
F E B R U A R Y  2 0 2 2
LEGAL  •   MEMBER NEWS

FEATURES  •  REGULATORY

YOUR CCTA  •  MEMBERS ONLY

STAKEHOLDERS  •  DIRECTORY



 the odd one out?
 what's being said on buy-now pay-later

 the vision
helping everyone achieve financial wellbeing

 landmark judgement
supreme court judgement in lloyd versus google

in this issue

the fraud epidemic
booming levels of identity fraud

solving the puzzle
bringing all the pieces together

year of the squeeze
increasing strain on household incomes

03

15

16

26 

29

31

39

Jason Wassell  | Chief Executive

jason.wassell@ccta.co.uk

Lucy Donovan  | Head of Communications

lucy.donovan@ccta.co.uk 

regulars

contacts

CONSUMER CREDIT TRADE ASSOCIATION 
A company limited by guarantee and registered in England

Reg No. 00034278  | VAT No. 232 4655 76  | Call 01274 714959  | Visit ccta.co.uk 

Registered Address Spring Mill, Unit S2, Main Street, Wilsden, West Yorkshire, BD15 0DX

Please Note the views of diverse contributing authors are not necessarily the views of CCTA

Brian Corke  | Membership Officer

brian.corke@ccta.co.uk

Phillip Harding  | Head of Membership

phillip.harding@ccta.co.uk

Editor’s Letter

Regulatory News

Legal News

Member News

Your CCTA

Members Only

The Directory

05

07

09

11

13

17



||

exploring the issues 
with every issue

Hot topic features written from a variety 
of industry experts, many of which are 
are exclusive to CCTA  Magazine.

NEWS
LEGAL

ARTICLE
FEATURE

NEWS
REGULATORY

CCTA
YOUR

Updates from regulatory bodies are 
detailed in the latest issue of CCTA 
Infom, a member exclusive publication.

A range of legal experts give their views 
on recent cases that have made waves 
in the court room.

A snapshot of recent activity from your 
trade association of choice. Find out 
what’s on the horizon here first. 

DIRECTORY
ASSOCIATE

NEWS
MEMBER

ONLY
MEMBERS

NEWS
STAKEHOLDER

Reached a milestone or hit a target? 
Share your news with our members at 
magazine@ccta.co.uk

A range of informative articles penned 
by our members. See what the experts 
have to say.

We cover all the bases with articles 
from the wider industry. No stone is 
left unturned in the search for news.

Browse our associate directory to find 
the professional help you’ve been 
looking for.

Welcome to the first edition of CCTA Magazine for 2022, which we all 
hope will be a year where we get back to more normality. We certainly 
plan on doing more to bring our network of members together. 

One of the major ways in which we hope to achieve this is with the 
return of an annual conference. This year’s conference will take 
place in Liverpool on the 27th April, with a networking dinner for 
members the night before. 

We are currently finalising the agenda, but speakers include the 
Financial Conduct Authority (invited) and the Illegal Money Lending 
Unit. We will also hear from both of our Headline sponsors, Lantern 
and Walker Morris. 

We will discuss a range of topics including the current regulatory 
structure and the most recent innovations in lending technology. 
There will also be a panel that explores who the alternative lending 
customer is and how and why they borrow. 

There are still some opportunities to get involved with the conference 
so please get in touch if you would like to do so. Booking for tickets 
is also well underway. 

In this edition of the magazine, we hear from members and external 
stakeholders alike. Cifas has shared insights into a recent rise in fraud 
cases and what firms can do to help address it. Themis Consultancy 
talks about increasing financial pressures on households and what it 
might mean for lenders. 

As always, thanks to all the contributors to this edition. If there is a 
topic you would like to see us cover, please get in touch.  

editor’s letter

member news articles 
article submission queries  
magazine advertising queries

email

magazine@ccta.co.uk
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Lucy Donovan
Head of Communications
CCTA

ccta conference 
CCTA 2022 CASUAL DINNER 
26 April 2022   •   Liverpool   •   details

CCTA 2022 ANNUAL CONFERENCE 
27 April 2022  •   Liverpool   •   details

industry events
CREDIT STRATEGY: CREDIT WEEK 
22 March 2022   •   London   •   details

CREDIT SUMMIT 2022
23 March 2022   •   London    •   details

WOMEN IN CREDIT TV
24 March 2022    •   digital broadcast   •   details

CAR FINANCE CONFERENCE
19 May 2022   •   Manchester   •   details

CAR FINANCE AWARDS
19 May 2022   •   Manchester   •   details

CREDIT AWARDS
13 July 2022   •   London   •   details

https://www.ccta.co.uk/annual-conference/
https://www.ccta.co.uk/annual-conference/
https://www.creditstrategy.co.uk/credit-week
https://www.creditstrategy.co.uk/credit-summit/credit-summit
https://www.creditstrategy.co.uk/women-in-credit-tv?
https://www.creditstrategy.co.uk/carfinanceconference/carfinanceconference/cf-conference
https://www.creditstrategy.co.uk/carfinanceawards/carfinanceawards/cf-awards
https://www.creditstrategy.co.uk/creditawards/info/creditor-categories


identity fraud victims go on to fund high-harm crimes committed 
by organised crime groups, such as people and drug trafficking, as 
well as terrorist financing. It is therefore vital that loan companies are 
supported in their efforts to tackle identity fraud to prevent the funds 
ending up in the coffers of organised crime. 

Cifas is a not-for-profit organisation collaborating with members in 
their fight against the threat of fraud. Cifas’ National Fraud Database 
is the UK’s largest repository of identity fraud cases, with hundreds of 
organisations from across different sectors reciprocally sharing their 
fraud risk data and intelligence to the benefit of themselves and the 
wider Cifas community. 

As well as traditional data matching, recent technological enhancements 
have enabled Cifas members to receive additional risk information to 
mitigate against the threat of identity fraud. 

In 2020, Cifas launched its facial matching service in the National 
Fraud Database. This allows organisations to search images against 
documents previously identified as being false, altered or fraudulently 
obtained genuine documents. This is a particularly useful feature 
where criminals try to use the same victim’s details and documents to 
apply for products and loans multiple times.  

Other enhancements to the service include Location Based Alerts, 
which warn organisations to multiple recent victims of identity fraud 
near a searched address. Enhanced Analytics also analyse the criteria 
of every search made by all members and will detect instances 
where multiple searches are made with a common element of data 
alongside multiple different identities.   

Over the last year Cifas has also launched our newly developed 
Digital Fraud Check Scheme. This allows members to contact each 
other through a secure platform where there is a suspicion of a fraud 
risk to confirm key details, and ultimately decide whether there is a 
fraud concern.   

The Cifas community exists to help all organisations lead the fight 
against fraud through the provision of data, intelligence and learning. 
We are continuing in our discussions with lenders in Cifas membership 
as to how we can further support them in their battle against identity 
fraud and are keen to hear from any organisation wanting tackle the 
fraud epidemic.  

the fraud epidemic
BOOMING LEVELS OF IDENTITY FRAUD
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experience for genuine customers. However, the likes of increased 
automation, quicker processing and faster payments make the 
industry attractive to criminals searching for ways to bypass 
measures put in place to detect fraud. For example, by using stolen 
personal details obtained through the likes of phishing scams, data 
breaches or a business insider, criminals can commit identity fraud to 
impersonate an individual and apply for loans and other products.

One of the greatest control measures loan providers use to protect 
against this risk is bank account verification checks, which confirms 
the destination account for the loan belongs to the individual 
applying for the loan. Criminals are aware of this, and Cifas members 
have reported criminals combining the identity fraud with other 
fraudulent activities to transfer the funds out of the account.  

One example of this is authorised push payment (APP) scams, 
losses from which increased by 71% in the first six months of 2021 
according to UK Finance. In the era of fast payments, fraudsters can 
have the funds from the identity fraud deposited into an account and 
transferred to another account within a matter of hours. 

One recent example of an APP scam impacting Cifas members was 
a text message claiming to come from a bank’s fraud department. 
In this message, recipients were told that a loan had been applied 
for in their name, and this was followed up by a phone call advising 
the recipient that once the funds had been received, they should be 
forwarded on to a ‘safe’ account.  

Another example reported by a Cifas member saw a fraudster utilising 
screen-sharing technology to alter a victim’s online banking. By hashing 
the webpage, the online banking screen showed the fraudulent loan 
had been paid into the victim’s account by a government department. 
By convincing the victim that they were calling from that department 
and the money had been sent in error, the victim forwarded the funds 
on to another account controlled by the fraudster.   

In whichever way criminals disappear with the funds from the 
fraudulent loan, it’s typically the loan provider who takes the financial 
hit from the identity fraud as they write-off the loan as a fraud loss. 
Not only does this have a detrimental impact on the loan company, 
its customers, staff and shareholders, but also wider society itself.  

A recent report by the Royal United Services Institute (RUSI) proved 
the link between fraud and organised crime. Funds stolen from 

Fraud in the UK has reached epidemic levels. 
It’s estimated that there were 3.8 million 
fraud offences in England and Wales in the 
year ending June 2019, the scale of which 
was experienced by Cifas members. 

The National Fraud Database, which Cifas 
operates, received a case of fraudulent 
conduct committed against a member 
organisation every two minutes on 
average in 2020. Three in five of these 
cases related to identity fraud, whereby 
a criminal impersonated an innocent 
party, or created a synthetic identity, to 
open a new account. 

Identity fraud is a growing issue in 
the UK largely because of the role 
it can play in facilitating further 
crimes, and every individual in the 
UK (regardless of age, gender or 
wealth) is a potential target. 

