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editor’s letter
Welcome to the latest edition of CCTA magazine. It feels like the last
few months have seen a return to normality, with more events and
conferences taking place as we look towards Christmas. The CCTA
is included within this as we managed to hold our first physical event
in over two years.
Our Autumn Summit event, kindly hosted by Addleshaw Goddard,
allowed us to bring the wider membership of the CCTA together
for the first time. I hope you found the range of sessions helpful and
informative. We also enjoyed being able to catch up with members
at the drinks reception that followed the event.
Plans are now underway for our annual conference and dinner in
April next year, and more details including sponsorship opportunities
will be available soon.
In terms of the magazine, I’m delighted to say that several CCTA
members have contributed to this edition. Gain Credit have written
about how to evidence good customer outcomes and ensure that
your management information is accurate in achieving this goal.
Peter Reynolds, CCTA Council Member, has written about the perils
of informal borrowing, and how the Loan Smart charity is working to
raise awareness of illegal lending.
External contributions in this edition have come from the Financial
Ombudsman Service (FOS) and Jo Davis of Auxillias Ltd. The FOS
has provided a piece answering some of the main questions firms
might have about the Ombudsman and how it operates. This
complements a virtual event we held for members recently to learn
more about the work of the FOS.
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Keeping on the issue of complaints, Jo Davis has written a piece that
explores what constitutes a complaint. This follows a timely case
where the Court of Appeal considered whether a dispute resolution
complaint had been made.
Elsewhere in the magazine you will see your usual updates on CCTA
and member activity, along with a range of legal pieces exploring
recent themes. As ever, if there are topics you would like us to cover
in the future, please get in touch.

upcoming events
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Who are you?
We were set up by Parliament in 2001 under the Financial Services
and Markets Act (FSMA) as a free and informal alternative to the
courts to resolve complaints between financial businesses and their
customers. As well as FSMA, we follow the FCA’s Dispute Resolution
(DISP) rules.

How are you funded?
We are funded by a combination of a levy and case fees. Importantly,
financial businesses don’t currently pay a case fee for their first 25
complaints of each financial year. This means that most financial
businesses never pay a case fee. We publicly consult on our plans and
budget each December and we would welcome your views.

I've received a complaint. What do I do?
DISP describes a complaint as any expression of dissatisfaction.
This may seem basic, but it’s important. Once a consumer or their
representative presents you with a complaint, you have eight weeks
from that point before they can refer it to our service. The rules don’t
allow for the eight weeks to be extended, so it’s important that you
engage with the complaint from the outset.
Final Response Letters (FRLs) are important. Not only is it a
chance to resolve the complaint, it’s also the first we’ll see of your
argument. If you don’t think the complaint is one we can look at
(for example, if you think it is time barred) it is important you are
clear about it in your FRL.

WE WERE SET UP BY PARLIAMENT
IN 2001 UNDER THE FINANCIAL
SERVICES AND MARKETS ACT
(FSMA) AS A FREE AND INFORMAL
ALTERNATIVE TO THE COURTS
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If you’re not sure how to answer a complaint or how we’ll look
at it, you don’t need to wait for it to be referred to our service
before you speak to us. As well as online resources that set
out our approach in detail, including published decisions, our
technical desk is available to answer questions about how
we deal with complaints. You can contact our technical desk
either by phone on 0207 964 1400 or email at technical.
desk@financial-ombudsman.org.uk.

burning questions

• proportionate affordability checks were completed before lending
• those checks were borrower-focused. It’s not sufficient for lenders
to consider only whether they are likely to get their money back
• checks have adequately assessed the sustainability of the lending,
thinking about the customer’s wider financial situation. Repeat
lending is a particular indicator that lending has become or is
becoming unsustainable.
• firms have appropriately monitored how customers are repaying debt
and whether they stepped in where there are signs of financial difficulty.
These pillars are based on longstanding regulatory principles going
back at least ten years and examples of good industry practice which
go back further still. We set out on our website which specific rules
within the OFT’s Irresponsible Lending Guidance and the FCA’s
CONC handbook set out these expectations. And we’ve quoted these
rules extensively in published lead decisions.

A view from a FOS case handler doesn't look right but I don't
want an Ombudsman decision. What can I do?
You don’t need to ask for an ombudsman’s decision if you don’t agree
with or have questions about one of our views. If you’ve received a
view that doesn’t look right or appears different to our established
approach (or that you just don’t agree with) then in the first instance
you should speak to the case handler. You can also ask to talk to one
of our ombudsmen.

My business model and processes have been approved by
the FCA but you're still upholding complaints.
We sometimes hear from businesses that question why we have
upheld complaints when their business model and processes have
been approved by the FCA, or that they have had had a recent
supervisory visit from the FCA that did not give cause for concern.
It’s important to remember that our role is different to that of the
regulator. We look at the individual circumstances of each complaint.

complaints that we deem to be frivolous and vexatious, but we see
relatively few complaints that fall into this category.

Are your complaints decided by an algorithm?
No. Each complaint is assessed by one of our investigators, taking
into account the individual circumstances.

Is it true that if we've lent to a customer a certain number of
times, you'll automatically uphold the complaint?
No. While the pattern of lending is one of the things we’ll consider,
there are a number of other indicators that we’ll look at to see if and
when a customer’s debt may have started to beome unsustainable.
These include the number of outstanding loans, the time period over
which the customer has been in debt, the time between one loan
being repaid and the next being taken out.

Does the Ombudsman require me to have asked a customer
for a bank statement when carrying out a proportionate
affordability check?
No. CONC isn’t prescriptive on what constitutes a proportionate
affordability check, but it does say that checks must be borrower
focused. This doesn’t necessarily mean asking for a bank statement,
but a lender should be able to evidence what checks it has carried out.
When investigating a complaint, we’ll sometimes use a bank statement
to recreate a picture of what a proportionate check might have shown.

What are you doing to curb fraudulent activity by CMCs?
We know that firms have serious concerns about CMC behaviour, but
we haven’t seen evidence of fraud from CMCs complaints that are
referred to our service. We remain very vigilant and proactive on this
though. When we see examples of poor practice, we refer them to
the relevant regulator.

Why am I charged a fee for complaints you haven't considered?

Firms often tell us that CMCs are operating poorly, for example either
sending complaints without authority or sending complaints that are
unsubstantiated. It is important to say that these are two separate
issues. Submitting large volumes of complaints in a short space of
time using a standard format does not automatically mean that the
complaints are invalid.

How we charge for complaints is set out for us by the FCA in the
Fees Manual of the FCA Handbook of rules and guidance (FEES).
FEES sets out a clear definition for chargeable cases, which stipulates
that charges apply (with some limited exceptions) to “any complaint
referred to the Financial Ombudsman Service”. Exceptions include

Where you do have concerns, it’s important that you flag them, with
evidence, to the FCA or the SRA. Where you think a complaint should
not have been referred to the ombudsman service, it’s important that
you tell us why as soon as possible.

How do you approach complaints?
The majority of complaints we see in consumer credit
(alternative lenders in particular) are about irresponsible
lending. Our approach to these complaints is well
established and is rooted in longstanding regulatory
principles. The four key pillars of our approach to
affordability are to ask whether:

AN INTRODUCTION TO THE OMBUDSMAN

FEATURE
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what lies ahead?
LOOKING TO THE FUTURE OF CONSUMER LENDING

Autumn is a time for discussion, and this year the impact of Covid-19
is on the agenda. One of the traditions of Autumn in the trade
association world is that it is time to hold business events. We had
our own Autumn Summit, while others are running workshops,
conferences and roundtables. Many have returned to physical events,
others remain virtual.
Having spent the best part of two years living in extraordinary
circumstances, there is an understandable wish to comprehend the
impact of the Covid-19 pandemic and predict what it might mean for
future lending.
In some areas the impact is more obvious, with a tale of growth. No
one can deny that the growth of online shopping is one of the reasons
why we have seen an explosion in unregulated Buy-Now Pay-Later
(BNPL). The seeds were sown before the pandemic, but they have
been very effective in making themselves part of the customer journey.
So much so, that the Financial Conduct Authority was unable to
ignore the expansion of this credit-like product just outside its
perimeter. In a review of consumer credit (the Woolard Review) with
so many problems and issues to consider, it was the regulation of this
sector that dominated.
Now the question for BNPL is what that regulation will look like and
the impact it might have on the sector. What is clear is that this model
will be around for the future.
Over in car finance, there are so many questions about whether
behavioural change will impact on the lending market. Has the
pandemic changed driver habits? Will it alter levels of demand or see
demand for certain vehicle types?
I was recently invited to give our views about the future at the Car
Finance Conference run by Credit Strategy. I was happy to talk about
what our members have told us about motor finance. The drop in
demand was matched with a drop in supply as many dealerships
pulled back from the market. Pent-up demand has led to some spikes
in sales, especially around used cars. The impact of supply chain
problems on the availability of new cars is also a big issue. But my
message was that looking forward is complex.
The daily commute is such a big part of car use, and yet the
newspaper headlines would tell you very different stories about its
07

Jason Wassell
Chief Executive
CCTA

future. The death of the office; the return to the office;
the drop in inner-city prices as people flee city; the
bounce back of city prices as people want to return.
That is before we think of all the other dynamics in play.
There are so many elephants in the room, including the
challenge to make the switch to electric and other greener
energies. There is clearly political pressure, backed by a
vocal public lobby.
The risk is that we take our recent experiences, some of
them short-term, and attempt to extrapolate without having
enough data points.
Elsewhere there are a mix of issues and similar questions about
future direction. Over the summer we have talked to regulators,
politicians and a range of other stakeholders about some of the
significant developments in alternative lending.
The exit of Provident from home-collected credit and the
questions over Amigo have given weight to our concerns about
future access to credit. One of the questions we have been asked
by Government and political contacts is to better understand the
impact of the pandemic on the supply and demand.
We can tell a story of the cliff-edge drop in lending across so many of
the sectors that we represent. That there was a drop in supply as lenders
pulled back, but also a drop in demand as families went into lockdown.
However, we are also keen to point out that there were issues in
lending before Covid-19. That certain markets show a decline in
credit supply even before 2020. That regulatory pressure has many
asking questions about the future. Those that will miss out are the
ones who are badly served by the present mainstream consumer
credit market.
These discussions continue and my diary is filling up with events that
allow us to take our messages out further.
One of those messages is that there is an important role for
alternative credit in getting the UK back to work. The financial
services that we provide to families has a significant impact on the
community. Credit has always been about both dealing with today’s
issues and taking the opportunities of tomorrow.

