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horizon gazing 
with every issue

Hot topic features written from a variety 

of industry experts, many of which are 

exclusive to CCTA  Magazine.
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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. 
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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 our first magazine of 2023, and my first edition as 

our temporary editor. One of the key tasks of an editor is to find 

the features and articles. With so many issues swirling around 

from the cost of living to a barrage of regulatory change, it has 

not been difficult at all.  

In fact, this has turned out to be a bumper edition. You will find a 

range of feature and articles that cover many of the issues faced 

by lenders across the various sectors of consumer credit.

Our thanks go especially to those that shared their insights 

through our feature articles. Everyone knows that we are going 

through a period of economic uncertainty, and the cost of living 

is on everyone’s mind. Dominic Gosslett at TransUnion looks at 

insights from data. Helen Lord from the VRS talks through her 

experience as we see increased vulnerability.

We are of course covering the Consumer Duty. Several features 

and articles pick up aspects of the Duty, including a piece on the 

price and value outcome from Matt Drage at Square 4.

There was a real risk that we placed all of our focus on Consumer 

Duty, and so it was good to see my colleague Naveed write about 

not taking our eye off the ball when it comes to other issues.

I could point to so many other contributions that I hope you also 

find interesting and insightful.

editor’s letter
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Chief Executive
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Our annual conference held in Spring last year was a great 

opportunity to meet many CCTA members and learn more about 

your experiences and issues of concern. Plans are underway for 

our 2023 Conference, which we have decided to move back 

to an Autumn slot. My colleague Phill Harding, as our Head of 

Membership, has been pushing this forward and I know we are set 

to build on the success of last year’s conference.

Before that, there will be many opportunities for us to talk. We just 

held our Winter Summit on Wednesday 1st March. I know that 

online events can become more of a broadcast rather than a 

discussion, but we always welcome questions and contributions. 

Our next chance to speak in person will be at our Spring Summit 

taking place in London on Wednesday 26th April. Keep an eye on 

our member communications for more details. 

If advocacy is one of our missions, these events all link to another, 

which is to further build a network of lenders and associates.

I should also mention a third aim which is to be a source of insight 

for our members. Some of that information comes from meetings 

we have with the FCA and other regulatory bodies. There are 

other areas where we have developed knowledge through our 

work with members.

I know from our internal reporting that more and more of you 

have talked to Naveed Asif, our Head of Policy and Advice. I am 

very pleased the CCTA Advice Line, which allows members to ask 

questions, is being well utilised. 

Naveed is currently working on more ways in which we can ensure 

that members receive a flow of information and insight. He has 

some exciting ideas about how we make changes to our training 

and professional development programme.

Moving into my third year as Chief Executive, I am aware that we 

have achieved much but there is still a lot more to be done. I look 

forward to working with our members through 2023.

looking ahead
THIRD YEAR PLANS WITH OUR CHIEF EXECUTIVE
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members need more information to help with the implementation 

of Consumer Duty. We have tried to explain the implications of 

the focus on affordability. There are many other issues that we 

have placed on the agenda.

It has been interesting how during this economic downturn, the 

knee-jerk reaction of some is to say that we need to switch off 

the supply of credit. I agree that consumer credit is not always the 

answer. However, there are still cars that need to be bought to get 

people to work. Families have back-to-school costs. These are 

essentials and consumer credit plays its part. So, in much of our 

advocacy work over the last two years, we have been explaining 

how modern credit products can facilitate those bigger spends as 

well as managing cash flow. 

Credit is not the answer for dealing with longer-term financial 

issues with levels of uncertainty. It can be used to manage those 

temporary, expected, and unexpected peaks and troughs in 

finances. It can be used to buy those items that will make life 

easier or open up new opportunities, such as getting to a job that 

is not accessible through public transport. It has been interesting 

to make these arguments and represent CCTA members.  

One of the advantages of being a member of a trade association 

that covers some inter-connected sectors is that you can draw 

from the experience of one and use it in another. For example, 

our experience with complaints places us in a better position 

when the attention of claims firms move to another part of our 

membership. We can see some issues emerging that might be 

future problems for others.

I confess that I need to learn and understand more of some of 

the areas I now represent. That is why we often ask members 

to share their information with us. I welcome the opportunity 

to speak to members and learn more. It is your experience that 

we use to develop our positions. You often provide us with 

examples that we can use in our discussions with the Financial 

Services Association. 
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I recently received a notification on social media that I had passed 

my second anniversary as Chief Executive of the Consumer Credit 

Trade Association. It came as a little bit of a surprise as the time 

just seems to have flown by.

Looking back, when I took over from Greg Stevens, it was 

important that we continued his work of advocating on behalf 

of our members. The CCTA's mission for over a century has 

been to protect access to credit and understand the benefits 

that credit can deliver. Our vision has long been to ensure 

responsible credit for all and that has been at the heart of our 

conversations. I am the latest in a line of CEOs that has made 

that part of my mantra.

We also wanted to add value, so we took the existing 

work of the CCTA and added new elements. Over the 

last two years, we have established further channels of 

communication. We have ongoing discussions with the 

Financial Conduct Authority, Financial Ombudsman 

Service and HM Treasury. 

Through these discussions, we have been able to talk 

about a range of issues. We have made clear that 

The CCTA's mission for over 

a century has been to protect 

access to credit and understand 

the benefits that credit can deliver.

Jason Wassell
Chief Executive
CCTA



We need to just get on and do it because 

there will be regulator action, there will 

ultimately be fines and there will be increasing 

amounts of negative press and media focus. 

Most of all, it's the right thing to do.
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Vulnerability Registration Service (VRS) produced our Vulnerable 

Customer Exclusion report at the end of last year and it showed 

some frightening but not surprising statistics. We know from the 

FCA that around a quarter of the population consider themselves 

to be vulnerable and our report underlined that, but 10% of people 

deem themselves to be at risk of homelessness, eviction or 

repossession and 2% of people are having to turn to loan sharks. 

Our findings were collated before the cost-of-living crisis had hit. 

One of the most worrying things we’ve learnt while building VRS 

is how many of us are on the precipice – a risk of spiralling into 

unmanageable debt with no obvious route out, falling prey to 

unregulated lending, becoming so overwhelmed that we are 

unable to reach out or find the support that may be available.   

CCTA members already play a massive role in providing part of 

the safety net that sits between financial inclusion and enabling 

people to remain in control, rather than being caught up in a tidal 

wave of debt collection, enforcement, mental health impact, 

prepayment meters and seemingly no way out. 

I think many lenders are still bruised from adverse publicity five 

or more years ago. Headlines like ‘legal loan sharks’ and ‘toxic 

lending practices’ still resonate and understandably make us 

defensive. Are we exploiting vulnerable customers by lending to 

them? The reality is that vulnerable people come in many shapes 

and sizes and in many cases it is more than appropriate to lend 

to them. The alternative is to increasingly limit their options and 

remove that safety net. 

There is a big opportunity for lenders to grasp the nettle when it 

comes to managing vulnerable customers and, as obvious as it 

may sound, the key to do doing so is to accept that some of our 

customers are indeed vulnerable, to understand the challenges 

and then start to manage them. We are still a long way off from 

doing so and that is not sector specific.   

Virtually every organisation I speak to, in every sector, is grappling 

with (if indeed it’s high enough on their radar) how to tune their 

customer journey to extend the right support to their customer base. But 

nobody is going to come up with a magic solution – there is no master 

plan from government, regulators or stakeholders to address this. We 

need to just get on and do it because there will be regulator action, there 

will ultimately be fines and there will be increasing amounts of negative 

press and media focus. Most of all, it’s the right thing to do. 

The first step is to identify vulnerability. That is not limited to financial 

hardship or indebtedness – a tick in the box by doing a credit reference 

check is not enough. There is usually context around why people 

are struggling and our customer management can be adapted 

accordingly. People may be struggling with mental or physical 

health, they may be being coerced or in the throes of a temporary 

life event that they need to navigate their way through. 

I believe CCTA members are well placed to lead the way on this – 

to embrace the fact that very often they are providing that ‘safety 

net’ and that the services provided are regulated and follow 

best practice – by accepting that vulnerable customers quite 

legitimately are extended credit but equally, where appropriate, 

they are also extended support. 

