
Provident Financial

CORPORATE
RESPONSIBILITY

REPORT
2012



2

ABOUT
THIS

REPORT

Welcome to our 2012 CR report. This is our  
twelfth such report. To access our past reports  
go to www.providentfinancial.com.

The purpose of the report is to provide our 
stakeholders with a balanced account of our CR 
activities, progress and goals. It relates to the non-
financial aspects of Provident Financial plc and its 
subsidiary businesses, the Consumer Credit Division 
and Vanquis Bank in the UK and Ireland, and our six 
key stakeholders. The scope of the report does not 
extend to the pilot credit card operation in Poland.

This report is based on the CR activities, performance 
and achievements for the year  
1st January – 31st December 2012.   

The data and accompanying commentary are 
externally assured by the management consultancy 
Corporate Citizenship. Please see the assurance 
statement on pages 62 to 66 of this report for more 
information.  

Full details of Provident’s financial results, governance 
and risk management practices  
are set out in our 2012 Annual Report and  
Financial Statements. This can be accessed at  
www.providentfinancial.com. 
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“AS A LEAdINg NON-
STANdARd LENdER IN THE 

UK ANd IRELANd, OUR mOST 
ImPORTANT CORPORATE 

RESPONSIBILITY IS TO LENd 
RESPONSIBLY TO OUR 2.7 
mILLION CUSTOmERS.”
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Welcome to our 2012 Corporate Responsibility Report.
At Provident Financial, we have long recognised that being 
a successful and sustainable business requires more than 
generating strong financial results and returns for our 
shareholders. We believe our continued success cannot be 
separated from the responsibilities we have to our customers, 
employees and other stakeholders.

OUR PURPOSE IS TO 

ENSURE THAT PEOPLE 

wHO LIvE IN THE REAL 

wORLd Of LOw INCOmES, 

UNCERTAIN EmPLOYmENT 

ANd RISINg fOOd, fUEL 

ANd LIvINg COSTS, HAvE 

ACCESS TO RESPONSIBLE, 

SUSTAINABLE LENdINg 

THAT mEETS  

THEIR NEEdS. 

We recognise that this involves taking 
account of the issues that are relevant to 
the many communities from which our 
customers are drawn, and the impacts 
that our business activities have on the 
environment. As such, the approach we take 
to managing and reporting on our corporate 
responsibility (CR) impacts plays an important 
part in how we operate.

our commitment to being a responsible 
corporate citizen is reflected in our mission 
and values statement. It is also reflected 
in one of the four strategic aims we have 
set for our business to ensure that we 
deliver our mission and live our values. This 
commitment makes clear that by addressing 
the social, environmental and economic 
issues that are relevant to our activities and 
key stakeholders, we can continue to be 
a successful, responsible and sustainable 
business.

As a leading non-standard lender in the UK 
and Ireland, our most important corporate 
responsibility is to lend responsibly to our 2.7 
million customers. We do this by providing 
our customers with simple and transparent 
products, and making a point of maintaining 
close contact with them throughout their 
relationship with us. But our approach to CR 
extends beyond this; it guides how we treat 
our 3,786 employees and the suppliers we 
engage with, it commits us to play a positive 
role in the communities we serve and to 
manage our environmental impacts. 

our mission makes clear that we will play a 
positive role in the communities we serve. 
As such, I am particularly proud of the 
work that has been delivered through our 
community involvement activities, the vast 
majority of which is delivered through our 
Good neighbour programme. This successful 

programme has, to date, supported 112 
community initiatives across the UK and 
Ireland that have delivered socio-economic 
benefits to over 81,100 people. We also 
continue to work with, and provide financial 
support to, money advice organisations in 
the UK to address issues such as financial 
education and to carry out research into 
matters relevant to our sector.  

During 2012, we continued to achieve 
recognition for the CR information that is 
disclosed to stakeholders. This included 
attaining a maximum rating score of 100 for 
the second consecutive year in the FTSe4 
Good Index; retaining our platinum rating 
in the 2013 Business in the Community 
CR Index for the fourth year running, with 
a score of 95%; and receiving the ‘Tax 
Reporting in the FTSe 250’ award at PwC’s 
Building Public Trust Awards. This award 
recognised the transparency of our approach 
to disclosing information on our tax strategy, 
tax performance and the wider impact of 
tax. I am pleased with these achievements. 
They not only recognise our commitment to 
transparent reporting of our management of 
CR, they also recognise our staff’s efforts in 
the role they play in embedding CR across all 
areas of our business.

I trust that you find this, our twelfth annual 
CR report, useful and that it enables you 
to see the progress we’ve made to date in 
ensuring that Provident remains a successful, 
responsible and sustainable business.

As ever, we welcome any views you have on 
the content of the report and, more broadly, 
the programme that underpins it. Please 
email these to us at: corporateresponsibility@
providentfinancial.com. 

Peter Crook
Chief executive

CEO STATEmENT 

OUR
PURPOSE 
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wE ARE THE UK’S LEAdINg 
SUPPLIER Of PERSONAL 

CREdIT PROdUCTS TO THE 
NON-STANdARd LENdINg 

mARKET. 

wE ARE A fTSE mId-
SHARES 250 COmPANY 
LISTEd ON THE LONdON 

STOCK ExCHANgE.

wE EmPLOY ALmOST 
3,800 EmPLOYEES ANd 

SERvE OvER 2.7 mILLION 
CUSTOmERS IN THE UK ANd 

IRELANd. 

OUR mISSION IS TO BE THE 
LEAdINg NON-STANdARd 

LENdER IN THE UK, ACTINg 
RESPONSIBLY IN ALL OUR 

RELATIONSHIPS ANd 
PLAYINg A POSITIvE  

ROLE IN THE COmmUNITIES 
wE SERvE.

OUR HOmE CREdIT 
BUSINESS HAS BEEN 

PROvIdINg SmALL LOANS, 
ISSUEd IN THE HOmE ANd 

COLLECTEd wEEKLY,  
SINCE 1880.

vANqUIS BANK ISSUES 
CREdIT CARdS TO PEOPLE 

OfTEN ExCLUdEd BY 
mAINSTREAm CARd 

ISSUERS. THE BANK ALSO 
PROvIdES COmPETITIvE 

RETAIL dEPOSIT ACCOUNTS 
fOR SAvERS.

OUR
BUSINESS

AT A
gLANCE 

SPLIT Of CUSTOmER 
NUmBERS BY BUSINESS:

CONSUmER CREdIT 
dIvISION
1,827,000

vANqUIS BANK
899,000

dIvISION CONSUmER CREdIT dIvISION vANqUIS BANK

The Consumer Credit Division offers home credit 
loans, typically of a few hundred pounds, through  
a network of local agents and offices across the  
UK and Ireland. 9,800 self-employed agents call  
on our 1.8 million customers, serving around one  
in 20 households in the UK.

Vanquis Bank, our 
credit card and savings 
business, serves 
899,000 UK credit 
card customers and 
has 9,000 savers 
through its retail 
deposits offering. 
The business is also 
conducting a pilot 
credit card operation 
in Poland where it has 
9,000 customers.

Products cAsH LoANs 
Small cash home credit loans, typically of a few 
hundred pounds, with repayment over periods  
from 14 to 110 weeks.

LoVE2sHoP VoucHErs
Shopping vouchers typically repayable over  
periods from 22 to 50 weeks.

GoLd cArd
The Gold Card is a pre-loaded plastic card offered 
to our best customers, which can be used at over 
60 online and high street retailers.

oNE cArd
The one Card is a plastic card which is loaded 
with £210 - a £200 loan plus a £10 bonus.  
The card can then be used in retail stores and  
on the Internet just like other plastic cards.

crEdIt cArds
Visa credit cards.

sAVINGs 
Products
1-, 2-, 3- and 5-year 
high-yield, fixed-rate 
deposit accounts for 
savers.

OUR CUSTOmERS  
AT A gLANCE
We lend to customers who others find  
it difficult to serve. There are around  
10 million non-standard credit customers 
who demand credit products tailored to 
their very real needs. That means tailor-
making credit products that supply smaller 
amounts of credit such customers find 
useful and lending to them in a way that 
makes it possible for them to pay back 
without too much difficulty. This often 
means maintaining close contact with them 
over the period of the loan.

Provident Financial corPorate resPonsibility rePort



TOTAL OUTSTANdINg UK 
PERSONAL dEBT AT THE  

ENd Of 2012 (trn):

£1.422

£1.27

£0.16

Personal debt: secured

Personal debt: unsecured

UK BORROwINg  
dURINg 2012 (bn):

£328

£143

£185

Secured

Unsecured

THE NON-STANdARd 
LENdINg mARKET 
ExPLAINEd
We focus on the non-standard part of the 
UK consumer credit market in which around 
£66bn was lent in total during the year. 

The UK non-standard credit market remains 
the domain of specialists. Generalists with 
more mainstream lending models, which 
are not really tailored to the needs of non-
standard customers, largely withdrew at the 
start of the credit crisis. There are no signs 
that these lenders will return to this market. 
In the meantime, new specialist lenders  
have established themselves and grown in 
their place, supplying a range of new and 
existing tailored non-standard credit  
products.

non-standard consumers concerned about 
getting into too much debt prefer to borrow 
just what they need for a particular situation 
and no more. Therefore, product offers have 
been designed to serve the need for as little 
as £50 for a small purchase like a new pair 
of school shoes, up towards £100,000 where 
consumers are offered the right to buy their 
social housing.

Affordability is key for those on tight incomes 
and therefore the amount of time that 
customers have to repay their loans tends  
to increase with the size of the loan; from 
the immediacy of small, unauthorised 
overdrafts to a period of up to 25 years to 
pay for a home.

“wE BELIEvE 
OUR CONTINUEd 

SUCCESS CANNOT BE 
SEPARATEd fROm THE 
RESPONSIBILITIES wE 

HAvE TO OUR CUSTOmERS, 
EmPLOYEES ANd OTHER 

STAKEHOLdERS.”

PRoVIDenT FInAnCIAl CoRPoRATe ReSPonSIBIlITy RePoRT 7
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OUR mARKET ANd CUSTOmERS

TYPICAL CUSTOmER 
TRAITS

ExAmPLE 
COmPANIES

A.  CREdIT CARdS employed, salaried, banked with low 
credit score, renting

Capital one, Barclaycard, 
Vanquis Bank, SAV, 
Compucredit

B. OvERdRAfTS Around half of all bank account holders 
across all income levels

lloyds, HSBC, Barclays, 
RBS, Santander

C. mAIL ORdER Wide range, mostly online shoppers, 
mostly female with brands targeted at C, 
D and e socio-demographic groups

ShopDirect, otto,  
n Brown

d. PAYdAY LENdINg Wide range, banked, debit card holders, 
employed, reasonable credit score

The Money Shop, Cheque 
Centre, Payday UK, 
QuickQuid, Wonga

E. mORTgAgES Home owners with lower credit scores Blemain, a range of 
bridging providers

f. HOmE CREdIT Mostly employed, hourly paid, female, 
renting, low income

Provident Personal Credit, 
Greenwood Personal Credit, 
S&U, Shopacheck, Morses, 
Mutual, around 500 local 
operators

g. PAwNBROKINg Mostly female, modest incomes, 
valuable items to pawn – usually 
jewellery

Albermarle & Bond, 
H&T, The Money Shop, 
Ramsdens

H. 2Nd CHARgE Home owners with lower credit scores Blemain, a range of 
bridging providers

I.  UNSECUREd dIRECT 
REPAYmENT LOANS

Similar to payday loans Pounds to Pocket, Cash 
Converters, Secure Trust 
Bank, lending Stream

J. RENT–TO–OwN live within three miles of store, do not 
own cars. Credit impaired, low income

BrightHouse, PerfectHome, 
Buy As you View

A

B

d

f

H

J

I

C

E

g

TYPICAL CUSTOmER TRAITS, ExAmPLE COmPETITORS 
ANd ESTImATEd RELATIvE ANNUAL UK NON-
STANdARd LENdINg BY PROdUCT
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fINANCIAL HIgHLIgHTS

gROUP RESULTS – YEAR ENdEd 31 dECEmBER 2012

2012 (£m) 2011 (£m) CHANgE (%)

CONSUmER CREdIT 
dIvISION

125.1 127.5 (1.9)

vANqUIS BANK 68.0 44.2 53.8

CenTRAl

- costs (12.0) (10.2) (17.6)

-  interest receivable - 0.6          n/a

Total central (12.0) (9.6) (25.0)

TOTAL gROUP PROfIT 
BEfORE ExCEPTIONAL 
ITEmS 

181.1 162.1 11.7

exceptional items 15.6 – n/a

Profit before tax, including 
the exceptional items

196.7 162.1 21.3

gROUP HIgHLIgHTS
During 2012, revenue less impairment was 
£654 million. of this, £317 million was 
paid to brokers and suppliers of goods and 
services (including agents). The remaining 
£337 million is value added by Provident 
Financial which was distributed to employees 
(£124 million), shareholders (£96 million) 
and government in the form of taxes (£74 
million). A further £2 million was donated to 
our community partners and a profit of £41 
million was retained by the business. 

A more detailed account of Provident’s 
financial performance is published in our 
Annual Report and Financial Statements 
2012. Go to www.providentfinancial.com for 
more information.

wHY mANAgINg CR 
IS ImPORTANT TO US
An important part of how we operate relates 
to being a good corporate citizen, which is 
why we have a serious commitment to CR.

We believe that our continued success 
cannot be separated from the responsibilities 
we have towards our customers, employees 
and other stakeholders. This includes 
addressing the issues that are relevant to 
the communities we serve and our wider 
environmental impacts.

As a financial services company that has a 
long and proud history of serving customers 

in the non-standard credit market, the CR 
issues that are most material to our business 
activities relate to:

•   LENdINg RESPONSIBLY – ensuring that 
we provide our customers with simple 
and transparent credit products with high 
levels of personal contact is our most 
important corporate responsibility.

•   HAvINg A POSITIvE ImPACT in the 
many communities we serve – we 
have customers, offices and agents in 
communities across the UK and Ireland, 
which means we are ideally placed to  
help address a wide range of local 
community issues. 

•   mINImISINg our environmental and 
supply chain impacts – with over 400 
branches across the UK and Ireland, and a 
procurement spend of £118m in 2012, we 
have the opportunity to have a significant 
impact environmentally and through our 
supply chain.

•   BEINg AN EmPLOYER Of CHOICE –  
we want our 3,786 employees to be 
proud to work for Provident.

Any queries which relate to this report  
should be directed to Rob lawson,  
Provident Financial’s Corporate Responsibility 
Manager at corporateresponsibility@
providentfinancial.com.

OUR COmmITmENT TO CR 
mANIfESTS ITSELf IN: 

gOOd CORPORATE 
gOvERNANCE.

LENdINg RESPONSIBLY 
TO OUR CUSTOmERS.

BEINg A gOOd 
EmPLOYER.

TREATINg OUR  
SUPPLIERS fAIRLY.

PUTTINg SOmETHINg 
ExTRA INTO THE 

COmmUNITIES THAT  
wE SERvE.

LOOKINg AfTER THE 
ENvIRONmENT.

wHY
mANAgINg

CR IS
ImPORTANT

TO US 
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OUR CR 
PROgRAmmE

IS UnDeRPInneD By  
STRonG GoVeRnAnCe  

AnD MAnAGeMenT  
STRUCTUReS.
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our commitment to managing our CR impacts and 
embedding this commitment into the fabric of our 
business activities comes from the very top of the 
company. our commitment to deliver value to our 
customers, shareholders and other stakeholders in a 
responsible and sustainable way is enshrined in our 
mission and values (see box p.12).

over the past decade, we have established 
rigorous governance and management 
structures that commit us to identify and 
manage the CR and sustainability issues that 
are material to our key stakeholders.

This section relates solely to the governance 
and management of our CR programme. 
Further information on how we have applied 
the principles and provisions set out in the UK 
Corporate Governance Code and on directors’ 
remuneration is disclosed in our Annual 
Report and Financial Statements 2012 that 
can be found at www.providentfinancial.com. 

OUR STAKEHOLdERS
To understand whether we are delivering 
against our mission and living our values, 
we engage with our key stakeholders on an 
ongoing basis. We have identified six main 
stakeholder groups that have an interest 
in, or are affected by, our activities and we 
continue to develop positive relationships 
with all of them. They are: customers, 
communities, employees, suppliers, 
shareholders, and regulators.

gOvERNANCE ANd
mANAgEmENT

2012
TARgETS

“wE HAvE ESTABLISHEd 
RIgOROUS gOvERNANCE ANd 
mANAgEmENT STRUCTURES 

THAT COmmIT US TO IdENTIfY 
ANd mANAgE THE CR ANd 

SUSTAINABILITY ISSUES THAT 
ARE mATERIAL TO OUR KEY 

STAKEHOLdERS.”

mAINTAIN OR ImPROvE 
OUR RATINg ON 

THE mAINSTREAm 
SUSTAINABILITY 

INdICES (BITC  
CR INdEx, dOw JONES 

SUSTAINABILITY 
INdICES,  

fTSE4gOOd, ETC). 

ACHIEvEd – SEE PAgE 
17 Of THIS REPORT fOR 
mORE INfORmATION. 

ENSURE THAT THE 
PROvIdENT fINANCIAL 
PLC BOARd COmPRISES 
25% wOmEN BY 2015.

ONgOINg – CURRENTLY 
14% Of THE BOARd  

IS fEmALE.
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our stakeholder engagement activities during 
2012 included:

•   Conducting regular surveys with customers 
to obtain feedback on the products and 
services we provide to determine their 
levels of satisfaction with them.

•    Continuing to engage with our community 
partners and employee volunteers in order 
to enable us to evaluate the efficacy of 
our community involvement programme.

•   engaging with government and regulators 
through meetings and by responding to 
consultation exercises. This helps us to 
understand how changes to national and 
supranational legislation will impact on our 
businesses and ensure that our views are 
understood. 

TAKINg A 
STRATEgIC 
APPROACH TO CR
our CR strategy is simple and straightforward 
with a practical focus. 

It is organised around the following themes:

1.   earning high levels of customer 
satisfaction.

2.   Meeting or exceeding regulatory 
requirements on responsible lending.

3.   Following our corporate mission 
and values in the treatment of our 
stakeholders.

4.   Investing in the communities in which our 
customers and agents live and in which 
our staff work.

5.   Maintaining a system to manage wider 
corporate responsibility issues. 

By adopting a strategic approach to CR 
management we are able to address the 
CR issues that are material to our business 
activities.

mAINTAIN OR ImPROvE 
OUR RATINg ON 

THE mAINSTREAm 
SUSTAINABILITY INdICES 

(BITC CR INdEx, dOw 
JONES SUSTAINABILITY 

INdICES, fTSE4gOOd, ETC).