THERE IS AN UNDERSTANDABLE WISH
TO COMPREHEND THE IMPACT OF
THE PANDEMIC AND PREDICT WHAT IT
MIGHT MEAN FOR FUTURE LENDING

FEATURE
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murky waters

Jo Davis
Director/Partner
Auxillias Ltd

FINANCIAL SERVICES COMPLAINTS
When is a complaint, not a complaint? It’s
a difficult area, with a number of different
nuances, as shown in the recent case of Davis
v Lloyds Bank PLC. This case is the first that the
Court of Appeal had to consider on whether or
not a dispute resolution (DISP) complaint has
been made.

THE COURT OF APPEAL ... HAD
TO CONSIDER AND DECIDE
WHETHER THE CLAIMANT HAD
MADE A COMPLAINT WITHIN THE
MEANING OF THE FCA’S RULES

DECIDING WHETHER A CLAIMANT
HAS MADE A COMPLAINT WITHIN THE
MEANING OF THE FCA'S RULES
It is a requirement that firms must follow detailed
rules laid down by the Financial Conduct Authority
(FCA) as to how and when they must deal with
complaints by their customers.
The FCA’s DISP rules prescribe how financial institutions
must deal with complaints made by their customers.
The FCA defines a complaint to be any oral or written
expression of dissatisfaction, whether justified or not,
from, or on behalf of, any person about the provision of,
or failure to provide a financial service which:
• alleges that the complainant has suffered (or may suffer)
financial loss, material distress or inconvenience; and

WHEN IS A COMPLAINT NOT A COMPLAINT?

WHAT WAS THE DAVIS VS LLOYDS BANK CASE ABOUT?
The case arose from the widespread mis-selling of interest rate
hedging products (IRHPs) by a number of banks in 2000 and
onwards. The banks involved agreed with the FCA to review their
sales of IRHPs to unsophisticated customers and, if they considered
that those IRHPs had been mis-sold, to pay redress.
Mr Davis claimed that he was entitled to bring an action for breach of
statutory duty against Lloyds in relation to the second IRHP, not for the
original alleged mis-selling (presumably on the basis that such a claim
was time-barred), but for the bank’s conduct of the review process.
It appears that Mr Davis was advised that case law had already
established that the bank’s conduct of the review process was not
actionable in either contract or negligence, nor was it subject to the
jurisdiction of FOS.
Mr Davis sought to argue that his correspondence with Lloyds in
relation to the review process amounted to a “complaint” within the
meaning of the FCA’s DISP rules and that Lloyds’ failure to consider
that complaint in accordance with the IRHP review terms agreed with
the FCA, amounted to a breach of statutory duty.
That formed the need for the court to consider whether a DISP
complaint had been made by Mr Davis. If not, then Mr Davis’ claim
was bound to fail.

WHAT DID THE COURT OF APPEAL DECIDE?
• relates to an activity of that financial institution, which
comes under the jurisdiction of the Financial Ombudsman
Service (FOS).
In particular, the regulator’s rules require the financial
institution to investigate the complaint, and assess fairly,
consistently and promptly whether the complaint should be
upheld and what remedial action or redress may be appropriate.
It then needs to explain its decision to the customer and
undertake that remedial action or pay the redress.
In this case the Court of Appeal, for the first time, had to consider
and decide whether the claimant had in fact made a complaint
within the meaning of the FCA’s rules. The Court of Appeal,
agreeing with the court of first instance, decided that the claimant
had not.
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The Court of Appeal (and the court below) considered the entirety
of Mr Davis’ correspondence with the bank, spanning more than six
months, as he participated in the IRHP review.
The Court of Appeal considered that the relevant test was whether
a reasonable recipient of the communication or series of
communications in the position of the bank, within the context
in which the communications were made, would constitute a
complaint to have been made.
Key to this was the fact that the entry into the review was not dependent
upon Mr Davis making a complaint to Lloyds but was as a result of an
invitation to participate made by the bank, which Mr Davis accepted.
Ultimately, the Court of Appeal considered that references to
comments that the customer would have been “better off” without
the IRHP and that he had bought the “wrong product” were

insufficient to amount to an expression of dissatisfaction. They were
no more than statements of fact in hindsight as part of Mr Davis’
acceptance of Lloyds’ offer to review the sale of his IRHPs.

SUMMARY
This is the first case in which the Court of Appeal has had to consider
whether or not a DISP complaint has been made.
While the facts of the case are somewhat unusual, this will give
financial institutions some comfort that the rules do not need them
to consider any correspondence requesting or providing information,
or making commentary on a customer’s relationship, as amounting
to a complaint requiring investigation in accordance with the FCA’s
DISP rules.
In particular, in coming to its decision, the Court of Appeal noted
the importance for financial institutions to be able to identify when a
complaint was made, without a retrospective sift through of a mass
of material, given the fact that various time periods under DISP are
triggered by the making of a complaint.
Having said that, the definition of “complaint” in DISP is a broad
one (and the Court of Appeal confirmed that it was possible for a
complaint to be contained in more than one communication).
Financial institutions would be well-advised to interpret the definition
widely. Otherwise, not only do they run the risk of court proceedings
alleging a breach of statutory duty, but also the potential wrath of the
FCA for being non-compliant with its rules.

CONTACT AUXILLIAS
Auxillias Limited is well-versed in supporting clients in dealing with
complaints handling, helping with responses to FOS, to include
tailored advice on the best way forward of managing complaints
generally and providing clients with training.
For more information, please get in touch with:
Jo Davis at jo.davis@auxillias.com - 07741 240114
Daksha Mistry at daksha.mistry@auxillias.com - 07458 304068

FEATURE
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the full measure
EVIDENCING GOOD CUSTOMER OUTCOMES

In its latest drive to support customers in vulnerable circumstances,
the Financial Conduct Authority (FCA) wants firms to be able to
evidence that vulnerable consumers experience outcomes as good
as those for other consumers. The FCA launched their six Treating
Customers Fairly (TCF) outcomes back in 2006 and with the new
Consumer Duty outcomes on the horizon, the goal for the FCA has
never changed. Yet so many businesses fall into the trap of not fully
measuring the positive outcomes we all strive to achieve.
In the quest to attain and measure good customer outcomes in
the consumer lending space, has sufficient time really been spent
understanding what ‘good’ looks like for our businesses? Does the
Management Information (MI) you are using to measure outcomes
give an accurate indicator of whether you are achieving good
customer outcomes or have you made the mistake of only measuring
business outcomes, performance, or policy/process adherence?
These metrics are important but are they enough to ensure vulnerable
customers experience outcomes as good as other consumers?
Firms need to take a step back and really challenge themselves and
agree on a clear view of what any existing or potential customer
should be able to expect and what a good outcome would look like
for a particular customer journey. This can be for existing journeys
and should form a core part of your development process for any
new customer initiatives.
Different business areas will have different desired outcomes. A good
customer outcome at the acquisition stage will be different from a
good customer outcome in collections and this is because different
actions are being undertaken with different desired outcomes.
Think of your desired outcomes as a set of mission statements for
each business area. For example, what is your desired outcome
for forbearance plans? How about a new applicant of a loan? Is it
appropriate to their circumstances? Ask yourself if it is understood
and affordable. Think about the FCA’s outcomes, which are relatable
to the action you are undertaking.
This may seem quite basic but it will keep you true to what you are
trying to measure or test. It will also stop you from solely measuring
your policy and process adherence and really focusing on whether
you are delivering good customer outcomes.
Once you have agreed on your desired outcomes, you can then start
11

looking at what is needed to provide oversight. MI is not just about
numbers. Data will need to be quantitative and qualitative and some
outcome MI will already exist. You will find that there isn’t a need to
reinvent the wheel here. The relevant information may already be
available in different guises. Your MI will give you oversight and focus
on areas that may require further analysis or deeper reviews such as
outcome testing.