One of the primary aims of creating the VRS data sharing 

model is, not only to alert service providers to their customers’ 

vulnerabilities, but to help those customers receive targeted 

support. This is a two-way street. By sharing data about 

vulnerable customers, we can gradually ensure that they 

are proactively led to support rather than them needing to 

seek it out when they are least equipped to do so. We are 

already driving initiatives to ensure that there is heightened 

awareness of the Priority Services Register, benefits 

calculators, debt management and discounted tariffs. 

VRS works in partnership with Data on Demand to help 

identify vulnerability. We are offering an initial data wash 

for organisations to pinpoint any declared vulnerability 

about their existing customers as a demonstrable step 

towards meeting the expectations of Consumer Duty. 

This is being offered at a discount to CCTA members.

grasping the nettle
IDENTIFYING AND SUPPORTING VULNERABLE CUSTOMERS 

Helen Lord
Chief Executive 
Vulnerability Registration Service
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joining the dots Matthew Drage
Managing Director 
Square 4
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CONSIDERING THE PRICE AND VALUE OUTCOME
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The FCA ultimately believes that financial products and services 

should be priced in a way that reflects their value to consumers, 

and that consumers should be able to understand the costs and 

charges associated with these products and services.

The regulator has, already on several occasions stepped in to 

regulate on price. This has occurred, for example, where the FCA 

felt that market dynamics and competition were not working for 

particular groups of customers. For instance, within the General 

Insurance market, existing customers often paid a higher renewal 

premium compared to new customers.  

Furthermore, within the High-Cost Short Term credit marketplace, 

the FCA viewed that historic pricing was ‘excessive’, not in the 

best interests of customers (many of whom were potentially 

vulnerable), and on occasion, argued that competition was not 

working for customers. 

Looking further back, many are often quick to point to the 

inherent issues with PPI as a product (for example, the limited 

ability to claim), but the excessive commission levels (often above 

the 50% tipping point outlined within Plevin) and the excessive 

erosion of value through an elongated distribution chain all 

combined to force the regulators hand to action and intervention. 

By looking at previous precedents, we can gain an understanding 

as to what the regulator wishes to avoid. So, what should firms be 

looking to evidence to demonstrate ‘good value’? 

PRICE AND VALUE: THE MOST DIFFICULT OUTCOME 

TO EVIDENCE? 

The FCA’s recent podcast with Ed Smith made it clear that the FCA 

expects value assessments to include three key components: 

The price and value of regulated financial services products 

has long been in the FCA’s spotlight. The Consumer Duty is 

strengthening the FCA’s focus in this area. 

While the FCA already has powers to regulate certain aspects 

of pricing for financial products and services, its primary focus 

has been around consumer protection and market integrity. 

With its concurrent competition objective and with its view and 

interpretation of consumer protection arguably widening as part 

of the Duty, the price and value outcome is raising the stakes.

It’s clear that many within the financial services sector are 

struggling to gain traction with evidencing both the rationale and 

justification of their pricing and value strategies. Our most recent 

webinar in February 2023 highlighted that 60% of respondents 

found that the price and value outcome was the single most 

difficult outcome to effectively evidence. 

This isn’t a surprise given just how difficult it can be to firstly, define 

fair value and secondly, to connect all of the dots together to paint 

a picture as to what fair value means, given it will be a component 

of both financial and non-financial measures and metrics.

So what do firms need to do to evaluate price and value in a 

Consumer Duty world?

LOOKING BACK TO LOOK FORWARDS

According to the FCA, price is the amount that consumers pay for 

a financial product or service, while value is what consumers get 

in return for that price. The FCA believes that many firms already 

consider price throughout their day-to-day business decisions, 

but firms have not always considered the customer as being at the 

heart of this ‘value’ equation. 

1. First, is the product assessment. This should

calculate the price that a customer pays

over the lifecycle of the product and compare

it to the benefits that a typical customer might

get from using that product.

2. The second element is around the different

groups of customers getting different types of

benefit and potentially paying different charges,

and ensuring that each of those different groups

are getting fair value.

3. The final element outlined by the regulator for a

good value assessment is ensuring that firms have a

look at what is driving price, both at a firm and at the

market level.

Although the FCA have helpfully summarised the three 

key components, taking the FCA’s views and translating 

them into practical data points and meaningful MI is 

clearly proving difficult for many organisations. So how 

can firms evidence and assess price and value? 

JOINING THE DOTS

If we start from the point of view that value is the relationship 

between the amount paid by a customer for the product 

and the benefits they can reasonably expect to get from 

the product, we can start to build a platform from which to 

assess ‘value’. Furthermore, if a product provides fair value 

where the amount paid for the product is reasonable relative to 

the benefits of the product, then clearly an assessment needs 

to be made to justify both price paid and benefits received, for 

individual cohorts of customers. Continues on page 9
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• When does a product cease to provide fair value?

• What MI are we using to monitor the fair value of its products

and services on an ongoing basis?

• What should our price and value governance look like and how

can our leadership team attest on an annual basis?

DATA HOLDS THE KEY TO TAKE YOU TO WHERE THE 

DUTY WANTS YOU TO BE

The price and value equation is by no means a simple one. The FCA 

is asking firms to consider going back to the very fundamentals of 

their business models and to justify the approach taken to the 

pricing and value assessments for individual products and services.  

Data will be the lynchpin for being able to evidence this outcome, 

however, qualitative judgement based decisions by accountable 

stakeholders also need to be made and appropriately rationalised. 

Another striking statistic on our recent webinar was that one in 

four firms have already been approached by the FCA to update on 

the status of their Consumer Duty implementation programmes. 

It’s clear that there is no time like the present to pull together 

the relevant metrics and data to evidence your firms individual 

approach to pricing and value.  

Tough questions will have to be asked, but holding evidence and 

data to inform and support senior management decisions in this 

area is the key to be able to ultimately comply with the FCA’s new 

found ‘show me, tell me’ approach to the delivery of good outcomes.

Many firms are now starting to design their value assessment 

methodologies. On our recent webinar, 37% of our audience 

stated that ‘internal discussions have commenced around 

measuring value’ and that 46% of firms had ‘started to design 

their value assessment framework’. What was particularly 

impressive is that 16% of firms have ‘started to implement their 

value assessment framework’ already.

Although metrics are different for each and every business 

and sector, typical metrics and indicators we are seeing firms 

build into their assessments include:

• Costs incurred in design, distribution and upfront cost of

capital/borrowing within the assessment framework

• Costs associated with the servicing of the product

(initial and ongoing)

• Financial and non-financial benefits of the product

(above and beyond its headline cost) 

• The cost of manufacture, compliance and other

administrative outlay

• Any fees, including contingent fees, charges and

commissions which exist

• Market rates and benchmarking for comparable

products (including similar products)

• Erosion of value through the distribution chain.

In addition to the upfront indicators (of which a small selection 

has been detailed), many firms are also placing some reliance on 

proxy indicators of value. For example, how many customers: 

• complain about price?

• terminate early or pay additional fees?

• fall into arrears?

• use some or all of the additional product benefits?

We urge firms not to place an overreliance on these proxy indicators, 

although they can be helpful to justify price and value holistically.

WHAT QUESTIONS SHOULD FIRMS BE CONSIDERING?

After your firm has designed its value assessment framework, 

other questions we believe firms should ask include: 

• How is our controls environment helping to ensure effective

implementation and embedding of the price and value outcome?

• How are we planning to monitor the price and value outcome

on an ongoing basis and who is performing this monitoring?

The price and value equation is by no 

means a simple one. The FCA is asking 

firms to consider going back to the very 

fundamentals of their business models...
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Consumers in the UK are facing increasing financial pressure 

amidst the rising cost of living. Inflation hit 10.1% in the twelve 

months to January 2022,  whilst the Bank of England raising base 

rates to 4.0% has significantly increased the cost of borrowing 

money. Unsurprisingly, people are feeling the impact, with our 

latest Consumer Pulse study showing three quarters of UK 

consumers are reducing spending to help them cope, whilst nearly 

four in ten (39%) are building up savings to safeguard themselves.  

In the face of economic uncertainty, it’s crucial for credit providers 

to be able to better identify and serve financially vulnerable 

customers. And with new regulation from the FCA coming into 

effect this year in the form of the Consumer Duty, which aims 

to set higher standards of consumer protection across financial 

services, affordability assessments based on a robust and holistic 

picture of an individual’s financial situation can play a major role in 

helping to deliver the right outcomes.