ENgAgE wITH THE 
COmPANY’S ExECUTIvE 
dIRECTORS ANd OTHER 

SENIOR mANAgEmENT TO 
RAISE AwARENESS Of OUR 

CR PROgRAmmE.

ENgAgE ANd SUPPORT 
vANqUIS BANK IN ORdER 

TO ImPROvE THE wAY 
THAT ITS CR ACTIvITIES 

ARE REPORTEd.

ENSURE THAT THE 
PROvIdENT fINANCIAL PLC 

BOARd COmPRISES 25% 
wOmEN BY 2015. 

2013
TARgETS

our mission is to be the leading non-
standard lender in our chosen markets, 
acting responsibly in all our relationships 

and playing a positive role in the 
communities we serve.

To assist in the delivery of our mission, 
we have a number of core values that 
are embedded in the business. These 

values help us to run our business 
in a sustainable, responsible way, 

to the benefit of our customers, our 
shareholders and our other stakeholders.

1. fAIR 
We ARe FAIR AnD ReASonABle In oUR 

DeAlInGS WITH STAKeHolDeRS. 

2. RESPONSIBLE
We ConDUCT oUR BUSIneSS  

DeAlInGS ReSPonSIBly AnD enSURe 
THAT We HAVe A PoSITIVe IMPACT  

on THe enVIRonMenT AnD 
CoMMUnITIeS We SeRVe. 

3. ACCESSIBLE
We PRoVIDe oUR CUSToMeRS  

WITH ACCeSS To PRoDUCTS THAT 
MeeT THeIR neeDS. 

4.STRAIgHTfORwARd
We ARe STRAIGHTFoRWARD, oPen 
AnD HoneST In All oUR DeAlInGS. 

5.PROgRESSIvE
We AnTICIPATe AnD ReSPonD To THe 
CHAllenGeS oF A CHAnGInG WoRlD.

mISSION  
ANd vALUES 

TwO HEAdLINE KEY PERfORmANCE 
INdICATORS ARE USEd TO mEASURE 
THE dELIvERY Of OUR CR STRATEgY:

•    PeRCenTAGe oF CUSToMeRS SURVeyeD 
WHo ARe SATISFIeD WITH THe SeRVICe 
THey HAVe Been GIVen.

•    THe AMoUnT oF Money InVeSTeD 
In SUPPoRT oF CoMMUnITy 
PRoGRAMMeS AnD DonATeD FoR 
CHARITABle PURPoSeS.
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CR gOvERNANCE 
ANd mANAgEmENT
overall responsibility for our CR programme 
rests with Peter Crook, our Chief executive.  
our CR activity is reviewed by our 
management committee, which is authorised 
by the board and includes the executive 
directors and senior management and is 
chaired by Peter Crook.

This committee is supported by a number 
of working groups, which are responsible 
for ensuring that our subsidiary businesses 
embed our CR strategy within their 
operations, products and services. 

These working groups include:

•   Corporate responsibility working group.

•   environmental working groups within the 
CCD and Vanquis Bank.

•   Vanquis Bank active community 
programme board.

•   Head office travel plan steering group.

Day-to-day management of the CR 
programme is undertaken by Provident’s 
CR Manager, Community Affairs Manager 
and Community Affairs executive. Where 
appropriate, advisers are used to support the 
ongoing management of the CR programme.

Further information on the governance 
structures that are in place regarding  
our CR programme is available at:  
www.providentfinancial.com.

POLICIES
our work to embed our CR strategy is 
supported by a range of corporate policies 
and our code of ethics. These policies set out 
the codes of conduct, controls, processes and 
requirements of all our employees, for both 
divisions and at the corporate office.

our policies cover a wide range of CR-related 
issues including treating customers fairly, 
environmental management, community 
involvement, procurement, health and safety, 
and whistleblowing. All our corporate policies 
are reviewed annually, with any changes 
approved by our board. 

Both operating divisions have a range of 
committees to manage specific issues that 
relate to their operations such as Vanquis 
Bank’s treating customers fairly committee.

The divisional boards and senior management 
within the corporate office are responsible 
for ensuring that they and their businesses 
comply with the corporate policies.

To demonstrate compliance, each divisional 
managing director and relevant senior 

SINCE 2007, OUR CR 
wORK HAS BEEN gUIdEd 
BY TARgETS THAT HAvE 
BEEN SET AT BOTH THE 

gROUP LEvEL ANd 
fOR THE INdIvIdUAL 

SUBSIdIARY BUSINESSES.

THE gOvERNANCE 
ANd mANAgEmENT 

STRUCTURES dESCRIBEd 
ARE RESPONSIBLE fOR 

SETTINg THESE TARgETS 
ANd fOR ENSURINg  

THAT wORK 
PROgRAmmES ARE 

dEvELOPEd TO  
ACHIEvE THEm.

mANAgINg
OUR

PERfORmANCE 

management within corporate office must 
certify compliance with the group’s corporate 
policies biannually. The certification must be 
supported by evidence that a due process has 
been followed in completing the certificate. 
The status of compliance, along with all the 
supporting information, is then reported to 
the board.

mANAgINg 
OUR RISKS
our board is responsible for maintaining 
a sound system of risk management and 
internal controls. 

our risk management process and systems 
are designed to manage, rather than 
eliminate, risk. our risk management 
framework is firmly embedded within 
our corporate governance structure and 
incorporates a five-stage process as detailed 
in the diagram overleaf.

This risk management framework is overseen 
by the risk advisory committee on behalf of 
the board. It reviews the key risk registers, 
considers the most important risks facing  
the group and is responsible for reviewing  
the group’s Internal Capital Adequacy 
Assessment Process (ICAAP) prior to 
submission to the board.

The risk advisory committee delegates a 
number of responsibilities to the risk advisory 
group, which comprises the executive 
directors, the Company Secretary, the Group 
Financial Controller, the Head of Audit & Risk 
and the Group Treasurer.
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The risk advisory group:

•   Considers the extent and nature of risks 
facing the group. 

•   Considers the risks that are acceptable to 
take.

•   Considers the likelihood of any risk 
materialising. 

•   Considers the cost of operating controls in 
relation to the benefits obtained.

•   Reviews the key risk registers prepared 
by the group and the divisional risk 
committee three times a year. 

•   Submits a schedule of key risks, the group 
and divisional key risk registers and the 
ICAAP to the risk advisory committee.

our CR programme is one of the controls that 
help to mitigate the risks to the company’s 
reputation.

For more information on our approach to 
risk management and a summary of the 
group’s key risks together with the controls 
and procedures in place to mitigate the risks, 
please refer to the governance section of our 
2012 Annual Report and Financial Statements 
at www.providentfinancial.com. 

Provident Financial corPorate resPonsibility rePort

1
Identification
There is an ongoing  
process of identifying  
risks that threaten  
the achievement of  
business objectives.

2
Risk appetite
Risk appetite sets the 

boundaries for acceptable 
levels of risk and enables 

management to review and 
control business activities 
and deliver the group’s 

strategy.

5
 monitoring 

and reporting
Risk assessments and action 
plans are monitored regularly 
and overseen by divisional risk 
committees, the risk advisory 
group and the risk advisory 

committee on behalf  
of the board.

4
Action plans

Action plans are 
developed for any risks 

where the level of 
exposure is deemed to 

be unacceptable.

3
Assessment
each identified risk is 
assessed and graded 

in terms of probability, 
impact and the  

controls in place to 
mitigate the risk.

RISK
AdvISORY

gROUP



TAx
TAx STRATEgY
our tax strategy, approved by our board 
and shared with HMRC, sets out our overall 
approach to tax. This includes our governance 
framework on tax, how we embed tax risk 
management within our overall corporate 
governance structure, and how we ensure 
compliance with our tax obligations in the 
territories in which we operate.

our strategy follows our corporate mission 
and values. We are committed to being a 
fair and responsible tax payer, operating in 
an open, honest and straightforward way 
in all our dealings with tax authorities. This 
includes having a regular and constructive 
dialogue with HMRC and being progressive 
in all tax matters.  We seek to manage our 
tax liabilities and we structure our operations 
in a way that complies with applicable laws 
and regulations but which also protects 
shareholder value and safeguards our 
reputation as a responsible taxpayer.

In 2012, we worked together with HMRC to 
agree a number of outstanding corporation 
tax matters, building on the progress made 
on these in 2010.  In keeping with our 
strategy of working constructively with HMRC, 
we sought advance clearance in a number of 
instances and our Consumer Credit Division 
participated in HMRC’s Real Time Information 
(RTI) pilot from September 2012. We have 
continued to build on work carried out in 
2011 by further improving and embedding 

“wE ARE ImmENSELY PROUd TO 
HAvE RECEIvEd AN AwARd wHICH 

RECOgNISES OUR COmmITmENT 
TO REPORTINg THE wAY wE 

mANAgE OUR TAx AffAIRS IN A 
TRANSPARENT mANNER. THIS 
RECOgNITION dEmONSTRATES 
TO OUR STAKEHOLdERS THAT 

OUR APPROACH TO CORPORATE 
RESPONSIBILITY ExTENdS TO 

BEINg A RESPONSIBLE TAxPAYER, 
ACTINg IN A STRAIgHTfORwARd, 
OPEN ANd HONEST mANNER IN 
ALL TAx mATTERS, ANd BEINg 

fAIR ANd REASONABLE IN 
ALL OUR dEALINgS wITH TAx 

AUTHORITIES.”
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procedures that seek to ensure that the 
agents engaged by the Consumer Credit 
Division are self-employed. We’ve also kept 
HMRC informed of business developments 
that could potentially impact on this area.  
We continued to work with Revenue Ireland 
in relation to reporting on commissions paid 
to agents engaged in the Republic of Ireland.

TAx CONTRIBUTION
We seek to ensure that we comply fully with 
all tax rules and regulations and that we 
pay the tax we are legally required to pay in 
all the territories in which we operate. We 
operate primarily in the UK and generate 
most of our profits from UK operations 
therefore most of the tax we pay is UK tax.  
In 2012, our total direct and indirect tax 
contribution was £110 million, of which £106 
million was UK tax and £4 million was tax 
paid in the Republic of Ireland.  

ANdREw fISHER 
Finance Director
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dIRECT TAx 
CONTRIBUTION
our direct tax contribution is the tax 
we, as an organisation, pay or incur on 
our operations.  It includes corporation 
tax, employer’s national insurance and 
irrecoverable VAT. Most of our direct tax 
contribution comprises corporation tax that 
we pay on the profits we generate in the 
UK and the Republic of Ireland. In 2012, the 
corporation tax that we paid amounted to 
£46.3 million of which £45 million was UK 
tax and £1 million was corporation tax paid 
on the profits generated by our Consumer 
Credit Division in the Republic of Ireland.

In 2012, we employed, on average, 3,786 
employees, for whom we pay employer’s 
national insurance (or equivalent).  In 2012, 
this comprised £14.2 million of our direct tax 
contribution. 

As a provider of loans and other credit 
products, we are unable to recover VAT 
on most of the costs we incur.  In 2012, 
£11.2 million of our direct tax contribution 
comprised irrecoverable VAT incurred by our 
businesses.  

The remaining £2.4 million of our 2012 direct 
tax contribution comprised business rates 
payable on the various business premises  
we occupy.

INdIRECT TAx 
CONTRIBUTION
our indirect tax contribution represents 
the tax we collect on behalf of the UK and 
Irish governments from income we pay to 
employees and depositors. In 2012, this 
amounted to £36.1 million and comprised 
£34.8 million of income tax and national 
insurance on employees’ pay and £1.2 million 
of tax deducted from interest paid on Vanquis 
Bank deposits.

ACCOUNTINg fOR THE 
dIRECT TAx CONTRIBUTION
With the exception of corporation tax, our 
direct tax contribution was accounted for 
as administrative costs in arriving at profit 
before taxation. Corporation tax is accounted 
for through the tax charge which is explained 
in note 5 to the 2012 Annual Report and 
Financial Statements, which can be found at 
www.providentfinancial.com.

The £46.3 million of corporation tax we 
paid in 2012 was higher than the current 
tax charge for 2012 of £43.9 million shown 
in note 5 of the 2012 Annual Report and 
Financial Statements. The higher figure is 
primarily due to the payment of the tax 
and related interest on overdue tax from 
concluding some historic corporation tax 
issues with HMRC which had been accounted 
for in previous years. This was coupled with 
the impact of the timing of corporation tax 
instalment payments in the UK. 

dIRECT TAx 
CONTRIBUTION

£’m
INdIRECT TAx 
CONTRIBUTION

£’m

Corporation tax 46.3
Income tax and 
employees’ national 
insurance (PAye)

34.8

employer’s national 
insurance and equivalent 14.2

Tax deducted from 
interest paid on Vanquis 
Bank deposits

  1.3

Irrecoverable VAT 11.2

Business rates 2.4

74.1  36.1

TAx AwARd

In december 2012, 
we received the ‘Tax 

Reporting in the 
fTSE 250’ award at 

PwC’s Building Public 
Trust Awards. The 
award recognises 
the transparency 

of our reporting on 
our tax strategy, tax 
performance and the 
wider impact of tax. 
A panel of PwC’s tax 
experts judged the 
award based on the 
tax information we 

disclosed in our 2011 
Annual Report and 

financial Statements 
and 2010 Corporate 

Responsibility Report. 
The judges praised 
us for providing a 

concise summary of 
tax risk management, 
a description of our tax 
strategy, details of our 
interactions with Hm 

Revenue & Customs and 
an overview of our total 

tax contribution.
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wE ACHIEvEd A SCORE Of 
95% IN THE BUSINESS IN 

THE COmmUNITY  
CR INdEx...

95%

4TH
YEAR

ANd RETAINEd OUR 
PLATINUm PERfORmANCE 

RATINg fOR THE

IN A ROw.

mEmBERSHIP
We continue to be an active member of a 
number of organisations and groups that 
enable us to access and share best practice 
on a range of social and environmental 
issues. These include:

•   Associate Parliamentary Corporate 
Responsibility Group

•   Business in the Community

•   eco-network

•   employer’s Forum on Disability

•   opportunity now.

SUSTAINABILITY 
ASSESSmENTS 
We continue to engage with the socially 
responsible investment (SRI) community 
through our participation in the main global 
sustainability indices and by responding to SRI 
analysts’ enquiries. 

In 2012:

•   We achieved a maximum rating score 
of 100 in the FTSe4Good Index for the 
second consecutive year. This makes us 
one of the highest scoring companies in 
the global financial servcies sector.  

•   We were included in both the Dow 
Jones Sustainability World Index (DJSI 
World) and the Dow Jones Sustainability 
europe Index (DJSI europe) for the eighth 
successive year. These list the top 10% 
and 20% respectively of companies for 
sustainability from the mainstream indices. 

•   We were included on three new CR 
indices that have recently been developed 
by Vigeo, a european rating agency, 
in partnership with the global financial 
markets operator, nySe euronext:

•  Vigeo World 120 index, which 
comprises the 120 most advanced 
sustainability performing companies at 
the global level.

•  Vigeo Europe 120 index, which 
comprises the 120 most advanced 
sustainability performing european 
companies. 

•  Vigeo United Kingdom 20 index, which 
includes the 20 most advanced UK 
companies based on their sustainability 
performance.  

•   We submitted our seventh response to 
the Carbon Disclosure Project, which 
provides over 722 institutional investors 
representing US$87 trillion in assets 
with information relating to carbon 
management.

•   We achieved a score of 95% in the 
Business in the Community CR Index and 
retained our platinum performance rating 
for the fourth year in a row.

ASSURANCE ANd 
AUdIT PROCESS
The commentary and data contained within 
this report is independently assured by 
Corporate Citizenship.

Assurance is provided to reassure 
stakeholders of our CR management systems, 
processes and procedures. The assurance 
provided to our CR report follows the 
AccountAbility AA1000 Assurance Standard 
(AA1000AS) which is based on the principles 
of inclusivity, materiality and responsiveness. 
The scope and details of the assurance, 
the techniques used and its conclusions are 
given on page 63. Corporate Citizenship also 
evaluate the report for compliance with the 
Global Reporting Initiative’s G3 sustainability 
reporting guidelines.

our environmental management system is 
also audited against the requirements of the 
international standard ISo 14001. This audit 
work has been carried out by the consultancy 
firm SeQM since 2006.
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wE PROvIdE 
TAIloReD CReDIT  

PRoDUCTS To  
2.7 MIllIon  

non-STAnDARD 
BoRRoWeRS In THe  
UK AnD IRelAnD.
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We provide tailored credit products to 2.7 million non-
standard borrowers in the UK and Ireland. our home 
credit business has been providing small loans, issued 
in the home and collected weekly, since 1880. Vanquis 
Bank issues credit cards to people often excluded by 
mainstream card issuers and also provides competitive 
retail deposit accounts for savers. 

OUR HOmE CREdIT PROdUCTS HAvE THE 
fOLLOwINg CHARACTERISTICS, wHICH 
dIffERENTIATE US fROm OTHER fORmS 
Of CREdIT:

•   Weekly home visit – the weekly agent visit 
to the customer’s home enables agents to 
collect repayments and meet any future 
credit needs. This is an invaluable part of 
the home credit service. The routine of the 
visits helps encourage our customers to 
make their repayments.

•   Small-sum credit – our customers’ credit 
needs are limited because their family 
income is limited. With home credit, our 
customers can borrow the few hundred 
pounds they need.

•   Amount to repay is fixed – being on a 
low income, it is particularly important to 
our customers that the total amount they 
agree to repay never rises. even if they 
miss some repayments, there are no extra 
charges whatsoever.

•   Credit history – some of our customers 
have, in the past, had problems with 
credit, which means they have an 
imperfect credit history. Despite this, we 
are able to lend to them where others 
may not be able to.

OUR CUSTOmERS

2012
TARgETS

“fOR OvER 130 YEARS OUR 
CUSTOmERS HAvE BEEN dRAwN 
fROm COmmUNITIES Of PEOPLE 
LIvINg ON mOdEST INCOmES. 

OUR PROdUCTS ARE dELIvEREd 
IN A fAIR ANd RESPONSIBLE 

mANNER ANd TAKES ACCOUNT 
Of OUR CUSTOmERS’ NEEdS.”

