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As we head toward the end of 2023, it is time to reflect on the year and publish our Year in Review. 

This is our opportunity to bring together all the elements of CCTA work and explain how we speak on 

behalf of members, share the insights from discussions and build a strong network.

In recent years, finding the CCTA drawn toward one sector and one major problem has not been 

unusual. This year is different in that we have seen the emergence of issues across the membership. 

During 2023, we talked to members about motor finance commissions, high-cost lending 

affordability, Buy-Now Pay-Later (BNPL) to our retail lenders, and the technicalities of proxy 

measures. We offered support to another group of members with individual concerns 

they wanted raised. While that was going on, just about every member had to look at the 

implementation of the Consumer Duty.

The Consumer Duty has been a constant theme over recent years. We came into 2023 

focussing on preparation for implementation. This had been at the core of our advisory work 

and our programme of events. That continued throughout this year. The implementation date 

was never the destination. It has always been the end of an early stage on this journey.

It is fair to say we are now entering a new phase. The Financial Conduct Authority (FCA) 

increasingly sees firms' conduct through the Consumer Duty prism. As we close 2023, 

we can see how the FCA might use this. It will be more critical than ever that firms share 

experience and make the best case possible when challenged.

Alongside our policy work, the focus has been on improving the operation of the CCTA.  

All of us involved with the association recognise that we are here to support our 

members and must maximise the resources provided.  

We have also looked at how technology can help us deliver our services, including 

continuous improvements to how members manage their membership. 

We launched our online learning platform – CCTA Academy. We have a long history 

of providing specialist training. The pandemic paused that model, and we have been 

working on adapting it. We will provide training in a way that fits the modern needs 

of our members, and the online platform is our first phase.

The retention of our existing members remains very high, and I believe that this is 

partly due to the excellent relationships with our membership community. Many 

thanks to all of our members for their support during 2023.

looking back
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Advocacy is all about being the strongest and best voice that we can be for our members. 

It is sometimes about shouting through the press and media but is more often about 

getting our message across to those who have influence in matters that are important to us. 

 

Our advocacy tends to focus on three key organisations - FCA, FOS, and HM Treasury. We 

are also building relationships with many other organisations such as debt charities, think 

tanks, researchers and other trade associations.

 

With that in mind, we started the year with a Summit at which TransUnion presented. 

They provided an update on what they were seeing in terms of the broader economy and 

the impact on the lending market. The cost-of-living crisis is something that has loomed 

throughout the year. We have kept a close eye on what it might mean for the regulator’s 

expectations of firms.

 

We also continued our collaboration between the various trade associations that cover 

credit on issues that are of importance to our members. Part of that work has been on the 

value of credit to UK families and businesses. 

 

Trying to find a space in between Conservative leadership elections, we talked to a small 

number of Conservative MPs about the importance of credit provided by our members.

Our focus on access to credit continued with a new report from Fair4All Finance that 

showed the growth in illegal lending and a link to the fall in regulated credit. Our CEO, 

Jason Wassell, was asked to join the sounding board for this publication.

 

Fair4All Finance estimated that over three million people may have borrowed from illegal 

lenders over the last three years. We used this new research with important stakeholders 

to demonstrate the scale of the problem. 

 

The summer months meant another Summit for our members and this time we were 

joined by Peter Tutton, Head of Policy at StepChange Debt Charity. Peter talked about 

some of the issues and trends that they were seeing including changes in the motor 

finance market. 

 

July was the deadline for implementation of the FCA’s Consumer Duty. We have said 

previously that this was just the beginning and since then we have been meeting with the 

regulator to better understand their expectations of firms moving forward. 

Our CEO was asked to join the Interim Working Group looking to bring forward plans for 

a new organisation to govern credit information. The FCA 

review has taken so long, and it is fair to say that we are 

concerned about some of the recommendations.  

 

Just ahead of the start of autumn, the Financial Services 

and Markets Act meant changes to the regulation of Credit 

Unions. Credit Unions could now offer a different range 

of products, but it also made changes to how they can go 

about securing funding. This was problematic for some of our 

members that offer social lending, so we engaged with HM 

Treasury to highlight these concerns.

 

In September we were delighted to have both the FCA and 

FOS as keynote speakers at our annual conference held in 

Manchester. As key stakeholders for the alternative lending 

sector, it was important to have them present to members but 

also listen to their concerns throughout the day. 

 

The conversations with the FCA about issues in the sector are set to 

continue. We met with the FCA’s Sheldon Mills, Executive Director 

of Consumers and Competition to discuss how we can work 

together in the future. 

 

November proved to be a busy month, kicking off with a government 

reshuffle which meant a new Minister in HM Treasury responsible 

for financial services. We also secured coverage in the Sunday Times 

around our arguments against the FCA’s Product Sales Data proposals 

and what it would mean for the sector. 

 

December brought the news that the FOS intends to move forward 

with charging CMCs to access its services, something the CCTA has 

campaigned for in recent times. A consultation on the proposed rules is 

expected shortly.  

 

As this is published, plans are in place for the FCA’s Cost of Living team to 

come along and speak about their work and expectations as we head into 

winter, so we close the year with a return to the issue that we started with.
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In addition, the CCTA published a cost of living paper that addressed the 

continued impacts on the cost of living from inflation, food and energy prices.