Recent technological innovations 
in the payments industry have 
created a better customer 

Mike Haley
CEO 

Cifas

THE NATIONAL FRAUD DATABASE, 

WHICH CIFAS OPERATES, RECEIVED 

A CASE OF FRAUDULENT CONDUCT 

COMMITTED AGAINST A MEMBER 

ORGANISATION EVERY TWO 
MINUTES ON AVERAGE IN 2020



As 2022 gets properly gets underway, I am celebrating my first year 
completed in the role of Chief Executive of the CCTA. 

It has been an unusual year with the pandemic, but I am pleased to 
say that the numbers have remained strong, and we have managed 
to introduce a series of changes.

So, I should start by thanking our small but perfectly formed team 
– Lucy, Phill and Brian. Without them I wouldn’t have been able to
make any progress. Through them, we have undertaken a review of
many of our systems and processes.

Just as we closed the year, we saw the departure of Helen McCarthy 
who had been our Head of Policy. I worked with Helen for a number 
of years, and she had a specialism in alternative lending that helped us 
considerably. I know that she also provided advice to some members.  

I am pleased to say that we have a new Head of Policy and Advice, 
ready to join us once they have completed their notice period. I will 
provide more information when it is appropriate.

We were keen to move forward with some changes to the way we 
engage our members. With such a spread of members, it is never 
going to be perfect, but we have had some ideas about how we might 
improve the flow. The objective is to set in place some regular 
communications and then supplement with more targeted information.

In this way we can work across the sectors, sharing experience from 
different elements of consumer credit but also ensure that you have 
insights that are more specific to your needs.

Our CCTA events are important channels for this communication. 
The plan is that we create a pattern of four all-member events every 
year – three Summits and an Annual Conference.

It was great to use the opportunity in between lockdowns to have our 
first physical meeting since 2019. We had a great response, and the 
content was informative and insightful. So, I take the opportunity to 
thank our panellists Paul Smith, Peter Reynolds, and Denise Crossley. 
I know from your response, that many of you enjoyed the chance to 
ask questions and raise issues. 

Of course, Covid-19 has made this much more difficult than we had 
expected. However, the experience of operating during a pandemic 

solving the puzzle
BRINGING ALL THE PIECES TOGETHER
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has also shown us that we can use online facilities. I think 
you will see more online events during this year, including 
workshops and roundtable events. 

Our most important physical event will be our Annual 
Conference in late April. As you can tell, the pandemic made 
us stop and think about the venue as well as the timing. We 
moved away from some traditions that had served us well, 
but that we wanted to now change. We have already had a 
good response. You will read elsewhere of the support that we 
have had from a number of firms in the form of sponsorships.  

Returning to our mission. A way in which CCTA members differ 
is their engagement with our advocacy work. A core reason 
for having a trade association is to be reassured that this is our 
“day job” and that we are constantly acting as an advocate for 
members, talking to regulators and pushing our position with other 
individuals that can help influence. 

Many of you will have seen that we are working across a range of 
issues, from raising our concerns about the impact of regulation 
on alternative lenders to the financial cost of the current wave of 
affordability complaints.

At the core of this activity is creating relationships with a range of 
organisations and individuals. The Financial Conduct Authority (FCA) 
and the Financial Ombudsman Service are obvious. We are also keen 
to look further afield.

Some of our members are happy to leave this work to us, there will 
be others that are keen to be part of our campaign work or to provide 
additional funds so that we have the resources required. Whatever 
your level of engagement, I want to take the opportunity to thank all 
of our members. Your help and support are greatly appreciated.

One source of support throughout last year was my predecessor 
Greg Stevens, who stepped away from the CEO role but continued 
to provide help as our Chair. You can imagine that he has been my 
sounding board and also ensured continuity. He retires from the 
CCTA with my best wishes.

Looking ahead to 2022, many of the projects that we started last 
year will continue. We have already held meetings with the FCA and 
Treasury to discuss the big issues.

Jason Wassell
Chief Executive 
CCTA

THE PLAN IS TO CREATE A PATTERN OF FOUR 

ALL-MEMBER EVENTS EVERY YEAR – THREE 

SUMMITS AND AN ANNUAL CONFERENCE 

https://www.ccta.co.uk/annual-conference/
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• Do your customer communications need to be tailored to meet the
different needs of the different vulnerabilities identified?

• Have you ensured any sensitive data considerations have been
adequately provided for?

WHAT SHOULD FIRMS DO IN 2022 TO PREPARE?

UNDERTAKE A GAP ANALYSIS 

The first steps for firms, if they haven’t already done so, is to 
undertake a gap analysis against these key elements (“the how”):

• Consider your customer base/target market in order to identify the
different types of customer vulnerabilities

• Determine how best to prevent and/or reduce the potential for
unfair outcomes for customers who may be impacted by these
vulnerabilities

• Assess the understanding and training needs of your staff

• Establish whether adequate consideration of these vulnerabilities
have been given when designing/developing products and services

• Review customer service practices/approach to ensure they
support the spirit of the guidance, encouraging direct and indirect
disclosures and identification, etc

• Revise where appropriate your communication strategy applying a
pragmatic vulnerability lens.

MONITORING AND EVALUATION OF VULNERABILITY THROUGH 
OVERSIGHT, DATA ANALYSIS AND OUTCOMES TESTING 

Once firms have identified any gaps or improvements in their approach 
it is imperative that they address these and moving forward have 
robust systems and controls in place to monitor and evaluate the 
fair treatment of customers through oversight, data analysis and 
outcomes testing. 

Themis Consultancy has vast experience in undertaking gap analysis 
exercises and can offer practical suggestions as to how firms might 
approach monitoring, evaluation, oversight and outcomes testing. 

need to satisfy themselves they have reviewed the Guidance and are 
confident that their firm is complying with the obligations set out 
within it.  

In the event the accountable senior manager cannot evidence they 
acted in accordance with the Guidance, it may be open to the FCA 
(on whom the burden of proof lies) to conclude that there has been a 
breach of the Principles, and/or that the senior manager did not take 
steps to avoid the misconduct occurring or continuing.  

EVALUATION OF FIRMS IN 2023/2024

The FCA’s Feedback Statement FS21/4 published in February 2021 
sets out the FCA’s intention to evaluate firms against the Guidance 
during the period 2023-24. The FCA states that it will look to see what 
action firms have taken and to establish whether there have been 
improvements in the outcomes experienced by vulnerable consumers. 

It is likely that this may start with the FCA simply requesting a copy 
of the firm’s vulnerability policy to assess when it was last reviewed 
and updated. That isn’t to say that this is all firms need to do. 
Depending on the risk perceived by the FCA, it’s possible that the 
FCA may well ask firms to demonstrate, through evidence, how they 
have considered the Guidance and what steps firms have taken in 
considering each of the following elements (“the what”):

• Have you identified all different types of vulnerabilities within your
customer base?

• Do you understand the needs of the customers within each of
these cohorts?

• Do your staff have the skills and capability to identify and properly
deal with these?

• Have you reviewed whether your product and/or service design
supports and/or mitigates risk arising from each vulnerability type?

• Does your approach to customer service need to adapt to meet the
different needs of the different vulnerabilities identified?

• Have you adequate systems and controls in place to identify,
monitor and evaluate whether your rationale and approach
continues to ensure the fair treatment of vulnerable customers?

year of the squeeze
INCREASING STRAIN ON HOUSEHOLDS INCOMES

09 10FEATURE

Owing to the strains anticipated on households 
this coming year, 2022 has been named “the 
Year of the Squeeze” by the Resolution Foundation 
(an independent think-tank focused on improving 
living standards for those on low to middle incomes). 

This comes as no surprise as the new social care levy 
is applied to national insurance contributions, personal 
tax allowances are frozen and inflation is high. These 
together with soaring energy prices, with some 
predicting annual household energy bills rising to above 
£2000, is likely to mean that many borrowers, and more 
specifically those who are vulnerable, may be impacted. 

As we all know, February doesn’t just see the review of the 
energy price cap, it also marks the one-year anniversary 
of the FCA’s Guidance for firms on the fair treatment of 
vulnerable customers FG21/1 (“the Guidance”). 

"WARNING" FROM THE FCA 

It is assumed most lenders will have given the Guidance the 
priority it deserves, not least because of the FCA’s “warning” 
at paragraph 1.8 where the FCA states, “This [vulnerability] 
Guidance is issued under section 139A of the Financial 
Services and Markets Act 2000 as guidance on our Principles 
for Businesses (the Principles). It sets out our view of what firms 
should do to comply with their obligations under the Principles 
and ensure they treat vulnerable customers fairly.” 

The message here is very clear – if you don’t follow the Guidance,  
you will be in breach of the Principles. 

This reference to the Principles re-affirms the importance we all 
know the FCA places on conduct more broadly. So what does that 
mean for firms and their senior managers?  

SM&CR 

The Senior Mangers & Certification Regime unquestionably seeks 
to improve conduct and governance via clear accountability. 
Therefore, senior managers whose statements of responsibility 
include vulnerability (and who therefore have of a duty of responsibility 
to take reasonable steps to prevent or stop breaches from occurring) 

Karen Taylor
Director & Regulatory Consultant
Themis Consultancy

THE MESSAGE IS VERY CLEAR - 

IF YOU DON'T FOLLOW THE 

GUIDANCE, YOU WILL BE IN 

BREACH OF THE PRINCIPLLES



The Treasury’s consultation on Buy-Now Pay-Later (BNPL) has 
recently closed. This consultation sought opinions about the 
Treasury’s plans to bring the product into regulation, following the 
findings from the Woolard Review, which highlighted the risk of 
consumer detriment. 

It included different policy options on how best to achieve ‘a 
proportionate approach to regulation of BNPL’. While the Treasury 
considers the responses it has received, it is interesting to see the 
views across different parties as they share their submissions. 

The CCTA has responded, but we can now see what other trade 
associations and consumer groups like StepChange and Money 
Advice Trust have said on the matter.  