CONTINUE TO ENSURE 
THAT AT LEAST 90% 

Of HOmE CREdIT 
CUSTOmERS ANd 
80% Of vANqUIS 
BANK CUSTOmERS 
ARE EITHER ‘vERY 

SATISfIEd’ OR ‘qUITE 
SATISfIEd’ wITH THEIR 

ExPERIENCE.  

dURINg 2012 92% 
(2011:91%) Of HOmE 
CREdIT CUSTOmERS 
ANd 89% (2011:84%) 
Of vANqUIS BANK 
CUSTOmERS wERE 

EITHER vERY OR qUITE 
SATISfIEd wITH  

THE SERvICE PROvIdEd 
TO THEm.
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ENSURE THAT AT LEAST 
90% Of CONSUmER 

CREdIT dIvISION ANd 
80% Of vANqUIS BANK 
CUSTOmERS ARE EITHER 

‘vERY SATISfIEd’ OR ‘qUITE 
SATISfIEd’ wITH THEIR 

ExPERIENCE.

2013
TARgETS

wE LENd 
RESPONSIBLY 
Having over 2.7 million people use our 
home credit and credit card products means 
that being a responsible lender is our most 
important corporate responsibility.

For over 130 years, our customers have been 
drawn from communities of people living on 
modest incomes. As such, our products are 
structured in such a way that takes account 
of their needs and are delivered in a fair and 
responsible manner.

HOw wE EmBEd 
RESPONSIBLE LENdINg
Both our operating businesses have rigorous 
processes and systems in place that underpin 
the lending decisions that they make. This 
ensures that we issue credit to new and 
existing customers at the right time and for 
the right amount. We maintain high levels 
of contact with our customers through face-
to-face meetings or telephone contact. This 
means we can discuss any difficulties or 
queries that they may have at an early stage 
and agree a course of action to resolve them.

wHAT dO wE mEAN 
BY RESPONSIBLE 

LENdINg?

for us, responsible lending is about 
delivering products that meet the 

needs of our customers, whilst 
ensuring that we do not lend in 
a way that they cannot afford 

to repay. we do this by offering 
simple and transparent financial 

products delivered through a 
friendly, personal and  

flexible service.

OUR vANqUIS BANK CREdIT CARd HAS 
THE fOLLOwINg CHARACTERISTICS, 
wHICH dIffERENTIATES US fROm 
OTHER CREdIT CARd PROvIdERS:

•   Sensible credit limits – our customers 
appreciate the relatively low credit limit 
Vanquis Bank allows them; it helps them 
to keep in control of their finances. A 
credit limit of typically under £1,000 
means that they don’t over-extend 
themselves and the monthly payments  
are manageable.

•   High level of contact – as busy people, our 
customers like the high level of telephone 
contact Vanquis Bank maintains with them 
and the texts they receive to remind them 
to make repayments.

•   Potential to rebuild a credit history – some 
of our customers have had credit problems 
in the past but are now over them. 
Therefore, they appreciate the fact that 
Vanquis Bank are more interested in their 
current circumstances and are prepared to 
help them rebuild a good credit profile.
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CONSUmER CREdIT 
dIvISION

Customer ContaCt
When the self-employed agent meets the 
customer in their home, it gives them a good 
understanding of the customers’ attitude to 
credit and what they can afford. We call this 
the ‘3 C’s’: 

•   Character: the customer’s intent to repay 
the loan. 

•   Capacity: the customer’s ability to repay 
the loan.

•   Conditions: the stability of the customer’s 
circumstances. 

Lending deCision proCesses 
and systems
The underwriting process uses the System 
enhanced lending (Sel) programme, for 
existing and previous customers, and Single 
View of Customer (SVC) system for new 
customers. These tools support agents’ 
lending decisions by filtering out higher  
credit risks.

vANqUIS BANK

Customer ContaCt
The relationship we have with our Vanquis 
customers is much closer than those in the 
mainstream lending market. All customers 
receive a welcome call as part of the 
acceptance process – this is unique in the 
UK credit card industry. The call provides the 
opportunity to gather additional information 
which is useful to help manage their account 
at a later date and establish a more personal 
relationship. It is also an important element of 
completing our underwriting and Vanquis will 
turn down an application if it cannot engage 
in a satisfactory dialogue with a potential 
customer.

Lending deCision proCesses 
and systems
Vanquis operates a ‘low and grow’ strategy 
– customers are typically given a credit 
limit of just £250. This allows us to observe 
and understand our customers’ behaviour 
before extending limits in a responsible and 
sustainable manner. We won’t increase the 
credit of customers who have fallen behind  
in making payments. When appropriate, 
we will increase credit limits in small, 
manageable steps.

80%

76%
THE PERCENTAgE Of 

CREdIT APPLICATIONS 
dECLINEd BY OUR 

HOmE CREdIT BUSINESS 
ANd vANqUIS BANK 

RESPECTIvELY.

ANd
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THE CUSTOmERS  
wE SERvE

Typically, our customers are 
hardworking people living on modest 

incomes. They borrow relatively 
small amounts, but it is a big 

commitment. They need it to be 
easy to make repayments and  

they like the flexibility to 
adjust those payments if their 

circumstances change.

OUR CUSTOmERS: 
Home credit customers are not always the 
main breadwinners, but they often control 
the household budget. Just under half of 
our customers (49%) are in receipt of non-
universal benefits. Home credit customers 
value the discipline of the weekly visit and 
appreciate having flexibility on repayments.

Vanquis Bank customers use their credit 
cards in a similar way to users of mainstream 
cards; on the high street and for internet 
shopping. Growth in online shopping and 
changes in merchants’ payment policies have 
made everyday tasks increasingly difficult 
without a payment card. The card therefore 
has a high utility value and offers useful 
additional consumer protection – it is often 
the only credit card they have.

*These socio-economic levels are derived 
from a classification system that is based on 
occupation. It enables a household and all 
its members to be classified according to the 
occupation of the chief income earner.

SOCIAL 
gRAdE dESCRIPTION

A   Higher managerial, administrative or 
professional

B   Intermediate managerial, administrative 
or professional

C1  Supervisory, clerical and junior 
managerial, administrative and 
professional 

C2 Skilled manual workers

D Semi and unskilled manual workers

e  State pensioners, casual or lowest  
grade workers, unemployed with state 
benefits only

Gender
62% female 
38% male

Age
Average  

c. 40
Household 

employment
Part-time, casual, 

manual  
(eg cleaner,  
van driver)

Net 
income

Household 
£292 per 

week

Home
Owner: 15% 
Tenant: 75% 

Friends/ 
family: 10%

Socio-
economic 

level*
C2, D, E

Customer 
satisfaction

92%

Average 
loan
£500

Principal 
loan purpose

Christmas, 
household item, 
holiday/travel

Home credit 
customer 
profile

Gender
48% female, 

52% male

Age
Average  

c. 40 Employment
Typically full-time, 

wide spectrum  
of roles

Income
Household  

£15 - 30K per 
annum

Home
Owner: 27% 
Tenant: 73% 

Socio-
economic 

level*
C1, C2, D

Customer 
satisfaction

89%

Average 
balance

£790

Principal 
loan purpose
Internet spending, 

utility/everyday 
spending

Vanquis Bank 
customer 
profile



Provident Financial corPorate resPonsibility rePort Provident Financial corPorate resPonsibility rePort 23

OUR PROdUCTS 
ExPLAINEd:
HOmE CREdIT
We are the UK and Ireland’s leading home 
credit lender, operating through the Provident 
Personal Credit and Greenwood Personal 
Credit brands. PPC and GPC provide small, 
unsecured loans, typically for sums of 
around £500. These are usually delivered to 
customers’ homes by self-employed agents 
who then call every week, or in some cases 
every month, to collect repayments. 

Home Credit expLained:

Our home credit service is 
straightforward, face-to-face and 
flexible. we tailor our products  

to suit our customers.

We gain a detailed understanding of our 
customers’ circumstances through the face-
to-face service delivered by our agents, 
which helps protect our customers from 
taking on too much credit. It is in no one’s 
interest for us to lend to people who cannot 
afford it. 

Many of our customers have incomes that are 
less predictable than those of borrowers in 
the mainstream market. We allow for that in 
the way we structure our loans. There may 
be weeks when customers cannot afford to 
keep up their payments, or need to make a 

reduced payment. We will respond flexibly to 
these situations and never charge extra fees 
or interest.

BRANCH NETwORK – over 400 PPC 
and GPC branch offices, providing coverage 
of virtually every postcode in the country, 
make us the only home credit provider with 
nationwide coverage in the UK and Ireland. 
local branch managers support agents to 
manage payments and arrears.

LOCAL AgENTS – A network of 9,800 
self-employed agents advance credit and 
collect payments in the communities they 
serve. Crucially, agents generate commission 
primarily on amounts repaid; so it is in their 
interest to lend responsibly. Many are former 
customers themselves and generally live 
in the communities where they operate. 
As a result, they are able to build up 
strong, professional relationships with their 
customers.

CREdIT mANAgEmENT – We are focused 
on monitoring cash collections, which allows 
us to manage impairment effectively. every 
week we update our risk assessment of every 
customer, using behavioural scoring that 
assesses customer payment patterns and 
utilises credit bureau data. We can identify 
trends early on, allowing the appropriate 
action to be taken on lending and collections.

SImPLE REPAYmENTS – An agent will call 
at the customer’s home to collect the weekly, 
or monthly, fixed repayment and when the 
need arises, consider any further requests for 
an additional loan.

HOmE CREdIT CASH LOANS 
TYPICALLY Of A fEw 

HUNdREd POUNdS wITH 
REPAYmENTS OvER 14 TO 

110 wEEKS.

ONE CARd,  
A PRELOAdEd CARd THAT 
PROvIdES £210 TO SPENd 
IN OvER 35 ONLINE ANd 
HIgH STREET RETAILERS 
wITH REPAYmENTS mAdE 
OvER 32 OR 52 wEEKS.

LOANS  
Of £50 - £500 CAN BE 

TAKEN IN THE fORm Of 
LOvE2SHOP SHOPPINg 
vOUCHERS, wHICH ARE 
ACCEPTEd IN OvER 85 

HIgH STREET RETAILERS. 
REPAYmENTS CAN BE 

mAdE OvER 22 TO  
50 wEEKS.

PROdUCTS
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THE HOmE CREdIT LOAN 
APPLICATION PROCESS:

First contact  
Many custoMers hear about us through a recoMMendation. 
Much oF our new business coMes FroM word oF Mouth, 
direct Mail or is sourced through our network oF 
selF-eMployed agents. we are increasingly recruiting 
custoMers through online and television advertising.

1

The agenT’s visiT  
afTer receiving a requesT To call aT The cusTomer’s home, 
The agenT will visiT To discuss The various producTs we 
offer and make an appoinTmenT To call back.

2

TransparenT Terms   
There are no hidden charges. The maximum amounT To be 
repaid is clear and fixed aT The sTarT, even if a cusTomer 
misses paymenTs.

3

Applying for A loAn    
An Agent will visit the customer in the customer’s own 
home to conduct AffordAbility And creditworthiness 
checks, complete the pAperwork required, And Agree A 
suitAble loAn Amount, hAving fully explAined the loAn 
terms And determined it to be suitAble. they will then 
Agree An AppropriAte collection routine to suit the 
customer And deliver the loAn in the customer’s home.

4

Building trust     
We operate a ‘loW and groW’ policy. First-time BorroWers 
typically get smaller, shorter-term loans. those aBle 
to manage their repayments, and Whose circumstances 
Warrant it, Become eligiBle For larger amounts over 
longer periods.

5
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THE ROLE PLAYEd  
BY THE AgENT
The vast majority of our home credit 
customers use a self-employed agent 
to receive and repay their loans. Agents 
therefore play an important role in the home 
credit business model and are integral in our 
approach to responsible lending. 

A network of 9,800 self-employed  
agents advance credit and  

collect payments in the communities  
in which they serve. 

Through the home visits, agents develop 
an intimate knowledge of their customers’ 
circumstances, which informs their lending 
decisions. This is good for the customer and 
also allows the business to closely manage 
impairment. 

The agent’s regular visit also acts as a useful 
reminder to put the money aside for the 
repayment. If customers get into difficulty, 
they know they’ll get a sympathetic response 
from their agent. 

All agents receive an Agent Starter Pack 
which includes an Agent Manual, brochures 
on anti-money laundering and data 
protection, and an agent safety pack. All 
the legal and regulatory requirements that 
agents must comply with are included in the 
manual. Whilst agents are responsible for 
their own personal safety, the agent safety 
pack we provide contains a personal safety 
brochure, a personal alarm, a personal safety 
DVD and emergency contact cards.

agent Commission
As agents are paid commission primarily on 
what they collect and not what they lend, 
they have every reason to only lend what 
the customer can afford to repay. During the 
last quarter of 2012, we announced further 
enhancements to the agents’ commission 
scheme. The new scheme separates agencies 
into three categories; agents with better 
performing agencies are now rewarded with 
a higher commission rate on collections. The 
scheme has been introduced during the first 
quarter of 2013 and is expected to benefit 
the performance of agencies in both sales 
and collections.

vANqUIS BANK
Vanquis Bank brings the advantages of credit 
cards to non-standard customers, many of 
whom are excluded by mainstream card 
issuers. The Bank has established itself as the 
leading specialist provider of Visa credit cards 
to customers in the non-standard segment of 
the UK market.

our ‘low and grow’ approach to extending 
credit and high levels of customer contact 
underpin a business model that is generating 
sound, sustainable returns. Based on our 
expertise and success in the UK, we are 
now testing the potential of expanding into 
overseas markets. 

The 560 staff at our UK contact centres at 
Chatham and Bradford, stay in close contact 
with our 0.9m customers.

Vanquis Bank expLained:
We operate in the non-standard sector of 
the UK credit card market. Some of our 
customers have been refused credit by 
mainstream lenders and would like to repair 
their credit rating. not every lender is happy 
to work in the non-standard market but we 
enjoy taking care of our customers, providing 
them with high levels of service and products 
that genuinely meet their needs.

The relationship we have with our customers 
is much closer than those in the mainstream 
lending market. Maintaining a high level 
of contact with our customers helps us 
to understand their needs and to provide 
support when they are struggling to make 
payments.

The Bank’s employees are trained to 
manage the accounts of customers that are 
identified as vulnerable and to support them 
accordingly. It also develops new channels for 
collections, with the introduction in 2011 of 
services to allow customers to pay online and 
via SMS.

How does tHe Vanquis Bank 
Credit Card differ from  
otHer Credit Cards?
Vanquis Bank has much smaller credit limits 
than mainstream card issuers, which match 
the needs of non-standard customers.

Vanquis Bank will judge a customer’s 
application on the basis of their current 
circumstances. We will not turn down a 
customer just because they may have had 
money troubles in the past, which they are 
now over.

Vanquis Bank will maintain a much higher 
level of contact, through phone conversations 
and text message, than mainstream card 
issuers. In this way, any problems can be 
addressed quickly, averting any potential 
longer-term problems.

THE HOmE 
CREdIT 

AgENT’S 
wEEKLY 
ROUTINE 

Agents typically collect 
payments two to four 
days per week (friday 
and monday are the 
most popular days).

Collections are ‘paid-
in’ on either Tuesday 
or wednesday. This 

enables reconciliation 
and compliance checks 
to be carried out, and 

customer payment data 
to be collected.

wednesday is 
processing day, 

when all customer 
behavioural score 

data is updated and 
refreshed. This helps 
inform discussions at 
the agent’s weekly 
interview with a 

development manager 
on Thursday so that 
agents can plan the 
next week’s activity.

development 
managers provide 

support to between 
8 and 10 agents on 
a range of issues 

including products, 
arrears activities, 

compliance and agency 
development. daily 
performance data, at 
the individual agency 
level, is produced at 

11am each day, which 
helps us to manage the 
business on a day-to-

day basis.
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THE APR Of OUR 
PROdUCTS 
The representative APR of our products are 
as follows:

•   PPC or GPC loan – 399.7%.

•   Vanquis Bank credit card – 39.9%.

The APR of our products can appear high 
when compared with other products. 
However, APR is not a good measure for 
small-sum lending. Therefore, it is not a 
useful reflection of our charging structure.

In the case of home credit, our charging 
structure takes into account the interest 
charge for the money as well as the 
charge for the weekly collections from the 
customer’s home and the reassurance that 
there will be no extra or hidden charges, 
even if the customer misses or makes a late 
payment.

Although APR was introduced to help people 
compare the cost of loans, it doesn’t always 
work: some lenders’ APR includes all the 
costs of lending, while other lenders’ do not. 
For some lenders, the cost to a borrower 
can be expressed as the interest rate a 
borrower will pay (literally only the cost of 
the money). Mainstream lenders such as 
high-street banks, which tend to quote lower 
APRs, are often reluctant to lend to higher 
risk borrowers. They also don’t provide the 
small-sum loans that these borrowers want 
and could afford to repay. Where they do 
lend, the loans tend to be of higher value 
and additional fees and penalties are often 
imposed over and above the quoted APR. 

vANqUIS BANK 
vISA CREdIT CARdS.

vANqUIS BANK 
1-, 2-, 3- ANd 5-YEAR 

TERm HIgH-YIELd, fIxEd-
RATE dEPOSIT ACCOUNTS.

PROdUCTS

HOw THE vANqUIS CREdIT CARd wORKS: 

1 fIRST CONTACT  
IN 2012, 46% Of NEw CUSTOmERS CAmE fROm ONLINE CHANNELS, 
47% fROm dIRECT mAIL ANd 7% fROm OTHER CHANNELS.

APPLYINg fOR A CARd  
ONLINE APPLICANTS gET A PROvISIONAL RESPONSE wITHIN 
mINUTES. THE BANK INTERvIEwS CUSTOmERS BY PHONE BEfORE 
mAKINg A fINAL dECISION.

TRANSPARENT TERmS    
EvERY NEw CUSTOmER RECEIvES A ‘wELCOmE PACK’ OUTLININg 
THEIR RIgHTS ANd RESPONSIBILITIES ANd OffERINg TIPS ON 
mANAgINg fINANCES ANd ImPROvINg THEIR CREdIT RATINg.  
THE BANK’S wEBSITE PROvIdES dETAILEd AdvICE TOO.

PAYmENT CHANNELS     
PAYmENTS CAN BE mAdE ONLINE THROUgH INTERNET ACCOUNT 
SERvICINg (EvANqUIS) OR dIRECTLY AT www.vANqUIS.CO.UK. 
dEBIT CARd PAYmENTS CAN BE mAdE BY PHONE (THROUgH THE 
INTERACTIvE vOICE RESPONSE SYSTEm OR wITH A CALL CENTRE 
REPRESENTATIvE), OR A STANdINg ORdER OR dIRECT dEBIT CAN 
BE ESTABLISHEd TO mAKE PAYmENTS ON A REgULAR BASIS. 
CUSTOmERS CAN ALSO PAY OvER THE COUNTER AT THE POST 
OffICE OR A BANK, OR SENd A CHEqUE BY POST.