IDENTIFYING VULNERABLE CUSTOMERS

Our analysis here at TransUnion suggests that 12 million 

consumers now spend everything they earn (with £0 disposable 

income at the end of the month) up from 8 million in December 

2021.  So, to help protect consumers and manage their customer 

base better, credit providers need to be taking a proactive 

approach to identifying financially vulnerable customers and 

implementing appropriate affordability checks.

The view on cost of living is crucial when undertaking an affordability 

assessment. It’s important that affordability screening reveals not 

a general trend but an individual-level susceptibility to stress and 

economic changes, such as steeply increasing energy prices or a 

fixed rate mortgage ending – which will likely have a significant 

impact on consumers in the current financial climate.

It's also paramount that the cost of living view includes different 

expenditure categories, such as council tax, energy, water, media 

services, home insurance, car insurance, commuting and food. This 

can help lenders get detailed insights into a consumer’s financial 

position and make more informed and sustainable decisions. 

EMPOWERING CONSUMERS

In addition, by accessing an individual’s bank account directly via 

Open Banking – subject to the consumer’s consent – 

credit providers can obtain a granular picture of income and 

expenditure, complementing the traditional credit reference data. 

This helps finance providers to make lending decisions that are 

tailored to the needs of each individual, whilst also simplifying the 

process for the consumer and reducing the need for manually 

providing bank statements and other documentation.

Open Banking can also help with stress testing and identifying 

where consumers may experience an unexpected drop in income 

that could have a significant impact on their financial stability and 

ability to make repayments on their loans or credit agreements.

Credit education tools, underpinned by Open Banking technology, 

that help consumers to understand their credit information and 

how it’s being used by lenders, are also a valuable support. These 

tools empower people to monitor and manage their financial 

standing and we’ve seen, with TransUnion’s solution which is 

used by many leading banks, that this can lead to a significant 

increase in credit scores for customers in the lowest score bands 

– an indication it’s helping those that need it the most.

TAILORED OFFERINGS

Some consumers will be turning to credit to help them 

weather the storm that the rising cost of living has brought. 

Our Consumer Pulse study shows, for example, that nearly 

half (49%) are planning on taking out a new credit card in the 

coming year. Given the wider turbulence, having the right 

data will be crucial so that lenders have an accurate and 

up-to-date picture of the applicant’s financial standing.

Using nuanced, trended credit data and analytics – via 

advanced solutions like TransUnion’s TrueVision – 

lenders can take advantage of a continued sight into 

where a consumer has been and is going in their 

financial journey. Hence, they can be better equipped 

to make informed decisions about appropriate 

restoring stability
USING DATA AND INSIGHTS TO SUPPORT VULNERABLE CUSTOMERS NAVIGATE THE COST OF LIVING CRISIS

Dominic Goslett
Executive Director, UK 

TransUnion

credit, as well as providing tailored support where 

needed. That could include flexible repayment 

options or reducing interest rates, for example, 

by incorporating mortgage-specific scores for 

assessing creditworthiness of new applicants. 

With the new Consumer Duty, the FCA has 

highlighted that it has never been more 

important for customers to get the outcomes 

that they need from consumer credit markets, 

to help them cope with turbulence and restore 

stability. By utilising data and analytics to make 

informed decisions and assess affordability, 

lenders can support their customers through 

the cost-of-living crisis and build loyalty and 

trust as a result.

With the new Consumer Duty, 

the FCA has highlighted that it 

has never been more important 

for customers to get the 

outcomes that they need from 

consumer credit markets, to 

help them cope with turbulence 

and restore stability.
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regulatory fees. Proxy Measure Fees are used by brokers or 

intermediaries who use third-party credit providers to finance the 

sale of their goods/services, yet do not earn commissions from 

such credit broking activity. Since its inception, the Proxy Measure 

Fee calculation has been linked to the Bank of England base rate. 

Due to recent increases in the Bank’s base rate, regulatory fees 

for such brokers and intermediaries have seen a sharp increase. 

We are working with the FCA to address the inequalities of this 

measure and will provide updates to our members where possible. 

If you are a member that uses this method for your regulatory 

fees, please do get in contact and share your issues or concerns.  

Naturally, as your trade association, we are involved in many other 

areas of policy and advocacy work to support the membership, 

and we will provide updates via our usual channels as we go 

through 2023. However, feel free to contact your CCTA team to 

raise or discuss any matters which are important to you. 

Act 1974. Through our usual communication channels, members 

will be aware that the government launched the first consultation 

at the end of 2022.  

Although legislative change may take years, the consultation asks 

for initial arguments for and against moving some provisions into 

regulation and retaining other provisions under the legislation.  

We are working closely with our legal associates to fully understand 

all the operational, cost, and benefit (or adverse) impacts of the 

proposals for members. In formulating our response, we are 

working to ensure that any reform is appropriate, less burdensome, 

and less complex for both consumers and businesses. 

Members are encouraged to get in contact as we are keen to hear 

your initial thoughts on the proposals.  

At this point, I would like to move on to an area that affects us 

all, the cost-of-living crisis. Inflation and economic uncertainty 

continue to add strain on individuals and families everywhere. 

Through dialogue with many of our members across all sectors, 

we know that you have all been working hard to ensure customers 

are appropriately supported throughout the crisis.  

We want to continue to guide members so they can support their 

customers, especially those with characteristics of vulnerability.  

At our recent virtual Summit, we asked associate member 

TransUnion to provide an updated insight into the cost-of-living 

crisis and what this means for our sector and your customers. 

I know that members are also keen to continue supporting 

vulnerable customers which is why we asked the Vulnerability 

Registration Service (VRS) to speak and provide their recent 

experience and insight.  

As I mentioned earlier, the cost of living affects us all, businesses 

as well as consumers. One area where some of our members’ 

businesses are affected by increasing costs is where firms are 

required to use the Proxy Measure Fee calculation for their 

an eye on the ball
ONGOING ISSUES OUTSIDE OF THE CONSUMER DUTY
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Naveed Asif
Head of Policy & Advice 
CCTA

There is no doubt that Consumer Duty has been 

our primary focus for over a year now, and you 

will have heard about the activities, events, and 

engagements we are carrying out to support our 

members with the Duty. However, I want to move 

away from this for now and update our members 

on other key regulatory and legislative matters that 

we have also been progressing.  

As your trade association, we continue to focus 

on issues and concerns which are important to our 

members. Over the course of last year, and as we 

move forward in 2023, we have continued to address 

some reoccurring matters, as well as new ones. 

One of those matters is Claims Management Companies 

(CMCs). Members have long been frustrated with certain 

CMC practices and tactics. As such, we have provided 

support and guidance in this regard. You should have 

seen a number of updates and communications on this 

topic from the CCTA. Your experiences and input have 

been vital in our dialogue with the FCA.  

They have helped us raise our concerns about some CMCs, 

and consequently, we were pleased to see that the FCA 

recently issued a Portfolio Letter to CMC firms, highlighting 

some of the concerns we have been raising.  

So, continue to speak to us about what you are seeing and 

experiencing with CMCs. We know that, like us, many members 

were frustrated to hear that the Financial Ombudsman Service 

(FOS) decided that they would not be looking into charging 

CMCs for the use of FOS services. Despite this, we have continued 

our push in this regard in face-to-face meetings with them. It is 

somewhat of a relief that they have agreed that they will not 

completely close this matter for now.  

Another key topic that has opened up dialogue across the 

financial services industry is the reform of the Consumer Credit 

 I want to move away from (the 

Consumer Duty) for now and update 

our members on other key regulatory 

and legislative matters that we have 

also been progressing.



At Lantern, we’ve been 

reflecting on the trends we’ve 

seen over the past year and 

how we should approach 

the challenges ahead. We’ve 

distilled these reflections into 

three ‘must adopt’ strategies.
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challenges ahead
As we enter 2023, there has been a discernible shift in the 

conversation around the UK’s cost-of-living crisis. Increasingly, 

the focus is on a subject we know all too well: household debt. 

From debt advice charity StepChange warning it will take years for 

Christmas borrowing to be repaid, to NatWest announcing it will 

extend the amount of time customers have to repay unsecured 

loans or overdrafts by six months – lenders and collection 

businesses are being forced to ask some tough questions. 

As Chris Leslie, CEO of Credit Services Association (CSA) puts it: 

“The squeeze on available income after accounting for essential 

expenditure is still set to get worse in the coming year – which in 

turn will raise the number of households in deficit budgets and 

make the collections challenge harder still.” 

