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Harnessing the power of data
to collect public sector debt
responsibly and fairly

Indesser in
a nutshell
Indesser is a partnership between the public and the private
sector. We help local and central government manage and collect
debt responsibly, ethically and fairly.
We are jointly owned by TDX Group and
the Cabinet Office, taking the best in class
from the private sector and putting it to
work for the public sector. We use our
expertise in data science and consumer

behaviours to recover money that can be
reinvested in public services; we help to
deliver the cross-government debt strategy
and we also help people to get out of debt
and become more financially resilient.

“More people owe money to the public
sector than to any other sector or
industry, so helping manage the debt to
government in a responsible and effective
way is vital for our public services.”

“We are efficiently collecting money
owed to government while raising the
bar for consumer outcomes across
the country and operating as a beacon
for fairness in the public sector.”

Andy Briscoe

Rhona Parry

Chair, Indesser
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CEO, Indesser

Who
are we?
We work in partnership with the Cabinet Office to offer
an effective, intelligent and proven way to responsibly recover
the £23.5 billion of debt that is currently owed to the
public sector.
Indesser stands for Integrated Debt
Services. We were founded in 2015 following
a competitive tender process run by Her
Majesty’s Government. Based in Nottingham,
we are a private business, jointly owned by
the government and TDX Group. We offer
public sector organisations an opportunity,
via a single integrated entity, to utilise private
sector expertise to recover public debt. And
as a partner to the government, a share of
our earnings goes back to the public purse.
We use sophisticated data science
and analytics tools to understand the
circumstances and behaviours of customers
who owe money to the public sector. This
work enables us to define and implement
fair and effective treatment strategies that
are appropriate to each individual. We have
already recovered more than £1.7 billion in
public sector debt for 17 government bodies.

We provide a comprehensive range of debt
management services to government and
the wider public sector, including fraud
and error, analytics, collection, litigation
and enforcement. In addition, Indesser
provides data and analytical services
to more than 7,000 users across UK
government agencies, enabling them to
operate more effectively and intelligently.
Our collection model is built on our core
business beliefs. It is built to be effective
and fair. This responsibility is hard-wired
into our business and all of our colleagues.
We are proud that our commitment to
treating customers fairly goes beyond
what is expected in that TDX Group
and all of our Debt Collection Agencies
are authorised and regulated by the
UK’s Financial Conduct Authority.
Our end-to-end collections model is
also certified against ISO27001, the
international standard for information
security management systems.
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Indesser
in numbers
£1.7

billion
collected

540+

hours of conversations
reviewed each year

270 days

of on-site performance
reviews and auditing

9.7
million
consumer
interactions
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20–40%

performance uplift from
Indesser process

2.3
million

process checks
completed each month

17

clients added
so far

A message
from our chair

“

In the five years since the Cabinet Office and TDX Group
launched Indesser as a joint venture, their bold and ambitious
vision for a single entity to manage the debt owed to the public
sector has rapidly delivered impressive results.
Indesser has been able to marry the
best attributes of the private sector,
including its efficiencies and its cuttingedge technologies, with the values of the
public sector, bringing consistency and
compassion to its debt management work.
Having joined Indesser as chair a year
ago, I share our team’s pride in what we
are achieving on behalf of taxpayers.
More people owe money, as a group,
to the public sector than to any other
organisation. Helping manage the debt
owed to government in a responsible
and effective way is very important to us.
We are recovering vital funds that can be
made available for public spending, but
we are collecting that money in the fairest
way possible, supporting the vulnerable
rather than adding to their problems.

Our future endeavours will reflect the
cultures and practices that already
underpin our organisation. Indesser’s
data and analytics-based approach to
debt management is highly cost efficient
it enables us to identify those with the
greatest ability to pay what they owe and
it ensures we can direct those in the most
financial difficulty towards sources of help.
Critically, we remain a joint venture between
public and private sector. Our board
includes an equal number of non-executive
directors from the government and from
TDX Group. Their collaboration drives our
strategy and vision, and it brings a clarity
to our decision-making. It is a formula
I believe could be employed with great
success in other areas of co-operation
between public and private sector.

We have already made huge progress in
our work with many of those government
departments that are managing the
biggest debt challenges. But we also
recognise there is much more to do. In
particular, we are passionate about the
opportunity to help local government
recover more of the money it is owed, from
council tax payments to rent arrears.

Having come so far in such a short space
of time, we’re excited about what the
future holds. With £23.5 billion owed to the
public sector, there is a huge opportunity
to recover vital funds. If you’re a public
sector organisation not yet working with
Indesser we’d love to hear from you.

.