Our upcoming Summit on 12th December will continue focusing on these 

areas, with the Money Advice Trust discussing vulnerability and the FCA's BiFD 

Team addressing tailored forbearance support for those in financial difficulties.

Aside from this, we have continued to monitor and challenge poor CMC practices 

and behaviours. Through our CMC Update communications, members have 

heard about the different CMCs that prove troublesome, and we continue to liaise 

with the FCA to raise the concerns that our members flag. We have recently raised 

concerns directly with the FCA's CMC Team about the poor practices of two CMCs, 

which remain highly problematic for our members.

 

This year, we also introduced the idea of Special Interest Groups to focus on bringing 

together members interested in common sectors. 

We started with motor finance and have been running roundtable discussions on critical 

topics within the sector. This includes commission disclosures, complaints, legal cases 

and vehicle immobilisers. Feedback has shown that these roundtables are very useful, 

and we will continue with Special Interest Groups next year.

We have also provided tailored support and insights via the CCTA Advice Line. This service 

is used by members who seek support on individual firm matters. This year, we helped and 

guided on various issues, providing support to over 75 individual member requests.

In addition to the policy initiatives mentioned above, we continue to work on several other 

areas as developments occur. We will continue to update members on the Product Sales Data 

consultation and the Proxy Measure consultation.

C O N S U M E R  D U T Y

C L A I M S  M A N A G E M E N T  C O M P A N I E S

S P E C I A L  I N T E R E S T  G R O U P S

A D V I C E  L I N E

V U L N E R A B I L I T Y ,  F O R B E A R A N C E  &  C O S T  O F  L I V I N G

Our members primarily drive our work on policy and insight matters. We are drawn to 

trending regulatory and industry matters our members express concern about. Needless 

to say, one of the main topics that the CCTA has focused on this year is Consumer Duty. 

Following on from last year, where we discussed the Duty in our Summits, held workshops 

and issued guidance papers, we have continued that support and insight throughout this year. 

We issued information exchange templates to support members before the April deadline. 

Similarly, the Duty continued to be a talking point throughout our Summits and into our 

annual conference in September. 

Post implementation, we continued our dialogue with the FCA and the FOS around their 

expectations of firms. This led to the CCTA issuing guidance on five key areas that firms 

should focus on post-implementation. 

We have repeatedly said that addressing the requirements of the Duty is more of a journey 

rather than a destination. As such, we will continue to liaise with the regulator and support 

members in aligning their business models and operations to the regulator's expectations. 

There is more to come, so keep an eye out for our communications going forward.

Leading from the requirements of the Consumer Duty and into the current economic 

environment, we have seen a more concentrated focus on areas such as vulnerability, 

forbearance and the cost of living. 

The FCA continues to highlight the importance of their work around Borrowers in Financial 

Difficulty (BiFD) and their expectations of firms to support such consumers. Consequently, 

the CCTA has also focused on providing insight to our members on vulnerability, forbearance 

and the impacts and challenges of the current cost-of-living crisis.  

In the Spring Summit, we had our associates, TransUnion, provide insights on the impacts of 

the economic environment on consumer credit customers and the Vulnerability Registration 

Service (VRS), highlighted the implications and challenges for vulnerable customers. 

StepChange then gave insights into consumer debt and forbearance at our Summer Summit. 
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A weekly email that includes an update from our CEO as well as a roundup of industry 

news, upcoming events, LinkedIn latest and CCTA team activity.

These emails include links to CCTA Guidance, CCTA Magazine and CCTA Inform. 

A full review of 2023 publications can be found on page six.

CCTA Event emails include information and registration reminders for 

upcoming Summits, Workshops and the annual conference.
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Information emails provide updates on a range of subjects that are of 

interest to members. Our 2023 Information emails are listed below. 

04 Jan  2022 Feedback request

17 Jan CCTA agreements - update

25 Jan  Consumer Duty update

14 Feb  Commisson complaints update

01 Mar FCA Consumer Duty roundtable

29 Mar CMC update

06 Apr Guidance Paper (01/23)

31 May CMC update

01 Jun Guidance Paper (02/23)

28 Jun Illegal lending report launched

03 Jul Consumer Duty - one month to go 

20 Jul Home-collected credit - update

26 Jul CCTA agreements - update

31 Jul Consumer Duty update

07 Sep Key focus areas post Consumer Duty implementation

14 Sep Motor finance roundtable report

23 Oct CMC update

02 Nov PDF consultation and FCA webinar

20 Nov CCTA Academy launched

24 Nov Motor finance roundtable report

30 Nov CCTA Academy launched (re-issue)

13 Dec 2023 Feedback request

INFORMATION  EMAILS

RESPONSE  EMAILS

12 Jan Consumer Duty feedback

16 Jan 2022 Feedback - final reminder

15 May Motor finance members survey 

22 May Motor finance members survey (reminder)

05 Oct 2023 Conference feedback

CCTA UPDATE

PUBLICATION

CCTA EVENT

INFORMATION
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BACKGROUND
 
You will know as well as we do that commissions in finance transactions have long been part of the financial 

services industry. 