At Lantern, we’ve been reflecting on the trends we’ve seen over 

the past year and how we should approach the challenges ahead. 

We’ve distilled these reflections into three ‘must adopt’ strategies 

for lenders and debt collection businesses:

STRATEGY #1 (LENDERS)  

Improve ‘up-stream’ care of vulnerable customers

Some lenders have a mixed record when it comes to effectively 

categorising and looking after customers who are truly vulnerable 

and unable to pay. The temptation has often been to offload non-

performing debts to collection businesses – but in the current 

crisis, they should consider some tough questions around their 

duty of care.  Sonex Financial (part of the Lantern Group) – a 

specialist white label service, helping lenders look after vulnerable 

customers in a bespoke fashion, are seeing first-hand lenders’ 

response to the cost-of-living crisis. 

According to CEO Stefan Russell: “It's crucial for conversations 

to be held by the right people, who can empathise with the 

difficulties faced by customers in today’s climate.  Having a team 

who understand and can relate to the challenges is important 

for building trust and long-term relationships with customers, to 

provide a caring, effective and compassionate customer service 

for as long as it takes”.

Denise Crossley
CEO 
Lantern
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STRATEGY #2 (COLLECTION BUSINESSES) 

Prepare to be flexible and patient on repayments

The cost-of-living crisis has been part of our 

day-to-day conversations with customers for 

the past year. Overall, we’re not seeing significant 

reductions in repayments – with customers 

choosing to reduce spending in other areas and 

preferring to maintain their existing, affordable 

repayment plans. 

From Lantern’s perspective, this can be explained 

by the fact that many of our customers are already 

in vulnerable circumstances, with repayment plans 

forming only a small proportion of their net disposable 

income. These customers are naturally resilient when 

it comes to cutting back household spending, generally 

used to very tight budgeting in their day to day life. 

Across the wider collections industry, there are stories 

of fewer payments in full or settlements, as customers 

choose to hold back on using savings accrued during 

the pandemic. This is also potentially an indication of a 

new kind of customer experiencing debt for the first time 

– one that should push lenders and collectors to ask the

honest question: “What is actually the right outcome for the 

customer here?”

STRATEGY #3 (LENDERS & COLLECTION BUSINESSES) 

Rethink assumptions around vulnerability

In many ways the cost-of-living crisis acts as a magnifying lens 

on the reality of collections amongst the vulnerable population. 

This crisis is simply magnifying what’s already there. It is forcing 

everyone to see the complex reality of ‘vulnerability’ – what this 

really means for people’s everyday lives, and how it impacts their 

ability to manage or repay debt. These nuances have always been 

there; the cost-of-living crisis has just made this picture much 

more visible.



L E A D I N G T H E  W AY
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can't see 
the wood 
for the trees?
E N H A N C I N G  C L A R I T Y  I N  D E B T  C O N S O L I D AT I O N

If the FCA’s expectations do evolve in this area, the crux is likely to 

be on achieving balance at all stages of the customer journey. This 

includes ensuring the customer is aware of the risks of consolidation 

whilst not being actively discouraged from something which has 

the potential to make monthly budgeting easier. 

APPROACHING LENDERS

If a customer approaches a lender directly, for example when 

seeking an unsecured personal loan from their current account 

provider, it should be a reasonable expectation that the lender 

sets out an individual, tailored quotation, including the overall 

cost of servicing any new debt which the customer may enter, 

and how the overall cost of the new borrowing compares with the 

customer’s existing debt.  

Doing this will never be straightforward, as the lender would 

have to make a series of assumptions, including on the stability 

of future repayments a customer may make on their existing 

borrowing, and on the stability of future interest rates in any 

existing variable-rate credit products.  

This information, even if only illustrative, would help the customer 

make an informed choice about whether to enter the new 

borrowing to repay existing credit, retain their existing debt, or 

seek alternative debt-solutions. The provision of information at 

this level could be a future expectation from the regulator, and 

one which firms should consider now.

Frequently, customers do not make a direct approach to a 

lender – at least not without having first used price-comparison 

platforms, eligibility-checking services, or other more traditional 

forms of credit brokers. By the time a customer submits a ‘final’ 

application (i.e. a hard-credit search in the anticipation of entering 

into a specific regulated credit agreement), they could have 

already gone through a series of steps such as:

1. being declined by a lender

2. approaching a broker to benefit from eligibility-checking

services before applying to further lenders

3. being declined again and proceeding to another credit broker

where the journey may start again.

This means that a lot of brokers and lenders may have involvement 

in the chain of events leading to a customer shopping around for 

credit before entering into a regulated credit agreement. Further 

complications can arise where one of the solutions presented to 

a customer is a debt-consolidation loan to be secured on their 

home by way of second charge, when the customer was initially 

seeking unsecured credit. Whilst this will be subject to advice and 

recommendation under the FCA’s mortgage suitability rules, the 

customer should be in no doubt that they are securing previously 

unsecured debt, particularly important when the product they 

initially sought was likely to have been unsecured.

STEPS FOR FIRMS TO FOLLOW

Considering the evolving regulatory landscape, firms would 

benefit from reviewing the following elements: 

• the customer journeys they are part of

• their inflows and outflows of customer data up and down the

broker-to-lender journey

• what disclosures and messaging their customers have received,

and are yet to receive, as they move along the journey towards

making the final decision whether to borrow.

Simply making or receiving an introduction, depending on whether 

you are a broker or a lender, without a detailed understanding of the 

customer’s journey and experience may no longer be considered 

a sufficient duty of care for the customer’s information needs.

Customers with existing credit (whether loans, credit cards or hire 

purchase deals) are frequently targeted with tempting promotions 

for 0% introductory deals or personal loans with lower APRs than 

they currently pay. Debt consolidation solutions can be hugely 

beneficial to some customers who struggle with their monthly 

debt repayments, a situation likely to worsen if the pressures on 

the cost-of-living increase. However, whilst consolidating debts 

can make monthly budgeting easier or may mean a customer 

pays lower APRs, these are often accompanied by a significant 

increase in the overall amount the customer repays. 

It’s not unreasonable to assume, particularly as the regulatory 

landscape continues to evolve, that the FCA may expect 

improvements in customer journeys and increased clarity in the 

information presented to customers. This not only includes the 

monetary benefits of consolidation, such as a lower monthly 

repayment or a lower APR, but also the salient disadvantage of 

how much larger a customer’s overall indebtedness may become.  

It would not be ‘disclosure for disclosure’s sake’, but an evolving 

step in helping the customer work out whether any proposed 

consolidation may be in their best interests. At first glance, it 

would be easy to assume this is a straightforward decision for a 

customer in problem-debt. However, they might benefit more 

from seeking debt-advice rather than simply re-borrowing.   

Mike Harrison
Practice Lead, Insurance & Lending

Bovill
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that the Pursuer was barred (estopped) from rejecting the car 

because of his continued use of it. The court found for Black 

Horse and granted summary decree against Mr King. Mr King 

appealed to the Sheriff Appeal Court.  

THE APPEAL HEARING

The SAC confirmed the long standing rule that a person cannot 

use goods after rejecting them. In quoting a case from 1898, the 

SAC noted that to allow a party to reject goods and then continue 

to use them "would be a very strange theory of law". The CRA 

did nothing to change that rule. Whilst the concept of personal 

bar may apply in certain circumstances under the CRA, such 

circumstances were not present in this case.  

In addition, the SAC rejected Mr King's argument that to impose 

personal bar on a consumer in these circumstances would impose 

a significant burden which would be disproportionate and would 

not be consistent with the CRA, which was designed to give clear 

and simple rules for consumer protection.  

The SAC refused the appeal, found that the sheriff at Kilmarnock 

Sheriff Court was correct to grant summary decree against Mr 

King, dismissed the action against Black Horse and found Mr King 

liable to Black Horse in the expenses of the appeal.

WHAT DOES THE DECISION MEAN FOR FINANCE COMPANIES 

AND MOTOR RETAILERS?

This is a useful decision for motor finance companies and motor 

retailers where the vehicle is supplied under the CRA. It confirms 

that the hirer or buyer cannot purport to reject a car and then 

continue to use it.  