Unsurprisingly, some views differ across the wider credit industry and 
consumer groups, but there were also areas of agreement which throw 
up bigger questions about the future of consumer credit regulation.

Firstly, it is worth noting the speed at which the use of BNPL has 
grown. Last month it was reported that 42% of 16–24-year-olds 
had used it in the last twelve months. Very quickly it has become an 
accepted method of payment. 

The rapid growth demonstrates the need for the Financial Conduct 
Authority (FCA) to be able to act more quickly. It takes too long for the 
regulator to be able to step in and act on new and emerging products. 

Over a year ago the Woolard Review found consumer detriment, but 
we are still at the stage of considering responses to the proposals for 
how to regulate the product. There can be no doubt that a proportion 
of the lending to BNPL (and salary finance schemes) has replaced loans 
that would otherwise have been made by FCA-regulated lenders in 
both the mainstream and non-standard consumer finance sectors.  

Many agree that the government and the FCA should be able to act 
more quickly to address new products, but also to not delay the 
introduction of new rules. 

The Money Advice Trust were one of these organisations, saying 
they were “concerned that there could be a substantial delay before 
the new regulations are put in place. The government and the FCA 
should act to put the protections proposed in this consultation in 

place as soon as possible, to reduce harm to vulnerable groups”. 
The treasury has also suggested that some areas of the consumer 
credit act no longer seem to make sense, so shouldn’t be applied 
to BNPL. In particular, the consultation refers to section 55 of the 
Consumer Credit Act (which deals with the disclosure of information) 
as being inflexible. 

This is true but, if it is the Government’s view, the approach should 
be to review and amend the requirements of that section for all 
consumer credit products. 

Such a review could help ensure the requirements for pre-contractual 
information in all cases, better reflect the product and meet the 
needs of consumers. StepChange were also supportive of this idea, 
commenting that:  

“BNPL exemplifies the reasons the CCA communications framework 
is in need of updating for the modern, digital credit market; ideally 
the framework itself would be updated, and made more flexible 
where appropriate … we would welcome an update on the ... recent 
FCA review of the CCA retained provisions”. 

There are many aspects of the Consumer Credit Act that no longer 
seem useful to modern day credit. There is also a suggestion that due 
to the digital nature of the product, a lighter touch regulation may 
be appropriate. However, the online nature of a product does not 
necessitate a different or lighter-touch regulatory approach. 

Lenders have made digital products work for customers and firms 
under the current regulatory regime and the same should be applied 
to new products. There are many credit products only available 
online, and it needs to be clear to consumers what they are getting 
into and that they are protected, should something go wrong.

These examples demonstrate why we feel there needs to be a 
comprehensive review of consumer credit regulation. Some aspects 
of the current regulatory structure no longer work or make sense. 
This would also ensure more flexibility so that new and emerging 
products can be regulated appropriately.  

This is an innovative sector, but consumer protection should not 
suffer due to an outdated regulatory framework. 

the odd one out?
WHAT'S BEING SAID ON BUY-NOW PAY-LATER
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Lucy Donovan
Head of Communications

CCTA

KEY POINTS FROM THE CCTA RESPONSE 

• HM Treasury wants a proportionate regulatory regime for BNPL.
However, BNPL is often used as a substitute for other credit
products. It is important that there is consistent regulation
– and consumer protection – for  substitutable products.

• If the provisions of the Consumer Credit Act are not
fit-for-purpose for one credit product, it is not fit-for- purpose
for any credit product.

• The customer journey for any credit product needs to be
structured in a way that ensures consumers have all the
information they require, presented in a clear way, and
opportunity to exit the process if they decide it is not the
right product for them.

• Comprehensive reporting of credit usage and
repayment is vital to protect customers and lenders.

• Affordability checks must be required for BNPL in the
same way as these checks are required for other
credit products. No interest does not necessarily
mean lower risk. A BNPL loan can be unaffordable,
even if no interest is payable.

MANY AGREE THAT THE 

GOVERNMENT AND THE FCA 

SHOULD BE ABLE TO ACT MORE 
QUICKLY TO ADDRESS NEW 

PRODUCTS BUT ALSO NOT DELAY 

THE INTRODUCTION OF NEW RULES



4) using our unique expertise and insight to influence key decision
and policy-makers in improving the financial systems and structures
we all live within.

There are plenty of organisations keen to help people with their 
money, but what differentiates our work is our fully independent and 
impartial starting point. We never endorse or promote any specific 
financial products or give financial advice anywhere we work. 

Our goal is for people to have everything they need to make the right 
financial decision for themselves and their family, not to tell them 
what those decisions should be. We aim for all our work to be upbeat 
and non-judgemental, making no assumptions about anyone’s 
knowledge or abilities.

We work with a wide range of people in both the workplace (staff from 
sectors such as finance, construction, retail, tech, manufacturing, 
hospitality etc) and the community (groups of refugees and asylum 
seekers, women's refuges, mental health charities, young adults 
groups, homeless groups and many more). Across them all, our 
message remains the same.

We believe that Financial Education and Financial Capability are the 
key tools to unlocking Financial Wellbeing and Financial Resilience. 
It’s why we do what we do. Helping people to understand and talk 
about money (often for the first time), their credit and debt, income 
and expenditure and more, then supporting them to take those first 
steps forwards.  

Basics like budgeting and saving really can make a difference. For 
example, just having £1,000 set aside can be the buffer needed 
to stop a downward spiral. Indeed, research from our friends at 
StepChange says £1,000 could stop half a million people from falling 
into scenarios with problem debt and bad credit.

Engaging people across the UK with the positive message that they 
can harness their finances as a power for good in their lives is more 
important now than ever. As the UK continues moving forward in 
its recovery from the pandemic and with ever more organisations 
recognising the vital importance of Financial Wellbeing, there’s no 
better time to find out more about what The Money Charity can offer 
to workplaces, schools, colleges and community groups, or to get 
involved in supporting our work. Visit themoneycharity.org.uk for 
more information, or find us on social media for our latest news.

the vision
HELPING EVERYONE ACHIEVE FINANCIAL WELLBEING 
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Wellbeing has long been a focus for many organisations in the 
financial sector. Wellbeing hubs can offer employees and customers 
a wide range of helpful support and services from exercise and 
nutrition to sleep and mental wellbeing. Often though, organisations 
have not given as much consideration to a critical piece of the 
jigsaw, Financial Wellbeing. 

At some stage, most of us will have encountered someone saying 
(or even said it ourselves) how life would be that much easier if 
we just had ‘a little bit more money’. But Financial Wellbeing is 
less about how much money people have and more about how 
they use what they have.

It’s about people’s ability to get to grips with their money, 
their confidence in dealing with key financial decisions such 
as credit and debt options. It’s about being open and honest 
with our income and expenditure, while knowing how to 
balance these in good times and bad. It’s about being enabled 
to make well-informed financial decisions focused both 
on short-term needs and longer-term goals. It’s about 
developing the skills and knowledge to manage our money 
well, but also having the self-awareness to understand our 
attitudes and behaviours when it comes to our finances 
Because ultimately, our financial lives play a foundational 
role in our overall wellbeing.

Michelle Highman
Chief Executive 
The Money Charity

WE BELIEVE THAT FINANCIAL EDUCATION 
AND FINANCIAL CAPABILITY ARE THE 

KEY TOOLS TO UNLOCKING FINANCIAL 

WELLBEING AND FINANCIAL RESILIENCE 

- IT’S WHY WE DO WHAT WE DO

Numerous statistics make for tough reading regarding the UK’s 
relationship with its money. The Financial Conduct Authority (FCA) 
reported in 2020 that 28% of UK adults had low confidence in 
managing their money, while 14.2 million adults (27%) had “low 
financial resilience”, defined by the FCA as having problem debt, low 
or erratic income, or low savings.  

Finding positive ways forward can be challenging, especially when 
so many still view talking about money as taboo. The Money and 
Pensions Service found that 29 million adults (52%) say they do not feel 
comfortable talking about money. This discomfort can be particularly 
acute for employees working in the finance and credit sector, with 
assumptions easily made that working with money automatically 
equates with personal confidence and capability in managing money.

Organisations similarly struggle, with CIPD/Close Brothers reporting 
that over half of large UK organisations do not yet have a Financial 
Wellbeing strategy in place, which likely can be seen played out by the 
67% of UK employees reporting that they don’t feel their employer 
places importance on their financial health. With the link between 
mental and financial health becoming ever clearer, especially 
highlighted in the current situation with employees feeling more 
anxious than ever, this is a real concern.

Many organisations rightly seek to address these issues by helping 
and supporting people who get into financial difficulties. But The 
Money Charity sets its sights further back, aiming to equip people of 
all ages and at all stages with what they need to hopefully never get 
into those situations. In other words, prevention rather than cure.

The Money Charity’s vision is that everyone achieves Financial 
Wellbeing by managing their money well. For over 25 years, we have 
been helping people from all walks of life to take control of all aspects 
of their finances, become Financially Capable and achieve Financial 
Wellbeing. We do this in four ways:  

1) through delivering Financial Wellbeing Workshops and Webinars to
groups of adults in workplaces and community groups

2) bringing Financial Education Money Workshops to young people in
schools, colleges and community organisations

3) delivering Consultancy projects of all sizes for organisations who
share our passion for Financial Wellbeing and Financial Education

https://themoneycharity.org.uk/
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INHIBITION: SOME KEY POINTS 

• On obtaining the extract decree from court, a creditor does not
need to make a separate application to court for an inhibition but
is required to instruct Sheriff Officers to serve the inhibition on the
debtor and register it in the Register of Inhibitions.

• An inhibition is personal to the debtor and applies to all land or
houses owned by the debtor in Scotland. The creditor does not
need to specify a particular property to register an inhibition.