BUILdINg TRUST     
wITH THE BANK’S ‘LOw ANd gROw’ LENdINg POLICY, NEw 
CUSTOmERS TYPICALLY RECEIvE A £250 INITIAL CREdIT LImIT. 
wE THEN REvIEw THE ACCOUNT AfTER fOUR mONTHS fOR 
POTENTIAL CREdIT LINE AdJUSTmENTS. wE wILL ONLY PROvIdE 
CREdIT LINE INCREASES TO ACCOUNTS BEINg mANAgEd 
APPROPRIATELY. IN NO CIRCUmSTANCES wILL wE INCREASE 
THE CREdIT LINES Of CUSTOmERS wHO ARE BEHINd IN mAKINg 
PAYmENTS. wHEN APPROPRIATE, wE INCREASE CREdIT LINES IN 
SmALL, mANAgEABLE STEPS.

2

3

4

5
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mAINTAININg 
HIgH LEvELS 
Of CUSTOmER 
SATISfACTION
The success of our business depends on 
ensuring that we provide our customers with 
an excellent product proposition and service. 
As such, both our businesses are committed 
to continuing to earn extremely high levels 
of customer satisfaction for the products and 
services they deliver.

This commitment is underpinned by the key 
performance indicator (KPI) on customer 
satisfaction that we have set to monitor the 
delivery of our business strategy. This KPI 

commits us to measure the percentage of 
customers surveyed who are satisfied with 
the service they have been provided with.

We measure our performance against 
this KPI by conducting regular surveys 
to determine rates of satisfaction among 
customers.

dEALINg wITH CUSTOmER 
COmPLAINTS
As well as ensuring that our customers are 
satisfied with our products and service, both 
our businesses are committed to making 
sure that customer complaints are kept to 
an absolute minimum. Where complaints 
do occur, we ensure that they are taken 
seriously and resolved in a professional and 
timely manner. 

We monitor and report the numbers of 
complaints we receive; in the case of 
Vanquis Bank, which is regulated by the 
Financial Services Authority, we publish the 
information relating to complaints.

Both the Consumer Credit Division and 
Vanquis Bank have clear complaint-handling 
processes and procedures in place. our 
customer relations teams adhere to these 
within set timescales.

our focus is to deal with customers’ 
grievances sympathetically and seek to 
resolve them as soon as possible. If this isn’t 
possible, further procedures are set in motion 
to resolve the complaint. 

During 2012, the actual number of 
complaints received by both our businesses 
was 57,447. This figure translates into 2.1% 
of our 2.7 million customers.

Where a customer’s complaint is not 
resolved to their satisfaction, they 
may refer the complaint to the 
Financial ombudsman Service (FoS), 
the contact details of which are 
provided to all customers.

During 2012, our subsidiary 
businesses recorded that 2,046 
complaints were referred to 
the FoS. of these complaints, 
1,940 were not taken forward 
by the FoS, with 106, or 5% 
(2011:7%), being upheld in 
favour of the complainant.

 

LOwER-
INCOmE 

BORROwERS  

Lending to those on 
lower incomes differs 
from lending to those 
on average or higher 

than average incomes, 
which is reflected 
in the APR of the 
products offered to 
these consumers. 

There is a higher risk 
that lower income 

borrowers: will default 
on payments (because 
their circumstances are 

much more likely to 
change); will prefer to 
repay weekly and in 

cash; and will want to 
borrow relatively small 

amounts over short 
periods of time.
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ENgAgINg wITH 
CUSTOmERS TO 
COLLECT dEBT 
From time to time, some of our customers 
experience difficulty in making payments 
through no fault of their own; their income 
may change as a result of reduced hours, 
redundancy, illness or death of a partner, for 
example.

For our home credit customers, the 
relationship that the agent has with the 
customer is important. It means the agent 
tends to know whether the customer has a 
long- or short-term problem and therefore 
what the appropriate response should be. In 
most cases, the customer misses a couple of 
repayments until their financial situation has 
improved. Because our products include all 
charges upfront, this is done at no extra cost 
to our customer.

In Vanquis Bank, employees are trained to 
manage the accounts of customers that are 
identified as vulnerable and support them 
accordingly.

There are cases, however, where our 
customers, in spite of all efforts to assist 
them, either cannot or will not co-operate 
with our efforts. Both our operating divisions 
have systems and processes in place to deal 
with these situations.

CONSUmER CREdIT 
dIvISION
For home credit customers, if the agent is not 
able to assist a customer, because they will 
not engage or communicate with the agent, 
we transfer their account to the Central 
Debt Recovery (CDR) department at head 
office. The CDR department includes a firm 
of solicitors, CK edrupt, who undertake work 
to contact the customer and re-establish 
payment.

In seeking to re-establish payment by the 
customer, the CDR team’s focus is to be 
fair, responsible and straightforward and 
treat our customers with courtesy. The CDR 
team let the customer know what they 
must do to either pay the balance in full 
or in instalments. In some instances the 
department accepts repayment instalments of 
as little as one or two pounds a week.  
If correspondence has been sent and 
payments have not been made or 
maintained, the Consumer Credit Division 
will take legal action, providing several 
criteria have been met, for example, suitable 
employment or residency information has 
been confirmed.

dEBT AgREEmENT PLANS
When a home credit customer authorises a 
non-fee charging money advice provider to 
deal with their financial affairs, we transfer 
their account to CDR. our correspondence 
with the customer ends and is instead 
directed to a money advice agency, such as 
Citizens Advice, Step Change or Christians 
Against Poverty. Typically the money advice 
agency completes and submits an income 
and expenditure assessment of the customer 
and gathers other relevant information about 
the customer’s personal circumstances. This 
enables the customer to enter into debt 
agreement plans with the agency. 

It is our policy to accept the offers of 
payment made after the customer has sought 
advice and a financial assessment has been 
made. Through the ‘Fairshare’ agreements 
we have with these charities, we contribute 
almost 12% of any payment we receive from 
a customer who has entered into a debt 
agreement plan with them.

By making ‘Fairshare’ contributions to Step 
Change and Christians Against Poverty (CAP), 
we ensure that our subsidiary businesses, 
rather than the debtor, pay for the debt 
advice, thus allowing the charities to operate 
independently of taxpayer support. 

During 2012, the Consumer Credit Division 
paid £153,192 (2011: £134,335) to Step 
Change and £26,486 (2011: £13,545) to 
CAP in ‘Fairshare’ contributions. This helps 
to enable both organisations to continue to 
provide free, independent advice to people in 
financial difficulty.

vANqUIS BANK
The processes at Vanquis Bank with credit 
card customers who fall into arrears are 
different. 

The collections strategy is designed to help 
customers stay on track with a combination 
of letters, telephone calls, SMS text messages 
and emails to engage with them. 

our internal collections team, called Impact 
Collections Services, engage with customers 
who are in arrears for up to four months. 
They use a range of innovative channels 
to enable customers to make payments, 
including facilities that allow payments to be 
made online or via SMS text.

92%

89%
THE PERCENTAgE Of 

CUSTOmERS wHO ARE 
SATISfIEd wITH THE 
SERvICE THEY HAvE 
BEEN gIvEN BY OUR 

HOmE CREdIT BUSINESS 
ANd vANqUIS BANK 

RESPECTIvELY.

ANd
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USINg dEBT  
COLLECTION AgENCIES
If, having used our internal processes to 
engage with the customer, it is still not 
possible to secure payments, both our 
operating businesses will appoint a debt 
collection agency (DCA) to pursue the debt. 

DCAs only claim commission on the 
payments they collect. Both the Consumer 
Credit Division and Vanquis Bank place 
accounts with a DCA and if they have not 
been able to make an arrangement for 
repayment, the accounts are passed to a 
second DCA for further recovery action. 

our operating businesses only use DCAs 
whose track record is known to them and 
who are members of the DCA trade body, 
the Credit Services Association. The activity 
that the DCAs undertake on our behalf is 
contractually based. Their performance is 
reviewed and scrutinised on an ongoing basis 
and we formally audit their activity every six 
months. These audits focus on all aspects of 
work that the DCAs undertake on our behalf, 
including ensuring that their activities are 
responsible and comply with our processes 
and procedures.

CURRENT 
REgULATORY 
fRAmEwORK
We are subject to various regulatory and 
supervisory regimes: 

•   OffICE Of fAIR TRAdINg (OfT) ANd 
THE CONSUmER CREdIT ACT 1974 
(CCA) – The CCA and the supporting 
regulations and guidance made under it, 
cover all aspects of credit transactions 
from advertising to debt recovery. our 
home credit business and Vanquis Bank 
hold consumer credit licences issued by 
the oFT who also ensure compliance with 
the CCA.

•   fINANCIAL SERvICES AUTHORITY 
(fSA) – As Vanquis Bank holds a banking 
licence, it is also regulated by the FSA. 
The FSA’s regulation of Vanquis Bank 
covers a number of areas, comprising: 

 (i) code of conduct; 

 (ii treating customers fairly; 

 (iii) regulatory capital requirements; 

 (iv)  liquidity requirements, including the 
requirement to hold a liquid assets 
buffer; and

 (v) monthly and quarterly reporting. 

Provident Financial plc, as the parent 
company of a regulated bank, is itself the 
subject of consolidated supervision by the 
FSA and is subject to regulatory capital 
requirements and half-yearly reporting to  
the FSA. 

•   THE dEPARTmENT fOR BUSINESS, 
INNOvATION ANd SKILLS (BIS) ANd 
Hm TREASURY (HmT) – Although 
not regulatory in function, policy 
recommendations made by BIS and HMT 
frequently relate to and affect the  
financial services sector. They recently 
consulted on proposals to restructure the 
regulatory regime for financial services. 
They also conducted a joint review of 
consumer credit and personal insolvency 
during 2011.

•   CENTRAL BANK Of IRELANd (THE 
BANK) – The Bank is the licensing 
authority for consumer credit in the  
Republic of Ireland and Provident Personal 
Credit limited, a subsidiary within CCD, 
holds a moneylender’s licence issued 
by the Bank. The legislation applicable 
in the Republic of Ireland includes 
the Consumer Credit Act 1995, the 
european Communities (Consumer Credit 
Agreements) Regulations 2010, the 
provisions of the Consumer Protection 
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Code for licensed Moneylenders and the 
Central Bank Reform Act 2010.

•   EU REgULATION – The european Union 
institutions comprising the Commission, 
Council and Parliament initiate and 
enact legislation which applies to the eU 
Member States. The majority of UK and 
Republic of Ireland legislation now involves 
the implementation of eU legislative acts.  
A recent example was the implementation 
of the eU Consumer Credit Directive 
2008, which took full effect in the UK in 
February 2011.

UK fUTURE 
REgULATORY 
LANdSCAPE
fINANCIAL SERvICES REgULATION – 
The Government has been reviewing the way 
financial services are to be regulated. The 
outcome will be the creation of three key 
institutions: the Financial Policy Committee 
(FPC), as part of the Bank of england, 
with responsibility for ‘macro-prudential’ 
regulation; the Prudential Regulation 
Authority (PRA), with responsibility 
for ‘micro-prudential’ (or firm-specific) 
regulation; and the Financial Conduct 
Authority (FCA), with responsibility for 
conduct of firms and markets’ regulation. 

on 27 January 2012, the Government 
published a Financial Services Bill which 
includes provisions enabling the transfer of 
responsibility for consumer credit regulation 
from the oFT to the FCA, whilst retaining 
the existing consumer rights and protections 
contained in the CCA. The Government has 
stated that it will exercise these powers 
if, and when, it has identified a mode of 
FCA regulation that is proportionate for the 
different segments of the credit market.

ENSURINg 
COmPLIANCE
To ensure that our businesses comply with 
the various supervisory and regulatory 
regimes, the following measures are in place:

•   A central, in-house legal team monitors 
legislative changes and supports divisional 
compliance functions. expert third-party 
legal advice is taken where necessary.

•   Divisional compliance personnel monitor 
compliance and report to divisional boards.

•   long relationships with key regulators 
recognise the different dynamics of the 
home credit and credit card sectors, 

compared with, say, the payday lending 
model.

•   Constructive dialogue with regulators. 

•   Full and active participation in all relevant 
regulatory review and consultation 
processes in the UK and eU.

•   All relevant employees receive compliance 
training on a range of regulatory issues. 
This ensures that marketing and lending 
practices are conducted in a responsible 
manner. This training is delivered to 
employees via our intranet-based learning 
management system or formal training 
sessions.

PREvENTINg mONEY 
LAUNdERINg ANd 
fRAUd 
We are committed to guarding against 
the risk of financial crime within all our 
operations.

We do this by training our employees and 
having policies, controls and procedures 
in place to anticipate and prevent money 
laundering or the financing of other criminal 
activities. 

We have a nominated Money laundering 
Reporting officer (MlRo) in place within 
both CCD and Vanquis Bank. The MlRos 
receive and consider internal disclosures of 
suspicious activity from within the businesses, 
and deliver activity reports to the Serious 
organised Crime Agency (SoCA).

Training in money laundering awareness is 
regularly provided to employees and other 
business stakeholders, including agents.

Both businesses also have teams in place 
who deal with first- and third-party fraud, 
financial crime, and disputed transactions. 
each has systems and procedures in place 
to identify and block unusual transaction 
patterns.
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ORgANISATION NATURE Of SUPPORT

AdvICE UK our funding continues to support the post of Advice 
UK’s national Money Advice Co-ordinator who, in 2012, 
was responsible for dealing with over 400 consultancy 
enquiries from Advice UK members, organising Advice UK’s 
fifth annual conference and having responsibility for Advice 
UK’s Sustainable Debt Advice Project, which won the Best 
new Initiative Award at the Institute of Money Advisers’ 
2013 Performance Awards.

Funding was also used by Advice UK’s Development 
Consultant for South West england, South Central england 
and Wales to support members to improve their access 
to services, and address issues relating to money advice 
regulation, human resources and making funding bids.

CHRISTIANS 
AgAINST 
POvERTY ANd 
STEP CHANgE

We make ‘Fairshare’ contributions to both Step Change 
and Christians Against Poverty. Please refer to page 29 for 
more information.

CITIzENS AdvICE The funding we provide to Citizens Advice is used, along 
with funding provided by other organisations in the 
financial services sector, to support the work undertaken 
by its Specialist Support money advice team. This team, 
and their partners, deal with the most complex money 
advice cases through the provision of telephone and 
online consultancy on legislation, case law and the court 
process. During 2012, this team dealt with 3,999 of the 
most complex cases that clients brought to Citizens Advice 
Bureaux, AdviceUK agencies, legal Services Commission 
contracted agencies and members of the Institute of 
Money Advisers. The team also facilitated or had specialist 
input into 54 networking events for money advisers; 
delivered 92 training courses; published Arian, a debt 
advice bi-monthly newsletter with a readership of 2,156; 
and contributed to Adviser magazine.

mONEY AdvICE ORgANISATIONS 
SUPPORTEd dURINg 2012:

SUPPORTINg THE 
mONEY AdvICE 
SECTOR
our approach to responsible lending also 
involves working with and supporting a wide 
range of free and voluntary money advice 
organisations to help consumers who may 
have problems repaying their debts to us  
and others.
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We also work with more specialised providers on a range of financial education initiatives. 
Please see page 53 for more information.

We continue to support publicly available, 
independent research to help understand 
the financial behaviour of those on modest 
incomes and increase the quality and 
availability of free, independent money advice 
in the UK.

For example, we supported research 
undertaken by the Social Market Foundation 
which led to the publication of the report 
‘Sink or Swim? The Impact of Universal 
Credit’ in September 2012. 

This research, carried out under the guidance 
of an expert group, interviewed low-income 
families. It explored whether the families 
were coping with the current financial 
squeeze and to what extent potential 

recipients of Universal Credit would be able 
to adapt to the reforms to the benefits 
system. The research found that many 
current and potential benefit recipients 
devote considerable time and energy to 
budgeting and have quite sophisticated 
budgeting techniques. It also indicated that 
they will need help and support, particularly 
dealing with monthly payments and 
housing benefit paid to claimants direct in 
the social rented sector. The report made 
recommendations regarding what more the 
government could do as it rolls out Universal 
Credit to help people prioritise, plan for the 
future and to budget, save and use credit 
effectively.

INSTITUTE Of 
mONEY AdvISERS

The funding provided to the IMA in 2012 was used to 
develop its new website. The new interactive site, which is 
now maintained by the Institute itself allowing information 
to be updated on a real time basis, includes a ‘Members 
Zone’ which hosts a range of essential adviser resources 
and a range of portals which allow members to engage 
directly with the Institute.

mONEY AdvICE 
LIAISON gROUP

With our funding, MAlG runs regional meetings to improve 
communication, understanding and good practice between 
advisers and creditors.

mONEY AdvICE 
SCOTLANd

The funding we provided to MAS in 2012 was used to 
support its annual conference which was attended by 200 
delegates from the credit, money advice and insolvency 
industry.

In addition, our funding helped MAS maintain its ‘Approved 
Centre’ status as a provider of a money advice programme 
that is accredited by the Scottish Qualifications Authority 
and start to develop a new qualification called the 
‘Certificate in Money Advice Practice’.

mONEY 
AdvICE TRUST 
(INCLUdINg 
NATIONAL 
dEBTLINE)

The funding we provide to MAT covers the cost of national 
Debtline’s Triage Adviser who is responsible for dealing 
with the simpler money advice cases it receives, allowing 
more complex debt problems to be referred to specialist 
advisers.

Funding was also used by MAT to commission the 
University of nottingham to carry out research on demand 
and capacity for debt advice with a specific concentration 
on MAT’s own services. The findings of this research will 
help inform MAT’s three-year planning of what services will 
be required from 2013 onwards. 
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OUR PEOPLE 
PlAy A Key Role In 
MeeTInG THe neeDS 
oF oUR 2.7 MIllIon 

CUSToMeRS.
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All of the 3,800 people that we employ across the UK 
and Ireland are important to us. They play a key role in 
developing and delivering products that meet the needs 
of our 2.7 million customers, so they are one of our key 
stakeholder groups. By creating a working environment 
that helps our employees to achieve their potential, we 
also help our businesses flourish.  

HR mANAgEmENT
our HR departments deliver and develop 
training, manage recruitment, support 
employees to fulfil their potential, and 
develop and implement policies. They also 
play a prominent role in helping to embed  
our CR programme within our businesses.

OUR PEOPLE

2012
TARgETS

“wE ARE COmmITTEd TO 
SUPPORTINg dIvERSITY 

ANd CREATINg A CULTURE 
wHERE ALL OUR PEOPLE CAN 

CONTRIBUTE TO OUR SUCCESS.”