Enquiries should be made to ascertain if a consumer is continuing 

to use a vehicle after seeking to reject it. It will also be interesting 

to see how those acting on behalf of consumers respond. We are 

already seeing claims where consumers, unable to use a vehicle 

and unable to finance a replacement until their rejection has been 

accepted, are seeking the costs of a replacement vehicle on credit 

hire terms.  

This will undoubtedly increase the complexity, and expense, of 

such actions. It is understood that Mr King will ask the SAC for 

permission to appeal to the Inner House of the Court of Session 

so it may be some time before the final position becomes known 

in this case.

Marianne Griffin 
Managing Associate

Brodies LLP

The Sheriff Appeal Court (SAC) recently considered 
whether a hirer under a hire purchase agreement was 
entitled to rely upon his rejection of a motor vehicle when 
he had continued to use the vehicle after rejecting it. 

THE BACKGROUND

Black Horse supplied Mr King with a motor vehicle under a hire 

purchase agreement in June 2019. In October 2020, Mr King 

sent an email to Black Horse claiming that the car was not of 

satisfactory quality and was not fit for purpose. Black Horse 

disagreed and Mr King commenced proceedings against Black 

Horse arguing that, under section 9 of the Consumer Rights Act 

2015 (CRA), he was entitled to reject the car supplied to him.  

During the litigation in Kilmarnock Sheriff Court, the supplying 

dealer, Park's (Ayr) Limited, was brought in as a third party. This 

was on the basis that, if Mr King was entitled to reject the car, 

Black Horse would have a right of relief against Park's. However, 

Black Horse also argued that Mr King had continued to use the 

vehicle after he informed Black Horse that he wished to reject it. It 

was not disputed that Mr King had driven some 6,231 miles in the 

period October 2020 to November 2021.  

Black Horse moved for summary decree (judgment) on the basis 

a step too far
 SHERIFF APPEAL COURT: ALAN KING V BLACK HORSE + PARK'S (AYR) 

In quoting a case from 1898, the SAC noted that to 

allow a party to reject goods and then continue to 

use them "would be a very strange theory of law"
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Stephen Goldie
Partner

Brodies LLP

Frank Johntone
Consultant

Brodies LLP
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online service - no doubt cost reduction is also a factor. Most of the 

online Banks will have their registered offices outside of Scotland.

So what does this mean for creditors? 

Given what’s been said above in relation to the requirement for a Bank 

in whose hands an arrestment is to be served to be subject to the 

jurisdiction of the Scottish Courts, this shift to online Banks is causing 

a problem. Where a debtor or customer banks with an online Bank 

and the registered office is not in Scotland, it would seem that it is not 

possible to serve a valid arrestment.

Section 2 of the Execution of Diligence (Scotland) Act 1926 prohibits 

serving an arrestment by post out with Scotland. This came into force 

a considerable time before online banking was even thought about 

and is therefore not fit for modern purposes.

I am aware that several sheriff officer firms are now taking steps to 

raise this issue with their professional body. A change will be required 

to legislation, and this will likely take some time to be implemented. It 

does however require to be addressed to ensure those pursuing debts 

in Scotland have the full range of enforcement options open to them.

Denise Loney
Managing Director
Yuill + Kyle

S P R I N G  2 0 2 3  I S S U E 
AVAILABLE  APRIL  IN  THE MEMBER HUB

 

Many readers will be aware that a Bank arrestment is a commonly 

used enforcement tool in Scotland post the granting of a Decree 

(Judgement) for payment. It allows a creditor to secure any funds 

(over and above the statutory protected minimum balance) in a 

debtor or customer’s bank account and can be a valuable recovery 

option if the timing is right. Service is carried out by Sheriff Officers in 

person, generally at a local branch of the relevant Bank. 

The relevant Bank, and indeed any proposed party in whose hands it 

is intended to arrest funds - requires to be subject to the jurisdiction 

of the Scottish Courts and this was previously rarely a problem as the 

vast majority of Banks had branches in Scotland and jurisdiction could 

therefore be established.

However, with the rise of the so-called online challenger Banks, a 

perhaps unforeseen difficulty has come to light.

Such Banks provide all their facilities and services online and through 

apps on mobile phones and tablet devices. They have no requirement 

for physical branches. In the last decade or so, there has been a 

significant shift in how customers are using their Banks and many 

of the traditional High Street Banks are now reducing their branch 

presence, in recognition of this shift, and moving increasingly to an 
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An unforeseen consequence of the rise in online banking for creditors in Scotland?

Experiencing technical difficulties...
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an axe 
to grind?
INDIGO MICHAEL LTD T/A SAFETYNET CREDIT V THE CLAIMS EXPERTS LTD T/A IMPAKT CLAIMS

SafetyNet stated that it had received more than 5,330 claims 

from Impakt and 2,871 data subject access requests and, out of 

those investigated, it accepted 247 claims in April 2021 due to the 

FOS’s eight weeks deadline in dealing with complaints. Due to 

time constraints, SafetyNet failed to investigate claims in-depth. 

Resulting in pay outs of approximately £100,000. 

In 2022, SafetyNet brought a claim against Impakt alleging huge 

losses - in the region £440,000 - due to the volume of complaints 

Impakt lodged with the business. This resulted in wrongful  

pay-outs to customers, loss of business plus the expense of 

training staff to manage the volume of such complaints. It also 

alleged that Impakt had other failings, including the failure to 

assess and investigate the claims properly, the fact that many of 

the claims that were submitted had insufficient or no oversight 

and some claims were lodged without the customers’ consent  

which led to breaches of the Conduct of Business rules. Impakt 

rejected these allegations.  

Impakt claimed that SafetyNet could have asked for an extension 

of time to investigate the complaints if needed, which it failed to 

do. It therefore claimed that it was entirely down to SatefyNet and 

its own procedures that inevitably caused the losses.  

Impakt has requested a declaration so that it can continue to 

pursue the outstanding claims. It has put in a claim for damages 

of approx. £100,000 since SafetyNet has paid out customers 

directly and has not received the fee share Impakt has agreed 

with its customers. This case is with the High Court to decide on 

the outcome and the result is eagerly awaited by lenders and, no 

doubt, CMCs.  

ADMINISTRATION FOR SAFETYNET

However, the claimant SafetyNet went into administration on 9 

January 2023. As the matter is still with the court, the company 

may not have sufficient funds to continue with the case. The 

administrator has warned that “there is very little prospect” of any 

money being available for refunds or compensation. We shall 

await the final report of the administrator’s proposal over the 

coming weeks. 

IMPLICATIONS

If the case is to proceed and goes in favour of the lender, it will 

give some fallback on any spurious claims which some CMCs and 

law firms might bring against lenders. In the meantime, lenders are 

urged to ensure that they have adequate processes and resource 

in place to manage such claims. This is particularly important in 

light of the new Consumer Duty regime ensuring firms support 

their customers and ensure good outcomes in the whole 

customer financial journey and to manage key customer harms in 

particular affordability and forbearance. 

SOME GOOD NEWS

As well as firms looking to adapt the new Consumer Duty regime 

into their businesses, there might be some comfort to know that 

at the beginning of this year (5 January 2023) the FCA issued a 

further ‘Dear Portfolio’ letter to all regulated CMCs, setting out the 

FCA’s supervision strategy over the next couple of years including 

looking into the regulation of CMCs. This follows its earlier letter 

sent to CMCs in October 2020. This is in light of uncovering a 

number of issues lenders have experienced and raised about 

poor practices of CMCs over time. The letter also outlines its 

expectations of CMCs including how to mitigate key risks. 

The FCA, liaising with the regulators (FOS and SRA) - particularly 

on the malpractice -  may go some way to improve the way CMCs 

operate with firms in the future.

You may recall the claims management regulator was a unit of 

the Ministry of Justice and it regulated companies providing 

claims management services to England and Wales. Its regulatory 

responsibilities – which lie within the FCA Handbook under 

Conduct of Business sourcebook – passed over to the Financial 

Conduct Authority (FCA) on 1 April 2019, and this was recently 

tested in the case of SafetyNet v Impakt. 

SOURCEBOOK RULES

The sourcebook rules dictate that before a claim is pursued 

against a firm on behalf of a customer, the claims management 

company (CMC) must take reasonable steps to investigate the 

existence and merits of a potential claim. It must also ensure that 

its customers/clients have provided their consent and the relevant 

authority for the CMC to represent them.  