• An inhibition only applies to heritable property (land and houses
already owned by the debtor). It does not apply to heritable
property acquired by the debtor after the inhibition has taken effect.

• An inhibition prevents the debtor from voluntarily dealing with any
heritable property affected by the inhibition, without the consent
of the inhibiting creditor. If the debtor's house is repossessed by
his bank or his building society the inhibition does not prevent the
bank or building society from carrying out the repossessing which
would defeat the inhibition. This is because the repossession is not
a voluntary action by the debtor.

• If the debtor has concluded missives (a contract) to sell property
before the inhibition has taken effect, the inhibition will be
defeated as the conclusion of missives would place the debtor
under a binding legal obligation and his selling the property in
terms of the missives would not be a voluntary action by the debtor.

• An inhibition is effective for a period of five years but can be re-recorded
before the expiry of five years if the debt has not been paid.

• While an inhibition is generally obtained after decree has been
granted, it can, in certain circumstances, be applied for before
decree has been granted. This is known as applying for inhibition
on the dependence of the action.

• Inhibition in Scotland can be a valuable legal tool but understanding
its legal effect and its limitations, is critical in enabling a creditor to
use inhibitions effectively as part of its debt recovery strategy.

Frank Johnstone
Consultant
Brodies LLP
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inhibition:  
it's done differently in Scotland
In the context of debt recovery litigation, the obtaining of a decree 
(judgment) should not be an end in itself and this is particularly true 
in relation to volume debt recovery litigation. The purpose of a court 
decree is to enable the creditor to obtain payment from his debtor of 
the sums of principal, interest and expenses (legal costs) due in terms 
of the decree. To achieve payment, either in full, or by instalments over 
a period of time, it is important that the creditor has a clear and defined 
strategy in relation to, firstly, the selection of accounts for litigation, to 
ensure that they are appropriate to be litigated on and, secondly, the 
enforcement of decrees to maximise the prospects of repayment. 

An inhibition is sometimes stated to be similar to a charging order in 
England and Wales and while both are generally obtained after the 
creditor has obtained a decree or judgment, there are significant 
differences. For example, a charging order is recorded against the 
debtor's home or other property and entitles the creditor to thereafter 
apply to the court for an order to sell that property. An inhibition, 
however, is registered personally against the debtor and is a passive 
diligence (method of enforcement) in that an inhibition does not 
entitle the creditor to sell or to apply to sell the debtor's heritable 
property (land or houses). 

As an inhibition is registered in the Register of Inhibitions against 
the debtor and not a particular property, it inhibits or prevents the 
debtor from selling any land or houses he may own in Scotland. While 
an inhibition does not entitle the creditor to sell the debtor's land 
or house, it prevents the debtor from selling or re-mortgaging his 
heritable property, without the consent of the inhibiting creditor.  

Where a creditor has registered an inhibition against his debtor but 
has been unable to enforce his decree and get payment, it is not 
uncommon for the debtor, sometimes several years later, to try to 
sell his house, only to find that he is unable to do so, as there is an 
inhibition registered against him. In this situation he must arrange to 
pay the inhibiting creditor before he can sell the property affected by 
the inhibition. 
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Marianne Griffin
Managing Associate
Brodies LLP
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claims of this nature where damages were not identical on the basis 
that individual class members would not be participating in the action.

WIDE-RANGING IMPACT

The judgment has been held as a resounding victory for UK business 
in the wake of recent concerns as to the emergence of a ‘compensation 
culture’ surrounding low-value and/or minor infringements of data 
protection law. Data protection claims for loss of control of data have 
been squarely shut down. 

WHAT YOU SHOULD CONSIDER MOVING FORWARD

1. The judgment does not prevent group actions entirely moving
forward, but rather adds some interesting clarity on the restrictive
approach that the courts will adopt. The court did not state that
Google could not be liable for damage caused to groups of
consumers, but the damage claimed must be material and the losses
sustained by each individual were not uniform and would differ.

2. Future representative claims may involve a class action. Claimants
bringing class actions have tended to rely on group litigation orders

to pursue their claims. As they are ‘opt-in’ (i.e. where individuals have 
to take active steps to join the claimant group) they can be a less 
favourable option for claimants as the economics and administrative 
burden are far less advantageous. 

3. Very significant difficulties exist for claimants in bringing ‘opt-out’
class actions (such as in this case). Although there are fewer hurdles
for claimants to overcome and the group of people represented may
be far wider, this makes them a greater financial risk for businesses
both in terms of the potential frequency with which such class actions
may be commenced and their scale.

4. Representative claims remain an option for litigants, but in the
light of this judgment, it is difficult to see how damages claims of this
nature can easily avoid the individualised assessment discussed in
this case. Accordingly, in many instances it is unlikely to be financially
viable for individual claimants to pursue their claims.

Litigation funders are also now less likely to be attracted to 
representative claims although some claims such as product liability 
where all class members received the same product, with the same 
defect which diminished its value could still be of interest.

Alex Smith
Legal Director

Hill Dickinson LLP

Laura Scott
Senior Associate 

Hill Dickinson LLP

All data controllers will undoubtedly have breathed a sigh of relief 
with this decision, as it is hard to see how actions can now be brought 
for a data breach. While this claim was brought under the DPA 1998, 
the effect is likely to apply equally to claims under the GDPR and Data 
Protection Act 2018.

BACKGROUND

The dispute involved former director of consumer watchdog 
‘Which?’, Mr Lloyd against Google LLC alleging breach of duties 
as data controller under the Data Protection Act 1998 (DPA). Mr 
Lloyd alleged that Google had been secretly tracking online activity 
of millions of iPhone users and had used the data for commercial 
purposes without the users’ knowledge/consent. He sought to 
bring the claim acting as representative for all individuals affected. 
Compensation of £750 was sought in respect of each individual, 
which would result in a total damages order of £3 billion if successful. 

SUPREME COURT

As Google is a Delaware corporation, Mr Lloyd required the court’s 
permission to serve the claim form on Google. The Supreme Court 
refused permission, effectively preventing the claim from proceeding. 
It held that the DPA cannot reasonably be interpreted as conferring 
on a data subject a right to compensation for any (non-trivial) 
contravention without the need to prove material damage or distress 
to the individual and therefore the claim was ‘doomed to fail’. Further, 
it was held that a representative action is not a suitable vehicle for 

a landmark 
judgment

THE SUPREME COURT RECENTLY 

HANDED DOWN ITS JUDGMENT IN 

LLOYD VERSUS GOOGLE LLC

(2021) UKSC 50



XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX

LEGAL NEWS

significant challenges ahead?
The start of 2022 sees the continuation of the Civil Justice Council 
review of the pre-action protocols (PAP), which may result in changes 
to the process. While some would be welcomed, others may present 
significant challenges to the debt collections industry. There are four 
key areas which are being looked at for debt claims; however, one key 
message should absolutely remain the same and that is to encourage 
engagement between the debtor and creditor (or their appointed 
representative). Increased engagement helps to reduce the number of 
claims being initiated through what is already a creaking justice system. 
The original debt PAP unfortunately did not have that desired effect.

Here are the main areas being looked at:

1. TIMEFRAME TO RESPOND TO THE LETTER OF CLAIM
Currently, the allowance is thirty days for the debtor to respond which,
overall, is appropriate and we do not feel this needs to change. If a
debtor were to engage before proceedings have been issued, stating
they were seeking assistance from a third party in managing their
debts, the industry standard is to offer a thirty day hold. It therefore
makes sense to allow the same time for the customer to seek advice in
responding to a claim and keep it consistent.

2. CONTENT OF THE LETTER CLAIM
This was an area of contention in the original debt PAP with the
potential requirement to include certain documents in the Letter of
Claim, particularly a copy of the credit agreement. It is an area that
we still believe is not necessary when considering what PAP is trying
to achieve i.e. early engagement to avoid litigation. There are many

reasons why someone chooses not to engage; for example, fear or 
embarrassment, but the number of people that do not engage because 
the debt is disputed is generally low. The information contained in the 
Letter of Claim would generally allow an individual to identify the debt 
in question. If not, and the debtor raises a dispute, the matter would be 
referred back to the Client with all activity temporarily suspended.       

3. LANGUAGE AND LENGTH OF PAP
The debt PAP is, after all, a legal document designed for a particular
purpose and, while generally we welcome attempts to use more “plain
English”, the language used currently is both clear and concise.

4. INTEGRATION INTO MONEY CLAIMS ONLINE
Any steps being considered that would digitalise the process for all
parties are very welcome. As a business, we have taken numerous
steps to allow debtors to follow a digital journey, should they so
choose and feel this progress is significantly overdue and fundamental
to treating customers fairly.

In summary, reform is something to be welcomed by the industry. 
However, it needs to strike the correct balance between encouraging 
early engagement and the fact that this is a legal process. Engagement 
is a barrier that is faced across the industry, from early stages of 
delinquency through to litigation and is something businesses 
continually strive to improve.  

While societal attitudes to debt have improved, there remains a stigma 
that is the biggest barrier to allowing customers to engage with debt 
collectors and regain financial freedom.

Chris Garner
Risk & Compliance Manager
Restons Solicitors
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FIVE ISSUES TO CONSIDER

ARE YOU WILLING TO COMMIT TO A SINGLE FUNDER?

ARE YOU WILLING TO GIVE A STAKE IN THE BUSINESS?

DO YOU WANT TO RETAIN OWNERSHIP OF YOUR ORIGINATED LOANS?

WHO WILL SERVICE THE LOANS?

crossing the waters
HOW TO FUND YOUR BUSINESS
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James Crellin
Director

Walker Morris LLP

Tom Mieszowski
Director

Walker Morris LLP

based on pipeline, for 100% of each consumer loan. Loan origination 
and servicing fees are taken.