Sonya Schofield
Head of Vulnerable Consumer Strategy
GAIN Credit

FIRMS NEED TO CHALLENGE THEMSELVES AND
AGREE ON A CLEAR VIEW OF WHAT ANY EXISTING OR
POTENTIAL CUSTOMER SHOULD BE ABLE TO EXPECT
AND WHAT A GOOD OUTCOME WOULD LOOK LIKE

Outcome testing aims to assess all interactions with the customer,
communications, documentation, and records. Outcome testing
can range from full end to end journey testing to a ‘point in time’
testing approach and will identify potential issues that your standard
quality assurance checks may not pick up. There are so many ways
to perform outcome testing and it’s important to design a framework
that’s right for your business and, more importantly, your customer base.
Approaching customer outcomes in this way will really help you
understand what 'good' looks like and quickly get to the root cause
of any issues. You can then address and make any necessary
changes to processes, policies, and procedures that are causing
poor outcomes before complaints spike or trends become costly
and damage your reputation. Focussing on your outcomes brings
an opportunity to improve your service and reduce costs.
Looking to the horizon and the impending Consumer Duty
paper, the FCA is introducing four new outcomes that
represent key elements of the firm-customer relationship:
communication, products and services, customer service,
price and value.
The Consumer Duty aims to provide clear expectations for
firms regarding customer outcomes. It also requires them to
ask what consumers should be able to expect, focus on the
actual experience, take action and assess the effectiveness
of actions.
Although there will be a further round of consultations
before changes to the rules are enacted, the paper
indicates very clear expectations on firms. With the key
to delivering good outcomes being a starting point of
knowing what your existing or potential customers
should be able to expect, the question remains. Do
you really have a good understanding of what a good
customer outcome looks like in your business?
FEATURE
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Lucy Donovan
Head of Communications
CCTA

watching with interest

NO INTEREST LOANS: WORKABLE IN REALITY?

For years there has been a policy debate about how best to
support individuals that cannot afford to borrow from commercial
businesses. There will always be a group of people that are
considered too risky for commercial businesses to lend to, and the
welfare system is designed to support this group. But there remains
a discussion about how best to help them access credit to deal with
essential or emergency costs.
This came into greater focus when many government support
schemes were cut following the financial crash in 2008. Since then,
subsequent governments have tried to work out how best to support
these groups, often taking inspiration from other countries.
Most have tried to expand the credit union network and increase
membership, but despite millions in government funding, little has
been achieved. Members are often required to save before they can
borrow. The system also moves slowly compared to the decision
making of the commercial sector, not helpful if a car repair is needed
quickly to get to work for instance.
The current government has decided to focus its attention on a No
interest Loan scheme (NILS). A NILS has long been supported by
the Treasury, first announced in 2018 by Philip Hammond, the then
Chancellor. The aim of the NILS would be to provide a financial
cushion for people unable to access or afford existing forms of
credit, but who can afford to repay small sums, by offering a way
to spread essential or emergency costs.
Following mentions of the scheme as various meetings with
the Economic Secretary, John Glen MP, in September Fair4All
Finance (founded in 2019 to support the financial wellbeing of
people in vulnerable circumstances) announced that they had
been appointed to deliver a pilot of the scheme.

THOUGH THE SCHEME HAS
NOBLE AIMS, WE NEED TO BE
AWARE OF THE LIMITATIONS
AND THE ASSOCIATED COSTS
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The pilot is designed to test whether this scheme can be
scaled to make resources go further to improve financial
wellbeing for customers in vulnerable circumstances. It will
receive funding from HM Treasury and up to £1m of lending
capital from each devolved administration, matched in
England by Fair4All Finance.
The scheme will kick off with proof-of-concept loans this
Autumn, followed by a wider two-year pilot in up to six
areas of higher deprivation starting in Autumn 2022.

They will work with credit unions, Community Development Finance
Institutions (CDFIs) and other regulated lenders, who will be able to
apply to administer the loans through a formal procurement process
starting in November.
The NILS pilot aims to test the benefits to customers, society and the
economy and show whether a permanent nationwide NILS can be
delivered in a sustainable way.
Though the scheme has noble aims, we need to be aware of the
limitations and the associated costs. You can lend with no interest,
but all lending comes with a price and with a risk.
The launch of scheme is something that commercial lenders will be
following. The proposed use of existing lenders is noteworthy and
will undoubtedly help tackle the administration costs.
However, you must consider the funding of the loan, the acquisition
and administration of applications, making payment and serving the
customer, and following up if things go wrong. That is before you
consider that often, through no fault of the borrower, there will be
those who cannot repay their loan.
The NILS has been positioned by some as an alternative to high-cost
credit but firms would be unlikely to lend to this group of consumers.
The scheme would not have the scale to deal with this demand.
Alternative lending exists because it meets the needs of customers
that struggle to access mainstream financial services. Consumers
need to be able to access a range of competitive financial products to
deal with their circumstances.
We will all be funding the NILS through Government financial
contributions to support expensive lending that comes with significant
default risk. As a society, we may decide that these are costs we want
to cover to meet a social need, especially at a time when many more
will need to support to deal with the impact of the pandemic.
It will be interesting to see if the NILS can become a part of the lending
landscape. But it will take time to see results. In the meantime, we will
continue to advocate for the alternative lending sector.
We need to ensure that current regulatory pressures do not force
vulnerable consumers out of the market into the hands of less
desirable alternatives, while support schemes continue to be tested.
FEATURE
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a slow fuse

Peter Reynolds

INFORMAL BORROWING: A TIME BOMB IN THE MAKING?

Can the harm of financial exclusion ever outweigh the benefits of
increased consumer protection? The short answer is: yes.

into account when determining the right balance between
protection and financial inclusion.

There is no question that regulated lending standards have been
raised under the FCA for the benefit of consumers. The non-standard
lending sector has been a particular focus in recent years and there
has been significant regulatory and structural change in most, if not
all of the sector’s product categories. Operators have adapted their
business models to cater both for enhanced regulatory requirements
and for changes to the way in which existing rules and guidance are
now interpreted by both the regulator as well as by the Financial
Ombudsman Service.

The FCA has already identified that for vulnerable customers
in particular, difficulty in accessing services "can lead to
disengagement, exclusion, mistrust or even risk of scams as
customers may instead rely on informal access methods.”

Such changes however have inevitable consequences for the flow of
credit, its cost at the point of issue and the returns that can be earned
from its issuance. The payday lending, rent-to-own and guarantor
loans segments have all but disappeared while home credit has
declined significantly. The market leader in each of these sub-sectors
has either stopped lending or is in the process of doing so.

As we emerge from the pandemic, consumers will need access to
credit as they seek to manage the peaks and troughs in their income
and expenditure. Due to difficulties experienced during the pandemic
and/or as a result of a reduction or loss of income through job loss
or less working hours, many may find that they are no longer eligible
to borrow from their regular lender and so will seek other forms of
regulated credit.

While detractors might say “quite right” or “good riddance”, we
believe that such rhetoric is masking a more worrying trend, one that
should be of concern to government, consumer groups and society
at large. Unfortunately, it is going unnoticed or worse, is being ignored.
Whilst the regulator has confirmed that it has seen no clear evidence
that there has been any meaningful increase in illegal lending
as a result of its strides to enhance consumer protection, it has
acknowledged that there has been a material increase in the level of
borrowing from ‘friends and family’.
Some may view such informal borrowing as being preferable to
paying high interest rates to a regulated lender. However, this kind
of borrowing has none of the protections available from a regulated
lender and may also in fact represent illegal lending, albeit in a
different guise.
By increasing the obligations of lenders operating within the
regulatory perimeter, it necessarily becomes more difficult for
consumers within that perimeter to access the credit that they need.
Minimising the risk of harm within the regulatory perimeter is of
course a valuable and important objective. However, as the marginal
benefits of increased regulation diminish, so the unintended, but
inevitable consequences of greater exclusion also need to be taken
15

Trustee
The Loan Smart Charity

The focus on consumer protection in recent years has also created
regulatory uncertainty and complexity and a number of major
providers, including Enova, Elevate and Provident Financial have
already withdrawn from certain segments of the market .

If they are unsuccessful due to a lack of supply or because they fail to
meet enhanced lending criteria, such consumers will do what they
have always done, they will find a way to meet their need, even if that
means accessing informal or even illegal lending.
But does this matter if the numbers of consumers using non-standard
credit is relatively small and there is no evidence of any increase in
illegal lending? According to the FCA , three million consumers were
using high-cost credit products, some of which are among the most
vulnerable in society, so this is not a niché issue and yes, we do need
to worry.

INFORMAL BORROWING ... IS A TIME BOMB
THAT WILL TAKE SOME TIME TO GO OFF. SUCH
ARRANGEMENTS ... ARE LIKELY TO RESULT IN
POTENTIALLY DISASTROUS CONSEQUENCES

While the long-term impact of increased informal borrowing will
not be immediate, this is a time bomb that will take some time to go
off. Such arrangements tend to be fine for a period but are likely to
result in potentially disastrous consequences over the medium-term,
not just for the individual concerned, but also their families, their
communities and the economy as a whole.
At Loan Smart, we are trying to raise awareness about the dangers of
illegal lending through our website (loansmart.org.uk) and social
media channels (Twitter and Facebook). We welcome support from
members and so please get in touch if you are keen to hear more.
FEATURE
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diversity & inclusion:
a regulatory issue
Diversity is by its nature diverse. When the Financial Conduct Authority
(FCA) talks about diversity in financial services firms, it is referring to
a broad range of backgrounds and characteristics which apply to a
firms' work force and leadership, as well as the customers it serves.
Through several speeches and papers published over the last year
or so, the FCA has clearly indicated that diversity and inclusion are
priority considerations and will remain so in the coming years.

WHAT HAS THE FCA SAID?
The FCA has been sending strong messages around diversity and
inclusion for several years, perhaps most significant in recent
months are Nikhil Rathi's speech in March 2021 and the discussion
paper, DP 21/2, published jointly by the FCA, Prudential Regulation
Authority and Bank of England.
In his speech, Mr Rathi noted the value delivered by having diverse
leadership teams and workforces, which, when supported by an
inclusive culture, lead to people being able to speak out and challenge
"group think". Empowering people with diverse characteristics and
background not only ensures a better working environment, but also
enable more effective identification of the needs of customers as
well as effective mitigation of risk. These messages were repeated
in the regulators' joint discussion paper DP 21/2. The purpose of the
paper is to help regulators understand how they can push the rate
of change and improvement in forms around diversity and inclusion.