THE FACTS

Impakt, a CMC, was well known for raising complaints on behalf 

of customers against various lenders. Impakt has brought claims 

against lenders for providing customers with loans but had 

either failed to carry out adequate financial assessment of their 

customers or conduct proper creditworthiness checks. SafetyNet 

was one of the lenders Impakt pursued and brought a number of 

claims to SafetyNet’s door.  

Jo Davis
Partner

Auxillias



HES Fintech, a leading provider of intelligent lending 

platforms has partnered with UK payments specialist 

Acquired.com. Through this partnership, lenders using HES’ 

technology will be able to leverage a sophisticated payment 

solution designed to enable the rapid disbursement of 

loans and seamless borrower-centric collections.

As they look to build long-term relationships with UK lenders, 

Acquired.com will support HES by offering a variety of 

payment methods for borrowers including Apple Pay, Google 

Pay and Open Banking, alongside their Account Updater 

tool that allows recurring payments to be taken seamlessly 

by updating customer payment details automatically.

Ivan Kovalenko, CEO at HES Fintech states “Acquired have 

proved they can operate in a truly consultative manner by 

building a deep understanding of our  clients’ needs and 

what we want to achieve as we launch in the UK. As we 

bring our out-of-the-box solution HES LoanBox to the 

market we are excited to work with a payments partner 

which we can put our trust in to help realise our goals.”

ACQUIRED.COM ANNOUNCE 
PARTNERSHIP WITH  

HES FINTECH

OVER 90 REGISTER
FOR CCTA ONLINE
WINTER SUMMIT

It was good to see so many CCTA members join us for 

our online Winter Summit on the 1st March. We know that 

everyone is very busy, and so we have to choose where 

we spend our time. Those that decided to spend it with us 

were treated to a great presentation from Andrew Irving 

on the current financial position for UK families, reviewing 

economic factors and data from TransUnion.

We can’t talk about the economic position without 

recognising that more people will find themselves in a 

difficult position. Alternative finance has always tended to 

lend to those that are under-served by the mainstream. So, 

it was good to hear from Helen Lord of the Vulnerability 

Registration Service about their insights into growing 

vulnerability across the UK.

It is impossible to hold a meeting that talks about regulation 

without referring to the Consumer Duty. Our Summit was 

no exception as we shared insights and experience around 

implementation.

TransUnion is leading the way in the gaming sector by 

unveiling its new Open Banking for Gaming solution. 

Built with over a billion transactions, this new solution 

incorporates more than 330 categories and sub-categories 

to give gaming operators a quick and easy way to manage 

their players and promote safer gaming.

Adam Hancox, director of gaming at TransUnion in the 

UK, commented: “As well as helping operators make 

informed and responsible decisions, and strengthening 

existing relationships, our new solution offers an enhanced 

digital experience for players, thanks to a purpose-built 

screen flow which takes them through the consent and 

authorisation required for Open Banking.” 

TransUnion’s Open Banking for Gaming dashboard enables 

operators to gain insights into a player's affordability, 

with transaction categories and filtering options, to make 

considered player risk decisions using consented data.

Bank statements, warning flags, employment data and 

other sources mean that gaming operators are able to 

determine a player’s affordability and source of funds in a 
matter of minutes, helping to ensure player safety.
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Our Head of Policy & Advice, Naveed Asif, was delighted to 

be invited to Informa Connect’s Conference on Consumer 

Duty on 8th February at the Crowne Plaza in London. 

Naveed took part in a panel discussion regarding the 

consumer understanding outcome. The industry-wide 

event covered many aspects of the duty, and delegates 

heard keynote speeches from the Financial Conduct 

Authority and the Financial Ombudsman Service.  

In the panel session, Naveed was joined by other industry 

professionals to discuss how to test consumer understanding 

efficiently and effectively. The panellists also discussed 

different ways of engaging consumers throughout the 

customer journey to enable firms to apply and test consumer 

understanding metrics and outcomes.  

The session also addressed challenges such as consumer 

literacy and numeracy skills, financial resilience, behavioural 

biases and characteristics of vulnerability. The audience 

seemed particularly engaged and shared their experiences 

and challenges in addressing the consumer understanding 

outcome.  

TRANSUNION LAUNCHES 
NEW OPEN BANKING FOR 

GAMING SOLUTION

CCTA HEAD OF POLICY 
JOINS INFORMA CONNECT 

CONFERENCE PANEL

https://acquired.com/account-updater/
https://acquired.com/account-updater/
https://www.linkedin.com/in/kovalenkoivan/
https://hesfintech.com/


new members
Kingsley Napley LLP   •  London

Auto Trader Ltd   •  Manchester

Fea Card Ltd   •  London 

Brighter Lending Ltd   •  Liverpool 

Acquired Ltd   •  London

GR Finance Ltd   •  Hartlepool 

Snap-On Finance UK Ltd   •  Kettering

Asset Finance UK Ltd   •  Leeds
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CCTA WELCOME ABOARD 
NEW MEMBERS 

TO THE ASSOCIATION

CCTA ROLL OUT NEW  
CREDIT AGREEMENTS AND 
STATUTORY DOCUMENTS

After a thorough review of our long-standing credit 

agreements and statutory documents, we are pleased to 

announce that our new suite has now been published. 

In line with Consumer Duty, all of our agreements and 

documents have been reviewed and improved in terms of 

layout, readability and ease of understanding.  

We have also launched a new section of our website 

dedicated to the new agreements. From here, you will find 

details or our format options, pricing and an FAQ page. 

Our 2023 Credit Agreements brochure is also available.

You may still have stock of the previous versions. Whilst 

these are still legally valid and can be used for now, we 

strongly recommend using the new and improved versions 

post-Consumer Duty implementation date of 31st July 2023. 

If you have any queries or would like to know more, please 

email agreements@ccta.co.uk.

We are pleased to welcome a range of new members to the 

CCTA in recent months. We hope to see many of you at 

our upcoming Summit and drinks reception at Addleshaw 

Goddard's London office on Wednesday 26 April. Full 

details and a registration link for the event will be emailed 

to members in the near future.  

If you aren't currently a member but would like to know 

more, please drop us a line at membership@ccta.co.uk.

improving consumer outcomes
WHAT ROLE DOES TECHNOLOGY PL AY?

Designed to ensure higher and clearer standards for consumer 

protection, the new Consumer Duty regulation requires firms to 

take decisive action. 

Despite the initial consultation finding that many organisations were 

happy to embrace these changes, it was also acknowledged that 

extensive programmes of work would be required. In fact, the FCA 

identified thirty firms that needed to do more, with investigations 

continuing into forty others. 

Unsurprisingly, this has led to a growing number considering the 

deployment of specialist technology, designed to improve their 

understanding of customer behaviour and overall financial health. 

KEEPING TRACK OF CHANGING CIRCUMSTANCE

With the energy price cap expected to rise again this April, thousands 

of households are at risk of falling behind on their monthly 

payments. Combined with rising inflation, many are facing an 

uncertain future. 

Against this challenging economic backdrop, banks and lenders 

must prepare for the fact that a person’s circumstances might 

dramatically change. 

Tools such as Aryza Recover can provide a real-time picture of a 

person’s financial situation, as well as alerting them to any changes 

to their circumstances. The solution takes into account a person’s 

income, level of affordability and vulnerability, constantly tracking 

their situation over time.   

Having partnered with bill-switching organisations such as Uswitch, 

those using the tool can also help consumers to review their 

spending and access more cost-effective alternatives. In addition, 

Aryza’s API can access an Open Banking-driven benefits calculator, 

allowing individuals to carry out their own thorough and accurate 

benefit check, as well as flagging any unclaimed benefits they may 

be entitled to.

IMPROVING COMMUNICATION

Traditionally, if a person was deemed low-risk, they might only hear 

from their bank or lender on an annual basis or if they defaulted on 

a payment. The introduction of the Consumer Duty regulation will 

force this to change. 

Through the introduction of specialist technology, organisations 

can automatically reach out to a person should they notice a 

change in their circumstances, offering more accessible support 

and taking a more proactive approach to customer engagement. 

While there’s no denying that a lot needs to be done before 

the industry meets the requirements of the new regulation, the 

technology is certainly available to make the process easier for all 

those involved. 