Chair, Indesser

“

Andy Briscoe
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The road
ahead
Indesser has come a long way in a short space of time.
Since our launch in 2015, we have
established that our operating model
is an effective, efficient and fair way to
recover debt owed to the public sector.
And we have rapidly increased the rate
at which we are bringing in that money.

Our priorities
in the years
ahead will now
coalesce in five
areas where
we think there
is potential
for growth
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One important focus of our work in 2019 has
been to develop a vision for the next stage
of the evolution of our organisation, working
closely with our key stakeholders to develop
a roadmap for the future. We believe there
is much more that Indesser can achieve.

Expanding debt
recovery services
We will expand our service to
existing and new departments
without requiring any upfront
investment on their part. Our
Digital Debt Gateway will ensure
smaller departments are able
to easily access our services.

Becoming a beacon for
consumer fairness
We will be champions of the consumer
interest in public sector debt
recovery, building on an operating
model that maintains the highest
standards of consumer protection.

Driving intelligent decisionmaking using data and analytics
We will leverage our data and
analytics competencies to become
more efficient and effective in
every aspect of our work. We are
excited by the opportunity to
bring new services to our clients.

Innovating to extend
our reach, capacity
and capabilities
We will deploy platforms,
tools and services to help
both central and local
government departments
reduce cost, collect more
and increase compliance.
Working together, we can
create a cross-government
collections capability.

Providing value to all
our stakeholders
We will generate benefits for all our
stakeholders, including shareholders,
suppliers, partners and colleagues,
through financial returns, the
creation of social value, and wider
societal and economic gains.

7

CEO’s
statement
Since I joined
Indesser as CEO
in July 2019, I have
been struck by the
unique role we
play in the UK.

Since our launch in 2015,
we have been the only
organisation operating with a
clear brief from government
to manage debt across the
whole of the public sector.

“
Rhona Parry
Chief Executive Officer,
Indesser
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With this privilege comes responsibility,
including the need to raise the bar in public
sector debt management to Financial
Conduct Authority standards. I’ve joined
a remarkable team of experts who are
committed to the guiding principles of
what we do. Their innovative use of rapidly
evolving technologies, particularly in data
science and analytics, enables Indesser to
manage public sector debt in the most costeffective and compassionate ways possible.
We are certainly delighted to have recovered
£1.7 billion of debt owed to the public
sector in our first few years of operation
– though with the National Audit Office
calculating that £23.5 billion is outstanding,
we are only just getting started.

In 2019, we were also absolutely
delighted to win ‘Best Public
Sector Collections Team’
at the Credit Strategy
Collections & Customer
Service Awards which is
testament to all of the hard work
put in by the whole Indesser
and Cabinet Office team, and
everyone who supports us.

We’re also immensely proud of how we
deliver that work; in particular, we use
our data to identify the most vulnerable
debtors, providing them with support
and assistance to help them get back on
their feet. It’s a business model rooted in
the principle of treating people fairly.

As we build on what has already been
achieved, pursuing new partnerships across
local as well as central government, and
developing our data analytics proposition
further, we remain determinedly committed
to the values on which Indesser is founded:
efficiency, innovation and fairness.

Our success reflects the vision of the
Cabinet Office several years ago in building
the business case for a single debt market
integrator in the public sector. Today, the
joint venture status of Indesser, an ongoing
partnership between the Cabinet Office
and TDX Group, has tremendous value,
enabling scrutiny and ensuring accountability
as we work on behalf of taxpayers.

Finally, I would like to take this opportunity
to say thank you to everyone who has
offered their invaluable support since I
joined Indesser as CEO. I pay tribute to my
predecessor, Adrian Crean, who led Indesser
with such distinction and could not have
been more helpful as I took over the reins.
The whole Indesser team, our broader
stakeholders, and our wonderful clients have
all been equally welcoming. I look forward
to working with you all: there is so much
we can achieve.

“
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Why Indesser matters
The scale of the UK’s debt burden is
significant. Consumer debt currently totals
more than £1.6 trillion and the Office of
Budget Responsibility expects this figure to
rise above £2.4 trillion by 2024. The average
total debt per UK household in July 2019 was
almost £60,000 including more than £2,600
of credit card debt. The impact is already
being felt – 340 adults are declared insolvent
or bankrupt in Britain every single day.
The other side of the coin is that the public
sector is the country’s biggest single creditor:
some £23.5 billion is currently owed to
government and individuals. With our
public finances constrained and increasing
demand for public services, this is money
that taxpayers can ill afford to do without.
Add in local authority debt and the scale of
the problem is even more significant. Taking
into account a combination of council tax
arrears, housing benefit overpayment and
overdue payments for adult social care, local
authorities are owed some £5.2 billion.
How, then, to square these two realities?
How do we ensure the public sector,
including local authorities, collects more of
the money it needs to operate effectively,
without adding to the problems faced by
many households in debt – and particularly
those in vulnerable circumstances?
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One approach has been to take a more
proactive stance on debt collection. Research
conducted by the Money Advice Trust, the
charity that runs National Debt Line and
Business Debt Line, suggests there has been
a sharp increase in referrals to bailiffs in
recent times, up 7% in the 2018-19 financial
year, a 7% increase over a two-year period.