It is not just in consumer credit, so this is a fundamental element. Whether it’s mortgage broking, pensions, personal 

loans, motor/asset finance, or financial advice, commissions have existed in almost every financial services sector. 

Depending on a broker’s or introducer’s business model, commission payments generate additional, if not entire, 

revenue streams for such firms. It was always bound to be an area of regulatory focus.

In years gone by, we have seen various commission models and payment arrangements between lenders and 

brokers/introducers. Some of the most common include fixed/flat fees, fixed/flat rates, the rate for risk, scaled 

commission rates, discretionary models, Difference in Charge (DiC) commissions, and volume-related bonuses.

The financial services industry will be well aware that, following FCA’s extensive review of the motor finance market, 

the regulator moved to ban discretionary DiC commission arrangements and apply commission disclosure changes 

with effect from 28th January 2021. 

Accordingly, the rules around commissions and disclosures were updated in the FCA’s Consumer Credit  

Sourcebook (CONC), primarily in CONC 3 and CONC 4. 

 

CURRENT SITUATION
 
Since then, however, the industry has seen a rise in claims and complaints concerning unfair and/or undisclosed 

commission arrangements. Motor finance lenders and brokers alike have reported increased claims in this regard, 

mainly via claims management companies (CMCs) and legal firms.

Through our engagement activities, we have found that:

 As affordability complaints are maturing, commission complaints are rising for firms

 

 The Financial Ombudsman Service (FOS) currently has many commission-related cases and numbers are 

 increasing

 From our discussion with the FLA and FOS, we have heard reports of over 300,000 Data Subject Access 

 Requests (DSARs) in respect of commissions.

 Some such complaints are going to court for further technical evaluation and conclusion. 

 

In our most recent discussion about commission cases with the FOS, we were told that: 

  The number of commission complaints has risen to about 4,500

  That the FOS team is working on test cases that will set the direction for future decisions 

  That these provisional decisions will be published at the close of January, or more likely in early February.

UPDATE  COMMISSIONS AND DISCLOSURES
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UPDATE 
Commissions & disclosures

UPDATE 2 
Commissions & disclosures

CCTA INFORM 
Spring 2023 issue

LAUNCH OF FAIR4ALL REPORT INTO ILLEGAL LENDING
 
Those of you that joined our online Summer 2023 Summit on 27 June will have heard me talk about the  

imminent launch of a new report into illegal lending by Fair4All. I have spoken about this in the past and I was  

delighted to be involved on the sounding board that helped guide the report. We also had the research lead, Niall 

Alexander, speak at a past CCTA Summit.

I am pleased to say that the report on illegal lending will be published this evening in Parliament. We can also 

expect this to receive some media attention during the day. 

As you may recall Fair4All is the organisation established to promote access to credit and support the growth of 

credit unions and CDFIs.

Our campaign has long been about raising concerns about the growth in illegal lending and the link to the  

reduction in regulated credit. I think Fair4All are very clear in that they make specific mention of the demise of 

home collected credit, along with other references to the reduction in HCSTC and other non-bank products.

The report from Fair4All also suggests that illegal lending is as bad as was described by the Centre for Social  

Justice when they said over a million people a year are using illegal lenders. In this report, they suggest 3 million 

people have been in contact with illegal lenders over the last three years.

There will be no surprise that Fair4All believe that there is a solution that is based upon credit unions and CDFIs. 

However, the gap between supply and demand is getting bigger even while credit union lending grows.

The CCTA will be pushing for everyone to recognise that commercial lenders have a role to play. 

While we have a professional team that will work on our strategy, there is also a benefit in tapping into the  

wider CCTA network. If you can help us promote our message, for example with your local MP, then that would 

be helpful.

To read the full report click here.

 

SUMMARY 
 
• Over 3 million people in Great Britain may have borrowed from an illegal moneylender in the last three years  

 according to new research by IPSOS for Fair4All Finance. 

• Results from a new online survey amongst a representative quota sample of GB adults aged 18-75 found 7%  

 said that to the best of their knowledge, they or someone in their household has borrowed from an 

 unlicensed or unauthorised informal money lender who charges interest (sometimes known as a loan shark).

• The prevalence of unregulated lenders is further explored in a separate lived experience report published  

 today which highlights the relative ease that people can access thousands from illegal moneylenders in  

 towns and cities around the UK. 

UPDATE 28 JUNE 2023  |  ILLEGAL LENDING

A Company Limited by guarantee and registered in England. Registered No. 00034278 VAT No 232 4655 76

UPDATE 
Illegal lending

GUIDANCE
Spring Summit

CCTA MAGAZINE
2023 Issue two

2023 ISSUE 2 
PARLIAMENT

GOVERNMENT

ACROSS THE SECTOR 

FCA  •  FOS  •  ICO  •  BOE

CCTA INFORM
Summer 2023 issue

UPDATE
Consumer Duty
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INTRODUCTION

Earlier in the year, we wrote out to all our members with an interest in motor finance about the increased regulatory 

interest around commission disclosures. 

I recently had the opportunity to join other trade association representatives in a discussion with the Financial 

Ombudsman Service (FOS) about issues or sectors that might attract more customer complaints. 

For those that just want a high-level readout: 

It looks like commission complaints are going to be the largest area of FOS complaints in the very near future. 