INvESTIgATE HOw 
mANAgEmENT 

PRACTICES ANd HR 
PROCESSES CAN BE 

ImPROvEd TO IdENTIfY 
ANd ENCOURAgE 
mORE wOmEN TO 

PROgRESS TO SENIOR 
ROLES wITHIN THE 

BUSINESS.  

ACHIEvEd – SEE PAgE 
36 Of THIS REPORT fOR 
mORE INfORmATION.

REvIEw RECRUITmENT 
PRACTICES TO 

ATTRACT A mORE 
dIvERSE mIx Of 

APPLICANTS – TO 
INCLUdE BAmES ANd 

YOUNgER CANdIdATES 
IN PARTICULAR, ANd 
mORE wOmEN INTO 

SENIOR ROLES.  

PARTIAL PROgRESS – 
SEE PAgE 36 Of THIS 
REPORT fOR mORE 

INfORmATION.

THE AvERAgE mONTHLY 
NUmBER Of PEOPLE 

EmPLOYEd BY THE gROUP:

2011
TOTAL: 
3,713

2012
TOTAL:
3,786

3,070

3,003

728

589

55

54

Consumer 
Credit 
Division

Vanquis 
Bank

Central
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2012
TARgETS

ESTABLISH LINKS 
wITH THE BRAdfORd 

mETROPOLITAN 
dISTRICT COUNCIL, 
LOCAL EdUCATION 
INSTITUTES ANd 

TRAININg PROvIdERS 
TO SUPPORT YOUNg 
PEOPLE TO dEvELOP 

EmPLOYABILITY 
SKILLS.  

ACHIEvEd – SEE PAgE 
38 Of THIS REPORT fOR 
mORE INfORmATION.

wORK wITH LOCAL 
PARTNERS TO ATTRACT 

YOUNg PEOPLE TO 
THE ORgANISATION 

THROUgH 
APPRENTICESHIPS, 
wORK ExPERIENCE 

ANd gRAdUATE 
PLACEmENTS.  

ACHIEvEd – SEE PAgE 
38 Of THIS REPORT fOR 
mORE INfORmATION.

mANAgINg 
dIvERSITY
We are committed to supporting diversity 
and creating a culture where all our people 
can contribute to our success.

We have policies and processes in place 
throughout our businesses that are designed 
to ensure that every applicant and employee 
is treated equally. We strive to ensure 
no applicant or employee receives less 
favourable treatment due to race, nationality, 
gender, sexual orientation, marital or civil 
partnership status, gender reassignment, 
pregnancy and maternity, age, disability and 
religion or belief.

The gender profile of our workforce is 
51% (2011: 51%) women to 49%  

(2010: 49%) men. The proportion of 
women within our workforce is higher 

than in the UK overall workforce. 

According to the office of national 
Statistics (onS), the gender split of those 
in employment in the UK during the period 
December 2012 to February 2013 was 54% 
men to 46% women.

In 2012, we set ourselves a target to ensure 
that 25% of the wider senior management 
group are women by 2015. Currently, women 
represent 22% of senior management across 
our business. over the next two years we 
will continue to strive towards reaching 
this target, with particular emphasis on the 
Consumer Credit Division’s branch network. 
According to the Grant Thornton International 
Business Report 2012, 20% of the UK’s 
senior management are women.

THE AvERAgE mONTHLY 
NUmBER Of PEOPLE 

EmPLOYEd BY THE gROUP 
ANALYSEd AS:

2012
TOTAL:
3,786

3,117

3,189

597

596

Full time

Part time

2011
TOTAL: 
3,713

YEAR
fEmALE 

EmPLOYEES

2012 51

2011 51

2010 54

2009 50

2008 50

THE PROPORTION (%) Of 
fEmALE EmPLOYEES:

THE AgE PROfILE Of  
OUR wORKfORCE: 

23.2%

27.9%

22.3%

20.3%

5.7%

PRoVIDenT 
FInAnCIAl

0.6%

 Under 20

 20-29

 30-39

 40-49

 50-59

 60 +
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2012
TARgETS

fINALISE dIvERSITY 
TRAININg CONTENT 

ANd UPdATE 
ExISTINg TRAININg 
PROgRAmmES fOR 

NEw STARTERS ANd 
THOSE wHO HAvE 
BEEN PROmOTEd.  

PARTIAL PROgRESS 
– INITIAL wORK HAS 
BEEN UNdERTAKEN 

TO PROdUCE 
dRAfT dIvERSITY 

TRAININg CONTENT. 
THIS CONTENT 

wILL BE fINALISEd 
dURINg 2013 ANd 
INCORPORATEd 

INTO THE CONSUmER 
CREdIT dIvISION’S 
mOdERNISATION 

REvIEw.

ENSURE THAT 25% Of 
THE wIdER SENIOR 

mANAgEmENT gROUP 
ARE wOmEN BY 2015.  

PARTIAL PROgRESS – 
CURRENTLY, 22% Of 
THE wIdER SENIOR 

mANAgEmENT gROUP 
ACROSS THE BUSINESS 

ARE wOmEN.

The proportion of our employees from Black, 
Asian and Minority ethnic (BAMe) groups 
currently stands at 9.3% (2011: 9.5%). 

This is in contrast to the figure for the 
proportion of the UK’s population that are 
aged between 16 and 64 and in employment 
from BAMe communities, which according 
to the onS Annual Population Survey (April 
2012 to March 2013), stands at 16%. 

These processes function by identifying 
development opportunities to improve 
individual performance in line with their 
current role, their future roles and future 
business requirements.

These processes are supported by 
comprehensive learning and development 
programmes that enable employees to 
understand our businesses, do their jobs and 
develop new skills. This includes delivering 
induction training to all employees, which 
among other things, provides an overview of 
our CR programme, and role-specific training.

Both the Consumer Credit Division and 
Vanquis Bank have learning management 
systems in place. These enable employees to 
access learning modules on compliance issues 
such as personal safety, data protection and 
anti-money laundering. These systems enable 
all relevant staff to access training on the 
legal requirements we are obliged to  
adhere to.

The Consumer Credit Division delivers 
leadership and management programmes 
that are accredited to the Chartered 
Management Institute. Vanquis Bank 
programmes are approved by the Institute of 
leadership and Management.    

during 2012, employees  
across the group received a total  

of 74,484 training hours. This equates  
to 20.6 hours (2011:25.3 hours) of 

training per employee. 

According to the 2012 Chartered Institute of 
Personnel and Development (CIPD), the UK 
average is 24 hours of training per employee 
per year. 

YEAR
% Of ETHNIC 

mINORITY 
STAff

2012 9.3

2011 9.5

2010 7.4

2009 5.2

2008 5.2

Across the group, 1.9% (2011: 2.2%) of 
employees have a declared disability. 
employees who have a disability are 
encouraged to discuss their requirements 
for reasonable adjustments in their working 
environment with their line manager and our 
HR officers.

During 2012, we commenced work to 
develop diversity training that will be 
rolled out to employees in the Consumer 
Credit Division. This will be finalised during 
2013 and incorporated into the Division’s 
modernisation programme.

dEvELOPINg  
OUR PEOPLE
To run our business successfully, we need 
to attract talented individuals and provide a 
working environment that trains and develops 
them.

We provide our staff with training and 
development opportunities. This enables our 
people to meet their own personal goals as 
well as to continue to respond to the needs 
of our customers.

We have performance management and 
career development processes in place, giving 
employees the opportunity to identify and 
discuss training and development needs. 
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REvIEw RECRUITmENT 
PRACTICES TO ATTRACT 
A mORE dIvERSE mIx 
Of APPLICANTS – TO 
INCLUdE BAmES ANd 

YOUNgER CANdIdATES IN 
PARTICULAR, ANd mORE 

wOmEN INTO SENIOR 
ROLES.

fINALISE dIvERSITY 
TRAININg CONTENT 

ANd UPdATE ExISTINg 
TRAININg PROgRAmmES 
fOR NEw STARTERS ANd 
THOSE wHO HAvE BEEN 

PROmOTEd.

ENSURE THAT 25% Of 
THE wIdER SENIOR 

mANAgEmENT gROUP ARE 
wOmEN BY 2015.

2013
TARgETS

SUPPORTINg THE 
dEvELOPmENT Of 
EmPLOYABILITY SKILLS
During 2012, our Consumer Credit Division 
established links with Bradford Council, the 
Ahead Partnership, national Apprenticeship 
Service, apprenticeship training providers, 
other local employers and educational 
institutions, including Bradford University, 
Shipley College and Buttershaw School.

This has resulted in:

•   The recruitment of 5 apprentices at Head 
office in Catering, People Development, 
Contact Centre, Agent Services and 
Business Change;

•   The appointment of 10 ‘Centre of 
excellence for Business’ work placements 
through Shipley College in IT, Business 
Risk, Customer Contact, People 
Development, HR operations, Head office 
Facilities, and Finance; and

•   A commitment to supporting students 
from Bradford Studio School for 
International Food and Tourism by 
providing work experience opportunities in 
our catering facility during 2013.

REwARdS ANd 
RECOgNITION
The salary, benefits and rewards packages 
that we offer our employees help us to 
attract and retain the right people for our 
company. The average salaries paid across 
the different job grades during 2012 in our 
operating businesses are set out in the  
table below:

In addition to the salaries we pay, we also 
provide our employees with a range of 
benefits. These include childcare vouchers, 
holidays over the statutory requirement, 
discounted public transport season tickets and 
bonus and incentive schemes.

There are currently 1,393 employees (2011: 
1,356) saving money through our savings-
related share option scheme.

Salary, rewards and benefits are linked to 
appraisals and performance management. 
We recognise contributions that have had 
a positive impact on the business through 
reward and recognition schemes.

We have two main pension schemes: the 
final salary and cash balance sections of the 
Provident Financial Staff Pension Scheme, 
and the PFG Retirement Plan.

All new employees are invited to join 
the PFG Retirement Plan. Under the 
plan, employees contribute 3-8% of their 
pensionable salary while Provident Financial 
contributes 5-10%. The plan allows 
employees to incorporate social, ethical 
and environmental considerations into their 
pension arrangements by choosing to invest 
in an ethical fund.

JOB 
gRAdE dESCRIPTION

AvERAgE 
SALARY PAId 

1 Director and senior executive £201,680 (2011: £214,950)

2 Senior managers £87,724 (2011: £79,244)

3 other managers £41,918 (2011: £39,903)

4 other employees £21,382 (2011: £20,532)

All All employees £27,872 (2011: £26,174) 
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AJAz HAmId 
Customer 
Contact Manager

“I STARTEd wORKINg AT 
PROvIdENT AS A CALL CENTRE 
OPERATIvE 11 YEARS AgO ANd 

I’m PROUd TO HAvE wORKEd mY 
wAY UP wITHIN THE COmPANY. 

AS CUSTOmER CONTACT 
mANAgER, I ENJOY BEINg ABLE 

TO wORK fOR A COmPANY 
THAT SUPPORTS NOT JUST ITS 
EmPLOYEES BUT THE LOCAL 

COmmUNITY TOO.”

EmPLOYEE 
TURNOvER
The costs associated with high levels of 
employee turnover can be significant, not 
only in monetary terms but also in terms 
of loss of skills and knowledge, consequent 
reduction in productivity, as well as the 
costs of recruitment. low levels of employee 
turnover can be a good indicator of employee 
satisfaction. We therefore try and keep 
employee turnover rates at an absolute 
minimum.

YEAR
% EmPLOYEES 
LEAvINg

2012   16.9

2011   13.9

2010   16.7

2009   6.8

2008   15.9

According to the CIPD, the UK average labour 
turnover rate in 2012 for the private sector 
was 16.1% (2011: 13.8%). 

HEALTH, SAfETY 
ANd wELL-BEINg  
Of OUR PEOPLE
our health and safety policy underpins our 
commitment to all aspects of health and 
safety, including operating within current 
legislation and maintaining a healthy and safe 
working environment for our employees. This 
commitment is further supported through 
division-specific policies that relate to a range 
of health, safety and well-being issues. These 
policies are available to all employees via 
our intranet sites, employee handbooks and 
through our induction programmes.

We have specific steering groups responsible 
for overseeing the management of the 
health and safety of our business. Health 
and safety is considered regularly at 
divisional board meetings and each divisional 
board produces a formal written report on 
compliance with the group-wide health 
and safety policy and framework which is 
reviewed annually by the board at its meeting 
in February. Representatives are in place 
across our businesses to ensure initiatives 
are implemented to manage any health and 
safety impacts.
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ABSENTEEISm 
ANd ILL 
HEALTH  

we also have a range of 
policies and processes in 
place to promote positive 
health and well-being of 
employees and to reduce 

absenteeism through  
ill health.

CONSUmER CREdIT 
dIvISION ANd  

CORPORATE OffICE

7.4
(2011: 6.7)

vANqUIS BANK

7.8
(2011: 7.1)

AvERAgE 
NUmBER Of 

dAYS LOST TO 
ABSENCE PER 

EmPLOYEE

We carry out a range of activities throughout 
the year to raise awareness of health 
and safety issues. We publish guides for 
employees and agents, provide ‘Current Best 
Approach’ documents which recommend the 
best ways of dealing with health and safety 
issues at work, deliver biannual personal 
safety campaigns, and require staff and 
agents to carry out computer-based training 
on an annual basis.

We provide our employees with an employee 
Assistance Programme that covers a range of 
well-being issues. The programme operates 
through an external company and is open 
to all employees and their family members. 
It provides support on matters relating 
to bereavement, legal matters, medical 
information and stress.

our insurers carry out an annual audit of 
our health and safety policies to review the 
health and safety standards adopted at a 
number of locations across the business. 
This audit draws on the requirements of 
the standard oHSAS 18001. In addition, our 
health and safety teams are responsible for 
regular internal audits across our locations.

mANAgINg 
ABSENCE
We have policies and procedures in place 
to enable us to monitor and measure rates 
of absenteeism. These are supported by 
guidelines and training is provided to all 
line managers enabling them to manage 
absenteeism and monitor any underlying 
causes.

According to the CIPD, the UK average 
absence level in 2012 for the private sector 
stands at 5.7 days per employee per year.

2012 2011

TOTAL 
NUmBER Of 
REPORTABLE 
ACCIdENTS

4 6

NUmBER Of 
REPORTABLE 
ACCIdENTS 
PER 100,000 
EmPLOYEES*

110.6 172.3

TOTAL 
NUmBER 
Of NON-
REPORTABLE 
ACCIdENTS

166 120

NUmBER 
Of NON-
REPORTABLE 
ACCIdENTS 
PER 100,000 
EmPLOYEES*

4,591.0 3,446.1

PROvIdENT fINANCIAL 
ACCIdENT RATES

* The reporting of Injuries, Diseases and Dangerous occurrences 

Regulations (RIDDoR) define a reportable accident as an injury 

that is not ‘major’ but results in the injured person being away 

from work or unable to do their full range of normal duties for 

more than three consecutive days; a major injury or a fatality.
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wHISTLEBLOwINg
A whistleblowing policy and procedure called 
‘Safecall’ is operated across our businesses. 
Safecall provides employees with a 
mechanism to raise concerns or complaints in 
relation to any matters of business conduct or 
malpractice. It is a last resort for employees 
who feel unable to raise concerns via the 
normal channels.

Safecall is a 24-hour whistleblowing helpline 
operated by an independent third party to 
ensure impartiality and confidentiality. Details 
relating to Safecall are communicated to 
staff via our intranet sites and on posters 
positioned on notice boards. All calls received 
via Safecall are reported to the board’s Audit 
Committee.

In the course of 2012, 7 calls (2011: 2 calls) 
were received via our whistleblowing policy 
and procedure. All have been investigated 
and resolved internally.

TRAdE UNION 
RECOgNITION 
The Consumer Credit Division recognises the 
trade unions Unite and USDAW.

We have two agreements with Unite. The 
first is a recognition agreement in place 
for Area Managers, and the second is a 
consultation and negotiation agreement for 
Development Managers.

We also have a consultation and negotiation 
agreement in place with USDAW. Trade union 
representatives are consulted and negotiated 
with by the company where applicable.

Details about trade union membership and 
rights are provided to employees during 
the induction process, in a clause in their 
contracts of employment, and in employee 
handbooks.

EmPLOYEE 
COmmUNICATIONS
Communications play a key role in ensuring 
that our employees are engaged and 
informed about what the business is doing, 
and that they are committed and motivated 
to do their best.

We continue to use a range of channels to 
communicate with our employees across our 
businesses. These include company intranet 
sites and e-bulletins.

We also use formal employee representation 
structures to ensure that the views of our 
employees are passed on to management 
and included in the decision-making 
processes of our businesses. our formal 
structures are:

•   THE CONSUmER CREdIT dIvISION’S 
BUSINESS CONSULTATION gROUP 
(BCg) – The BCG is made up of 25 
elected representatives from across the 
Division.

•   vANqUIS BANK’S EmPLOYEE fORUm 
– Seven forum representatives are elected 
every two years by their colleagues.
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THE SUPPLIERS 
We enGAGe WITH 

To PRoVIDe US WITH 
PRoDUCTS AnD SeRVICeS 

ARe An IMPoRTAnT 
STAKeHolDeR.
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The suppliers we engage with to provide us with products 
and services are an important stakeholder. In 2012, our 
annual procurement spend was £118.0 million (2011: 
£100.3 million). of this, £52.3 million relates to the 
procurement spend of the Consumer Credit Division, 
£63.5 million to Vanquis Bank and £2.2 million to the 
Provident Financial corporate office.

OUR SUPPLIERS

2012
TARgETS

“wE wILL CONTINUE TO 
ASSESS THE CR PERfORmANCE 

Of OUR SUPPLIERS. IT 
HELPS US TO IdENTIfY BEST 

PRACTICE ExAmPLES IN 
TERmS Of SUPPLY CHAIN 

mANAgEmENT.”

CONTINUE TO gATHER 
INfORmATION ON THE 
CR PERfORmANCE Of 

THE CONSUmER CREdIT 
dIvISION’S TOP 100 

SUPPLIERS.  

ACHIEvEd – wE 
CONTINUE TO gATHER 

CR PERfORmANCE 
fROm OUR SUPPLIERS 
ANd, dURINg 2012, wE 
ANALYSEd THE SPENd 
Of THE dIvISION’S TOP 

100 SUPPLIERS. SEE 
PAgE 44.

REdUCE TOTAL 
ANNUAL THIRd-PARTY 

COURIER mILEAgE 
BY 5% BY THE ENd 
Of 2012 THROUgH 

LOCATION ANALYSIS 
ANd THE USE Of 

COmBINEd COLLECTION 
POINTS. 