A smarter and fairer
approach…
At Indesser, we believe there is a smarter,
fairer and more effective way to collect
money owed to the public sector. A
heavy-handed approach that makes
indiscriminate use of bailiffs will not only
increase financial hardship and stress, but
is also an inefficient way to collect money.
As such an approach takes no account of
ability to pay, it is an ineffective means for
driving more effective debt recovery.
Rather than a one-size-fits-all model for
debt collection, all the evidence suggests
a more tailored system produces better
results – both in terms of the amount of
debt recovered and consumer wellbeing.
With research suggesting that 60% of
individuals who are subject to ongoing
enforcement action end up borrowing
more money or delay paying other bills,
it is clear that a more thoughtful and
sophisticated approach is required.

This is the principle that guides Indesser’s
work. The plain truth is that people in
debt respond more positively when their
creditors employ an approach that is
informed by a thorough understanding of
their individual financial situation. When
combined with the offer of other support free debt advice, for example, or a referral
to specialist support networks – more
money overall is collected while consumer
wellbeing is maintained and improved.

This has huge societal benefits. There is
a proven link between standardised debt
collection practices and the premature
use of enforcement agents, and negative
health outcomes such as problem drinking,
depression, psychotic disorders and
increased risk of suicide. The Royal Society
for Public Health has established there is
a strong relationship between debt and ill
health, with half of adults in problem debt
also having a mental health problem.

…informed by data and
analytics

Even leaving aside the immorality of
treating people this way, the one-size-fits-all
approach to debt collection is ineffective.
It collects less money and puts additional
strain on already over-stretched social care
resources as local authorities and healthcare
providers are required to provide extra care
to those driven into ill health or hardship.

The use of data and analytics is the key to
pursuing a fairer and more effective solution.
With access to a range of consumer data, we
can build a more accurate picture of personal
circumstances and levels of vulnerability.
If we can accurately assess an individual’s
income and their other debt commitments,
we can construct a realistic repayment
agreement – an agreement that is not so
onerous that there is little chance of the
debtor keeping their side of the bargain.
We can also use analytics tools to
identify stress points in a consumer’s
regular finances; this means we can
avoid making demands for payment at
particularly difficult times. And by using
this data in the right way, we can also help
consumers to agree manageable payment
arrangements with other creditors.

Instead, Indesser passionately believes
that supporting people with long-term
solutions to indebtedness that offer a
manageable pathway out of debt must
now be the way we tackle this problem.
We look forward to working even harder
with our data science and analytics tools
to achieve our goals: to recover more
funds with which to increase the resources
available for spending on public service,
to help more people out of indebtedness,
and to protect the most vulnerable.

Get it right and the need to use enforcement
agents is substantially reduced, saving
potentially vulnerable debtors from a
traumatic and pointless experience, while
simultaneously improving collection rates.
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Our work in the
spotlight
At Indesser, we are proud of what we are achieving – not only the
impact we are having on behalf of taxpayers as we recover more
debt for the public sector, but also in how we’re working and the
broader benefits we are delivering for society.
Optimising performance

“

Once a government department has
passed us a file of customer data, we use
a range of sources to enrich that data,
understand customer circumstances and
settle on the most appropriate treatment
path. Our challenge has been to think about
what we can do with data to drive better
interactions and better outcomes
for vulnerable customers.

Conduct oversight and
performance

“

Debt collection isn’t about meeting a
minimum standard. We have to set standards
that go beyond the Financial Conduct
Authority’s expectations and we must be
explicit about what we expect agencies
to achieve. Their absolute priority must
be to ensure fair customer outcomes.

We looked at the Financial Conduct
Authority’s work on the characteristics of
potentially vulnerable customers, including
financial capability and financial resilience.
We have good data on those characteristics,
which provided the foundations for a dataled solution. Our team then scoured more
than 150 credit bureau characteristics to
identify links to financial vulnerability.