THE ISSUES?
The issues breakdown into distinct areas of interest:
Driving better customer outcomes: The regulators are clear that
understanding the diverse needs of consumers using a firm's services
will better enable that firm to deliver fair and appropriate financial
services. Key to this is ensuring products meet customers' needs,
perform as expected, including in times of stress, and deliver fair value.
Composition of the workforce: Having a diverse workforce which
reflects a firm's target market better enables it to understand
customer perspectives and needs.

Culture and inclusion: Providing a culture of psychological safety
in which people can feel able to speak up and present differing
perspectives help to avoid "group think" where a dominant, and
potentially harmful, view is reinforced.
Leadership: Diversity at board and senior manager level should be
pursued with the aim not only of delivering all the positive outcomes
referred to above, but also as a means of better managing risk and
promoting business success.
The regulators are only seeking views on how it might accelerate
change at this stage. However, there is a consistency emerging in
terms of the areas of regulatory focus. Taking those into account it
seems appropriate to:
Review your products: Who are your target customers? What are
their needs? Are you confident your product is reaching those
customers and meeting their needs?
How diverse is your workforce? How do your HR and recruitment
policies promote the cultivation of diversity? How are you tracking
progress in representation and advancement in your business?
Leadership: Is your firm's leadership diverse? Does it reflect your
customer base? Does it understand the needs and imperatives of
your target demographic?
Culture: Do you have policies, procedures and training which
generate a sense of psychological safety amongst your workforce?
Are people able to speak out, challenge the status quo and present
divergent ideas?
Whist it may be sometime before the results of the discussion paper
emerge and action is taken by the regulators, the FCA is actively
working on its Consumer Duty. Draft rules are expected by the end
of the year and the relevance of the issues raised by its diversity and
inclusion work clearly overlap with the Consumer Duty. It may well
be that the Duty will be used as a way of accelerating this agenda
and firms would be well advised to use it as an opportunity to drive
forwards their own diversity and inclusion agenda.

Clare Hughes
Partner, Financial Regulation
Addleshaw Goddard
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LOCKE LORD AND GATELEY SHARE
THEIR VIEWS ON THE RECENT CASE OF
CFL FNANCE V LASER TRUST (GERTNER)

upsetting
the apple cart
DEBT DEFERMENT: CCA/FSMA IMPLICATIONS
The Court of Appeal in CFL Finance v Laser Trust (2021) decided that
the Consumer Credit Act 1974 (“CCA”) can apply to a settlement
agreement, where payment of a debt by an “individual” is deferred,
even if the CCA did not apply to the debt prior to the settlement, as
in this case, where a loan of £3 million had been made to a company,
guaranteed by Mr Gertner.

For that reason, there was a triable issue as to whether the settlement
agreement provided the guarantor with “credit” within the CCA and is
at present, unenforceable for non-compliance with one or more
sections of the CCA: s.40 (enforcement of agreements made
by unlicensed trader), s.61-64 (making the agreement), s.77A
(statements to be provided for fixed sum credit agreements) and
s.86B (notice of sums in arrears under fixed sum credit agreements).

WHEN WILL THE CCA APPLY TO A SETTLEMENT?
The existence of a debt has to be sufficiently clear for an agreement
providing for future payment to constitute “credit” with the CCA.
The Court of Appeal did not express a concluded view on where
the dividing line lies between a debt (to which the CCA could apply)
and a mere claim (to which the CCA could not), as the Court had
only heard legal arguments from the debtor (the lender was not
represented at the hearing of the appeal).
The Court of Appeal decided that:
a) the guarantor’s defence was clearly invalid in law and had no real
prospect of succeeding; and
b) there was a very real possibility that the guarantor did not believe
the defence to have even a fair chance of success.
19

The CCA will only apply to a settlement agreement if:
i) there is a debt;
ii) the debt is owed by an “individual” (as defined in the CCA);
iii) the debtor has agreed to provide “consideration” (i.e. to pay
money or give something of value) in exchange for the creditor’s
agreement to accept deferred payment (e.g. make a contribution
to the creditor’s legal costs of the dispute).
Furthermore, the CCA will not apply if:
a)

the creditor simply refrained from enforcing its right to
immediate payment (i.e. forbearance); or

b)
c)
d)

the individual recognised the defence to lack “even a fair chance
of success” (i.e. no consideration for the settlement); or
the individual genuinely disputed the creditor’s claim in its entirety
on substantial grounds (i.e. no debt and, therefore, no “credit”); or
the settlement is embodied in a court order (not a schedule to it).

ENFORCEMENT
If the CCA applies and the settlement agreement does not comply
with CCA requirements (e.g. proper execution, periodic statements,
notice of arrears), the settlement is unenforceable without an
enforcement order, which the court will not grant unless (amongst
other things) it considers it just to do so having regard to (amongst
other things) the prejudice caused by the contravention in question
and the degree of culpability for it.
If the lender is not authorised by the FCA, or does not have the
necessary permission, a validation order from the FCA is required to
enforce the settlement. The FCA will consider whether “it is just and
equitable in the circumstances of the case”, having regard to whether
the creditor “… reasonably believed that by making the agreement the
relevant firm was neither contravening the general prohibition nor
contravening section 20”.

APPEAL & CONCLUSION
The Court of Appeal’s judgment is not being appealed to the
Supreme Court. Legal advice will be required to determine whether
the CCA applies to any settlement. Each case will need to be
assessed on its merits. Only then will a creditor be able to decide
whether an enforcement order and (subject to authorisation status)
a validation order are required.

Tim Anson
Paralegal
Locke Lord (UK) LLP

Kevin Heath
Partner, Head of Banking Litigation (UK)
Locke Lord (UK) LLP
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Oyster Bay
Systems

Providing software and
digitalisation services to
lenders and lessors

settling the meaning of credit
The Consumer Credit Act 1974 (CCA) defines “credit” as “a cash loan,
and any other form of financial accommodation”. That definition
is extremely wide, and credit can therefore include (but is certainly
not limited to) a loan, a hire purchase agreement, or any other
agreement allowing a debtor time to settle their indebtedness in
return for some form of consideration (e.g. interest).
Until very recently it was considered common ground that terms
embodied in a settlement agreement or Tomlin Order, by which
parties settle a dispute, are not subject to the CCA. However, the
recent Court of Appeal case of CFL Finance Ltd v Gertner raises the
possibility that some settlement agreements and/or schedules to
Tomlin Orders entered into between funders and individuals might
be regulated by the CCA.

CFL FINANCE LTD V GERTNER
Mr Gertner guaranteed a loan facility provided by CFL Finance (CFL)
to another company, who defaulted on the repayment terms. CFL
therefore issued proceedings against Mr Gertner, which were
compromised by a Tomlin Order. The schedule provided for
repayment of the debt, plus interest in the case of a default.
Mr Gertner defaulted under the Tomlin Order, and CFL petitioned for
his bankruptcy. Mr Gertner defended that petition on the basis that,
amongst other things, the Tomlin Order’s schedule provided him
with a “form of financial accommodation” and was therefore “credit”
under the CCA. As the schedule was not CCA-compliant, Mr Gertner
argued that the Tomlin Order was unenforceable as a regulated
credit agreement under the CCA. This, he said, was a genuine
ground for defending the ongoing bankruptcy petition.

Based in Swansea, our software enables lenders to navigate the
challenges they face to manage millions of loans and billions of pounds.
We specialise in the digitalisation of consumer, retail, motor, commercial
and asset finance loan lifecycles, from loan origination, underwriting,
pay-out, loan administration, reporting to end of term.

In the first instance, the Court dismissed Mr Gertner’s defences, and
a bankruptcy order was made. On appeal, however, the bankruptcy
petition was dismissed on entirely unrelated grounds. CFL appealed
the decision on this unrelated ground, and Mr Gertner cross
appealed on his CCA point. Ultimately, following the original appeal
being struck out, only Mr Gertner’s CCA argument was considered
(unopposed) at the appeal hearing.

THE CCA ARGUMENT
In Gertner, the Court considered two fundamental questions:
does the CCA apply to the schedule to a Tomlin Order; and
did a settlement agreement entered into between Mr Gertner and
CFL provide Mr Gertner with “credit”?
The parties agreed that the CCA does not apply to terms embodied
in a Court Order. However, and crucially, whilst Tomlin Orders are
approved by the Court the schedules attached to them are not.
The Court concluded that the CCA can apply to a Tomlin Order’s
schedule because it is ultimately a contract between the parties.
The inevitable impact of this decision is that the schedules to Tomlin
Orders, and settlement agreements themselves, are at risk of being
caught by the CCA.
As regards the second question, the Court of Appeal ultimately
agreed with Mr Gertner and concluded that challenging whether
the Tomlin Order’s schedule was unenforceable for being non
CCA-compliant was a genuinely triable issue and therefore not
appropriate for use in petitioning a debtor for bankruptcy.