Kris Costello
Group Head of Sales, Lending Division
Aryza
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https://www.ccta.co.uk/agreements-overview/
https://www.ccta.co.uk/wp-content/uploads/2023/01/Agreement-Prices-Brochure-2023-V2.pdf
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adding to the toolbox 
OPTIMISING COLLECTIONS SUCCESS: BENEFITS OF OFFERING MULTIPLE PAYMENT OPTIONS
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Karan Ridgard 
Data Development Director

Auto Trader

2. Despite this increase, used car finance is on the up: In January

2023, there were 42% more interactions with finance calculators

on our platform than the same period in 2020. We also saw a 25%

increase compared to 2021.

3 A slight shift to PCP in older age brackets, which were 

historically the preserve of HP: At the end of last year, 22% of 

five year old cars were financed through a PCP deal. 

PROTECT YOUR ASSETS

To deliver an objective and real time service to our customers, we 

are beginning to source motor finance data directly from lenders. 

Benefits of sharing finance data with Auto Trader: 

• inform consumers and industry traders of vehicles that you own

• protect against asset conversion fraud

• prevent dual financing

• ensure consumers are being treated fairly and can make informed

purchasing decisions.

Providing data to Auto Trader is straight forward and free. You can 

provide data in the same way you currently supply to HPI & Experian. 

To protect your assets, contact: karan.ridgard@autotrader.co.uk 

a look under the bonnet
AUTOMOTIVE FINANCE

Auto Trader has been authorised by the FCA, with permissions to be 

a credit broker, since 2016. In 2017, we launched our dealer finance 

product and now 74% of our retailer partners offer finance products 

through our platform. We have also offered valuation pricing 

insights since 2013 and categorise these into retail, trade, private 

and part-exchange valuation types.  

With 13,000 retailers advertising over 500,000 vehicles to 10 million 

consumers each day, as well as almost 2 million finance calculator 

interactions each month (that’s 45 a minute) our data offers a wealth 

of insight into consumer behaviour and attitudes towards credit.  

VALUATIONS

As the UK's number one automotive marketplace, we provide the 

most robust view of vehicle pricing across the industry. We serve 

more than 144 million valuations per year, with around 13 million of 

these to consumers and the rest to the broader automotive industry 

including retailers, insurance and finance companies, as well as 

government organisations. Our valuations data has many use cases, 

from historic valuations used to settle insurance claims, current 

valuations for those looking to buy and sell, and future valuations 

which can assist in residual value calculations.  

THREE KEY TRENDS IN MOTOR FINANCE

1. Used car APRs are up but not as much as new car APRs: In January

2022, the average new car APR was 5.1%. This year it jumped to

8.1% whereas used cars have only increased 1.9 percentage

points year on year, moving from 9.2% to 11.1% in 2023.

Fuelled by the pandemic, the consumer finance and lending 

landscape has changed dramatically in recent years. The demands 

of today’s tech-literate population are higher than ever, and 

consumers expect a streamlined end-to-end payment experience.

With Direct Debit often used as the default payment method, are 

lenders missing out on an opportunity to grow their customer base 

and increase conversion by failing to offer alternative payments 

methods as part of their collections strategy?

Given the uncertainty of the current financial landscape, coupled 

with the shift towards greater consumer protection and a focus 

on Consumer Duty, lenders now have a unique opportunity to 

reimagine their collection techniques.

CUSTOMER-CENTRICITY

With huge challenges facing UK borrowers, lenders should 

possess a high level of understanding of their customers’ needs 

and preferences across every channel. When serving borrowers 

of all ages and payment preferences, the ability to offer payment 

methods including digital wallets, payment links and Open Banking 

can help appease a multi-generational customer base.  

CARD PAYMENT

By setting up a Continuous Payment Authority (CPA) lenders 

can vary payment amounts and the date when payment will be 

collected. CPA also allows for speedy settlement and live data 

enables strategic decision-making about borrowers in real time. 

In line with Consumer Duty, this means lenders have a greater 

chance of ensuring a successful outcome. Handy solutions like 

Account Updater can also be used in parallel with CPAs to ensure 

that customer card information held by lenders is automatically 

updated, optimising success rates and reducing admin time. 

DIGITAL WALLETS

The convenience and security of digital wallets including Apple 

Pay and Google Pay makes them an excellent option for ad-hoc 

collections, particularly for lenders serving a younger customer 

base. Apple Pay can also be used to tokenise card details for CPAs, 

making the onboarding process highly efficient. 

OPEN BANKING

Working with a Payment Initiation Service Provider who is 

authorised to initiate payments directly from customers bank 

accounts through Open Banking can be transformative for 

lenders. From a customer perspective this means payments can be 

authorised efficiently and securely, and from a lender perspective 

this helps save costs on transaction fees, particularly when dealing 

with high average transaction values. 

CONCLUSION

When lenders attempt a collection for the first time through a CPA, 

if the payment fails due to insufficient funds, rather than retry the 

same method, they could then send a link with the option to pay via 

Digital Wallet and PayByBank. By allowing borrowers to choose which 

account they make payments from, or to immediately let you know 

they're struggling to pay, not only provides great customer service 

but also improves customer retention and reduces admin costs. 

Acquired.com offer alternative payment methods including Pay By 

Bank, Card payments and Digital Wallets. Get in touch if you are 

interested in diversifying your payment strategy.

Jessica Bayley
Head of Marketing
Acquired.com

https://acquired.com/
mailto@karan.ridgard@autotrader.co.uk
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Simon Gregory
Sales Director 

Data on Demand

bracing for impact  |  ID.VU THOUGHT LEADERSHIP

The scale of impact is being felt broadly across the UK and not 

just by those in a persistent state of financial vulnerability. 2022 

saw government support such as furlough drop away as prices 

increased. This has led to aftershocks as consumers who have been 

historically financially stable see savings dwindle and disposable 

income reduce, or disappear completely.  

Data from the Bank of England shows credit card borrowing hit its 

highest rate since 2004 and use of Buy Now Pay Later increase as 

consumers look to alternative means to support their living costs. 

Over 31% of the applications for High Cost borrowing seen in 

December were from individuals applying for the first time 

IMPACT ON FIRMS SERVING CONSUMERS

Some key themes and solutions we have been discussing with 

clients as they prepare for 2023: 

• Don’t rely on the status quo – Volatility brings increased

change and risk. To understand how that impacts your customers

alternative sources are critical to support BAU process.

• Be Pro-active – Consumers may not feel comfortable speaking

to you directly. Prepare to support inbound communication, but

focus on how you engage proactively and provide other avenues

for them to share problems.

• Focus on outcomes – Do your processes/partners deliver the

right outcomes for consumers? Identify areas for improvement.

Data On Demand take a look at the backdrop of the cost-of-living 

crisis focusing on the changing impact to consumers, what firms 

can do to help and what their own insights show. 

IMPACT ON CONSUMERS 

The challenges facing firms in 2023 on how best to support their 

customers will be no less challenging than the ones faced in 2022 

which saw a sustained period of volatility and financial stress for UK 

Consumers. As we move into 2023 that situation will continue to 

evolve and also to impact new people.  

Christmas was a welcome break for consumers, but also put further 

strain on spending with increased cost and for some, unaffordable 

borrowing. In a poll by the BBC, over a third of respondents who 

used credit to get through Christmas said they were not confident 

about their ability to repay.  

Across November and December we saw over 1.2 million loan 

applications from consumers for High Cost Credit with a 30%  

increase on application volumes from 2021 

Energy prices were a significant challenge across 2022 and remain 

so. This meant tough decisions for those with little, or no disposable 

income who couldn’t afford to heat their homes through winter. 

Research by Abrdn Financial Fairness Trust suggested as many as 

75% of UK households had reduced usage to avoid cost.    

Over 50% of High Cost loan applications across Q4 2022 were for  

“household bills”, equating to over £358 million in request support
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Nicola Crump
Director & Regulatory Consultant 
Themis Consultancy

fair warning given  |  FCA EXPECTATIONS IN REGARDS TO HANDLING BiFD

• effective signposting to free and impartial debt advice

• ensuring that fees and charges for those in arrears or payment

shortfall are applied fairly and only reflect reasonable costs incurred.

The FCA reports that this BiFD project included surveying over 400 

lending firms, linked consumer research and deep dive assessments 

into 65 firms. The deep dive process in part involved the FCA 

reviewing customer files to assess firms’ delivery of forbearance for 

a sample of individual customers across different sectors. 

At the time of writing, the BiFD project team reports that 32 of the 

65 firms lenders have been asked by the FCA to make changes to 

improve the way they treat their customers and by November last 

year, seven had agreed to pay £12 million in compensation to nearly 

60,000 customers.

