines where film 
stars and pop stars, knowing that access to 
them is precious, request copy approval as a 
condition of granting interviews.

Journalists, naturally, should say no. These 
requests cut the nucleus of integrity and most 
importantly – the independence of media 
publishers. How utterly refreshing that a man 
as powerful as Andrew Bailey didn’t even 
float any such request. 

Strangely enough, though broadly 
speaking, it’s usually the public sector that 
seems to grasp this notion far better than the 
private sector. CS
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According to our new report, 69% of lenders are worried they’re 

falling behind their competitors in how they assess affordability.

Don’t get left behind. See how lending attitudes and customer 

experiences have changed in our report, The New Affordability...

0113 220 1616

www.callcredit.co.uk 

Download a copy of the report today
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We are an ethically led 
business, meeting the 
highest standards in 
audit, compliance and 
governance. We have 
one of the industry’s 
lowest complaint levels 
of 0.2%.

We offer a streamlined 
process, ensuring our 
clients are always at 
the heart of what we 
do. We work with them 
to understand their 
changing requirements 
and to help deliver our 
shared objectives.

YOU  
MATTER 
TO US
We are proud to be the most  
progressive and forward-thinking 
High Court Enforcement provider 
in the UK, and are even prouder of 
our relationships with our clients.

For more information, contact: 
David Lynch, Business Development Director

07809 086 908
Email :  david. lynch@marstongroup.co.uk

We are proud of our 
impressive results.  
We process one third  
of writs in the country 
and collect more money 
than any other business 
on behalf of our clients.