IMPACT
Although not binding precedent, Gertner supports the principle
that a settlement agreement between a funder and an individual
(whether attached to a Tomlin Order or not) could represent a
contract subject to the CCA, where it provides “credit” to the debtor.
Unless funders are authorised by the FCA, and settlement
agreements are CCA-compliant, any such agreements would
therefore be unenforceable without a Court order under s127 CCA.
CFL had lodged an application for permission to appeal the case to
the Supreme Court, but appointed a voluntary liquidator on 13 July
2021. Unless CFL’s liquidator (or someone else) continues the appeal
on CFL’s behalf, therefore, it is unlikely that the Supreme Court will
have an opportunity to review.
Going forward, funders will need to weigh-up the risk of settlements
being potentially unenforceable before settling claims against
individuals for anything other than a lump-sum payment

Edmund Lock
Solicitor
Gateley Legal
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a hidden cost?

COMMISSION CLAIMS AND THE DECISION IN WOOD AND PENGELLY

We are seeing a growing number of claims by borrowers concerning
alleged undisclosed commission payments by lenders to brokers/
agents/introducers. If the borrower was not aware that commission
would be paid at all, such payments may be classed as 'secret
commission'. If they were aware that commission may be payable
but not of the amounts, such payments may be classed as 'half secret
commission'. In both scenarios, the broker and lender may face
claims from the borrower.

NO FIDUCIARY RELATIONSHIP REQUIRED IN SECRET
COMMISSION CLAIMS
The Court of Appeal confirmed in Wood and Pengelly that a fiduciary
relationship between broker and borrower is not a pre-condition for
relief against the lender in respect of secret commissions, which the
court treats as a form of bribe/special category of fraud. The question
is whether the broker owed a duty to be impartial and to give
disinterested advice, information or recommendations. This appears
wide enough to cover non-advised sales.
Subject to limitation, successful borrowers in such claims are entitled
to recover (from broker or lender) the amount of commission paid
(without having to show loss) or damages for actual loss suffered as
a result of entering into the agreement. Importantly, the borrower is
also entitled to rescind the agreement as of right, subject to making
any necessary counter-restitution (i.e. returning any benefits received
under the agreement).

WHEN IS A COMMISSION 'SECRET' OR 'HALF SECRET'?
In Wood and Pengelly, the borrowers entered into loan agreements
and mortgages via a broker. The broker's terms said that it may receive
commission from the lender and the borrower would be told the
amount in writing, before taking out a mortgage: if less than £250, the
broker would confirm that it would receive up to that amount; if £250
or more, it would tell the borrower the exact amount. The lender paid
commission. The borrowers were not informed.
It was argued that the payments were half secret because the terms
put the borrowers on notice that a commission might be paid. The
court disagreed. The terms imposed an unqualified obligation on the
broker to inform the borrower, before a mortgage was taken out,
of the fee amount. The only conclusion from the absence of any
notification as required was that no commission was to be paid. These
were therefore secret, not half secret, commissions.
In Hurstanger v Wilson, the leading authority on half secret commissions,
the court described them as a half-way house between a wholly
secret commission and one which is sufficiently disclosed to negate
secrecy but insufficiently disclosed to obtain the borrower's informed
consent. The court in Wood and Pengelly stopped short of overruling
the conclusion in Hurstanger that a fiduciary relationship is required in
such claims. The key difference compared with wholly secret cases is

that the court has a discretion to award the most appropriate remedy
in the circumstances, which can but will not necessarily include
rescission. While Hurstanger is still good law, it remains to be seen
how the interpretation of a broker's fiduciary duty will evolve in future
half secret cases.

Claire Acklam
Director in the Commercial Litigation Team
Walker Morris LLP

PRACTICAL STEPS
Lenders and brokers should ensure a joined-up approach to
disclosures made through the customer journey and how they are
communicated. Risk levels will vary. However, given that in most
cases a successful claim is likely to impact the lender's ability to
recover sums due under the loan agreement it would be prudent
for lenders to undertake a risk analysis. This included reviewing
the individual broker's customer-facing terms and the lender's
commercial terms in place with their broker network and whether
these include indemnity protection.

Jeanette Burgess
Head of Regulatory & Compliance
Walker Morris LLP

Notwithstanding that CONC permits half secret commissions
provided the customer is furnished with the amount of commission
payable on request, in light of these claims it is likely that consumer
credit commission disclosure will evolve to mirror the mortgage
market in giving full and frank disclosure of the fact and amount of
any commission payable.

IF THE BORROWER WAS NOT
AWARE THAT COMMISSION
WOULD BE PAID AT ALL, SUCH
PAYMENTS MAY BE CLASSED
AS 'SECRET COMMISSION'
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Jim Taylor
Managing Director, Litigation & Recoveries
Equivo

a tax on business?
Those using the civil courts to recover debt have faced a double
whammy during 2021.

fees backdated to cover inflation since August 2016 came into force
on 30 September 2021.

ALIGNMENT

The same arguments are being propagated by government – that
the income generated by fees falls far short of the costs of running
the court service. The government points to section 180 of the
Anti-social Behaviour, Crime and Policing Act 2014 which allows the
Lord Chancellor to set court fees at a level above the costs of the
underlying service.

Firstly, the government’s response, in March 2021, to its consultation
on aligning fees for paper based and online claims, was that online
discounts had fulfilled their role in persuading major users to move
online and it was now unfair to distinguish between those who
continued to issue on paper and those who issued online.
Whilst understandable in principle, the solution is not. Despite
universal opposition to the proposal, rather than bringing the fees for
paper claims down, the government chose to increase online fees.
Government’s argument is that income received from fees covers
less than half the cost of running courts and tribunals. Whilst correct,
it is also disingenuous as those figures relate to the court service
as a whole whereas fee alignment relates to the civil courts alone.
The reality is fees generated in the civil courts exceed the costs of
running civil courts and the excess is used to cross subsidise other
elements of the court service (criminal and family proceedings).
Government’s second argument is “those court users who can
afford to, should contribute more towards the operations of HM
Courts & Tribunals Service (HMCTS)”. Effectively, the government is
saying that, to recover outstanding debt, you will pay more than the
costs of doing so.
The excess is, effectively, a tax on those using the civil courts. Even
that argument is flawed - court fees in question (where judgment
is granted) become part of the debt due from the judgment debtor
(often a consumer) and, therefore, the burden of these increased
fees is, ultimately, placed on them.

FEE INCREASES
Now government has responded to a second consultation, this
time about inflationary increases to court fees. Again, despite vocal
opposition considering the continued poor service levels faced by
users of the court service, these increases which cover some 129
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Again, it is recognised that other elements of the court service,
including family and criminal, need to be properly funded. It is right
that society looks to ensure that those who need access to the
courts (for example, vulnerable users seeking non-molestation
orders because of domestic abuse) can obtain such access and that
fees should not be a barrier.
The question, however, remains whether users of the civil courts
should, effectively, be taxed to pay for this or should broader
taxation policy be used to ensure sufficient funding. This is
particularly the case where there remains continued disgruntlement
from those who use the civil courts as to the service levels which
are provided. Is the service as efficient as it could be? Has funding
which was provided to modernise the courts following the Briggs
report been wasted? If court users saw a more efficient and effective
service which made using the civil court simple, then additional fees
may be more palatable.

CONCLUSION
It does seem that civil court users are ignored and that consultations
are little more than window dressing with a pre-determined
outcome. For now, even with the fees in question, the argument
for litigation, in the right cases, stacks up – it remains a legitimate
and effective means of recovering debt where other forms of
engagement have not been successful. However, government and
the court service must be careful –push those who use the civil
courts too far and claims will reduce, fee income will dry up and
those excess fees to cross subsidise the broader services delivered
by the courts will not be there at all.

PERCH GROUP KICK OFF
AWARDS SEASON WITH
EARLY SUCCESS
The DCA arm of Perch Group, ACI, were recognised at this
year’s CSA awards with the Specialist Support Team (SST)
winning the CSA Team Award.
It was great to see the hard work that the SST and the Risk &
Compliance team have put in being recognised, especially
considering the association with vulnerable customers. It was
also good to receive the wider appreciation about the way
Perch support their customers and have done so through such
challenging times, which embodies the culture and values of
the business.
Perch shared customer feedback to assist the nomination which
fully demonstrated the customers' appreciation of the way in
which SST put the best interests of their customers first and
about how they helped them to move forwards. It was great
to read how ACI’s approach resulted in favourable customer
outcomes, with profound effects on their overall wellbeing.
Perch have now also been shortlisted for the Best Vulnerable
Customer Support Team at this year’s CCS awards which will
form part of the Vulnerability Awareness Gala being held in
Manchester in November.

'MEET THE FOS' VIRTUAL
EVENT FOR MEMBERS
FULLY SUBSCRIBED

CCTA CEO DISCUSSES NEXT
STEPS AT CONSUMER
CREDIT CONFERENCE

Early in October we held an event with the Financial
Ombudsman Service (FOS) for members to learn more about
how the Ombudsman operates and how CCTA members
should engage with them.

Chief Executive Jason Wassell recently gave a speech at
the Westminster Briefing Forum event on 'Next steps for
consumer credit – regulation, responsible lending, and the
future makeup of the retail lending market'.

The session was aimed at smaller firms that have had little
or no previous engagement with the FOS. John Wightman
and Sarah Conway, both Ombudsman Leader and Head of
Practice Consumer Credit at the FOS gave a presentation
before taking questions from the attendees.

It was the first event for some time that brought together the
industry as well as stakeholders and policymakers to consider
key issues facing the sector. Other speakers included the FCA
and Members of Parliament.

Topics covered included an introduction to the ombudsman
service and what to expect when a complaint is referred
to the FOS and insight into the types of complaint the FOS
sees about credit products. Part of the session also looked at
the FOS approach to irresponsible lending complaints and
working with CMCs.
The FOS has contributed an article to this magazine edition if
you would like to learn more about their work.