The future of debt collection requires a
different approach. It’s now possible to
understand and segment customers in
much more detail than in the past, and to
work with them accordingly. Sometimes,
traditional communications and standard
digital options will be appropriate. In other
cases, where customers are vulnerable
or in financial hardship, our agents’ role
will be to help; that requires new skills.

That has enabled us to build a model of
six behaviours and 18 signals that might
indicate vulnerability. It’s the collection
strategy that we pair with that which is
really key: we’re working with suppliers
who can deliver the right treatment plan
for this customer group.

We use an oversight model to ensure
our agencies meet high standards;
their values must align with ours and
the quantity of debt we pass to them
depends on their success. Similarly, our
vulnerability standard is definitive on
what we expect from our agencies.

Oliver Vogel
Performance Director, Indesser

Natalie Tate, Head of Agency Performance,
Quality & Delivery, TDX Group

“

“
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“

Indesser is a great way for local authorities
to augment the in-house capability they
already have. Through Indesser, local
authorities can access best-in-class analytics
that will help them segment customers
and optimise debt collection – local
authorities would get all the continuous
improvement in a big bang, rather than
having to take the incremental steps central
government has been through over 20
years to get to this best-practice model.
The local government Minister wants to
take a different approach to council tax.
Today, the liability order the local authority
has to apply to the court for will add an
average of £84 to the taxpayer’s debt; the
notice of enforcement the bailiff will send
out adds another £75 and the first visit
adds a further £235. A taxpayer could be
struggling to pay £100 of council tax and
very quickly end up owing almost £500, so
segmentation through analytics is important
to ensure the right intervention in each case.

Social impact: Supporting
local communities

“

We are mindful of the role we play in society.
As a significant partner of government
this is even more important. We work
with around 20 suppliers in smaller cities
and towns throughout the UK. The debt
collection agencies we partner with are
based in Stoke, Ardrossan, Stockport,
Leeds, Clydebank, Cheltenham, Rossendale,
Sheffield, Stratford-upon-Avon, Birmingham,
Glasgow, Evesham, Liverpool and Bromley.
Each of these agencies contributes
significantly to their local economy.
They employ almost 1,500 people on
Indesser cases and almost 80% of their
staff live within five miles of their place of
work. Those staff receive significant training
and development that will help them build
their careers. And the money they earn
stays in their communities.
Richard Haymes, Director of
Consumer Affairs, Strategy and
Market Development, Indesser

“

Working with local authorities
on a fairer approach to
council tax arrears

Enforcement services set out in the
legislation are essentially free at the point of
use to the local authority, which incentivises
this way of working when funding is short;
we have to find an innovative way to enable
local authorities to pay for collections that
are fair to everyone. Indesser’s intelligent
application of analytics enables it to pursue
collection strategies based on individual
circumstances. We really want to encourage
local authorities to engage with Indesser
and try a different way to collect their
debt that is both fair and effective.

“

Steven Coppard, Deputy Director
Cross Government Debt Management
Function, Cabinet Office
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How we operate
Our governance
Indesser is a private business that is jointly
owned by the government and TDX Group.
Its activities are overseen by a board that
includes four non-executive directors comprising two representatives of TDX
Group and two representatives from HM
Government with broad experience across
a number of government departments.
Our board is independently chaired by
Andy Briscoe. During his extensive career
in financial services, Andy has chaired and
served on the boards of a range of different
companies, spanning sectors from the
credit card industry to private equity.
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He has held executive positions with
Centrica, AA, American Express and
Bupa, and previously served as chair
of the Money Advice Service.
We believe this governance model
ensures that we are fully accountable to
our key public sector and private sector
stakeholders. It is a model for publicprivate partnership with a special status
that could be employed elsewhere in
government; plus, as a joint venture, when
we return dividends to our shareholders,
which includes the Cabinet Office.

Andy Briscoe
Independent Chair

Helen Windle
Indesser CFO

Patricio Remon
TDX Group NED

Rhona Parry
Indesser CEO

Steve Reeve
TDX Group NED

Paul Verner
Indesser CCO

Helen Lederer
Cabinet Office
Appointed NED

Andrew Baigent
Cabinet Office
Appointed NED

Our leadership and team structure
Indesser is led by Chief Executive Officer
Rhona Parry, who heads a senior leadership
team that is passionately committed to
our organisation’s mission to improve
public sector debt recovery through more
effective and responsible practices.
Rhona joined Indesser as CEO in July 2019,
having previously been a Vice President at
Equifax. Rhona has worked in senior roles
in both the public and the private sector,
starting her career in the civil service.