That should be proved by the next report from the FOS on complaint numbers, which will be published on 

Wednesday 15 February 2023.

There are a number of test cases going through the complaints process, with some draft decisions already out 

and the FOS soon to make them first-stage decisions. 

At this point, it looks like the complainants are going to win most of their cases. That means this has the potential 

to be a “mass claim”. Customers may be able to claim the difference between the interest rate they paid and what 

might have been available to them.

We are working with other industry representatives. We also want you to keep us informed as to what you are 

seeing.

If you want to know more, then read on.

COMMISSION COMPLAINTS COULD BE THE TOP AREA OF COMPLAINT FOR FOS

It is fair to say that commission complaints in motor finance were at the top of the list.

Back in January, I mentioned that there were about 4,500 complaints with the FOS. That has now increased to 

about 5,000. The queue is not going down because they are working on 14 test cases and keeping many on hold. 

Initial FOS estimates indicate that there could be up to 200 new commission and motor finance complaints coming 

to the FOS per week. 

Exact figures will be available on Wednesday 15 February 2023 when the next set of complaint figures will be 

published by the FOS.

This is not what we call organic growth. These are not individuals deciding to make complaints. It has been driven 

by claims management firms, especially law firms.

We are told that draft decisions have been made by investigators and are being discussed with the finance firms. It 

was also suggested that these were the larger firms and larger dealerships.

UPDATE 14 FEB 2023  |  COMMISSIONS AND DISCLOSURES
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M A R C H

INTRODUCTION
 
Pawnbroking has a long history, with a reasonable claim to being one of the oldest lending products. It continues 

to be well-liked by its customers and is positively viewed by its regulator.  

 

The Consumer Credit Trade Association is keen to represent and support members that provide pawnbroking 

loans as part of the wider alternative lending landscape. We can do this by sharing insights and identifying areas of 

common interest, seeking to work proactively and being prepared to respond strongly.

 

RISK OF REGULATORY INTERVENTION
 
The risk is low because:

1 This is a small part of the total consumer credit market, lending £300-350 million out of a total of just over  

 £200 billion.  

2. There are very few complaints coming to the Financial Ombudsman Service (FOS) or the Financial Conduct  

 Authority (FCA). Academic research suggests 90% support from customers for the product.

3. It is not a matter of public debate. Neither media nor politicians are concerned.

4. Part of that, and worth identifying as a fourth reason in itself, is that the lack of debt means that pawnbroking  

 is not on the radar of debt organisations. There is an entire ecosystem around debt advice and charities that  

 are often linked to campaigning. 

However, we know that just about any of these could change quickly. Pawnbroking might attract attention as it 

grows, and other alternative credit falls away. Rogue firms may lead to the emergence of poor practices in the 

sector. Complaints might increase if a Claims Management Company (CMC) finds access to customer details and 

attempts to use the Consumer Duty as the way in. It takes one bad case for the media to run a campaign.

 

OUR STRATEGY
 
There are three things that we can do under the auspices of the CCTA:

1 Prepare for any possible FCA intervention 

 Get ahead of possible challenges. Think about the answers. Learn from the experiences of other lenders and  

 other sectors.

2. Prevent through education 

 Not a public campaign, but there is careful communication that might help educate key stakeholders. For  

 example, briefing Niall at Fair4All Finance to ensure that this influential organisation believes that pawnbroking 

 is part of the solution. Similarly, we should ensure that the HMT Consumer Credit Team understands that  

 pawnbroking should be protected. Other targets may include sympathetic MPs or FCA officials. 

3. Bring others around the table 

 Our voice is stronger when we have more members. Over time, there is a question of how we work with the  

 National Pawnbrokers Association (NPA). Are we partners? How do we avoid duplication or tripping over  

 each other? 

UPDATE 30 MAR 2023  |  PAWNBROKING
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Consumer Duty templates

A P R I L

REPORT 1 
Motor finance roundtable

REPORT 13 JULY 2023  |  MOTOR & ASSET FINANCE - ROUNDTABLE ONE
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1.  INTRODUCTION

Back in May, we held an online roundtable for CCTA members with a link to motor finance. This event was the 

first of its format for CCTA. We also extended invites to those that also expressed an interest in asset finance.

We explained that every so often we ask members to update their interests. That means we had a mix of members 

joining us, some totally focussed on motor finance and some that offer many products.

The meeting was hosted by our CEO Jason Wassell, who was also joined by colleague Naveed Asif, our Head of 

Policy and Advice. We invited Jo Davis to share her insights. Jo is a member of the CCTA Council, which means 

she is a director of the association and helps with governance as well as setting our direction. She is also CEO and 

Partner at Auxillias, which advises several lenders, potentially some of those who attended our first roundtable.  

 

WHY HAVE WE SET THIS MEETING UP? 
 
Jason was recently asked about our work with motor and asset finance. One of the things that we are aware of, 

is that it is too easy for a trade association to be drawn to areas of friction. So, where there are problems with the 

regulator, the media, or the government, you find us working on behalf of members.

And until very recently, motor finance has been an area that has been working well. Whenever we went around 

the table and asked our members to identify problems, motor finance has been telling a positive story. That is not 

the case for so many other sectors. 