PROS
• 100% funded by the lender so better if access to capital is tight
• Risk passes to the lender and the loan sits on the lender's balance

sheet from day one
• Avoids paying interest on debt capital that may not be generating

a return

CONS
• Can be difficult to find multiple funders as the 'best loans' are taken

by the first lender
• Additional risk for the lender is balanced by a lower return for the

loan originator
• Possible loan buy-back clauses for certain non-performing loans

SPOT SALE
A lending business with an identifiable or established loan book can 
enter into a one-off sale of the loans comprised in it.  As with a forward 
flow arrangement this involves selling the economic interest in the 
loan but without any ongoing commitment to sell other existing or 
future loans. 

PROS
• Helps active balance sheet management and economic risk passes

to purchaser
• No ongoing commitment to sell other existing or future loans

CONS
• Repurchase obligation for ineligible or otherwise recalled loans
• Potential liability for redress events in respect of loans sold

SENIOR LOAN FACILITY
A more traditional secured loan arrangement, to refinance loans 
which have already been issued or provided as liquidity for entering 
into new loans. Funds drawn immediately begin accruing interest, so 
the loan originator may need to fund interest payments for loans that 
are not yet generating any return. 

PROS
• Allows for the syndication of the loan, giving the possibility of a

much larger facility
• Control and ownership of the loans is retained (unless an event of

default occurs)

CONS
• Requirement to service the senior debt whether or not the

projected returns are being made
• Loans may need to be financed from existing capital before being

refinanced

EQUITY
Investors inject cash into your business in return for an ownership stake.

PROS
• May be cheaper than debt financing
• Strengthens balance sheet
• Investors can contribute expertise, increase profile and generate

opportunities

CONS
• Existing shareholders' stake in the business will be diluted
• Investors will likely require a say in relation to key matters

concerning the business
• Investors may require the ability to "step in" if the business

underperforms

AND FINALLY...
Don’t forget the FCA. As a regulated business you need to consider 
the regulatory impact of any fund raising initiative. You will need to 
take advice to make sure the structure is compliant and identify if 
you need to advise the FCA of your plans and/or obtain prior FCA 
approval, for example if there is a change of control (where a party 
acquires 20% or more of the shares or voting right in the business).  

Lending money is what you do. Swapping your lender hat for a 
borrower one requires careful consideration. Navigating the various 
funding options available with the specialist lenders in the market is 
about finding the best fit for your business. And what about raising 
funds via issuing shares? The following sets out the pros and cons of 
common funding options for consumer finance businesses.

WAREHOUSE LENDING
Loans are originated and sold to a new SPV (special purpose vehicle). 
The lender provides secured debt into the SPV, funding a pre-agreed 
percentage based on borrowing base calculations. Top-up funding 
needed for the balance will be locked in ("subordinated"). Loans are 
serviced under a servicing agreement entered into with the SPV.

PROS
• Risk is more balanced between parties
• There is a limit on how much the credit provider can make

CONS
• Requires available capital or other additional funding
• Initial set-up costs can be higher due to the relative complexity of

the structure and need to ensure regulatory compliance

FORWARD FLOW
A form of asset purchase arrangement. Loans are originated in 
accordance with pre-agreed eligibility criteria, and those that fit the 
criteria ("eligible loans") are automatically purchased by the lender. 
Pre-funding of the loans is made by the lender at regular intervals, 
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A QUICK UPDATE FROM
NEW CCTA MEMBERS 

DATA ON DEMAND

Data On Demand are pleased to have joined the CCTA and 
look forward to playing an active role in the association. For 
members who aren’t aware, we provide alternative, compliant 
consumer insights which add value right across the customer 
lifecycle for financial services, particularly aligned to regulatory 
focus on better customer outcomes around vulnerability. 

In other news we announced our partnership with fellow 
CCTA member The Vulnerability Registration Service with a 
combined offering, which should benefit wider members in the 
assessment of existing and potential vulnerability. 

Finally, congratulations to both of our recent Graduate hires 
James Nassiri and Harry Bland for passing their probation 
periods successfully.

ANNOUNCING HILL DICKINSON 
AS CCTA NETWORKING

LUNCH SPONSOR

We are absolutely delighted that the CCTA Annual Conference 
is in Liverpool this year and that we, as a proud Liverpool 
headquartered law firm, are sponsoring the networking lunch 
- a perfect opportunity for us to meet with our fellow CCTA 

members and celebrate a return to in-person events.

As a leading full-service law firm, Hill Dickinson employs over 
850 people across nine UK and international offices. Our 
northern offices in particular offer specialist teams of legal 
experts in regulated financial services, dispute resolution and 
litigation including competition law, restraint of trade and 
financial regulation. The synergy between what we do as 
lawyers and what the CCTA and its membership does means 
we’re very much looking forward to working together.

Recent events have necessitated significant change to the 
traditional approach to dispute resolution. We have embraced 
that challenge and are here to assist with all your requirements.

If you haven’t already registered to attend, please do join us. 
We look forward to meeting you in April.

A MILE IN THEIR SHOES:
UNDERSTANDING THE ALTERNATIVE LENDING CUSTOMER

Our first conference panel is about understanding who the alternative lending 
customer really is. We will discuss how this differs by product and how they 
want to be treated. The panellists will also share how they think the pandemic 
has changed customer behaviour. 

We also intend to discuss how recent changes to employment and the labour 
force have led to changes in product need. The panel will explore why 
customers borrow in this way and how they choose to manage their finances.

CHARTING OUR COURSE:
THE CHANGING REGULATORY FRAMEWORK

The regulatory structure remains a central focus for firms, and many are still 
navigating through regulatory changes. Vulnerability has been a large focus 
in recent years, which the pandemic has only added to. The panel will discuss 
the FCA’s Tailored Support Guidance and how this will evolve as we try to move 
beyond Covid-19. 

The big regulatory development this year will be the FCA’s Consumer Duty. The 
panel will discuss how firms should approach implementation and the steps they 
should take to prepare. 

TESTING THE TECHNOLOGY:
NEW INNOVATIONS IN LENDING

The alternative lending sector is well known for its use of new technology. Here 
we will discuss recent developments and their impact on the lending process and 
wider customer journey.   

The panel will discuss how Covid-19 changed how firms make lending decisions, 
and the impact Open Banking has had so far. They will also explore how new 
products are helping firms to learn more about issues such as fraud and vulnerability. 

We will also look ahead to further developments that might be coming. 

CONFERENCE PANELS

https://www.ccta.co.uk/annual-conference/
https://www.eventstop.co.uk/event/4515/ccta-2022-conference#/
https://www.eventstop.co.uk/event/4515/ccta-2022-conference#/


Fair for You, the ethical lender helping low income families to 
buy essential household items, appointed Simon Dukes as its 
new chief executive at the end of 2021. 

Previously, Dukes was CEO of the Pharmaceutical Services 
Negotiating Committee, which promotes and supports the 
interests of all NHS community pharmacies in England. Prior to 
that, he was CEO of Cifas, the UK’s fraud prevention community 
and has also held several senior civil service positions.

Founded in 2015, Fair for You focuses on lending to individuals 
unable to access mainstream credit. In December, the firm 
won Alternative Consumer Lender of the Year at Credit 
Strategy’s Lending Awards, having also been honoured at 
MoneyAge’s National Credit Awards and Smart Money People’s 
Consumer Credit Awards earlier in the year. View page 33 for 
news of Fair for You’s new partnership with retailer Iceland.

FAIR FOR YOU APPOINTS
NEW CEO AND WINS AT
THE CREDIT AWARDS

GUARDIAN FINANCE 
CELEBRATES ITS 80TH 

BIRTHDAY IN APRIL

Leicester based Guardian Finance Limited celebrates eighty 
years of successful trading on 4th April 2022. Now owned and 
managed by brother and sister team of Andrew Bent and Katie 
Freer, the company provides finance facilities to local clients, 
focusing purely on prime business at competitive rates. 

The directors take pride in offering a very personal and friendly 
service, this being evidence by over seventy five percent 
of new business emanating from existing clients or upon 
recommendations from them. Business is also introduced 
by a select number of local motor dealers, all of whom have 
supported Guardian for decades, one even for over forty years. 

In response to demand, the company now also offers leasing 
and PCP deals, broking out this element to sources offering 
the most favourable terms for each client’s requirements. 

Andrew and Katie comment that their complete independence 
enables them to offer a particularly flexible underwriting 
approach to proven clients, based on mutual trust, and they look 
forward to providing these services for many years to come.

VRS ANNOUNCE PARTNERSHIP 
WITH THE ILLEGAL MONEY 

LENDING TEAM

The Vulnerability Registration Service (VRS) recently announced 
its partnership with the Illegal Money Lending Team (IMLT). 
This allows organisations to identify customers who have 
been a loan shark victim. VRS will alert customers to known 
victims through the use of a ‘risk of coercion’ flag.

VRS’ central database draws on information from multiple 
sources, highlighting vulnerability and enabling clients to 
manage and support vulnerable customers and help them 
achieve the right outcomes. VRS shows extreme financial 
hardship and capability but provides an extra layer of 
customer insight obtained from non-traditional sources.

VRS’ clients can access information to identify mental and 
physical illness and life events such as bereavement and 
relationship breakdown which impact their customers, 
allowing them to be filtered and treated appropriately. 

This latest partnership means that companies are able to 
know about customers who are subject to coercion and 
who are often under extreme pressure to make payments to 
debtors who don’t play by the rules. 

Click here for more details.
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SEVERAL CCTA MEMBERS TAKE 
HOME GONGS AT THE 2021 

CREDIT AWARDS

Several CCTA members were among the winners at Credit 
Strategy’s Credit Awards held in December.  