NOT ACHIEvEd – THIS 
TARgET wAS NOT 

PROgRESSEd dURINg 
2012 BECAUSE Of 

COmPETINg PRESSURE 
ON THE CONSUmER 
CREdIT dIvISION’S 

NETwORK Of BRANCH 
OffICES. IT wILL BE 

CARRIEd OvER  
INTO 2013.

SUPPLIER CR 
PERfORmANCE 
ASSESSmENTS 
CR performance of suppliers is assessed 
by our procurement teams at the pre-
qualification or invitation to tender stages of 
the procurement process. 

At Vanquis Bank this is through our vendor 
vetting guidelines, while our Consumer 
Credit Division uses a self-assessment CR 
questionnaire. The questionnaire assesses the 
supplier’s performance in business integrity, 
governance, environmental performance, 
equality, diversity and health and safety.

During 2009, we initiated work to assess the 
performance of a selection of the Consumer 
Credit Division’s top suppliers.  This was to 
enable us to understand better the social, 
environmental and ethical issues that are 
relevant to the products and services we 
procure.

The findings from this assessment show that, 
of the suppliers that have been assessed 
so far, all have policies, processes and 
procedures in place. These processes and 
procedures not only address managing their 
environmental impacts but also social and 
ethical issues relating to labour standards, 
trade union membership, health and safety, 
and diversity. This gives us confidence 
that many of our suppliers are proactively 
managing the social, environmental and 
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2012
TARgETS

Add CAR mOdELS TO 
THE CONSUmER CREdIT 
dIvISION’S fLEET LIST 
wHICH ExTENd THE 
CHOICE Of vEHICLES 
wITH EmISSIONS Of 

<160 g/Km.  

ACHIEvEd - ALL 
vEHICLES ON THE 
CONSUmER CREdIT 

dIvISION’S fLEET LIST 
EmIT <160 g/Km Of CO2.

LAUNCH AN EmPLOYEE 
vEHICLE SCHEmE 

wHICH OffERS A COST-
EffECTIvE mETHOd 
Of OBTAININg NEw, 

LOwER-EmISSION CARS 
fOR OUR NON-fLEET 

dRIvERS. 

ACHIEvEd – THIS 
SCHEmE HAS BEEN 

LAUNCHEd. HOwEvER, 
TAKE UP Of vEHICLES 

BY EmPLOYEES HAS, TO 
dATE, BEEN LOw.

ethical issues that are material to the 
products and services we use.

We will continue to assess the CR 
performance of our suppliers. It helps us to 
identify best practice examples in terms of 
supply chain management and also enables 
us to flag up the suppliers that we view as 
a higher risk in terms of the management of 
social, ethical and environmental issues.

PROmPT PAYmENT
We recognise that ensuring our suppliers are 
paid promptly is a priority, as late payment 
can cause serious cash flow problems, 
especially for small businesses.

our subsidiary businesses do not have 
standard payment terms. We endeavour to 
ensure that suppliers are paid in accordance 
with the payment terms that have been 
agreed between ourselves and the individual 
supplier.

REdUCINg THE 
CARBON INTENSITY 
Of OUR ACTIvITIES
Assessing the CR performance of our 
suppliers helps us to identify opportunities 
where we can purchase products and services 
that have high sustainability credentials.

Through these assessments, we have been 
able to select a new energy provider that will 
be able to provide the network of branch 
offices within the Consumer Credit Division 
with electricity derived from renewable 
sources. This not only reduces the carbon 
intensity of our business activities, it means 
that we are exempt from having to pay the 
Climate Change levy.

We have engaged with our fleet 
management company to ensure that more 
hybrid technology and fuel-efficient vehicles 
are made available to employees eligible 
for company cars. We are also launching a 
scheme with our fleet management company 
so that eligible employees can purchase new, 
lower-emission cars.

CONTINUINg TO 
SUPPORT LOCAL 
BUSINESSES
Throughout 2012, we continued to provide 
support to Bradford Chamber’s eco-network 
(formerly known as the Better Business 
environment Forum). 

The eco-network offers a wide range of 
products and services to help any company in 
the West yorkshire district, many of which are 
part of our supply chain, to try and improve 
their eco-performance.

Following on from this, we are aiming to work 
with the Bradford Chamber of Commerce on 
other projects for local SMes around the CR 
agenda. our current target is to work with 
them on their ‘Raising the Bar’ initiative. This 
aims to help companies receive accreditation 
and official recognition of their efforts to 
support the local economy and their corporate 
social responsibility activities.

As CR is becoming increasingly important to 
win tenders, it is hoped the initiative will not 
only boost companies’ corporate reputation but 
also help them win contracts. Businesses that 
participate in the ‘Raising the Bar’ initiative 
will be assessed on their contribution in four 
categories: community, economy, education 
and environment. 

Through our corporate procurement and 
outsourcing policy, we are committed to 
have procurement processes in place.  These 
processes should “involve due consideration 
for the ethical management processes, the 
environment policies and other corporate 
social responsibility of the supplier to ensure 
that there are no conflicts with group culture, 
relevant policies and core values.”

our group code of ethics also states that “all 
fundamental human rights should be respected 
and, in the conduct of our business, should be 
guided by the provisions of the United nations 
Universal Declaration of Human Rights and 
the International labour organisation core 
standards.”

These policies were reviewed and amended 
during 2012 to ensure that they complied with 
the provisions of the Bribery Act 2010.

The procurement functions within our 
subsidiary businesses are responsible for 
ensuring that social, environmental and 
economic considerations are factored into our 
procurement processes. We do this by having 
individuals from our procurement functions sit 
on our Corporate Responsibility Working Group 
and environmental Working Groups. This helps 
ensure that our businesses take account of a 
range of social, environmental and economic 
issues when making procurement decisions.

“‘RAISINg THE BAR’ 
REfLECTS OUR dESIRE 
TO REACH OUT TO THE 
SmALLER BUSINESSES 

IN BRAdfORd ANd 
SUPPORT THEm TO 

CONTINUE TO mAKE 
A CONTRIBUTION 
TO CREATINg A 

SUSTAINABLE LOCAL 
ECONOmY. 

SmALL BUSINESSES 
dON’T ALwAYS 

RECOgNISE THAT wHAT 
THEY dO IN THEIR 

EvERYdAY ACTIvITIES 
mAKES A SIgNIfICANT 
dIffERENCE TO THEIR 
LOCAL COmmUNITY 

ANd wIdER ECONOmY.” 

Rob lawson
Provident’s CR manager
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REdUCE TOTAL ANNUAL 
THIRd-PARTY COURIER 
mILEAgE BY 5% BY THE 
ENd Of 2013 THROUgH 

LOCATION ANALYSIS ANd 
THE USE Of COmBINEd 
COLLECTION POINTS.

wORK wITH BRAdfORd 
CHAmBER Of COmmERCE 
ANd OTHER PARTNERS TO 
dEvELOP AN INITIATIvE 

TO ENCOURAgE THE 
dISTRICT’S BUSINESSES 

TO gET INvOLvEd IN 
ACTIvITIES THAT SUPPORT 

THE LOCAL ECONOmY  
ANd THE COmmUNITIES 

THEY SERvE.

2013
TARgETS

CONSUmER 
CREdIT dIvISION’S 
PROCUREmENT 
SPENd
During 2012, we analysed Consumer Credit 
Division’s procurement spend. This analysis 
breaks down a proportion of the Division’s 
procurement spend by supplier type and 
provides an insight into our supply chain. 

The pie chart, below, shows CCD’s 
procurement spend split into supplier type. 
The 63.9% of “other services” represents 
the various services not covered by the 
other categories listed, including mailing, 
couriers, marketing, security services 
and debt recovery for example. Also, our 
analysis shows that a significant proportion 
(71%) of our first tier suppliers are based in 
the UK and Republic of Ireland.

SPENd BY 
CATEgORY

CCd SPENd 
BY SUPPLIER 
PARENT 
COmPANY 
COUNTRY Of 
ORIgIN

Gas 
0.3%

Fleet 
vehicles 
5.7%

Fleet 
petrol/
diesel 
2.4%

electricity 
1.3%Computer 

– hardware, 
software 
and support 
15.6%

Water 
0.1%

Waste 
processing 
0.6%

Telephony –  
calls & hardware 
4.7%

Paper 
1%

other services 
63.9%

other 
goods 
4.4%

  UK & RoI

  International

29%

71%
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wE BELIEvE 
We HAVe A DUTy  
To Be A MoDel  

CoRPoRATe CITIZen  
AnD A PoSITIVe FoRCe  

In PeoPle’S lIVeS.
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We have a long history of community involvement; 
it’s where our CR journey began. our founder, Joshua 
Waddilove, well regarded as a philanthropist in West 
yorkshire, was even knighted for his work with charities.

As we serve customers in so many communities across the 
UK and Ireland, we believe we have a duty to be a model 
corporate citizen and a positive force in people’s lives.

We seek to address the issues that affect the communities 
we serve, as well as the wider issues that are material to 
our business activities, and have done so for many years. 

COmmUNITY

2012
TARgETS

“OUR EmPLOYEE 
vOLUNTEERINg TEAm 
LEAdER TRAININg IS 

NOw ACCREdITEd BY THE 
INSTITUTE Of LEAdERSHIP 

ANd mANAgEmENT.”

TRIAL A NEw 
mETHOdOLOgY TO 

dETERmINE THE LEvEL 
Of ALIgNmENT Of 

THE gOOd NEIgHBOUR 
PROgRAmmE TO THE 
COmPANY mISSION 
STATEmENT ANd 

vALUES.  

PARTIAL PROgRESS 
– OUR COmmUNITY 

INvOLvEmENT 
mETHOdOLOgICAL 

APPROACH HAS BEEN 
AdAPTEd TO ENSURE 
OUR ACTIvITIES ARE 

HAvINg POSITIvE 
BENEfITS IN THE 
COmmUNITIES wE 

SERvE.

OBTAIN ExTERNAL 
ACCREdITATION 

fOR OUR EmPLOYEE 
vOLUNTEERINg TEAm 
LEAdER TRAININg. 

ACHIEvEd – 
OUR EmPLOYEE 

vOLUNTEERINg TEAm 
LEAdER TRAININg 

IS NOw ACCREdITEd 
BY THE INSTITUTE 

Of LEAdERSHIP ANd 
mANAgEmENT.

In 2008, we formally underlined this 
commitment by publishing a group mission 
and values statement. This statement 
makes clear that we will deliver value to 
our customers, shareholders and other 
stakeholders, and that we’ll play a positive 
role in the communities we serve. 

OUR COmmUNITY 
INvOLvEmENT 
STRATEgY 
The strategy behind our community 
involvement activities has stood the test of 
time and comprises two strands:

•   Helping to address the social inclusion 
needs of people who live in deprived 
communities. 

•   Supporting the money advice sector to 
address issues such as financial education 
and carrying out research into matters 
that relate to our customers.

We HAVe A DUTy 
To Be A MoDel 

CoRPoRATe 
CITIZen AnD A 

PoSITIVe FoRCe In 
PeoPle’S lIVeS.
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2012
TARgETS

ExPANd OUR 
ExTERNAL 

mEASUREmENT 
ANd EvALUATION 
PROgRAmmE TO 

INCLUdE fINANCIAL 
EdUCATION ANd 

‘NUmBER PARTNER’ 
PROgRAmmES.  

ACHIEvEd – THE 
fINANCIAL EdUCATION 

ANd ‘NUmBER 
PARTNER’ ELEmENTS 
Of OUR COmmUNITY 

INvOLvEmENT 
PROgRAmmE ARE 
NOw SUBJECT TO 

EvALUATION. gO TO 
PAgE 53 fOR mORE 

INfORmATION.

TO mAINTAIN A mINImUm 
INvESTmENT Of 1% Of 
PROfIT BEfORE TAx IN 
COmmUNITY PROJECTS.

TO ACHIEvE A mINImUm 
Of 25% Of OUR 

PEOPLE ENgAgEd IN 
vOLUNTEERINg ANd 

fUNdRAISINg ACTIvITIES.

CONTINUE TO PROvIdE, 
ANd ENCOURAgE 

OPPORTUNITIES fOR, 
COLLABORATIvE wORKINg 
ACROSS OUR COmmUNITY 

PARTNERS.

2013
TARgETS

BEINg A gOOd NEIgHBOUR
The majority of our community involvement 
activities are delivered through our Good 
neighbour programme. established in 2009, 
Good neighbour delivers support in three 
ways: 

•   Identifying and supporting projects in 
the communities where our offices and 
employees are based to address issues 
that are relevant to the needs of those 
communities. 

•   encouraging our employees to take part in 
company-led volunteering initiatives. 

•   Providing employees with matched-funding 
for the fundraising and volunteering 
activities they undertake outside work.

Vanquis Bank runs a separate ‘Active 
Community Programme’ to encourage 
employee volunteering and provide support to 
local charities in london and Chatham, and 
through the international charity ‘Hatua’ in 
nairobi, Kenya.

INvESTINg IN OUR 
COmmUNITIES
During 2012, Provident Financial plc 
made donations for charitable purposes of 
£1,385,928 (2011: £1,291,459). Provident 
Financial’s subsidiary companies invested a 
further £223,167 (2011: £377,888) in support 
of community programmes (based on the 
london Benchmarking Group’s guidelines) and, 
in addition, made a further donation of  
£315,403 (2011: £nil) for charitable purposes.

2012 COmmUNITY 
INvOLvEmENT  
IN NUmBERS: 

 Cash   
 non-lBG donation   
 Total management costs
 Value of employee time

£1,385,929
[2011: £1,468,827]

£134,300 
[2011: £132,718] £315,403  

[2011: £nil]£88,866  
[2011: £67,802]

OUR gOOd 
NEIgHBOUR  
THREE-YEAR 
PROJECTS
dURINg 2012, wE ENTEREd INTO 
THREE-YEAR fUNdINg AgREEmENTS 
wITH THE fOLLOwINg NEw 
COmmUNITY PARTNERS: 

ABERLOUR IN ELgIN 
Aberlour is a children’s charity that provides 
help to over 6,000 of Scotland’s most 
vulnerable children, young people and their 
families each year. 

our funding will be used to re-establish its 
Moray youth Action programme. Specifically, 
the programme will work in partnership 
with Bike Revolutions, a social enterprise 
which recycles and sells bicycles, to deliver 
accredited employability training programmes 
to young people aged 16-19 years.

HARvEY gIRLS IN 
BURTON ON TRENT 
Harvey Girls offers support to young mums 
and pregnant girls aged 14 to 21 years old. 

our funding will contribute to the opening of 
a new centre, fund a new role to help expand 
the support that is provided to young parents, 
and contribute to the overall organisation 
development and management.

ONE IN A mILLION IN 
BRAdfORd 
one in a Million works with Bradford City FC 
to help children and young people, many of 
whom are from disadvantaged backgrounds. 
It does this by providing education in and out 
of school through sports, arts and enterprise 
programmes. 

our funding will support the salary costs of 
the community workers and the continuation 
of after-school youth sessions. 

PARTICIPATE PROJECTS 
IN BRAdfORd
Participate Projects supports organisations, 
projects and individuals in the most 
disadvantaged communities of Bradford. 
Participate Projects helps participants to 
implement their ideas and tackle issues of 
multiple deprivation by supporting them to 
access support from the private sector. 

Participate Projects also organise activities  
to enable businesses to contribute to the 
social and economic regeneration of  
Bradford District. 
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1 Aberlour, elgin

2  Boomerang, Dundee

3     Scottish youth Hostel Association,  
Stirling

4  The Venchie Children and young  
People’s Project, edinburgh

5 The Royal lyceum, edinburgh

6 Made4U in Ml2, Wishaw

7  Stockton Borough Council,  
Stockton-upon-Tees

8 Sycamore Project (Zac’s Bar), Bolton

9 Be Involved, Bradford

10 Scholemoor Beacon, Bradford

11 Joshua Project, Bradford

12 Holmewood executive, Bradford

13  Sedbergh youth and Community  
Centre, Bradford

14  Bradford and District Senior Power, 
Bradford

15 Participate Projects, Bradford

16 one in a Million, Bradford

17  northfield Sports Association, 
Bootle, Merseyside

18  Sefton enterprises ltd, Sefton, 
Merseyside

19 yorkshire Dance, Rotherham

20 Harvey Girls, Burton on Trent

21 Sycamore Adventure, Dudley

22  new Parks Club for young 
People, leicester

23  Mowmacre young People’s  
Play and Development  
Association, leicester

24   Project for the Regeneration of 
Druids Heath, Birmingham

25  The Door, Stroud

26  Riverfront Theatre, newport, Wales

27   youth network MK CIC,  
Milton Keynes

28  Battersea Arts Centre, london

29  Ahoy Centre, Deptford, london

30  Cen8, new Cross, london

31 Baggator, Bristol

32  St Petrock’s, exeter

33  ReACH Across, londonderry

34   Hostelling International  
northern Ireland, Belfast

35  early Focus Project, Dublin

36  Solas After School Project, Dublin

37  Ballymun Music Programme, Dublin

38  An oige, County Wicklow

39   laois Partnership, Portlaoise,  
County laois

39

mAP Of OUR THREE-YEAR PROJECTS

39

THE NUmBER 
Of THREE-
YEAR gOOd 
NEIgHBOUR 
PROJECTS: 
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our funding will support the post of the 
Project Manager and will help to buy 
materials required for the team challenges 
our staff take part in. 

YOUTH NETwORK mK 
CIC IN mILTON KEYNES 
youth network MK CIC exists to create 
environments that are safe, fun and 
supportive for children and young people, 
including those with multiple needs. 
They aim to provide positive activities for 
children and young people aged 8–21 in 
disadvantaged areas of Milton Keynes. 

our funding will contribute to the setting-up 
costs of the youth network MK CIC. This will 
enable the charity to set up workshops and 
classes in sports and arts, residential and 
holiday projects and make use of facilities in 
the local area.

BALLYmUN mUSIC 
PROgRAmmE IN dUBLIN 
The Ballymun Music Programme provides 
an entry to the world of music-making for 
primary school children. The programme’s 
aim is to provide an introduction to music 
through free music lessons in a community 
that has almost no access to music 
education. 

our funding will be used on a project that 
aims to introduce children in Ballymun 
to musical activity in an accessible and 

sustainable way. This will enable children 
to build self-esteem, confidence and to 
learn new skills.  originally established 
in St Joseph’s Senior School, funding has 
allowed the project to expand into another 
three schools, creating the Ballymun youth 
orchestra. Through the project, children will 
attend early morning orchestral sessions 
five days a week, as well as a session on a 
Monday evening. 