Jason talked about the impact of Covid-19 on the sector
and the trends that were already starting to emerge before
the pandemic hit. He also discussed the alternatives to
commercial lending and some of the challenges faced in
delivering these projects.
The conference explored the impact of recent reforms on
both consumers and lenders and evaluated policy priorities
going forward for helping those struggling with debt.

OCTOBER 2021 CCTA SUMMIT
LONDON • 80 DELEGATES
The CCTA held its first physical event in over two years recently.
We were delighted to be joined by so many CCTA members.
Kindly hosted by Addleshaw Goddard, we were able to bring
together the membership for a range of sessions.
Chairman Greg Stevens opened the session before a regulatory
update from Sarah Herbert. CEO Jason Wassell spoke about
the recent work of the CCTA, particularly recent engagement
with key stakeholders: the FCA, the FOS and HM Treasury.
A panel session later brought together some of the larger
CCTA members. Denise Crossley, Chief Executive at Lantern,
Morses Club Chief Executive Paul Smith and Peter Reynolds,
Executive Director at Non-Standard Finance discussed the
future of the alternative lending sector.
This was followed by a drinks reception, which allowed
members to network and catch up.

new members
Cherry Godfrey Finance (Aisle of White) Ltd • Newport
Anico Financial Services Ltd • London
Hill Dickinson LLP • Manchester
Carzoopa Ltd • Southampton
TieTa UK Ltd • Banbury
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LIVELY QUESTION TIME EVENT
HOSTED BY CREDIT STRATEGY
AND MOMENTA

CCTA MEMBERS AMONG THE
WINNERS AT THE WOMEN IN
CREDIT AWARDS

Our Chief Executive, Jason Wassell, recently took part in a
question time event, hosted by Credit Strategy and Momenta,
where the topic of balancing impactful compliance and
collections strategies for loans issued as a result of the
pandemic was addressed.

Credit Strategy’s Women in Credit Awards recently took
place in London. The Gala Dinner was held in Tower Bridge,
London. The return to a physical event follows the virtual
awards that took place last year due to the pandemic.

Jason joined a panel of industry experts as they discussed the
methods and tactics that all UK lenders must be conscious to
employ as we move forward from the impact of the pandemic,
as well as answering live questions from the audience.
The event produced some extremely insightful and lively
debate from the panel, and all attendees agreed that this a
highly pertinent topic which all UK lending businesses must be
focussed on in the weeks and months to come.
You can download the post-event recording and watch the
debate in full via the link here.

These awards champion the work of a range of women
across the entire credit and financial services industry. They
are designed to empower, connect, support and uncover
achievements among inspirational women in the profession.
For these reasons, it is fantastic that two CCTA members
were recognised within the Woman of the Year category.
Denise Crossley, Chief Executive of Lantern won the Lifetime
Achievement Award. Emily Nisbet, Managing Director
of Mr Lender took home the Credit 500 Award. Both are
very deserving winners and should be recognised for their
contributions to our sector and their colleagues.
Congratulations to all the other CCTA members that made
this year’s shortlist.

NEW MARKETING
OPPORTUNITIES BROCHURE
FOR ASSOCIATE MEMBERS
We are pleased to announce to associate members that
a review of our marketing opportunities has recently
been completed. Our updated offering is outlined in a
new Marketing Opportunities brochure, which has been
published on the CCTA website.
The review of our longstanding offering includes a number
of changes regarding how associate members can utilise the
CCTA website, quarterly magazine and our events. As well as
reviewing all pricing, many of our opportunities are now only
available to associate members.
The new brochure provides details of opportunities that are
included with your membership, as well as other paid options.
Improvements to the original offering have been highlighted
as ‘ENHANCED’ and any new aspects to a package have been
marked as ‘NEW’.
For more details, please view the brochure or visit the WORK
WITH US + section of the CCTA website.

CCTA PRESENTS AT CREDIT
FINANCE CONFERENCE
IN MANCHESTER
CCTA CEO Jason Wassell spoke at Credit Strategy’s Car
Finance Conference in Manchester in October. This was the
first large scale conference that the CCTA has presented at in
person since the start of the pandemic.
Sales of used cars have soared over the last year, while at the
same time new car registrations fell to their lowest levels in
September for more than two decades. These are interesting
times for the industry, especially as sales of electric cars
continue to rise rapidly.
Taking place at Old Trafford, Manchester, Jason joined a panel
to discuss the future of the car finance industry. The panel
explored the shift in habits (some because of pandemic) and
how new working practices will affect car use.
Other sessions during the conference looked at the move
towards electric cars, changes to the buying process and best
practice in terms of dealing with complaints.

Marketing opportunities in relation to the CCTA conference
taking place in April 2022 will be available in the near future.
All associate members will be contacted with details of both
exhibitor and sponsorship packages.
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Karen Emmett
Head of Consumer Products
Aryza

a tool for every job
SUPPORTING CONSUMERS THROUGH FINANCIAL
RECOVERY AND RESTRUCTUING

Denise Crossley

Having recently announced the rebrand of the Debtsense suite of
products, Aryza is working to develop a new range of solutions, to
ensure consumers feel supported throughout the financial recovery
and financial restructuring journey.

CEO
Lantern

Here, Karen Emmett, Head of Consumer Products at Aryza, examines
the functionality of the different products within her portfolio and
discusses how they’re already proving invaluable to customers.

frustration navigation
We all appreciate vulnerable customers in collections require help,
but do our systems deliver that?

whilst having the ability to transfer to an alternative channel, if they
choose, and pick up where they left off – with no repetition.

Vulnerable customers, particularly, need to feel like they can contact
third parties to discuss their situation without judgment. Let’s face
it, it’s often not easy for customers to pluck up the courage to
get in touch but, when they do, they really want and need slick,
frictionless processes. That’s why having customer centric systems
for customers and colleagues to navigate, is critical to a successful
customer journey.

Key to that approach though is ensuring your digital offering gives
the customer the same functionality whether they call or webchat.
Don’t direct them to “fill out a form” or “call to confirm” as that
deviates from the customers chosen channel.

One of the biggest frustrations customers quote in industry surveys
is having to repeat themselves over and over again, so we all have a
duty to limit that repetition. Gathering income and expenditure data
is one of the biggest challenges when it comes to repetition. If a
customer has multiple accounts with a supplier who doesn’t have a
linked-up system, a customer will sadly go through the process of
explaining everything again, not an ideal experience.
Next up is the customers’ ability to choose their channel. We
know that a significant proportion of identified vulnerable
customers choose to service their accounts digitally, so a
key consideration is making sure your infrastructure is set
up and maintained to enable all systems to ‘talk to each
other’, giving customers access to the same information
however they choose to get it.
The joined-up approach should also allow a
customer to start a process on any given channel,
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But what about when that customer has engaged? How do you
make sure they feel like they’re in a safe environment, that they’ll
understand what they’re being asked and will open up to ensure
they’re not agreeing to anything they can’t maintain? It’s crucial to
ensure that the right questions are asked, in the right tone and at the
right time.
It’s common knowledge that vulnerable customers are more likely
to agree to something without fully understanding what it means to
them, so it’s important to ensure that you’re checking in with the
customer throughout your engagement, to make sure they understand
what is being asked of them, or what they’re agreeing to do.
We all need to probe more, gently of course, but make sure you’re
understanding what might impact them. Have you understood their
circumstances as well as you could? Have you prompted them to
tell you more about their situation? Do they need more external
independent advice? The more we encourage open dialogue the
better the end-result will be. Financial difficulty for vulnerable
customers is stressful enough as it is, so we have to be laser
focussed on making it a frictionless process.

According to the Office for National Statistics, by December 2020,
nearly nine million people had to borrow more money because
of the pandemic and the proportion borrowing over £1,000 also
increased from 35% to 45% during the final half of the year.

Once this data is collated, consumers can view the repayment
options available to them, and depending on what the affordability
check calculates, decide to continue with their existing journey or
consider other options such as payment breaks or revised payment
plans - eliminating lengthy telephone calls or in branch discussions.
Aryza Acquire has been designed with simplicity in mind, offering
consumers an alternative to a webform clearly displaying income,
outgoing and credit commitments, along with ongoing affordability
and vulnerability.
The fully customisable software offers assisted journeys, meaning
agents can interact remotely within the same interface as the
consumer to edit plans, update details and more, making customer
support easier and more effective.

Self-employed people were more likely to report reduced working
hours and income, even if they had received support from the Self
Employment Income Support Scheme (SEISS). People aged under
thirty years and those with household incomes under £10,000 were
around 35% and 60%, respectively, more likely to be furloughed than
the general population.

Rules-based automated decisioning can ensure customers are
presented with the most appropriate solution for their individual
needs, no matter their financial circumstances. Aryza Engage helps
the end-user to save money on bills, and check for any extra benefits
they are entitled to, a service that in such challenging financial times
is hugely beneficial. Providing consumers with services beyond your
core products and educating them towards a healthier financial path
is a key aim for many.

This highlights how large portions of the UK struggled financially
last year, many for the first time. We understand that few people feel
comfortable discussing their finances, especially if they are struggling
or in arrears and we wanted to develop user-friendly alternatives,
designed to guide consumers and provide essential support.

For those that may be unsuitable for lending, Aryza Decline uses
the application information combined with open banking data to
provide non-lending options.