Fair for You took home Consumer Lender of the Year in the 
alternative lender category. Information and insights company 
TransUnion, won the Credit Information Provider category.

Elsewhere debt management firm Lantern took home 
the Outstanding Conduct in Collections Award and the 
Responsible Lender of the Year was named as MoneyBoat 
(Evergreen Finance Ltd). 

We want to congratulate all the winners and those that made 
the shortlist also. It is great to see so many members recognised 
for their contribution to their customers and the sector. Many 
of you will have heard from some of these firms at CCTA 
events and more will be involved in the upcoming conference. 

It demonstrates that we have a strong network of members 
that are active within the sector, who can share their insights 
and experience.

https://www.vulnerabilityregistrationservice.co.uk/new-partnership-between-the-illegal-money-lending-team-and-the-vulnerability-registration-service-will-help-protect-loan-shark-victims-2/
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In December the CCTA attended the first meeting of the FOS 
Consumer Credit Trade Bodies Forum. This forum was set 
up in response to calls for the FOS to engage more with the 
representatives from the consumer credit industry.

The FOS Interim Chief Executive, Nausicaa Delfas, provided 
an update on the Independent Periodic Review of the FOS as 
well as further details on their expected plan and budget for 
2022/23.

A wider discussion was held on key areas of interest which 
included complaints about unaffordable lending that many 
alternative lenders are currently dealing with. The group also 
talked about emerging trends, market developments and 
recent CMC activity.

The Forum is due to meet on a quarterly basis. We look 
forward to attending the spring meeting and updating 
members on the discussions. If members have points to feed 
in, please get in touch.

CCTA ATTENDS FIRST 
FINANCIAL OMBUDSMAN 

SERVICE FORUM

HUNTSWOOD HOLDS 
AFFORDABILITY COMPLAINTS 

WORKSHOP FOR MEMBERS

Late last year consultancy firm and CCTA member Huntswood 
held a workshop for members on dealing with affordability and 
complaints. This followed a session we had held for members 
with the Financial Ombudsman Service (FOS) to learn more 
about their practices.

Huntswood offer advisory services on a range of topics 
including customer service, complaints and remediation. They 
built on the content of the earlier FOS session.

Huntswood were able to talk about their experience of 
identifying the affordability themes raised by FOS and the 
FCA. They also discussed how the FOS has developed its 
understanding of the FCA’s principles and how this translates 
into decisions. 

CCTA lender members were able to take away ideas as to how 
they can improve their complaint handling. We hope to hold 
similar sessions a range of topics for members this year.

new members
Vulnerability Registration Service   •  Coventry 

Automotive Online Ltd   •  Bournemouth 

Amplifi Capital (UK) Ltd   •  London

Data on Demand   •  Leeds

CHIEF EXEC JASON WASSELL 
SPEAKS AT LENDING SUMMIT

Late last year our Chief Executive Jason Wassell took part in 
Credit Strategy’s Lending Summit, which was held in central 
London. Jason appeared on a panel with industry colleagues 
to discuss how businesses can assess repayment ability.

The discussions covered what lending will be like during the 
post Covid-19 recovery and how this will change assessments 
for lenders. There was also a lot of discussion about the 
impact of Buy-Now Pay-Later and how this can complicate 
understanding the true financial position of a borrower.

Jason talked about how all this will need to be viewed through 
the prism of the FCA’s Consumer Duty due to come in next 
year. The Duty seemed to stand out as the number one topic 
of debate during this year's conference season.  

Jason will also be taking part in the upcoming Credit Summit, 
within Credit Strategy’s Credit Week later this spring, where he 
will speak about managing credit risk in uncertain times. 

The CCTA’s Winter Summit was well attended with over 100 
members registering their attendance.  

We were joined by Jeanette Burgess, Partner from CCTA 
member Walker Morris, who gave a presentation to members. 
At the centre of this was a regulatory update on the year 
ahead. Jeanette talked about the main initiatives coming this 
year, with arguably the FCA’s proposed Consumer Duty being 
the most important.

Chief Executive Jason Wassell followed with an update on 
CCTA activity. In terms of insight, he shared information from 
the association’s most recent meetings with the FCA and HM 
Treasury. We continue to engage on the impact of regulation 
on alternative lenders and the cost of the current wave of 
affordability complaints.

The summit was held virtually due to the recent wave of the 
omicron Covid-19 variant, but we are hopeful that summits 
for the remainder of the year to take place in person. 
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TREATING VULNERABLE CUSTOMERS FAIRLY 

The media has recently been flooded with government and royal 
scandals and, while the fuel crisis has received some airtime, the 
potential impact on millions of households has not received the 
publicity it merits. The decision of to ‘Eat or Heat’ is a very real threat to 
many. The negative impact on household expenditure a risk to us all.

It is more important than ever to be able to identify who our vulnerable 
customers are and give them the appropriate level of support. The 
Vulnerability Registration Service (VRS) recently published a report 
highlighting the need for businesses to, not just acknowledge that 
vulnerability is an issue, but start to take action to address it. The full 
report can be viewed on the VRS website.

The figures are already alarming – a dramatic increase in the cost 
of living will only exacerbate the situation so now is the time to 
act. Delays blamed on resource, data protection challenges or not 
acknowledging that a customer base has an element of vulnerability 
should no longer be an option.

Over a third of the population already deem themselves to be in 
vulnerable circumstances and, of those, 41% feel unfairly treated by 
organisations with 15% finding it difficult to communicate. Some of 
these issues can start to be addressed through tailored and efficient 
customer service but it is essential to be able to establish who 
those customers are in order to do so. Data sharing is an essential 
component in vulnerability identification. Society has made big strides 
in recognising the impact mental health can have on all aspects of 

people’s lives. 25% of the people VRS surveyed had experienced 
mental health issues in the last twelve months, identifying individuals 
who are affected and treating them appropriately is a major element in 
the quest to support vulnerable customers.

Some of the findings in the report are surprising – typically, younger 
people (potentially those without a weighty credit history) identify 
as vulnerable. Those who would be classed as living in comfortable 
circumstances also form a large minority – possibly as a result of 
unexpected issues arising from the pandemic who, again, will be 
affected by rising household bills.  

VRS obtains data from non-traditional sources providing an extra 
layer of insight for its customers. This allows companies to overlay 
the information it obtains through credit reports, affordability models 
and fraud prevention services and determine which customers may 
need to be referred out of the customer journey. VRS holds Court 
of Protection data obtained from local authorities and solicitors 
whereby the individual often should not be obtaining credit and is 
not responsible for their own financial affairs; referrals from charities 
supporting a range of individuals suffering from gambling addiction to 
financial abuse including the victims of loan sharks.  

In addition, individuals can self-register or service providers who are 
clients of VRS can share information about their customers where 
there is a legal basis to do so.

The VRS database is accessible directly to VRS clients or through 
solutions providers we are working with.

moving from lip service to action
There is quite often an assumption, that as all businesses offering 
financial services are regulated by the same governing body (the FCA), 
they’re all delivering the same level of service ... wrong!  The need for 
the new Consumer Duty reflects that whilst there is a basic standard 
that is required of firms, the bar can, should and has to be raised.

The FCA want “firms to be incentivised to compete in the interests of 
consumers." This is a competition we should all be fighting to win.

The proposed new rules mention ensuring “retail” customers are 
getting the right outcomes and that “retail” products are suitable, 
so it would be very easy to think it doesn’t apply to those of us 
in organisations that don’t offer typical financial products. 

However, cast your minds back and the approach very 
much resembles the launch of Treating Customer 
Fairly (TCF) and how the six outcomes needed to be 
interpreted and adapted to financial institutions, across 
all industries who serve consumers.

So how, as organisations not offering typical products, 
can we make sure that we’re measuring our ability 
to deliver what is in the interests of consumers?

WHAT DOES RETAIL MEAN?

For me, we should simply ignore that word 
and focus on it being about customers, and 
the outcomes our “products”/services drive. 

building a culture of openness
In our industry (Debt Purchase) as an example, that could be about 
how we ensure customers understand that they’re not incurring any 
interest or charges on their account with us, so they need to prioritise 
their outstanding bills that are increasing on an ongoing basis. 

That might feel counterintuitive, as surely we need to collect what 
we can, but if the customer is incurring more debt, is it really in their 
best interests to encourage them to use their disposable funds to 
repay cheaper outstanding debt? Conversely though, it might be in 
the customer’s best interest to clear outstanding defaults on their 
credit file, it’s a balance we must be able to evidence, to show that 
outcomes are in the overall best interests of the consumer.

It’s important to consider how a firm’s behaviours and culture may 
affect good customer outcomes. For example, are your colleagues 
confident in flagging and addressing issues and incidents when 
things don’t go to plan?  

If not, those challenges may never be resolved, unintentionally 
giving the customer a poor outcome. It’s important to build a culture 
of openness to make sure you’re notified when things go wrong, 
so you can fix them and ensure issues are fully understood to allow 
changes to be made to drive improvements over the longer term.

The Consumer Duty is simply an evolution of Treating Customers 
Fairly, one which we should all embrace and be able to comfortably 
believe and evidence that we are acting in the best interests of 
consumers at all times.

Denise Crossley
CEO
Lantern

Helen Lord
CEO

Vulnerability Registration Service

https://www.vulnerabilityregistrationservice.co.uk/treating-vulnerable-customers-fairly-moving-from-lip-service-to-action/


MEMBER ONLY 34

ARE YOU BUILDING LOYALTY IN YOUR NEW RECRUITS? 

Covid has turned our view of the world on its head. Our sense of 
belonging and connection has changed significantly, our habits and 
routines have altered, and our appreciation of things has shifted. 