Our team of 18 colleagues, based in
Nottingham, is made up of experts in
data science, consumer affairs and debt
management, with decades of experience
working across both public and private
sector. They’re responsible for delivering
a business model able to fulfil Indesser’s
brief from the government to serve as a
‘debt market integrator’ – a one stop-shop
for public sector organisations – including
government departments, local authorities
and NHS Trusts – looking to access the
best private sector data and capabilities.
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What our
stakeholders say
Steve Coppard
Deputy Director
Government Debt
Management Function,
Cabinet Office
“What we are looking to do here is
get people out of debt, not debt out
of people – Indesser brings a layer of
oversight and operational expertise to
use analytics intelligently to optimise
collections at the pre-enforcement
stage in a much less invasive way.”

Graham Rankin
CEO, BPO Collections Ltd
“BPO has enjoyed
working in partnership
with Indesser for over a year. The high
Indesser standards are the benchmark
for BPO and the benchmark for the
whole industry to aim for. Indesser is
a demanding client and only settles
for the best - we like it this way
because this challenges us on a daily
basis. The world class controls put in
place by Indesser not only maximise
collections but also ensure the customer
is at the heart of everything we do,
ensuring the best possible outcome
is achieved for the customer.”
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Jane Tully
Director of External
Affairs & Partnerships,
Money Advice Trust
“Raising standards in the collection of
government debt is key to delivering
better outcomes for people in financial
difficulty. Our #StopTheKnock campaign
shows there is a clear need to improve
practices, to reduce the harm that
inappropriate debt collection activity
causes to people in problem debt.”

Carlos Osorio
Director of Debt
Recovery, TDX Group
“It is important that FCA
standards and in particular
the principles of ‘treating customers
fairly’ are applied to the collection
of government debt. This is at the
core of what we do on a daily basis,
whilst relentlessly innovating, testing
and improving every aspect of the
debt collection process. By collecting
detailed customer journey information
we’re able to gain a deep level of
insight into how customers react and
behave, vital in order to fine-tune
collections activity, and to optimise
performance and outcomes.”

Patricio Remon
President Europe, Equifax
“Equifax is very proud
to be a part of Indesser’s
continued success. As a nonexecutive board member representing
TDX Group, an Equifax company, I am
committed to Indesser’s vision to be a
sustainable partner of UK government.
Indesser enjoys the benefits of being
supported by a global data, analytics
and technology company, meaning
it can deliver a service to the public
sector that represents cutting edge
innovation, leading industry expertise
and world-class data security. TDX
Group and Equifax are passionate
about supporting continued investment
to enable our joint venture with the
Cabinet Office to continue to raise the
bar in the collection of government
debt and support the delivery of the
cross-government debt strategy.”

Paul Daley
Sales Director, GBG
“GBG continues to work
closely with Indesser as
a data processor, together
supporting government departments
to make significant savings across
multiple departments. By bringing
together financial, transactional,
government, contact and property
data to provide intelligence for a range
of government organisations, the
ongoing partnership between GBG and
Indesser has been a huge success.
Indesser’s in-depth industry knowledge
combined with its desire to be data
agnostic, has created a unique and
innovative platform that, by working with
government, has a lot of potential for use
in many new areas. GBG is committed to
its long-term partnership with Indesser,
and has invested in resource, data and
analytics to support continuous growth.”

Mark Webb
Chief Executive Officer,
Advantis
“Indesser is very focused
on ensuring that people
in debt are treated fairly which aligns
with the ethos of Advantis. This is
most obvious in the changes to the
role of our customer facing staff. A
few years ago, the role would have
been much more transactional with
the main aim to obtain payment or
establish a payment plan. Now they are
expected to do that whilst having indepth conversations to understand the
customer’s financial circumstance.”
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Who we
work with
We’re proud of the strong working relationships we’ve built
with our growing number of clients.
We already work with many departments
and agencies across central and local
government and look forward to
collaborating even more closely with these
and many more in the years to come.
We also recognise the convening role
we play in conversations about public
sector debt management best practice.

Our contributions in this area include
sharing our experiences with the
government’s Fairness Group, providing
input to policy developments such as
HM Treasury’s Breathing Space initiative
and the National Data Strategy led by the
Department for Digital, Culture, Media
& Sport, and conducting research into
identifying vulnerable households.

We couldn’t do it
without you
Indesser would not be where it is today
without the support and assistance we
have received since our launch from
all our stakeholders, as well as many
more partners and collaborators in
the ecosystem in which we operate.
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Everyone at Indesser would like to take
this opportunity to say thank you for
your help over the past five years. To
our clients, partners and suppliers,
we’re hugely grateful for what you’ve
enabled us to achieve. We look forward
to working with you in the year ahead.
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