So, the idea of a special interest group is to give some shape to what we can do for our members. Also, and this 

is not so positive, we are starting to see some issues that we want to discuss. There is increasing interest in issues 

such as commissions, affordability and of course implementation of the consumer duty (creating products, price 

and value).

We have already written a couple of updates to this group. This roundtable is another example of work in this area. 

 

WHAT DO WE WANT TO ACHIEVE? 
 
As part of the introduction, Jason explained that we were keen to find areas of universal interest and common 

concern. This would help the CCTA develop an argument that we would use in our advocacy work.

It is also hoped that by us sharing this information with individual companies, it helps members with their  

planning. They can hear from us and directly from other members. 

UPDATE 20 JULY 2023  |  HOME-COLLECTED CREDIT

1. HOME CREDIT -  SPECIAL INTEREST GROUP

ACCESS TO CREDIT - FAIR4ALL 

If you have kept up to date with the comms that we have sent out over the last few weeks, you will have seen that 

the Fair4All report into illegal lending has been published. 

This is a piece of independent research, that investigates the growth of illegal lending. It builds upon the earlier 

work of the Centre for Social Justice that gave us an estimate of over a million people using illegal lending  

operations. This is of interest to all regulated lenders. 

What we were particularly interested in, was the references to home credit in the Fair4All report. We believe this is 

a powerful piece of evidence.

Just from the summary, there are some key references:

• “When we asked people where else they had been successfully borrowing in recent years, they told us

doorstep lending, friends and family and illegal sources of credit.”

• “With the option of home credit now closed or closing to most, we believe there is a possibility that people

are using illegal lenders to meet the needs that had previously been met by legal forms of high cost credit.”

(p5)

• “As the subprime lending market has shrunk, the opportunities for obtaining credit for people from low to

middle income households have become harder to find. As these doors close, illegal lending appears to be

taking the space of the subprime lender.” (p5)

• “Participants in this study told us that the number one place that they used to borrow from was home

collected credit” (p6)

• “This shift may be linked to the withdrawal of home collected credit, also known as doorstep lending. We

suggest this from the responses made by people to our question on where they had previously tried and

been successful or tried to use but been rejected for access to small sum credit in the past; Home collected

credit featured as participants number one destination. Where previous options to access credit were being

removed for this cohort but they still were looking for funds for Christmas or birthdays (49%), daily living

costs such as food (48%), and household bills (44%).” (p7)

Further into the report, they talk about the demise of Provident in some detail and how this had an impact on the 

functioning of the credit market.  

THE IMPORTANCE OF HOME CREDIT 

Our CEO, Jason Wassell, took part in the project as a member of the sounding board. While he was keen to  

ensure the independence of this work, it did allow for him to ask more questions of the researchers and to discuss 

what they found. It was interesting to hear that many of those at risk from illegal lenders, were strong supporters 

of home credit. 

When asked what type of lender they want to work with, they described home credit and seeking a local lender 

that they could build a relationship with. They also referred to the flexibility that is often required and provided in a 

home credit loan.

UPDATE 
Home-collected credit
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We know that many of our members have spent the best part of the last year focussing on Consumer Duty. Since 

the FCA published its Consumer Duty Policy Statement and Guidance Paper in July 2022, the industry focus shifted 

towards understanding the Duty and the requirements laid down by the regulator. 

 

As your trade association, the focus of CCTA also shifted to understanding the expectations of the Duty and the 

regulator. Therefore, alongside your implementation journey, CCTA has sought to provide guidance, support, and 

insight to members on many aspects of the Duty. 

 

Members will recall that we held our initial Consumer Duty workshop back in August 2022 to help members 

understand the Policy Statement and the Guidance issued by the FCA. We also issued a comprehensive guidance 

paper following the workshop. 

 

As we moved towards the implementation deadline, we also gave guidance and support around implementation 

plans and Consumer Duty ‘Champions’. The subject continued to feature in our Summits, as well as in our  

dialogue with the regulator. 

 

As we approached the April deadline for the exchange of information between the distribution chain, members 

also found our templates very useful. 

 

We reached the implementation deadline over a month ago and, as we have been saying from the start, this is 

more of a journey rather than a ‘31st July 2023’ destination! Your policies, procedures and processes will continue 

to develop as amendments or adjustments are made to aid good customer outcomes. 

 

Our Annual Conference on 20th September will continue to provide important insight and guidance to support 

our members, but it is important to highlight that there is still work to be done. Now that we have reached the 

implementation deadline, we wanted to provide guidance on some of the key areas that firms should be focusing 

on post-implementation.

 

This guidance paper looks at five key areas firms should be aware of and focus their efforts on moving forward. 

1.  MONITORING OUTCOMES

Members will have spent the last year reviewing aspects of their business model to make necessary amendments 

and adjustments that will help deliver better, or improved, customer outcomes. Members should now be 

monitoring the results of those changes. 

 

As you will be aware, the FCA has stated within its policy statement that it does not intend to exhaustively 

prescribe the information that firms should use to monitor the outcomes customers are getting, but the 

requirement to monitor outcomes exists, nonetheless.  

In addition, the FCA states in 2A.9.2G: The purpose of the monitoring obligation is to enable firms to identify 

whether there are any risks that they are not meeting the requirements of the cross-cutting obligations and the 

retail customer outcomes, and consequently they are not acting to deliver good outcomes for retail customers. 