Businesses discovered that it’s a face-to-face transaction that 
generates real loyalty, customers connect with people and the 
impressions they make, their helpfulness, service and attitude. In 
contrast, the web-based world is as loyal as the service is good. 
Without the face of a person and someone to connect with, once 
something goes badly, loyalty is switched off and it's just too easy to 
go somewhere else. 

It’s now just the same for employees. More and more employers are 
finding it challenging as individuals continue to look for flexibility and 
security, whilst also placing increasing importance on the work-life 
balance. If you’ve taken the plunge and moved to a “working from 
home” policy permanently then engaging your employees from the 
outset and gaining that connection will be critical. Today, new recruits 
can move onto the next job within days of starting with you, being 
remote from the outset makes the connection with new recruits 
incredibly important. Just like customers, it’s easy to go elswhere. 

Wages have also been pushed higher and recruits are no longer 
willing to accept travel costs to their place of work. On the contrary, 
they are looking to increase their wages to pay for their home 
working costs such as electricity and heating. The home working or 
hybrid package is yet to settle down, recruiters are competing with 
some impressive packages right now.

In the pre-Covid office environment, there was generally a team 
approach that was nurturing for new recruits, easing new members 
into the team with a buddy or support system. Now with hybrid or 

home working, the way new recruits find their feet within the team 
has changed considerably and has become challenging on both sides. 

To add to the complexity, for the first time in history, there are up 
to five generations in the workforce at one time: the Traditionalists, 
the Baby Boomers, Generation X, Millennials, and Generation Z, 
are all making up the modern workforce and vary in ideals and 
expectations. Creating the right hybrid model for workforces will be 
a key challenge for business leaders in 2022.  

This new way of working requires additional investment, balancing 
the right amount of online manager time for everyone, helping 
new recruits get the right support from training, team leaders and 
colleagues and additional mental health awareness support and 
engaging online activities. Getting a laptop in the post and a quick 
call with IT and HR isn’t going to create any loyalty in those critical 
first few days for your newest recruits. 

At TieTa we have been managing these challenges continuously over 
the last twenty months. Most of our clients, who are choosing to 
outsource their customer contact strategies or simply bolster their 
internal teams with additional support from our experienced agents 
are happy to adopt a hybrid approach. Some in highly regulated 
sectors understandably still prefer mostly office only agents and this 
has been very carefully managed.  

Either way, our newest recruits are either spending time in the 
office at the beginning of their employment, meeting people and 
developing positive working relationships with colleagues, line 
managers and our training teams or if working from home at 
the outset, individuals are brought together using Microsoft 
Teams and our TieTa Treats platform. Nurturing our new 
recruits from the outset is something we feel creates early 
loyalty from one of our biggest assets. Our people.  
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Caroline Walton
CEO
TieTa

FAIR FOR YOU PARTNERS WITH ICELAND 

As a responsible lender focused on providing ethical credit to those 
unable to access mainstream credit, Fair for You hears a lot of our 
customers say that they are teetering on the brink of financial crisis 
all year round.

They live in dread of unexpected bills and out of the ordinary expenses. 
For many, a free school meal is a crucial part of their children’s diet, 
often the only hot meal they get. And when the school term ends, so 
does that, leaving those parents needing to find a way to bridge the 
financial gap during the holidays and feed their families. Even during 
term time, the wait until income arrives at the end of the month can 
present a major headache – and an empty stomach.

It’s very sad that this should be the case in the UK today. But I’m 
proud that Fair for You, the ethical lender I lead, has been able to 
alleviate that burden, smoothing out incomes and ensuring families 
can put food on plates all year round, thanks to our new and growing 
partnership with the retailer Iceland.

In 2020, Fair for You debuted the Iceland Food Club, making thousands 
of micro-loans of £25 to £75 to help customers feed their families 
during the holidays. A £75 loan paid back over eight weeks will 
accrue interest of £2.89. For a £25 loan, it is just 40p. It’s intended to 
bridge gaps in customers’ expenses at times of peak need rather than 
as a year-round solution.

Those loans, which are loaded onto a dedicated Food Club card, 
were initially available to families in two locations in Yorkshire and 

teetering on the edge? 
North Wales. Following an initial trial, the Iceland Food Club has 
been rolled out across the North West of England and South Wales.
It's heartening to hear the impact it has had – one unemployed 
single mother in Yorkshire has told us she’d barely eat for the last 
week of the month without Food Club. 

Another in Wales, who works as a teaching assistant, said it had been  
a “godsend” at Christmas, commenting: “I do have an alright monthly 
income, but it's not much after the rent and the car comes out. The 
Food Club has been really good, you've got that option of filling up 
for the holidays, it's good peace of mind knowing that it's there.”

They are far from alone – Food Club social impact reporting shows 
that 83% of customers no longer need to use food banks; 80% report 
improved mental health; and 75% say their kids’ diets had improved. 
Crucially, 85% say that they are less worried about meeting their 
monthly expenses.

We are delighted that Iceland has committed to sharing further 
results with other retailers, allowing them to think about whether 
they could replicate the scheme.

Depending on the success of the pilot and the availability of 
investors, our ambition is to use our unique position within the 
market – lending exclusively to customers seen as risky or 
unsustainable by mainstream providers – to work towards offering 
interest-free Food Club loans in the future.

Whatever happens, Fair for You and Iceland look forward to helping 
thousands more families put food on the table in 2022.

nurturing loyalty 

Simon Dukes
CEO
Fair For You

Simon Dukes
CEO
Fair For You
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Jamie Sutherland
Technical Advisor

Huntswood

Customer journey – firms will need to consider the entire product 
lifecycle and the way that they engage with their clients at each point 
to ensure customers achieve their agreed outcomes. This will include 
focusing on initial interactions within the sales journey, such as the 
accuracy and fairness of financial promotions and other marketing 
material for products.  

Here, firms will also need to interrogate customer behaviour more 
rigorously to understand where behavioural biases may lead to poor 
outcomes, and how information provision and communication 
strategies should be re-engineered to help customers achieve their 
financial objectives.

Product governance – firms will wish to carefully consider the ways 
in which the expectations around value delivery and benefits can 
be accommodated within existing product governance processes, 
and where changes are needed. Within this context, it is clear that 
firms will need to regularly monitor customer behaviour and product 
performance to satisfy themselves that they are achieving the 
outcomes required by the new duty.

WHAT WE ARE CURRENTLY SEEING
We are seeing firms complete scoping and impact assessment 
exercises and the mobilisation of Consumer Duty project teams. We 
strongly recommend that firms take a similarly proactive approach, 
as results from initial deep dives have revealed the need for a greater 
focus on outcomes testing and general weaknesses in firms’ overall 
control frameworks. 

Whilst not under the Consumer Duty banner, we can see that the FCA 
have already engaged with firms regarding the customer journey, and 
in particular, online interactions and the availability of information for 
customers. Firms should therefore include these as key areas of focus.  

NEXT STEPS
The FCA is inviting feedback on their second consultation by 15 
February 2022, and plan to publish the policy statement summarising 
responses and the inclusion of any amendments by 31 July 2022. The 
FCA will expect firms to have these rules implemented by March 2023. 

forewarned is forearmed
THE IMPACT OF THE FCA'S CONSUMER DUTY AND 
WHY FIRMS SHOULD ACT NOW 

In May 2021, the Financial Conduct Authority (FCA) published its 
Consumer Duty Consultation paper, setting out its expectations of 
firms to provide higher standards of care for their consumers. 

We commented on this and how long firms had to prepare for changes  
(CCTA publication July 2021) and we now further explore what firms 
should be doing, and what we are already seeing in the sector in 
anticipation of the final policy statement expected later this year. 

WHAT IS THE CONSUMER DUTY?
The Consumer Duty consists of three key elements: 

1. The consumer principle will set out a clear tone for firms, and the
language used will reflect the overall standards of behaviour the
FCA will come to expect moving forwards

2. The ‘cross-cutting rules’ provide guidance on how businesses
should be conducting themselves in practice

3. The ‘four outcomes’ is a suite of rules and guidance that set more
detailed expectations for firms in relation to key elements in the
firm-customer relationship: Communications, Products and
Services, Customer Service, Price and Value.

PRACTICAL IMPLICATIONS AND WHAT FIRMS 
SHOULD DO NOW
The impact the new rules will have for firms will naturally differ, 
however, there are actions all firms can take now to ensure they are 
well prepared for the imminent changes:

Project management - firms should consider establishing specific 
projects to understand the scope and impact of the expected rules 
on their business model, taking early action where possible. Any 
implementation projects should reflect statements of responsibilities 
and should be sufficiently resourced, reflecting its fundamental 
importance to the firm and its business plan. 

Members will no doubt be aware of the continued focus by the FCA 
on the assessment of consumer vulnerability as part of their ongoing 
Consumer Duty consultation. They have made it clear that more is 
expected from lenders with a recent survey highlighting 27.7 million 
adults in the UK with characteristics of vulnerability such as poor 
health, low financial resilience or recent negative life events.  

Having listened to and participated in many discussions over the 
last twelve months, there seems to be a general consensus that of 
course this should be taken seriously, but the regulator must assess 
each lenders approach proportionately and relative to their offering 
and customer base. There is no one-size-fits-all approach, but data 
and process should lead the way. 

Although some may feel this is a topic that has been talked to death, 
it is not without good reason given the current landscape. In the wake 
of the pandemic, lenders, regulators and the government came 
together to provide unprecedented measures to support consumers 
through what was an extraordinary situation which very few had 
planned for. However, moving into the “new normal” it is clear that as 
that support may be reduced there are some significant challenges.