NEXT STEPS

It would be easy to think that just because you’re not one of the 

unlucky 65 firms selected from the 400 surveyed to take part in 

a deeper dive review that you need not act, but that would be ill-

advised, particularly in light of the new Consumer Duty, which, 

while not yet in force, raises the bar on consumer outcomes.

The FCA have been clear in their expectations in publishing this 

report – firms need to consider the contents and take immediate 

action where necessary. This means making changes and if 

necessary, remedying any past failings.

It’s been just over three months since the FCA published its report 

on borrowers in financial difficulty (BiFD) in November 2022. Prior 

to this report, in June 2022 the FCA published a Dear CEO letter 

on this very topic, telling more than 3,500 lenders how they expect 

them to support borrowers who may be struggling due to the rising 

cost of living, based on the interim project findings. More recently, 

in his blog published on 6th February, Sheldon Mills reminded how 

the FCA is working hard to make sure firms treat customers fairly 

during the cost-of-living pressures. 

WHAT IS BiFD? 

The BiFD project to support consumers facing payment difficulties 

due to coronavirus was launched by the FCA in March 2021. Its 

aim is to ensure firms are meeting the expectations set out in the 

Tailored Support Guidance (TSG) and where failings are identified, 

the FCA are clear – they will use their supervisory and enforcement 

powers to intervene. 

BiFD FINDINGS

While the FCA stressed that they had observed examples of firms 

delivering good outcomes, their report urged all lenders to focus on 

improving outcomes relating to the following:  

• encouraging and facilitating customer engagement

• ensuring sufficient resource, as well as ensuring staff are

adequately trained and experienced

• providing appropriately tailored forbearance solutions to

customers which take account of their individual circumstances

• effective governance arrangements to ensure there is adequate

oversight and quality assurance of forbearance processes in

place and the customer outcomes are monitored and achieved



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.

0207 606 8855 

addleshawgoddard.com

CONSULTANCY

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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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

SYSTEMS & SOFTWARE

Acquired.com is a payments specialist who offer tailored payment 

processing and digital banking solutions. Our solutions are custom 

built to overcome the many challenges faced when processing, 

collecting and remitting payments, we continuously innovate and 

build customer-led solutions. Acquired.com’s deep data expertise 

and consultative approach streamlines and digitises payments, 

enabling businesses to accelerate their growth. We have now 

become a single, one-stop-shop platform for all payments needs.

Customer centric and agile software development by our 

in-house team means businesses can rapidly integrate the 

solution which best suits their needs. We pride ourselves on our 

consultative approach, providing best in class service with a view 

to resolving complex payment challenges.

Acquired.com are an FCA regulated business, an EMD Agent and a 

licensed Payment Initiation Service Provider.

0203 982 6580 

acquired.com

https://acquired.com/
https://www.addleshawgoddard.com/en/
https://www.alphlegal.com/
https://www.aptean.com/en-US
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Aryza is a pioneering technology company, we work with our 

customers and partners to create and deliver solutions that 

improve the financial health and lives of the millions of people that 

engage with our products every day. Our mission is to transform 

the financial relationship businesses have with their customers.

Focused on the credit, debt recovery and insolvency sectors. 

Aryza’s solutions automate a wide range of activities including loan 

origination and management, data collection and affordability 

assessment, administration, recovery, and payment processing, 

covering every stage of the credit cycle.

Aryza’s solutions are underpinned by unrivalled expertise and 

powerful data.  Since its foundation in 2002, the business has 

grown rapidly. Today it has global operations across four continents.

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.

07921 309 870 

brodies.com

LEGALASSOCIATE

Auto Trader Group plc is the UK and Ireland's largest automotive 

marketplace. Our marketplace sits at the heart of the car buying 

process, with the largest number of buyers and the biggest choice 

of trusted stock.  

Auto Trader exists to change how the UK shops for cars by 

providing the best online car buying experience and enabling 

all retailers to sell online. We are building stronger partnerships 

with our customers, using our voice and influence to drive more 

environmentally friendly vehicle choices and creating an inclusive 

and diverse culture for all of our people. Auto Trader listed on the 

London Stock Exchange in March 2015 and is a member of the 

FTSE 100 Index.

0797 000 2479 

plc.autotrader.co.uk

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.co.uk

https://www.arceuropeltd.co.uk/
https://www.aryza.com/
https://plc.autotrader.co.uk/
https://brodies.com/
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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

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

DebtStream is a digital “self-service” debt collections platform, 

enabling any businesses carrying consumer or commercial credit, 

such as debt collection agencies, lenders and utilities providers, 

to engage with their clients online under their own brand. Our 

platform enables our clients to engage with their customers in a 

compliant, non-threatening or imposing manner, whilst reducing 

operational costs and increasing revenue.

Designing through the customer lens has been the foundation 

of our products and services. We specialise in the delivery of 

exceptional customer experience through our digital products 

focused on the collections and recoveries sector.

Our products and approach has evolved through our significant 

experience leading the digital transformation across collections 

operations within the UK and across Europe.

07710 900 330 

debtstream.co.uk

SYSTEMS & SOFTWARE

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.

COEO 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 324 516 

coeo-group.com/en

DEBT PURCHASE / COLLECTION

https://www.coeo-group.com/en
https://www.credit-connect.co.uk/
https://dataondemand.co.uk/
https://debtstream.co.uk/
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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.

07921 848 829 

lanternuk.com

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

Kingsley Napley is a leading UK based law firm providing expertise 

for our clients’ business and private lives, when it matters most. 

We advise in the following areas: employment law, private client 

advisory, public law, criminal defence litigation, corporate and 

commercial, dispute resolution, family law, medical negligence 

& personal injury, regulatory, real estate, construction and 

immigration. The firm is proud to have been judged The Lawyer’s 

“Independent Law firm of the Year” in July 2022.

02078 141 200 

kingsleynapley.co.uk

LEGAL

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.

0844 811 8039 

equiniti.com

SYSTEMS & SOFTWARE

https://equiniti.com/uk/services/eq-digital/credit-services/
https://www.hilldickinson.com/
https://www.kingsleynapley.co.uk/
https://lanternuk.com/
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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 721 954 

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.

0125 353 1250 

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

SYSTEMS
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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

https://lightfoots.co.uk/
https://www.oysterbaysystems.com/
https://www.perchcapital.co.uk/
https://prinsix.com/
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CONSULTANCY

Square 4 was founded with the vision to support people and 

businesses to grow and thrive across the evolving spectrum 

of conduct, financial crime and operational risk. We do this by 

leveraging technology and expertise to design bespoke solutions 

across our core service lines of: governance, risk and compliance, 

fraud and financial crime, technology solutions and people. 

We provide an unrivalled level of interaction – service and expertise, 

supporting firms across a diverse and changing regulated agenda. 

We have extensive experience incorporating the ‘big four’ 

professional service firms, industry regulators, leadership roles 

within Global Systemically Important Financial Institutions and 

other outsourced learning, resourcing and consultancy providers. 

We combine this with best-in-class technology to support firms 

to manage regulatory risk, ensuring clients meet the diverse needs 

of their stakeholders and customers.

08451 394 444 

square4.com

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

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

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

https://www.productpartnerships.com/
https://www.restons.co.uk/
https://www.square4.com/
https://www.themisconsultancy.co.uk/
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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

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.

03300 247 574 

transunion.co.uk

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

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


51 52THE DIRECTORY

LEGAL

Established in Glasgow in 1908, Yuill + Kyle is one of Scotland’s 

leading debt recovery and credit control law firms. The firm 

provides a vast range of tailored debt recovery and credit control 

facilities to SMEs, small traders, multinational corporations, 

international banks and debt recovery organisations. Flexibility is 

the cornerstone of the firm’s operations, enabling them to deal 

with the particular circumstances of each case in a customised 

fashion, and its approach is underpinned by rigorous regulatory 

compliance. Yuill + Kyle also holds four global International 

Standards Organisation accreditations for Quality Management, 

Business Continuity, Information Security Management and 

Environmental Management, ensuring that all of its debt recovery 

advice is delivered to the highest standards. 

In 2017, Yuill + Kyle became part of the MacRoberts Group, allowing 

them to provide debt recovery services alongside wider and more 

diverse legal services throughout Scotland and further afield.
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