REPORT 2
Motor finance roundtable

REPORT 14 SEP 2023  |  MOTOR & ASSET FINANCE - ROUNDTABLE 2
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1.  INTRODUCTION

As you will be aware, CCTA has established a Special Interest Group focused on motor finance. This group brings 

together CCTA members to share experiences and insight into the wider motor finance market. 

Our first roundtable, held on 25th May, covered a variety of key topics of discussion, including commission,  

complaints, insight from Financial Ombudsman Service (FOS), updates on motor finance legal cases and, of 

course, Consumer Duty. 

Following the roundtable, we reported back to attendees on the key discussion areas. At the time, Consumer 

Duty was a hot topic, and this led us to the second motor finance roundtable, which was held on August 1st. This 

session focused largely on many aspects of the Duty, where members wanted to share their experiences and seek 

additional support and guidance. 

This communication reports back on the discussions from the second roundtable on August 1st. Going forward, 

we will continue our process of roundtables followed by a report.

 

SECOND MOTOR FINANCE ROUNDTABLE 
 
The session was hosted by our CEO, Jason Wassell, who was joined by colleague Naveed Asif (Head of Policy & 

Advice) and CCTA Council Member, Jo Davis. Jo is also CEO and Partner at Auxillias. Based on the discussions 

and feedback from the first roundtable, this session largely focused on Consumer Duty, as the industry reached 

the implementation deadline of 31st July. 

 

 

2. CONSUMER DUT Y DISCUSSIONS
 
Jason mentioned that, as we have now reached the deadline for implementation, the work on Consumer Duty 

continues as this is an evolving journey. 

At this early stage, the FCA is not going to organise a review of implementation for its own sake. However, they 

pointed out that if an issue arose then they would consider Consumer Duty or refer to one of the outcomes.

At the time of writing this report, we have seen Consumer Duty being mentioned as the FCA investigates the 

passing over of improved interest rates to savers by the banks. This is being done under the price and value 

outcome of the Consumer Duty.

Jason asked Naveed and Jo for some insight as to where members should now be focusing their efforts.
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1. UPDATE FROM CCTA

In this Claims Management Companies (CMCs) update we want to provide our normal overview of CMC activity, 

but also ask about any experience with Fast Track Reclaims.  

We regularly write out to members updating you on what we are seeing in terms of developments around CMCs. 

We last wrote out at the close of May and that sparked some ongoing conversations with CCTA members, 

especially in home credit and High-Cost Short-Term Credit (HCSTC).

It is clear that other sectors are also being targeted, and we are seeing more activity in motor finance. Different 

CMCs and legal firms will test the waters in different sectors.

Collectively, we can all work together to tackle CMCs and their poor behaviours. Where necessary we can flag our 

issues with the regulators, but we need the evidence to back up our submissions.

 2. WE NEED TO TALK ABOUT FAST TRACK RECL AIM
 
Back in May, we talked about how we had seen some problems with Fast Track. A couple of firms spoke to us 

about some activity that was concerning, especially the submission of claims that were of very poor quality.

Over the last few weeks, we have heard from more members that Fast Track Reclaims (Quickly Finance), have 

caused frustration and are proving to be administratively burdensome with their claims. 

We heard from one member that upon reviewing the claims presented by Fast Track Reclaims, approximately 65% 

of the claims were not customers of the firm and had never had any dealings with them.

 

In our view, this is exceptionally high. We have always said that it is atrocious that ‘no loan’ rates are often between 

25% to 35% from CMCs (with another 5% from those that have already had their complaint settled). A rate of 65% 

is clearly unacceptable.

As ever, we ask our members for feedback. Please share any insights you have on Fast Track. We are interested in 

your dealings with Fast Track Reclaims.  

• What are you seeing?

• Do you have statistics we can use?

• We are particularly interested in no-loan numbers. 

We will use this information in an anonymised manner in our submission to the FCA. Our lobbying power is 

increased when it includes statistics and strong examples.

 3. OTHER ACTIVE CMCs
 
Over the years, our members have raised concerns about several CMCs operating in our sectors and we have 

continued to monitor such firms. There is a small number of CMCs that are actively operating in our sectors.  

They may target our members simultaneously or they may return at different intervals and target different members. 

You will have heard us describe this as fishing exercises, testing an area to see whether they can find success.
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REPORT 24 NOV 2023        MOTOR & ASSET FINANCE - ROUNDTABLE 3

1. INTRODUCTION

Thank you to all those who attend our Motor Finance Roundtable a couple of weeks ago. In the session, we 

covered a number of agenda items relevant to the motor finance sector. Two of those items related to legal 

cases in the motor finance sector and the use of vehicle immobilisers.  

Members requested further information relating to the legal cases and the Financial Conduct Authority’s 

(FCA) view on the use of immobilisers. Whilst we will report back on the full session separately, we 

mentioned that we will provide the requested information as soon as possible. 

We thank Jo Davis of Auxillias for providing us with a report on the various legal cases. Her help in following 

all of the developments is greatly appreciated. 