OTHER PROJECTS
We also renewed the funding agreements we 
have with a number of existing community 
partners, including Boomerang in Dundee, 
Sedburgh youth and Community Centre in 
Bradford and Baggator in Bristol. This means 
that the number of three-year community 
projects we are supporting stands at 39.

HATUA
Hatua means “the next step” in Swahili and is 
a UK-registered charity, supported by Vanquis 
Bank. The selection of an international 
charity partner is part of Vanquis Bank’s 
overall Active Community Programme, which 
also supports local and national charities 
linked primarily to the well-being of children. 
Hatua helps talented children from nairobi’s 
slums, typically from families living on less 
than $1 a day.  every Vanquis Bank employee 
has the opportunity to support the initiative, 
be it by fundraising in the UK or through a 
direct visit to schools in nairobi.

NOAH’S STORY 
– KEEN TO 
PROgRESS  

Noah comes from a very poor 
family but thanks to Hatua he 
now goes to the prestigious 

Alliance Boys School. He is in 
the top quartile of his peers 
and his amazing enthusiasm 

has made him a firm favourite 
with vanquis Bank employees. 

The Hatua team hope that 
Noah will proceed to university 
and eventually help to run the 

charity, using his talent for 
motivating others to encourage 

other children from his 
background to believe  

in themselves.
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ARE wE BEINg A 
gOOd NEIgHBOUR?
A key component of our approach to 
community involvement is evaluating the 
community and business benefits of the 
initiatives we support and the activities our 
employees engage in. This enables us to 
ensure that the support we provide through 
the Good neighbour programme and other 
activities is invested in the right places. It also 
helps to ensure that we continually improve 
how we work with our many community 
partners. 

This evaluation helps us to understand and 
identify the community and business benefits 
of our work.

ST PETROCK’S this organisation supports and 
encourages people who are homeless or inadequately housed to 
improve their circumstances and take more control of their lives. 
our funding has helped to set up project petrock, an independent 
Co-operative Community interest Company. this project helps 
people who are, or have recently been, homeless get back into 
employment, education or training by offering volunteering 
opportunities, improving confidence and self-esteem, and giving 
additional support.

PROJECT HIgHLIgHTS:
•    The projecT has employed an experienced builder 

wHO HAS TRAINEd A TEAm Of SIx vOLUNTEERS wHO ARE 
HOmELESS TO dELIvER A RANgE Of HOUSINg ANd gARdEN 
mAINTENANCE ACTIvITIES THROUgH THE PROJECT PETROCK 
SOCIAL ENTERPRISE.

•    projecT peTrock is currenTly providing iTs 
vOLUNTEERS wITH 20-30 HOURS Of vOLUNTEERINg 
OPPORTUNITIES PER wEEK. 

SCHOLEmOOR BEACON  we have supported 
the scholemoor Beacon, a sports and community centre on 
Bradford’s scholemoor estate, since 2004. we currently part-
fund the Beacon’s Community sport development officer 
and Community neighbourhood worker who deliver a range 
of initiatives to promote education, health and social welfare 
amongst residents of the estate. over the past nine years, a 
considerable amount of work has been carried out which has 
seen the derelict land on which the community centre stands be 
transformed into an outdoor recreation and sports facility.

PROJECT HIgHLIgHTS:
•    scholemoor beacon has delivered a range of services 

OvER THE PAST 12 mONTHS, INCLUdINg STREET HOCKEY, 
HEALTHY LIvINg CLASSES ANd SCHOOL HOLIdAY PROJECTS 
wHICH HAvE dIRECTLY BENEfITEd 494 LOCAL RESIdENTS.

•    The projecT runs a weekly job club which provides 
RESIdENTS wITH HELP ON JOB APPLICATIONS, INTERvIEw 
SKILLS ANd Cv-wRITINg, wHICH HAS ENABLEd THREE 
PEOPLE TO gAIN EmPLOYmENT.

ExAmPLES Of OUR gOOd 
NEIgHBOUR PROJECTS INCLUdE:

mATTHEw 
mILNES 
Community Sports 
and Activities 
Development 
Worker at 
Scholemoor 
Beacon

“THE PARTNERSHIP wORK wITH 
PROvIdENT ON SCHOLEmOOR IS 
AN ExAmPLE Of HOw BUSINESS 

CAN REALLY HELP ImPROvE 
THE LIvES Of PEOPLE LIvINg 
IN COmmUNITIES ANd HAvE A 

LONg-TERm ImPACT.”
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SYCAmORE PROJECT (zAC’S BAR)   
this project engages young people in long-term constructive activities that 
develop positive attitudes, self-esteem, aspiration and facilitate personal 
development. our funding is supporting a gap year scheme for post-
a-level or post-degree students that provides them with opportunities 
to work with young people. the funding is also allowing the project to 
maintain and further develop its work rather than reduce provisions in 
response to funding cuts.

PROJECT HIgHLIgHTS:
•   since 2011, The projecT has recruiTed eighT gap year sTudenTs 

TO PROvIdE mENTORINg, ARTS ANd SPORTS SESSIONS, ANd AfTER-
SCHOOL SUPPORT TO YOUNg PEOPLE. 

•   Through The projecT, The eighT gap year sTudenTs have 
ENgAgEd THE YOUNg PEOPLE THAT USE zAC’S BAR IN ACTIvITIES 
THAT dEvELOP POSITIvE ATTITUdES,  
SELf-ESTEEm, ASPIRATION ANd CONfIdENCE.

NUmBER Of PEOPLE 
wHO BENEfITEd 

dIRECTLY fROm THE 
SUPPORT PROvIdEd 

BY THE PROJECTS wE 
fUNdEd THROUgH 

OUR gOOd NEIgHBOUR 
PROgRAmmE:

36,409 
NUmBER Of PEOPLE 

wHO ACCESSEd 
NEw SERvICES ANd 

ACTIvITIES dELIvEREd 
THROUgH OUR gOOd 
NEIgHBOUR-fUNdEd 

PROJECTS:

18,523
NUmBER Of PEOPLE 

wHO dEvELOPEd NEw 
SKILLS AS A RESULT Of 
THEIR INvOLvEmENT 

IN PROgRAmmES 
SUPPORTEd BY gOOd 

NEIgHBOUR:

10,961
THE NUmBER Of 

TALENTEd CHILdREN 
fROm NAIROBI’S 

SLUmS wHO HAvE 
BEEN HELPEd BY 
HATUA TO gET 
SECONdARY  

SCHOOL PLACES:

34   

COmmUNITY 
INvOLvEmENT 

IN 2012 IN 
NUmBERS 

EmPLOYEE 
vOLUNTEERINg 
We continued to encourage employees 
from across our businesses to participate in 
their communities through volunteering and 
fundraising. 

In September 2012, more than 80 members 
of the Consumer Credit Division’s finance and 
IT departments took part in a team challenge 
at the Gateway Community and Children’s 
Centre on the Ravenscliffe estate in Bradford. 
over two days, the volunteers improved 
the centre’s grounds by constructing an 
interactive play area, weeding the gardens 
and paths, and removing overgrown 
vegetation.

2012 EmPLOYEE 
vOLUNTEERINg IN 
NUmBERS

•   262 team challenge volunteers.

•   31 reading and number partner 
volunteers.

•   95% The percentage who felt that 
team challenges improved employee 
morale. 

•   99% The percentage of team challenge 
volunteers who felt their work improved 
the reputation of the company. 

•   97% The percentage of team challenge 
volunteers who would like to  
do another team challenge.  
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SUPPORTINg 
THE dELIvERY 
Of fINANCIAL 
EdUCATION
our community involvement programme 
continues to support a number of 
organisations in financial education.  
These include:

•   CREdIT ACTION – In 2012, Credit 
Action worked with us to deliver training 
to some of the community partners we 
support through the Good neighbour 
programme. The focus of the training was 
to empower the community partners to 
be able to communicate effectively with 
young people in the 16-20 age range on 
money matters by enabling them to run 
short, activity-based sessions on financial 
planning and budgeting. The funding 
we provide is also used by Credit Action 
to cover the costs associated with the 
production and distributions of its annual 
‘Debt Statistics’ report which give an 
overview of debt and finance in the UK. 
For more information, go to:   
www.creditaction.org.uk/debt-stats.

•   dEBTCREd – The funding we provide 
contributes to enabling DebtCred to deliver 
financial education workshops in schools. 
During 2012, this enabled them to deliver 
150 of the 647 workshops they delivered 
to approximately 4,650 students. 
Specifically, the funding enables DebtCred 
to develop and deliver the workshops and 
cover costs associated with using freelance 
presenters, recruiting participants and 
evaluating the efficacy of the material that 
is used.

“I’vE BEEN A TEAm LEAdER ON 
A NUmBER Of gOOd NEIgHBOUR 

TEAm CHALLENgES ANd 
NOw I’m PASSIONATE ABOUT 

SUPPORTINg THE COmmUNITIES 
THAT wE wORK IN. BEINg ABLE 

TO SEE THE POSITIvE ImPACT 
wE HAvE ON LOCAL PEOPLE IS 

fANTASTIC ANd gIvES  
mE A gREAT dEAL Of 

SATISfACTION ALONgSIdE  
mY dAY JOB.”

Boomerang, Dundee

JENNA 
POwELL 
Business 
Assurance 
officer 



wE RECOgNISE 
THe IMPoRTAnCe 

oF MInIMISInG THe 
enVIRonMenTAl  

IMPACTS oF  
oUR BUSIneSS.
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We recognise the importance of minimising the 
environmental impacts of our business activities 
and ensuring that we contribute to building a more 
environmentally sustainable society.

We seek to do this through an environmental 
management programme which enables us to reduce  
the energy and natural resources we use, and the waste 
we generate. It also enables us to avoid or minimise the 
use of hazardous or toxic material or products, and  
prevent pollution from our operations and facilities.

THE ENvIRONmENT

2012
TARgETS

“OUR mAIN ENvIRONmENTAL 
ImPACTS RELATE TO THE 

ENERgY wE USE TO POwER 
OUR BUILdINgS; BUSINESS 

TRAvEL; wASTE, IN 
PARTICULAR PAPER; ANd THE 
CO2  EmISSIONS ASSOCIATEd 

wITH ALL Of THESE.”

ENERgY

REdUCE ENERgY 
CONSUmPTION BY 15% 

BY 2013 BASEd ON 
2008 LEvELS.  

ONgOINg – OUR 
ENERgY USE CAN BE 
fOUNd ON PAgE 57.

CONTINUE TO ROLL 
OUT AUTOmATIC mETER 

REAdINg (‘SmART 
mETER’) SYSTEmS TO 

THE CONSUmER CREdIT 
dIvISION’S BRANCH 

OffICES. 

PARTIAL PROgRESS 
– SO fAR wE’vE 

INSTALLEd 
SmART mETERS IN 

APPROxImATELY 50 
BRANCH OffICES.

INTROdUCE A NEw 
ELECTRICITY SUPPLY 
CONTRACT ACROSS 

THE CORPORATE 
OffICE ANd 

CONSUmER CREdIT 
dIvISION NETwORK 
Of BRANCH OffICES 
USINg RENEwABLE 
SOURCE ENERgY. 

ACHIEvEd – dETAILS 
ON ENERgY USE  

CAN BE fOUNd ON 
PAgE 57.

ENvIRONmENTAL 
mANAgEmENT 
We manage the impacts we have on the 
environment through the environmental 
management system (eMS) we have in place 
across our business. 

our eMS is used to: 

•   Identify and prioritise the environmental 
issues that are relevant to our business 
activities. 

•   ensure that we are kept up to date with 
developments in environmental legislation.

•   Implement measures to manage the 
environmental issues that are most 
material to our business activities. 

our eMS is reviewed on a regular basis to 
ensure that we are dealing with the most 
material issues.

We have environmental working groups in 
place that play a key role in managing our 
eMS. Their close management and evaluation 
ensures that our eMS continues to improve 
and also helps set our annual environmental 
targets.

We HAVe A DUTy 
To Be A MoDel 

CoRPoRATe 
CITIZen AnD A 

PoSITIVe FoRCe In 
PeoPle’S lIVeS.

Provident Financial corPorate resPonsibility rePort 55
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2012
TARgETS

gREENHOUSE gAS 
EmISSIONS

CONTINUE TO IdENTIfY 
OPPORTUNITIES TO 

OffSET THE CARBON 
dIOxIdE EmISSIONS 
ASSOCIATEd wITH 
OUR TRANSPORT 

ACTIvITIES.  

ACHIEvEd – THE 
CO2 EmISSIONS 

ASSOCIATEd wITH 
2012 TRAvEL HAvE 

BEEN OffSET. gO TO 
PAgE 58 fOR mORE 

INfORmATION.

CONTINUE TO dISCLOSE 
INfORmATION TO 

STAKEHOLdERS ON THE 
CARBON INTENSITY 
Of OUR BUSINESS 

ACTIvITIES. 

ACHIEvEd – SEE 
PAgE 59 fOR mORE 

INfORmATION.

REdUCE TOTAL 
ANNUAL THIRd-PARTY 

COURIER mILEAgE 
BY 5% BY ENd 2012 
THROUgH LOCATION 

ANALYSIS ANd 
COmBINEd COLLECTION 

POINTS. 

NOT ACHIEvEd – THIS 
TARgET wAS NOT mET 

dUE TO PROBLEmS 
ENCOUNTEREd IN 

COLLECTINg THE dATA 
fROm THE COURIERS 
wE USE, ANd wILL BE 
CARRIEd fORwARd 

INTO 2013.

our eMS enables us to reduce our impacts on 
the environment and mitigate risks associated 
with environmental legislation. It also 
provides us with opportunities to generate 
cost savings through improving energy and 
resource efficiency and reducing waste.

A third party audits our eMS on an annual 
basis. The audit covers the business activities 
of our Bradford-based head office, a small 
sample of the Consumer Credit Division’s 
branch offices, and Vanquis Bank’s business 
premises in london and Chatham, Kent. 
The audit includes asking the area managers 
in our branch offices to complete an 
environmental audit questionnaire. 

The aim of the audit is to verify our 
performance against the requirements of 
the international environmental standard ISo 
14001 and to assess our compliance with 
environmental legislation.

In addition, the audit provides us with 
practical help and assistance on how we 
can improve the effectiveness of our 
environmental programme and verifies the 
accuracy, completeness and relevance of the 
data that underpins our eMS.

In 2012, our head office in Bradford 
continued to be formally certified  
to the international standard to  
ISo 14001: 2004.

mONITORINg ANd 
REPORTINg OUR 
CARBON EmISSIONS
As a company listed on the london Stock 
exchange, we are affected by The Companies 
Act 2006 (Strategic Report and Directors’ 
Report) Regulations 2013 that will come into 
force on 1 october 2013. These regulations 
require all listed companies to measure and 
report their greenhouse gas emissions in 
the directors’ report section of their Annual 
Report and Financial Statements. We have 
measured and reported our energy usage 
and associated carbon emissions data for 
over a decade. This helps us to minimise 
our contribution to climate change, improve 
our energy efficiency and reduce the carbon 
intensity of our business activities. We do 
this by purchasing electricity from renewable 
sources; making use of energy-efficient 
fixtures and fittings; offering more fuel-
efficient vehicles and those that use hybrid 
technology in our company car fleet; and 
offsetting our carbon dioxide emissions.

We continue to disclose information that 
relates to our carbon management via our 
submissions to the Dow Jones Sustainability 
Indices and Carbon Disclosure Project (CDP). 
Details of our CDP submissions can be found 
at: www.cdproject.net.
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2012
TARgETS

TRANSPORT

UNdERTAKE AN 
ANNUAL SURvEY Of 
HEAd OffICE STAff 
TO UNdERSTANd 

HOw THEY TRAvEL 
TO ANd fROm wORK 

ANd wHAT THE 
COmPANY CAN dO TO 
ENCOURAgE THE USE 

Of mORE SUSTAINABLE 
fORmS Of TRANSPORT.  

ACHIEvEd – A TRAvEL 
PLAN SURvEY wAS 

UNdERTAKEN AT NO.1 
gOdwIN STREET IN 

APRIL 2012.

PAPER

ENSURE THAT 100% 
Of THE dIRECT 

mARKETINg mAIL 
ANd TRANSACTIONAL 

mAIL IS PRINTEd 
ON SUSTAINABLY 

SOURCEd PAPER BY 
ENd 2012.  

ACHIEvEd – THE 
mARKETINg 

dEPARTmENTS IN 
BOTH THE CCd ANd 

vANqUIS BANK NOw 
HAvE CONTRACTS 

IN PLACE wITH 
mAILINg HOUSES THAT 

USE SUSTAINABLY 
SOURCEd PAPER.

ENERgY USE
Managing our energy consumption is an 
important issue for us. ensuring that we are 
as energy efficient as possible underlines our 
commitment to reduce our environmental 
impacts. This also provides us with 
opportunities to reduce costs. 

energy use across the group appears to have 
increased 33% to 12,104 MWh (2011: 9,115 
MWh). The data we collect on energy use 
comes direct from meter readings, where 
we have access to them, and via actual and 
estimated electricity and gas bills we receive. 
This apparent increase is due in part to 
delays in the billing information that is sent 
in respect of our premises, some of which 
is based on estimates. As such, we cannot 
be completely confident of the energy use 
data we receive for our office locations. It is 
anticipated that our programme to roll out 
automatic meter reading (‘smart meter’) 
systems to our branch offices will partly 
address this issue.

During 2012, we entered into an arrangement 
with a new energy provider, who will provide 
us with electricity from renewable sources. 
This arrangement exempts us from paying 
the Climate Change levy.

YEAR

HEAd OffICE ANd  
vANqUIS BANK ENERgY  
CONSUmPTION (mwh)

CCd BRANCH ENERgY 
CONSUmPTION (mwh)

2012 5,195 6,910

2011 4,229 4,886

2010 5,410 6,725

2009 6,331 8,572

2008 6,677 7,309

YEAR TONNES Of CO2

2012 5,051

2011 4,226

2010 5,236

2009 6,236

2008 5,279

ENERgY CONSUmPTION

TOTAL CO2 EmISSIONS 
ASSOCIATEd wITH ENERgY 
CONSUmPTION 
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TOTAL CO2 EmISSIONS 2012 
(TONNES CO2):

2012
TARgETS

wASTE

REdUCE CONSUmER 
CREdIT dIvISION 

BRANCH OffICE wASTE 
TO LANdfILL BY 20% 

BY ENd 2012 THROUgH 
ImPLEmENTATION Of 

dRY mIxEd RECYCLINg 
(dmR) PROCESSES.  