At Data On Demand we have seen some potentially worrying 
trends from our own ID.VU data which aggregates consumer loan 
application data to highlight changes in circumstances. We are also 
able to map this back to the FCA’s characteristics. The below excerpt 
highlights some of the statistics and application volumes we saw 
in October following the raft of changes to government backed 
support including furlough ending, cuts to universal credit and the 
end of payment holidays: 

• 729,000 individuals making high-cost credit applications
• 92,000 making high-cost credit applications who had not before
• 10,000 making high-cost credit applications to pay household bills
• 6,000 applications from individuals stated as newly unemployed
• 2,000 applications to consolidate debts

These stats highlight customers who are clearly in very difficult 
circumstances and in need of support. The return to “business as 
usual” has been something we have all been striving for, but the 
reality is that we may be much closer to the start than the finish 
when it comes to identifying and supporting consumer vulnerability.  

IS THERE TECHNOLOGY THAT CAN HELP? 
Absolutely. Many organisations may already have the platforms 
and process in place to identify customers in potentially vulnerable 
circumstances and facilitate the required bespoke customer 
journeys. However, there are now several businesses and offerings 
that can help create new, or adapt existing processes and platforms 
to achieve this, such as Aveni, Callminer, Cerebrion and IE Hub.   

CAN DATA REALLY IDENTIFY VULNERABLE CUSTOMERS? 
I’m slightly biased and there is no silver bullet, but yes. We can clearly 
see from our own data instances of consumers who have recently 
suffered a significant life event such as loss of employment, income 
reduction, or a bereavement. We can also identify people who are 
making applications for high-cost short-term credit to cover bills.  

Data like this can help to identify the significant percentage of the 
population who are in a potentially vulnerable situation, but may not 
feel able to initiate the required conversations with service providers 
and creditors. You also have data available on declared vulnerability 
from organisations such as the Vulnerability Registration Service 
for consumers who have already made the step to make their 
circumstances known. 

HOW DO WE ENSURE THE BEST CUSTOMER OUTCOME? 
Embrace the data and technology available and make customers 
a priority within your business, particularly identifying those in 
vulnerable circumstances who may benefit from additional support. 
Again, no one-size-fits-all, apply them proportionally and relative to 
your own offering and hope the regulators do likewise. 

Simon Gregory
Sales Director
Data on Demand
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what next for buy-now pay-later?
The payments and financial services sector has changed radically, 
with shifting consumer and business preferences accelerated by 
the Covid-19 pandemic. As we move into 2022, I expect to see 
further innovation and growth, in line with the huge digital shift and 
prioritisation of personalised consumer experiences that we have 
seen in 2021. While there is still uncertainty, the payments sector must 
leverage collective transformation efforts to align with the changing 
needs of the future customer.

Over 2.5 million UK consumers and businesses now use open 
banking-enabled products, a number expected to grow in 2022. 
Open banking enables third-party financial service providers to 
access consumer data from external financial institutions, allowing 
consumers to seamlessly manage their finances and have more choice 
over banking services.  
 
In response, there has been a boom in new fintech platforms 
championing innovation and economic growth. SMEs can benefit 
from this development, connecting directly to financial institutions 
via APIs, making it easier to accept payments and focus on business 
growth. As the demand for accessible financial services continues 
to rise, I predict that over 30 million UK consumers and four million 
businesses will use open banking by the end of 2022.

This year we have seen B2C Buy-Now Pay-Later (BNPL) platforms, 
such as Klarna and Zilch, grow in popularity. Now providers are looking 
to expand into the B2B market, solving the issue of a lack of funds for 
buyers and the sellers by creating a credit line for B2B buyers. When 
it comes to B2B BNPL, companies that make purchases do so with 

the intention of positively impacting revenue and growth, reducing 
the risk of defaulted payments. B2B BNPL allows businesses to make 
purchases on margin, while the BNPL provider pays the seller in full, 
taking on the customers' default risk. I foresee a possible evolution of 
B2B BNPL models to take advantage of the huge benefits of creating 
efficiencies within the accounts payable and receivable cycle. B2B 
BNPL will alleviate the time taken for purchase order and invoice 
processing, creating efficacy within payments.

The future of B2B BNPL innovation will rely on data. Through adopting 
machine learning, BNPL providers can assess the chances of recovering 
any overpayments, allowing them to predict problematic businesses. 
These benefits of data analysis are not just limited to BNPL. According 
to IDC's Digitisation of the World study, by 2025, every person in the 
world will produce a data interaction every eighteen seconds on average.  
 
By analysing customers’ data, businesses can identify the consumption 
habits of existing customers, enabling the personalisation of experiences. 
Embedded AI tools will be key in achieving this, as their capabilities 
allow businesses to analyse an incredible amount of customer data 
quickly. So far, fintechs have been using these technologies for 
automation and fraud detection but increasingly will help businesses 
access and understand their data, creating added value.

It is difficult to predict how far innovation within the payments sector 
will go in the next five years. The role of payments is now more than 
a simple exchange of value for goods and services - the payments 
sector must evolve to accommodate increasingly digital consumer 
bases. The pandemic created a once-in-a-lifetime opportunity for the 
industry to take charge of financial services. It’s the industry that must 
embrace that opportunity to benefit everyone in the value chain.
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LEGAL

Depth and breadth of expertise: With 269 partners and over 900 
lawyers, we have a deep understanding of our markets and sectors.

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.

020 7606 8855 

addleshawgoddard.com

LEGAL

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.   

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.

01255 861 697 

alphlegal.com
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DEBT PURCHASE / COLLECTION

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.  

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.

01932 251 010 

arceuropeltd.com

SOFTWARE / SYSTEMS

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.

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.

01604 614 140 

aptean.com

https://www.addleshawgoddard.com/en/
https://www.alphlegal.com/
https://www.aptean.com/en-US
https://www.arceuropeltd.co.uk/
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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.  

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 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.

01248 672 940 

aryza.com

SOFTWARE & SYSTEMS

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.

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.

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.

01312 283 777 

brodies.com

LEGAL

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. 

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.

01793 209 154 

ccas.com

CONSULTANCY

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. 

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.

03301 289 855 

cashflows.com

SOFTWARE & SYSTEMS

https://www.aryza.com/
https://brodies.com/
https://www.cashflows.com/
http://ccas.com/
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DEBT PURCHASE / COLLECTION

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.

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.

01422 324 510 

crscorporate.co.uk

ASSOCIATE

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.

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.

01622 437 014 

credit-connect.co.uk

SYSTEMS & SOFTWARE

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.

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.

08448 118 039 

equiniticreditservices.com

Data On Demand provides data and insights to companies that 
service people, helping them to better understand and improve 
engagement with consumers. Our alternative database of unique, 
compliant UK consumer insights help businesses provide better 
outcomes across the full customer lifecycle from onboarding to 
collections and recoveries with real-time data. 

Specific to Financial Services our ‘Fintrace’ product supports risk 
decisioning, customer management and collections and recoveries. 
Our ‘ID.VU’ solution identifies existing and emerging vulnerability 
and financial hardship within your customer base by monitoring 
life events and borrowing behaviour not covered via traditional 
data sources.

01134 266 550 

dataondemand.co.uk

SOFTWARE & SYSTEMS

https://www.credit-connect.co.uk/
https://www.crscorporate.co.uk/
https://dataondemand.co.uk/
https://equiniti.com/uk/services/eq-digital/credit-services/


45 46THE DIRECTORY

LEGAL

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

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.

01844 212 305 

lightfoots.co.uk

DEBT COLLECTION / PURCHASE

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.

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.

01138 876 876 

lanternuk.com

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. 

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.

03333 217 815 

huntswood.com

CONSULTANCY

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

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.

0151 600 8000 

hilldickinson.com

LEGAL

https://www.hilldickinson.com/
https://www.huntswood.com/
https://lanternuk.com/
https://lightfoots.co.uk/
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CONSULTANCY

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.

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. 

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

01274 921 234 

productpartnerships.com

SYSTEMS & SOFTWARE

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. 

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.  

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.

03337 772 954 

prinsix.com

DEBT COLLECTION / PURCHASE

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.

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.

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.

01253 531 250 

perchcapital.co.uk

SYSTEMS & SOFTWARE

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.

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.

01792 797 222 

oysterbaysystems.com
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CREDIT REFERENCE AGENCY

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®. 

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.

01133 884 300 

transunion.co.uk

CONSULTANCY

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. 

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.       

02031 266 818 

themisconsultancy.co.uk

DEBT COLLECTION / PURCHASE

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. 

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.   

07974 149 466 

tieta.co.uk

LEGAL

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.

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.

01925 426 100 

restons.co.uk

https://www.restons.co.uk/
https://www.tieta.co.uk/
https://www.themisconsultancy.co.uk/
https://www.transunion.co.uk/


51 52THE DIRECTORY

SYSTEMS & SOFTWARE

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.

08454 565 859 

welcom.co.uk

LEGAL

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.

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.

01132 832 632 

walkermorris.co.uk

SYSTEMS & SOFTWARE

The VRS provides users with an environment whereby information 
provided by the consumer with their consent, or by a third party 
with a signed client authority or legal mandate to operate on 
the consumer’s behalf, for example a Power of Attorney, can be 
shared with other users on a strictly reciprocal basis. The VRS is a 
unique database of vulnerable people not shared with the CRAs.

The VRS can be used at point of application or at any time in the 
customer relationship. The VRS does not indicate why a consumer 
may be vulnerable nor does it process the information supplied 
other than for providing a platform for optional user interaction 
in the case of consumers that have identified themselves as being 
vulnerable. 

The VRS provides instant API access and data upload facilities. The 
VRS is a not-for-profit organisation and search fees range from 3p 
to 0.25p depending on volumes.

07885 675 045 

vulnerabilityregistrationservice.co.uk

https://www.vulnerabilityregistrationservice.co.uk/
https://www.walkermorris.co.uk/
https://www.welcom.co.uk/
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