Below you will find the information on the relevant legal cases and also the FCA’s comments on the use of 

vehicle immobilisers. The results of these court cases might help guide your approach to legal claims. On 

immobilisers, we would be interested in any view you have. 

 

2. AUXILLIAS LEGAL UPDATE: JO DAVIS
 
It is noted that individual challenges to court have shown some cases have been won and some lost by 

lenders and these have been on claims of unfair relationships. Figures as of August 2023 indicate that 60 

cases have been won by lenders and 30 cases to Claims Management Companies (CMCs), so the gap is 

widening, which is a good thing for the industry.

 

We also know that some claims have even been discontinued (probably because the CMCs have realised it’s 

not worth proceeding), so actually we can say that the number of wins for lenders is higher, in view of the 

fact that some of the claims have been dropped before they have even got to the courts.

 

BARINGS CASE
 

We know Barings issued a group litigation claim. Following the case of Angel & Others v Black Horse Limited 

(September 2023) it was held that Barings Law was unable to issue multiple claimants’ claims against the same 

defendant under one claim form, as permitted by the Civil Procedure Rules (CPR) which refers as follows:

 

 CPR 7.3 A claimant may use a single claim form to start all claims which can be conveniently disposed  

 of in the same proceedings.

 

And in line with CPR 19.1 which refers as follows:

 

 Parties – general: CPR 19.1 Any number of claimants or defendants may be joined as parties to a claim.
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ccta events
MARCH
SUMMIT: Winter 2023

• TransUnion presentation 

Andrew Irving, Director, TransUnion 

• Vulnerability Registration Service presentation 

Helen Lord, CEO, VRS 

• CCTA Update 

Jason Wassell, CEO, CCTA 

• Consumer Duty discussion 

Mark Fiander, CEO, GAIN Credit 

APRIL  
SUMMIT: Spring 2023

• Fair4All Finance presentation 

Niall Alexander, Markets & Consumer Insights Manager 

• CCTA Update 

Jason Wassell, CEO, CCTA 

• Panel: Implementing the Consumer Duty 

GAIN Credit  •  CCTA  •  Square 4  •  Addleshaw Goddard 

MAY
ROUNDTABLE: Motor & Asset Finance

• Discussion: Commissions in motor finance 

Naveed Asif, CCTA  •  Jo Davis, Auxillias 

• Discussion: Current key regulatory issues 

Naveed Asif, CCTA  •  Jo Davis, Auxillias

JUNE  
SUMMIT: Summer 2023

• StepChange presentation 

Peter Tutton, Head of Policy, StepChange 

• Panel: Consumer Duty 

Quint Group  •  GAIN Credit 

• CCTA Team Report 

Jason Wassell, CEO, CCTA 

AUGUST  
ROUNDTABLE: Motor & Asset Finance

• Discussion: Firms behind on Consumer Duty implementation 

Naveed Asif, CCTA  •  Jo Davis, Auxillias 

SEPTEMBER  
CONFERENCE: Leading the Way

• Consumer Panel: Navigating the unknown 

Lantern  •  Quint Group  •  Data on Demand 

• Square 4 Presentation:  

Target operating model within a mass claim environment 

Tom Jeffery, Advisory Director, Square 4 

• Keynote: Update from the FCA 

Martha Stokes, Head of Consumer Lending, FCA 

• Regulatory Panel: Understanding the landscape 

Fair For You  •  CCTA  •  Marsh Finance  •  Themis Consultancy 

• Access to Credit Panel: A difficult path ahead 

Fair4All Finance  •  CCTA  •  Centre for Social Justice
08

• CCTA Presentation: An introduction to CCTA Academy 

Naveed Asif, Head of Policy & Advice, CCTA 

• Technology Panel: Front of the grid 

Bud Financial  •  Acquired.com  •  Qualco 

• Walker Morris Presentation:  

The FCA's expectations for borrowers in financial difficulties 

Leanna Bradshaw, Director, Regulatory, Walker Morris 

• Keynote: Working with the Financial Ombudsman Service 

Kevin Wright, Ombudsman Leader - Consumer Credit, FOS 

NOVEMBER
ROUNDTABLE: Motor & Asset Finance

• Discussion: FOS commission complaints - update 

Naveed Asif, Head of Policy & Advice, CCTA  

• Discussion: Legal cases - update 

Jo Davis, Partner, Auxillias 

DECEMBER  
SUMMIT: Winter 2023

• Money Advice Trust presentation 

Chris Fitch, Vulnerability Lead, Money Advice Trust 

• FCA presentation 

Sean Daly  •  Mark Burns  •  Naomi Thomas, FCA 

• Walker Morris presentation 

Jeanette Burgess, Partner, Walker Morris



ccta events
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improvements

ccta update 
 

Our base communication is the CCTA Update email that is issued mid-week. 

This originally captured news from within the industry. However, we have 

recently improved the design, layout and content of this email. 

The newsletter now covers relevant stories and broader industry information. 

It provides a roundup of key FCA, FOS and HM Treasury announcements. 

This email includes updates from other stakeholders like the Information 

Commissioner's Office (ICO), think tanks and debt charities.  

 

We have expanded the 'Upcoming Events' section to reduce the chance of 

members missing CCTA events. We are also listing other industry events which 

dive into issues high on the agenda of CCTA firms.  