NOT ACHIEvEd – IT 
wAS ANTICIPATEd 

THAT A NEw wASTE 
mANAgEmENT 

CONTRACT wOULd BE 
INTROdUCEd dURINg 
THE AUTUmN Of 2012, 
HOwEvER, THIS dId 
NOT HAPPEN. THIS 

wILL NOw BE dONE IN 
q1 Of 2013.

COmmUNICATIONS 
ANd 

STEwARdSHIP

INTROdUCE AN 
INTRANET SITE 

THAT ENCOURAgES 
INdIvIdUAL 

EmPLOYEES TO 
REdUCE THEIR 

ENvIRONmENTAL 
ImPACTS.  

PARTIAL PROgRESS 
– INfORmATION 
TO ENCOURAgE 
EmPLOYEES TO 
REdUCE THEIR 

TRAvEL-RELATEd CO2 
EmISSIONS IS mAdE 
AvAILABLE TO THEm 

vIA THE TRAvELSmART 
INTRANET SITE.

TRAvEL ANd 
TRANSPORT
As we have a presence in so many towns 
and cities across the UK and Ireland, business 
travel is an important part of our business 
model. We aspire to keep business travel to 
a minimum and measure and monitor flights, 
train journeys, car journeys made by staff and 
the fuel used by company car drivers. 

During 2012, for the first time, we were able 
to capture data on the ferry journeys made 
by staff between the UK and Republic of 
Ireland. 3,473 miles of ferry journeys were 
made during 2012, which accounted for 0.74 
tonnes of Co2.

The data we capture relates solely to the 
business-related activities of employees. 
It does not include data that relates to the 
network of 9,800 self-employed agents.

overall, the Co2 emissions associated with 
business travel during 2012 were 3,870 
tonnes (2011: 3,654 tonnes). 

ToTAl
8,922

energy 
Consumption

5,051

raiL 
traVeL

39

Car traVeL – 
own VeHiCLes

1,993

Car traVeL 
– Company 
VeHiCLes

1,764

air traVeL

74

ferry 
traVeL

1

YEAR

NUmBER Of AIR 
mILES TRAvELLEd BY 
EmPLOYEES

2012 358,050

2011 413,372

2010 344,089

2009 358,950

2008 338,410

YEAR

NUmBER Of mILES 
TRAvELLEd BY 
EmPLOYEES ON RAIL 
JOURNEYS

2012 413,352

2011 359,077

2010 360,076

2009 312,340

2008 255,984

AIR TRAvEL 

RAIL JOURNEYS 
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ENERgY

REdUCE ENERgY 
CONSUmPTION BY 15% BY 
THE ENd Of 2013 BASEd 

ON 2008 LEvELS.

gREENHOUSE gAS 
EmISSIONS

CONTINUE TO OffSET THE 
THE CARBON dIOxIdE 

EmISSIONS ASSOCIATEd 
wITH OUR TRANSPORT 

ACTIvITIES.

CONTINUE TO dISCLOSE 
INfORmATION TO 

STAKEHOLdERS ON THE 
CARBON INTENSITY Of 

OUR BUSINESS ACTIvITIES.

REdUCE TOTAL ANNUAL 
THIRd-PARTY COURIER 
mILEAgE BY 5% BY THE 
ENd Of 2013 THROUgH 
LOCATION ANALYSIS  

ANd COmBINEd 
COLLECTION POINTS.

2013
TARgETS

YEAR

NUmBER Of mILES 
TRAvELLEd BY 
EmPLOYEES USINg 
THEIR OwN CARS

2012 6,395,755

2011 5,206,111

2010 8,363,142

2009 8,512,014

2008 7,802,046

YEAR

AmOUNT (LITRES) Of 
dIESEL ANd PETROL 
USEd BY EmPLOYEES 
wITH COmPANY CARS

2012 700,528

2011 726,987

2010 735,794

2009 1,097,218

2008 1,035,872

CAR mILEAgE

fUEL CONSUmPTION

There continued to be reductions in the fuel 
used by company car drivers and a reduction 
in the miles flown by staff.

our travel plan for our new head office has 
continued to be monitored by the travel plan 
management group that was established 
in 2011. The group ensures that travel plan 
activities are resourced and makes changes 
to the travel plan to ensure that it meets the 
needs of the company and our employees. 
It also oversees the delivery of the individual 
elements of the travel plan, for example, a 
public transport season ticket scheme. The 
group coordinates an annual staff travel 
survey in order to understand staff travel 
behaviour and any barriers that impact on the 
delivery of the travel plan. 

During 2012, we continued to offer a 
subsidised annual season ticket for public 
transport to staff at our head office. We 
already receive a 15% discount on annual 
season tickets by virtue of being a member  
of the West yorkshire Travel Plan network. 
We provide a further subsidy of 30%.

CARBON 
OffSETTINg
During 2012, we offset the carbon emissions 
associated with the company’s business 
travel. These business-related journeys 
accounted for 3,870 metric tonnes of carbon 
dioxide emissions.

our emissions were offset through a Verified 
Carbon Standard (VCS) Fuel Switch project 
in Brazil. The project reduces global carbon 
emissions through switching from using heavy 
fuel oil in ceramics factories to renewable 
biomass and waste products. The projects 
provide a range of social and environmental 
benefits such as improving air quality, 
reducing greenhouse gas emissions and 
investing in employee personal development.  

By offsetting our greenhouse gas emissions, 
we can ensure that our environmental 
programme continues to follow best practice 
in terms of carbon management, provide 
tangible evidence to our stakeholders of the 
measures we have introduced to reduce 
the carbon intensity of our operations, and 
further underline the relevance of our core 
values to the business.
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TRANSPORT

UNdERTAKE AN ANNUAL 
SURvEY Of HEAd OffICE 
STAff TO UNdERSTANd 

HOw THEY TRAvEL TO ANd 
fROm wORK ANd wHAT 

THE COmPANY CAN dO TO 
ENCOURAgE THE USE Of 

mORE SUSTAINABLE fORmS 
Of TRANSPORT. 

CONTINUE TO OffER A 
SUBSIdISEd ANNUAL 
SEASON TICKET fOR 

PUBLIC TRANSPORT TO 
STAff AT OUR BRAdfORd 

HEAd OffICE.  

wASTE

REdUCE CONSUmER 
CREdIT dIvISION BRANCH 

OffICE wASTE TO 
LANdfILL BY 20% BY THE 

ENd Of 2013 THROUgH 
ImPLEmENTATION Of dRY 
mIxEd RECYCLINg (dmR) 

PROCESSES.

COmmUNICATIONS ANd 
STEwARdSHIP

ENSURE THAT OUR HEAd 
OffICE CONTINUES 
TO ATTAIN fORmAL 
CERTIfICATION TO  

ISO 14001.

2013
TARgETS

wASTE 
mANAgEmENT  
ANd PAPER USE
By continuing to monitor and measure the 
waste we generate and the paper we use, we 
can minimise how much waste we produce. 
This enables us to reduce our impact on the 
environment and make cost savings.

our aim is to reduce our use of materials that 
end up as a waste stream and to recycle as 
much as possible, thus reducing the amount 
of waste that is sent to landfill sites for 
disposal. 

our biggest waste stream continues to be 
paper, which is used in photocopiers and 
printers and for our marketing activities. 
During 2012, our businesses used 1,798 
tonnes (2011: 1,434 tonnes) of paper for 
marketing and office use purposes. This 
25% increase in paper use is due in part to 
a growth in customer numbers which has, in 
turn, resulted in an increase in the paper that 
is used in marketing material and customer 
statements.

The paper we use either contains  
a high recycled content or is 
manufactured from trees on  

sustainably managed plantations.

YEAR wASTE RECYCLEd

2012 1,130

2011 977

2010 1,258

2009 1,308

2008 1,055

ABSOLUTE wASTE 
RECYCLEd (TONNES) 

YEAR PAPER USEd

2012 1,798

2011 1,434

2010 1,138

2009 1,022

2008 2,412

gROUP PAPER USE 
(TONNES)
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YEAR HEAd OffICE
CCd BRANCH 

NETwORK vANqUIS BANK

2012 200 1,126 40

2011 148 1,053 39

2010 227 1,222 39

2009 201 1,562 28

2008 294 923 – 

ABSOLUTE wASTE PROdUCTION (TONNES) 
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ASSURANCE 
STATEmENT ANd 
COmmENTARY
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Provident Financial has commissioned Corporate 
Citizenship to provide external assurance and a 
commentary on its Corporate Responsibility Report 2012.

ASSURANCE 
STATEmENT
ANd COmmENTARY

THE SCOPE Of OUR 
ASSURANCE
The assurance provides the reader with 
an independent, external assessment of 
the report and, in particular, with how it 
corresponds with the AA1000 standard. It is 
intended for the general reader and for more 
specialist audiences who have a professional 
interest in Provident Financial’s corporate 
responsibility performance.

Provident Financial has chosen to use 
AA1000AS (2008) as the standard against 
which to assure the report.  our assurance 
is a Type 2 assurance as defined by the 
standard, in that it evaluates the nature 
and extent of adherence to the AA1000AS 
principles of inclusivity, materiality and 
responsiveness, and assures the behaviour 
of the organisation as reported here.  our 
assurance used disclosed information as 
its starting point and then investigated 
the underlying systems, processes and 
sustainability performance information to 
arrive at its conclusions. 

We have also assured the agreed 
performance information in the report. 
The criteria used are the GRI G3 Reporting 
Principles for Defining Quality. 

The level of assurance offered is moderate 
as defined by AA1000AS (2008). That is to 
say, our work obtained sufficient evidence 
to support the statement that the risk of 
our conclusion being in error is reduced. 

our assurance does not cover Provident 
Financial’s obligations to government codes, 
guidelines and regulations covering the 
financial services sector. 

Provident Financial is entirely and solely 
responsible for the contents of the report, 
Corporate Citizenship for its assurance.  A 
detailed note of our assurance methodology 
appears at the end of this statement.

OPINION ANd 
CONCLUSIONS
In our opinion the Provident Financial 
Corporate Responsibility Report 2012 reflects 
the principles of AA1000 (2008): inclusivity, 
materiality and responsiveness.  

Inclusivity relates to a company’s 
commitment to be accountable to those 
on whom it has an impact and whether 
stakeholders are involved in developing 
a strategic approach. Provident Financial 
recognises, and reports in relation to, 
its key audiences. Activities such as the 
online stakeholder forum are evidence 
that Provident Financial uses stakeholder 
feedback to identify priorities and shape its 
corporate responsibility strategy.

Materiality relates to the issues that really 
matter to an organisation’s corporate 
responsibility performance and how these 
are identified by a company. Provident 
Financial has developed a balanced approach 
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to defining materiality, which includes 
engaging key audiences, such as through 
its annual issues survey, and participating in 
assessments against external standards. 

Responsiveness relates to how an 
organisation responds to stakeholder 
concerns. The continued development 
of initiatives such as Good neighbour 
and transparency about corporate tax 
arrangements show that Provident Financial 
is responsive to stakeholder issues. 

Based on the work we have done, nothing 
has come to our attention to suggest that 
the agreed performance information is not 
in accordance with the GRI G3 Reporting 
Principles for Defining Quality.

COmmENTARY
Provident Financial has reported externally 
on its corporate responsibility performance 
since 2003. This year’s report shows further 
progress, with Provident Financial taking 
into account feedback received last year. 
our commentary below singles out points 
of special note, as well as areas where we 
believe future reporting can be strengthened.

POINTS Of NOTE
Provident Financial has made significant 
progress on providing information on tax and 
we highlight the disclosure of its principal 
contributions in an easily accessible manner.

Debt management remains an important 
issue for many of Provident Financial’s 
stakeholders and we welcome improvements 
to the arrears management system, such as 
longer induction training and more regular 
refresher training for contact centre staff. 
As last year, we recommend the disclosure 
of the percentage of accounts that are 
handed over to the debt collection agencies 
at the end of the arrears process, as a way 
of demonstrating that this outcome is very 
much the exception for customers. 

Maintaining high levels of customer 
satisfaction is demonstrably important to 
a business like Provident Financial where 
personal relationships underpin the business 
model. Meeting customer expectations, 
especially around lending responsibly, 
helps ensure low levels of complaints. So 
this year’s even clearer statement of what 

responsible lending means to Provident 
Financial is a positive step.

The reporting of Provident Financial’s risk 
management process has continued to 
improve. To continue on this journey we 
recommend that this section moves to 
discussing actual material risks faced. This 
will help forge links between corporate 
responsibility and its mainstream business 
context, and also strengthen the discussion 
of materiality.

Given Provident Financial’s pre-eminent 
status in the non-standard credit market, 
its support for the money advice sector 
and for research into debt is encouraging. 
This year (2013) is proving to be a decisive 
year in terms of changing the UK legislative 
approach to the credit market. The fullest 
possible reporting on how the business is 
interacting with government consultations, 
such as through its industry bodies, would 
reinforce the business leadership position in 
its sector.

efforts to improve the capture of carbon 
emissions within the business have 
progressed with the inclusion of ferry 
journeys. However, as in the previous year 
we strongly recommend moving towards 
recording the Scope 3 emissions from 
Provident Financial supply chain, notably  
the emissions produced by the vehicles of  
its 9,800 self-employed agents while on  
the job.

The reporting of the impacts and benefits 
of the Consumer Credit Division’s Good 
neighbour programme is commendable. 
Going forward it is natural for stakeholders 
to expect the same good reporting practice 
for Vanquis Bank where concerted efforts to 
boost reporting scope and robustness to the 
levels of the Consumer Credit Division remain 
at an early stage. 

fUTURE REPORTINg
In our previous statement we recommended 
further stakeholder involvement in the 
report. Although outside the period covered 
by this report, during 2013 Provident 
Financial convened a three month online 
stakeholder forum. This has proved a helpful 
way of enhancing reporting, in particular by 
offering pointers to improving accessibility 
and the use of channels such as video and 
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social media. We are encouraged that several 
suggestions from the forum are gaining 
traction within the business and may be 
implemented going forward.

We believe that 2013 will be a watershed 
year for Provident Financial, with an 
online offering launched by Consumer 
Credit Division and near parity (at least in 
terms of customer numbers) between it 
and Vanquis Bank. looking forward, the 
challenge of extending Consumer Credit 
Division’s corporate responsibility approach 
into an ‘impersonal’ internet channel will 
require exceptional care to avoid the pitfalls 
highlighted by the office of Fair Trading in 
its review of payday loan providers. With 
a higher profile for Vanquis Bank, greater 
emphasis on specific banking issues and 
on the role of credit cards in the sub-prime 
market will become more material, and so 
demand further discussion.

Corporate Citizenship

London 

10 October 2013

mETHOdOLOgICAL 
NOTES
The assurance work was commissioned in 
January 2013 and was completed on 30 
September 2013.  Detailed records were 
kept of meetings, assurance visits and 
correspondence relating to the inclusivity, 
materiality and responsiveness of the report, 
as well as to technical matters relating to 
the accuracy and presentation of data.  A 
team of three, led by a Director, undertook 
the assurance and commentary process. 
The team has a variety of professional and 
technical competencies and experience.  
For further information please refer to our 
website www.corporate-citizenship.com.

our external assurance and commentary 
process for Provident Financial’s Corporate 
Responsibility report has involved, but not 
been limited to, the following elements: 

•   Understanding Provident Financial 
and its value chain, its own culture 
and the broader social contexts in 
which it operates; its approach to and 
understanding of corporate responsibility; 
and how it identifies issues material to its 
operations.

•   Benchmarking against peers, competitors, 
best practice and internationally 
recognised standards to identify the basis 
on which to judge Provident Financial’s 
performance.

•   establishing, facilitating and managing 
a structured online stakeholder forum 
involving representatives of key 
stakeholders groups, looking at how 
Provident Financial’s responsibility 
management and reporting could be 
bettered.

•   Analysis of Provident Financial’s 
stakeholder engagement activity, including 
findings from employee and customer 
opinion research.

•   Review of national and international 
published sources of information about 
the views and opinions of external 
stakeholders.

•   examination of the report at set stages 
in its development and testing of the 
assertions throughout, drawing from 
evidence and supporting documentation, 
reporting mechanisms, frameworks and 
processes. 
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•   examination of management and reporting 
systems, notably for environmental 
management and community investment.

•   Interviews of members of staff including: 
Corporate Responsibility Manager (PFG), 
Head of Public Affairs (PFG), Community 
Affairs Manager (PFG), Community Affairs 
executive (PFG), Value Management 
Director (CCD), Head of Central Debt 
Recovery (CCD), People Policy Manager 
(CCD), Contact Centre Manager (CCD), 
Head of Training and Competence 
(Vanquis), Customer Relations Manager 
(Vanquis). We also convened a one 
hour employee Forum at Vanquis 
Bank’s Chatham offices attended by six 
employees from across the division. 

•   Site visits to Provident Financial’s three 
main offices in Bradford, london and 
Chatham, and three of the Consumer 
Credit Division’s branches in Bradford, 
leeds, and Heckmondwike, West 
yorkshire.

•   Accompanying a Consumer Credit Division 
agent at work in leeds, observing 
interactions with customers and collection 
of money in homes. 

•   Checks on an agreed sample basis of 
elements of the report’s contents to 
underlying records, particularly of the 
numerical data within the report.

our work did not extend to a complete 
audit of the report’s contents.  We have 
not been responsible for the preparation of 
the 2012 report nor in devising the internal 
management and reporting systems that 
yielded the data contained therein. 

The opinions expressed in this external 
assurance statement and commentary 
are intended to give an understanding 
of Provident Financial’s non-financial 
performance and should not be used or 
relied upon to form any judgments, or take 
any decisions, of a financial nature. 

Corporate Citizenship is a leading assuror 
of corporate responsibility reports and an 
AA1000 licenced assurance provider.

In addition to our work on assurance and 
stakeholder engagement, Provident Financial 
is a member of the lBG (www.lbg-online.
net), an evaluation framework for corporate 
community involvement which we manage 
on behalf of its members and adherents.
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feedback

your feedback is important to us. If you have any questions about 

Provident Financial and corporate responsibility, do not hesitate to 

contact us at corporateresponsibility@providentfinancial.com and we 

will be happy to help.

you can also telephone us on +44(0)1274 351351 or write to the 

corporate responsibility manager at: Provident Financial,  

no.1 Godwin Street, Bradford BD1 2SU.

you can find out more about Provident Financial by visiting  

www.providentfinancial.com

Provident financial plc
no. 1 Godwin Street
Bradford
BD1 2SU
United Kingdom

telephone:  +44(0)1274 351351
email: enquiries@providentfinancial.com
website: www.providentfinancial.com

Company number 668987