Aryza Recover digitally takes consumers step by step through their
money management journey, explaining their options in an easy to
understand format, helping to improve their overall financial wellbeing.
By utilising Open Banking data and smart software, the system
connects customer accounts, cards, debts, and assets, identifying
the most appropriate and helpful offers available, also ensuring that
consumers and lenders can access all the information they need via
a single system.

If you have your own FCA debt advice permissions, we can work
with your business to build your own white-labelled version of the
Decline product which can fit into your existing advisory processes.
Already, these products are making a difference to our customers
and positively impacting the end-user experience. As the Job
Retention Scheme ended in September 2021, it’s important the right
steps are taken now to ensure consumers can access the support
they need. To find out more, please visit www.aryza.com.
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Shail Deep
Chief Product Officer
TransUnion

breaking down barriers

not out of the woods yet?
DESPITE SUMMER REPRIEVE FROM COVID-19
IMPACT, CONSUMERS FEAR LONGER-TERM
FINANCIAL RECOVERY
With the relaxation of lockdown, alongside hospitality and travel
industries re-opening over the summer, consumers are less likely
to think the pandemic has impacted their household income,
according to recent research from global information and insights
provider TransUnion.
In its Consumer Pulse study, which has been tracking the financial
impact of the pandemic, TransUnion found that 25% of consumers
believe their household income is currently being negatively
impacted, down from 38% in Q1. The most dramatic drop-off can be
seen among younger consumers, with just 31% of Millennials and 32%
of Gen Z saying their overall household finances have been impacted,
down from peaks of 44% and 50% respectively earlier in this year.
This improvement, especially among the young, comes as little
surprise given the return of major employment sectors such as
hospitality, events and travel, bringing about more stable employment
conditions. This in turn has seen significant numbers of employees
moved off job-support schemes, and the number of furloughed
roles drop down to 1.8m, from a peak of nearly 9m.
“Right now, consumer resilience appears to be on the rise when it
comes to household finances. However, our research reveals real
concerns over the longer-term recovery from the pandemic and
there are still pockets of hardship,” said Shail Deep, Chief Product
Officer at TransUnion in the UK.
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EXTENDING ACCESS TO CREDIT TO FUND EDUCATION
The study revealed that the number of consumers who said they
were optimistic about the future decreased from 61% in Q2 to
54% this quarter. A likely influence is the fact that one in four (24%)
consumers expect their household income to decrease in the future,
a proportion which has remained consistent since Q2, despite the
summer’s perceived stabilising effect on household finances.
Shail Deep continues: “Just under a fifth (18%) of consumers expect
to be unable to pay at least one of their current bills and loans in
full. And one in three (32%) financially impacted consumers believe
they won’t be able to pay personal loan commitments – up from a
quarter (25%) in Q1. With this in mind, it’s critical that credit providers
have the right insights available to make robust affordability
assessments when it comes to new applications, as well as being
able to predict future payment behaviour as accurately as possible,
using a comprehensive picture of the individual’s financial situation.”
One in four (24%) consumers still intend on either applying for new
credit or refinancing existing arrangements within the next twelve
months, with younger spenders again the most buoyant age group.
Over a third (34%) of Millennials and 42% of Gen Z plan on making
credit applications, with credit cards remaining an important means
of finance for younger demographics, despite the dramatic rise of
alternatives such as Buy-Now Pay-Later products. Amongst Gen Z
planning to apply, more than one in three (38%) are looking to apply
for a new credit card in the next year — an increase from 26% in Q2.
Read the report or find out more about TransUnion’s TrueVision
trended credit data solution, which can help lenders make smarter
lending decisions, reduce risk and enhance customer relationships.

We are always looking for innovation and to keep members updated
on how this might generate opportunities. The CCTA was interested
to speak to a new company that is looking to extend access to credit
to students seeking to fund their education.
ProGrad was co-founded by Marco Logiudice and Ethan Fraenkel,
two recent graduates. The idea started when they were both looking
to get access to funding for their postgraduate degrees. Marco
studied Economics and Finance at Cambridge, while Ethan studied
Computer Science at UCL.
Prior to starting their postgraduate degrees, both of them had a
return offer from a company they had interned at, yet could not find
access to funding from most lenders and were forced to borrow
money at high cost from different sources. This is why they cofounded ProGrad: to pioneer financial inclusion for students and
Gen Z.
Students and recent graduates find it challenging to access funding
from lenders because of two main reasons, a lack of financial past
which makes it difficult to credit score them and a lack of significant
income, making it hard to assess whether they can afford credit. This
means that currently lenders miss out on an annual £8bn worth of
lending across students and Gen Z which translates into a £56bn
customer lifetime value.
ProGrad explains that they created a twofold solution to tackle these
issues, an innovative way to credit score young people through
open banking (transactional data) which they say allows them to

identify patterns in customers’ spending before scoring them with a
probability of default.
Secondly, to tackle the affordability problem, ProGrad created a
solution to predict with high accuracy the earnings of students up
to five years post-graduation. The aim being to give lenders a clear
picture of a customer’s risk profile in order to underwrite loans in a
better way.
ProGrad believes that lenders might be able to win profitable market
share through a disruptive technology that identifies younger
customers’ future earnings. Established lenders can protect and
grow their market share, and challengers can bring a differentiated
student lending proposition to market.
Through its AI-enabled and explainable credit scoring technology,
ProGrad goes beyond simple credit history and provides financial
institutions with a clear picture of a younger person’s potential. The
use of a unique algorithm incorporating future earnings projections
aims to enable lenders to underwrite low-cost, sustainable financing.
ProGrad joined the 2021 Techstars programme in London to
accelerate their growth. They are part of the NatWest Fintech
Accelerator programme and also joined the FCA innovation
hub. ProGrad recently secured their pre-seed funding round, raising
£620K from various angel investors in the UK. Among them: senior
people inside Santander, Man Group, HIG, Bain Capital and other
successful angel investors. This funding will enable ProGrad to launch
in coming months with lending partnerships they recently closed.
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Depth and breadth of expertise: With 269 partners and over 900
lawyers, we have a deep understanding of our markets and sectors.

Providing Compliance and Legal services to Consumer Credit
Businesses since 2014, ALPH Legal & Compliance have worked
with many firms in all aspects of their business liaising with the
FCA and ICO.

Aptean Respond is a world class case and complaint management
platform that supports every role in your customer experience
team, from front-line agents and case managers to team leaders
and executives. From teams of two to teams of thousands.

As a consumer credit consultancy, compliance with the law,
regulation and guidance is imperative for the survival of your
business. Advice is available on: Authorisation and regulatory
business planning, supervision, crisis management, s166 and
communicating with the FCA, complaints reporting/root cause
analysis, creditworthiness and affordability, social media/marketing.

Respond offers everything you need in one place. With it, your
team can manage all facets of customer case management,
facilitate departmental communication, retrieve data, conduct
root cause analysis, and deep dive into case analytics, all from a
single platform. Customisable reporting tools are embedded into
the framework to help you comply with industry regulations.

ARC (Europe) Limited is an industry leading debt collection
agency that combines outstanding results and exceptional
client service with fair customer outcomes. We use the latest
technology to contact customers and offer a rich online self
service website to allow customers to effectively communicate
with us.

A global offering: We have thirteen offices worldwide, six UK
offices and seven overseas, together with a network of likeminded
law firms around the globe. Where we don’t have offices, we work
with firms well known to us, to deliver an international capability.
A strong client base: We have instructed over 35 FTSE 100
companies in the last twelve months. 75% of our clients who have
been with us for more than ten years.
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We have a great track record of successfully collecting debts
in the HCSTC and Fintech sectors since 2011. We use our own
bespoke CRM, which allows us to tailor our services to each
client’s exact requirements. Speak to us now and see how we can
deliver the results and service you desire.

020 7606 8855

01255 861 697

01604 614 140

01932 251 010

addleshawgoddard.com

alphlegal.com

aptean.com

arceuropeltd.com
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Anchor Computer Systems Ltd were acquired by the Aryza Group
in December 2020. Our range of lending systems are used by
over 300 UK Finance Companies.

Brodies LLP is a top 50 UK law firm, headquartered in Scotland. It
is the largest law firm in Scotland measured by income, directory
rankings, and lawyer numbers.

At Cashflows, we create an entire payments ecosystem built
around what your business needs. We pride ourselves on
simplifying what has become a jargonised process and offering a
smoother, faster experience for our customers.

Consumer Credit Advisory Services (CCAS) was formed in 2014
when, what is now the FCA, took accountability for Consumer
Credit Compliance from the Office of Fair Trading.

These companies operate across a wide range of lending verticals
including unsecured loans, hire purchase leasing, mortgages, line
of credit and second charge lending.

We work with our clients in the following core business areas:
arbitration; banking and financial services; employment; energy;
litigation; M&A, private equity and IP; real estate; pensions and
benefits; personal and family and tax.

We support lending to both consumers and businesses supporting
the whole loan lifecycle, through modular solutions that support
customers from origination of loan, through underwriting, eSign,
loan management, collections management, arrears management
to settlement pay off.
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Our approach to business today is influenced by our history,
which dates back to the time of the Scottish Enlightenment. That
approach recognises the individual knowledge and expertise of
our colleagues and the enlightened thinking that they deliver.

Our payments technology is purpose built in-house to solve real
problems - and help your business thrive, maximising payment
acceptance with a full suite of solutions.
Our highly experienced team have decades of payment specific
expertise and are dedicated to modernising the payments
ecosystem for the better.