 

A further addition includes 'Team Activity' where we provide a snapshot of current 

projects the CCTA team is working on. We have also introduced 'LinkedIn Latest' 

which gives us a place to highlight posts from the main CCTA account, or those of 

the team. 

CCTA members decide their level of engagement with us, and we know that for 

many busy teams, these communications are essential in the flow of information. As 

such, the improvement of CCTA Update is the first part of an ongoing review of all our 

communications. The next step will be a full website review starting in the new year.   
 
 
 ccta academy 

 

One of our most significant improvements this year is CCTA Academy. In the second half of 

2023, we moved to launch our online learning and development platform.

The CCTA has a long and proud history of training and building understanding in our member 

firms. Our heritage in this area dates back over a century, with some of our first decisions 

being the appointment of experts who could help members stay informed with developments. 

Our traditional model of physical training was impacted by the COVID-19 pandemic and, in the 

aftermath, a move towards firms favouring more remote engagement. At the same time, there is 

increasing demand from the FCA for a focus on ensuring individuals, especially senior managers and 

certified staff, can demonstrate their understanding. As such, we set about creating a new learning 

and development model that addresses these points. 

CCTA Academy offers members sector-specific compliance training for all staff and managers, 

which is CPD accredited, along with the opportunity to undertake live learning sessions on key 

regulatory and industry topics. 

The system's reporting function can generate reports that demonstrate to regulators how CCTA 

Academy is beng used. Team progress can also be closely monitored and audited. 

Moving forward, we are particularly excited about the opportunity to build a more extensive library of 

materials that will be available from within the portal. Continuing to focus on the issues of interest to 

members, we will add further core modules over time. We want to provide more of a focus on areas 

such as vulnerability, affordability, sharing insight and setting out the expectations of regulators. We 

can develop advice in partnership with our members and stakeholders.

Since the recent launch of CCTA Academy, we have seen significant uptake, coupled with very 

positive feedback. We look forward to enrolling more of our members next year.  

 
 
 ccta agreements 
 

For those members who use CCTA agreements, we thoroughly reviewed all our regulated and non-

regulated agreements and statutory documentation. This additional paid service is popular and has 

undergone several minor changes. New content had been included as amendments to legislation 

and regulations were made.

We felt it was time to step back rather than continue with small iterations. The CCTA team spent the 

first few months of this year improving the layout and content of the agreements, bringing them 

in line with some of the expectations of the Consumer Duty, i.e. more explicit and straightforward 

language in order to aid consumer understanding. 

Our members have worked hard to address the requirements of the Consumer Duty, and we have 

done the same regarding our agreements and documents to assist members who use them.
10



looking ahead
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PUBLICATIONS

CCTA MAGAZINE  
Our longstanding magazine will be released tri-annually with targeted 

dates in March, July and November. Submit your articles and news for 

consideration by email to magazine@ccta.co.uk.

 

CCTA INFORM
Our member exclusive regulatory roundup will be released tri-annually 

with targeted dates in April, August and December. 

CCTA GUIDANCE
Guidance papers will be released on key regulatory topics as they emerge. 

YEAR IN REVIEW
We will continue to publish this at the end of each year, to give members an 

overview of CCTA activities during the last twelve months.

 

CCTA EVENTS 

SUMMITS
We aim to hold three Summits in 2024. These will be a mix of physical and online 

formats. Along with the standard update from CCTA, there will also be a range of 

guest speakers or panels that end with a Q&A session for members.

CONFERENCE & CASUAL DINNER
Our conference and casual dinner is planned to take place in late autumn 2024.  

More details will be announced in due course. 

WORKSHOPS 
Associate members will be invited to work with us on a range of online workshops.   

ROUNDTABLES
A range of roundtables will be held for different sectors of the membership.

ADVOCACY 
 

Many of the topics from this year will continue to be key features of 2024. For example, 

the FCA’s consultation on Product Sales Data reporting. The initial consultation has 

concluded but the coming months will bring the FCA’s response and next steps for firms 

to prepare. 

The long-awaited review of the Consumer Credit Act (CCA) is also expected. We will be 

working on behalf of members to simplify some of the outdated parts of the Act for firms 

and consumers alike. 

We will also continue to meet with HM Treasury officials and involve the Ministerial team 

where necessary. With the prospect of a general election more likely, we will be engaging 

with politicians across the political spectrum, including Labour’s shadow Treasury team to 

brief them on the sector. 

A central message in all our advocacy work will remain the need for consumers to be able 

to access regulated credit.

 

POLICY & INSIGHT 
 

As we move beyond the initial implementation date for the Consumer Duty, the next steps 

for the coming year are likely to focus on governance and Management Information. It 

will be about how you are evidencing that you are doing the right thing for the consumer. 

We will support members with practical information about how this can be achieved. 

Another area of focus for 2024 will be commission disclosure complaints within the 

motor finance sector. We have seen complaint numbers rise this year, which we have 

discussed with the FOS to ensure the involvement from CMCs remains compliant. 

 

Next year we will be a channel between the FOS and members as we expect further 

developments in this area. 

 

CCTA WEBSITE

We are planning changes to the Member Hub to make it easier to identify information and 

resources by topic and navigate the key aspects of your account. 
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