Our parent company, Regulatory Finance Solutions have a long
history of providing specialist support in the banking and wealth
management sectors. We act as a compliance support provider
to a number of trade bodies and their members, our support
being right across the consumer credit market, ranging from lease
broking to debt acquisition, home lending and general insurance.
We can help provide and support covering permissions, policies
and procedures, the SM&CR regime, financial promotions, file
assessment and audit.

01248 672 940

01312 283 777

03301 289 855

01793 209 154

aryza.com

brodies.com

cashflows.com

ccas.co.uk
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Credit Connect is a media news and events company. The news
site exists to deliver segmented relevant content and information
to the lending, credit, collections and insolvency sectors.

A market-leading collections agency offering a full suite of
outsourced services with an approach that sets a new standard in
customer engagement and rehabilitation.

EQ Credit Services provides advanced consumer credit
technology and outsourced services to banks, mortgage
providers and other lending institutions, delivering digitally
enabled lending solutions to millions of UK consumers.

Hill Dickinson is a leading and award-winning international
commercial law firm with more than 850 people, including 185
partners and legal directors.

The brand also includes a number of digital and face to face
networking events including the Lending Technology Think Tank,
Collections Technology Think Tank and the Credit & Collections
Technology Awards plus many more.

CRS provide technology driven credit management solutions that
maximise customer engagement ensuring your bad debt volumes
are kept under control.
With years of industry experience and a full suite of compliant
end-to-end services, we can help with any stage of the
collections cycle, leaving you to do what you do best.

The company has grown to become the UK’s leading loans
management and credit technology business and by combining
agile technology with expertly skilled resource, drives tangible value
on behalf of its clients, managing credit assets in excess of £20bn.

We have a strong and experienced team of banking and finance
lawyers who are spread throughout our various offices and who
have expertise in advising regulated lenders, hirers, and those
active in the consumer market, including representing clients in
FOS/FCA issues. Our finance disputes team is highlighted by one
client as 'one of the best in the industry'.
From offices in the UK, mainland Europe and Asia, we deliver
advice and strategic guidance spanning the full legal spectrum.
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01622 437 014

01422 324 510

08448 118 039

0151 600 8000

credit-connect.co.uk

crscorporate.co.uk

equiniticreditservices.com

hilldickinson.com
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We are Huntswood. The people who put partnership first. A
trusted team with the insight, expertise, and pace to create better
outcomes for our clients, their customers, and the communities
they are a part of.

A customer champion Debt Purchaser, having been awarded
the coveted GOLD accreditation from Investor In Customers
for two years running. Our growing customer base of c3m is
proof as to why Lantern is consistently chosen as the trusted
partner to lenders looking to sell their customer portfolios where
vulnerability is evident.

For over twenty five years Lightfoots Solicitors have delivered
tailored solutions for banks, mortgage lenders and financial
institutions across the UK.

Oyster Bay Systems delivers powerful lending software that
manages the entire loan lifecycle from point of sale, underwriting,
agreement management, collections to end of term. Our
flagship system Vienna is used across several markets, including,
consumer, retail, motor, asset, lease, wholesale and corporate
finance. Vienna is deployed throughout the UK and Europe,
by independent lenders, banks and global captive finance
companies, to digitalise lending processes and manage millions
of financial agreements.

We deliver resourcing, outsourcing and advisory services from
complaints to customer service, remediation to resilience
– bringing together the people, processes and knowledge
businesses need to succeed. We’re built on the ambition to make
a positive difference. It’s what Huntswood has done since we
opened our doors 25 years ago, and it’s what every single one of
us strives for today.
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Lantern operates at the highest level of corporate governance
and interpretation of FCA rules and guidance, with the lowest
upheld complaint levels against those of our peers. Our core
specialism is managing vulnerable customers carefully through
the lens of our Single Customer View, across both performing and
non performing debt portfolios.

We are small enough to give you a totally personalised service but
big enough to always have the resource and skill to deliver, and
are proud to operate in a way that truly puts our clients first.
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Oyster Bay Systems Logo
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Our technology and support enable our customers to meet the
challenges they face and maximise the opportunities available to
them in an ever changing world.

03333 217 815

01138 876 876

01844 212 305

01792 797 222

huntswood.com

lanternuk.com

lightfoots.co.uk

oysterbaysystems.com
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Perch Capital is a specialist purchaser of defaulted or non-paying
loans and accounts from a range of UK companies. Perch
Capital owns all its debts outright and currently has a significant
borrowing facility with a global credit provider.

PrinSIX creates dynamic onboarding journeys for consumer
lenders. It balances the sometimes conflicting demands of
regulators, customers and lenders to optimise the outcomes for
each stakeholder.

Product Partnerships is a compliance company solely focused
on consumer credit. We ensure our clients correctly implement
new procedures when regulations change, sales and complaints
processes are robust and deliver excellent customer outcomes.

Restons Solicitors Limited is a specialist law firm with over thirty
years’ experience of dealing with debt recovery litigation services
for its clients. Our clients are almost exclusively institutional
creditors within the financial services sector, being both lenders
and debt purchasers.

Our customers are assessed with our own unique behavioural
and credit analytical tools and they are then introduced to the
appropriate servicer for collection activity. Perch Capital uses a
mixture of both Group companies as well as a carefully selected
panel of third-party companies to deliver niche services to
provide the best experience and outcomes for our customers.

PrinSIX replaces the typical ‘one size fits all’ static web forms that
fail to deliver any stakeholder’s needs well. PrinSIX builds dynamic
applicant journeys, capturing applicant behaviour in the journey.
Every action, every click, every second.

Our approach is bespoke to the needs of each client and whilst
we have excellent online compliance systems enabling remote
checking of sales and complaints, we can deliver anything from
a remote support function through to acting as an in-house
compliance function.

We are passionate in helping customers. We engage via modern
platforms, simple messaging and seamless interactions. We
are creative and continually build applications, products and
processes to improve customer experience. We are hardworking,
determined and driven to deliver good customer outcomes.
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PrinSIX optimises conversion. Advanced tracking optimise the
applicant journeys. PrinSIX optimises acquisition. Predictive
analytics optimise the key commercial KPIs. PrinSIX delivers
control. Robust controls reduce regulatory risk and optimise
profitability.

Restons is focused on the customer; finding solutions that are fair,
realistic, affordable, and sustainable. Together with our clients,
employing our best in our class use of data, we support the
customer’s journey towards financial freedom. Our mission is to
excel in customer focused collections.

Clients can also become a Product Partnerships Appointed
Representative giving added protection in maintaining an
effective compliance framework.

01253 531 250

03337 772 954

01274 921 234

01925 426 100

perchcapital.co.uk

prinsix.com

productpartnerships.com

restons.co.uk
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TieTa are a UK dedicated outsource contact centre, partnering
with our financial services clients on: customer service, collections,
complaint handling, live chat support, debt recovery and sales.
Our UK centre can support businesses that want either a full
outsource solution or support alongside their internal teams.

Personal, practical, solutions focused advice and support is what
makes our bespoke consultancy stand out from the crowd.
Balancing compliance, customer and commercial needs is what
we say we do, and it is exactly what we deliver.

TransUnion is a global information and insights company that
makes trust possible in the modern economy, by providing a
comprehensive picture of each person so they can be reliably
and safely represented in the marketplace. As a result, businesses
and consumers can transact with confidence and achieve great
things. TransUnion calls this Information for Good®.

Walker Morris is a distinctive law firm that consistently delivers
excellent results to its national and international client base. With
a staff of 500, we are ranked by independent assessors among the
top UK law firms.

At TieTa we offer a flexible approach that gives our clients the
opportunity to scale up or down depending on their business
requirements. Our UK based contact centre offers multi-skilled
and multilingual agents (if required). We offer a free discovery
call to discuss how TieTa could be best suited to support your
ongoing business needs. Speak to our Sales Team today and book
a call.

With more than four decades of experience between us, and
some of that being on the battleground, we understand the
challenges businesses face and the outcomes regulators want
to achieve. We are confident that we can help firms deliver good
customer outcomes in a commercially viable way, and support in
evidencing this to the regulator.
We don’t sub-contract work to others, so our clients get our
full commitment and dedication. Whether you need help with a
specific area, or you don’t know what you don’t know and would
benefit from a compliance gap analysis, or you would like to know
more about our services, please call us for an informal chat.

TransUnion provides solutions that help create economic
opportunity, great experiences and personal empowerment
for hundreds of millions of people. In the UK, TransUnion is a
leading credit reference agency and offers specialist services in
fraud, identity and risk management, automated decisioning and
demographics.

The firm has an enviable breadth of expertise covering all types
of retail and wholesale financial services regulation including:
consumer credit, FCA regulation, anti-money laundering, and
data protection. We offer a wealth of industry experience.
Our broad client base includes lenders, credit brokers, debt
collection agencies, insurers, insurance intermediaries, mortgage
providers, stockbrokers, private equity houses and trade
associations.

07974 149 466

02031 266 818

01133 884 300

01132 832 632

tieta.co.uk

themisconsultancy.co.uk

transunion.co.uk

walkermorris.co.uk
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Welcom Digital develops end to end loan management
solutions for the financial services industry.
Welcom’s core platform, Financier, provides an API first fully
digital automated platform for consumer and commercial credit
providers providing financial products including unsecured,
secured and line of credit in a single, scalable solution.
With automated decisioning, appropriate products can be offered
based on affordability and vulnerability assessment including Open
Banking to deliver a personalised customer experience 24/7.

•

CLICK TO OPEN

08454 565 859
welcom.co.uk
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contact us
info@ccta.co.uk
01274 714 959
ccta.co.uk
linkedin
twitter

