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Foreword 
 
I am committed to making sure public sector debt 
collection is fair. Fair to those who pay their way to 
fund vital public services, and fair to those who are 
vulnerable or in hardship. Indesser was set up as a  
joint venture five years ago to give the public sector  
an efficient way to procure the fairest and most 
effective debt collection. It has been a great success - 
recovering over £2.3 billion for taxpayers (enough to  
build over 200 primary schools) while treating people 
sensitively and flexibly. 

The impact of the pandemic on the finances  
of households, businesses and also the Exchequer  
means a fair approach to debt collection is more  
important than ever. Indesser will remain an important 
partner for government as we support people to get out  
of debt in the years ahead.

Lord Agnew
Minister of State at the Cabinet Office  
and Her Majesty’s Treasury

“

“

Indesser Annual Review 2020 2



3Indesser Annual Review 2020

Indesser in 
a nutshell
Indesser is a partnership between the public and the private 
sector. We help central and local government manage and collect 
debt responsibly, fairly and ethically.

We are jointly owned by TDX Group and 
the Cabinet Office, taking the best-in-class 
services from the private sector and putting 
them to work for the public sector. We use 
our expertise in data science and consumer

behaviour to recover money that can be 
reinvested in public services; we support 
the cross-government debt strategy, 
helping people to get out of debt and 
become more financially resilient.

“ The pandemic has reinforced the importance 
of collecting debt owed to government 
more effectively and more responsibly.”

Andy Briscoe 
Chair, Indesser

“ Indesser is delivering fair outcomes 
to consumers and businesses, while 
ensuring money owed to the public 
sector is recovered efficiently.”

Rhona Parry 
CEO, Indesser
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Who are 
we?
We work in partnership with the Cabinet Office to provide an 
informed, fair, effective and proven means of recovering the 
billions of pounds of debt 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, a debt 
management specialist. We enable public sector 
organisations to utilise private sector expertise 
to recover debt via a single integrated entity. 
And as a partner of 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 people and organisations who 
owe money to the public sector. This enables 
us to define and implement fair and effective 
treatment strategies that are appropriate to 
each individual or business. Since Indesser 
was founded we have recovered more than 
£2.3 billion in public sector debt for 56 
central and local government bodies.

We provide a comprehensive range of debt 
management services to the 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 13,000 users across UK 
government agencies, enabling them to make 
informed decisions and operate more effectively.

Our debt collection model is built on our core 
business beliefs - to be fair and effective. 
This responsibility is hard-wired into our 
business, our colleagues and suppliers.

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.

Furthermore, Corporate Social Responsibility, 
and the social value it delivers, are core to 
what we do. We have a passionate belief that 
focusing on economic, social and environmental 
wellbeing in our work creates direct benefits 
for our business, the communities and regions 
we work in, our people, and our suppliers. 

Finally, as demanded by the sensitivity of 
the data we handle, our end-to-end debt 
collection model is also certified against 
ISO27001, the international standard for 
information security management systems.

Indesser Annual Review 2020
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Indesser 
in numbers

£2.3 
 billion 

collected

20–40%
increase in 

collection rates

540+
hours of 

conversations  
reviewed  
in 2020

2 
 million  
process checks 
completed each 

month

56 
central and local 

government 
clients

8.6 
 million  

consumer  
interactions
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“

“
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A message  
from our chair
2020 was an exceptional year with COVID-19 
affecting all of us in different ways. People’s 
lives have changed fundamentally. Loved ones 
have been directly affected by the virus. Many 
have lost their jobs or have seen their income 
significantly reduced. And all us have faced an 
extended period of uncertainty. Businesses 
have had to adapt. New business models have 
come to the fore, income has been lost for some, 
whilst some businesses have had to close.

Government support and creditor 
forbearance have helped many, but the 
economic impact is significant and will 
continue to be so for some time.

The massive increase in national debt means 
the UK must find every way possible, now 
and in the future, to maximise the raising 
of public funds fairly and effectively. 

Collecting the money owed to government 
is more important than ever. But it is also 
important to those who owe money to 
government that their changing financial 
circumstances are clearly understood and 
taken into account when payment plans are 
agreed. Independent research commissioned 
by Indesser shows 66% of people agree that as 
long as individuals can afford it, the Government 
should recover the money owed to it8.

As chair of Indesser I share the team’s pride in 
what we are achieving on behalf of our clients and 
taxpayers. What I see every day is the passion and 
energy focused on collecting money owed whilst 
also ensuring we treat people fairly.  

We take our obligations seriously, balancing 
the need to collect money with the need to do 
so in a way that is effective and responsible. 

Our experience, data technologies and 
proven capability enables us to do this work 
in a way that we believe is market leading. 

As the long term impacts of the economic 
crisis emerge, we remain focused on serving 
our clients and responding to the changing 
circumstances of people and businesses 
that owe money to government.

We feel privileged to be in a position to 
help HM Government, and UK society, to 
deal with this unprecedented situation.

I would like to take this opportunity to thank our 
clients, the Indesser team, our suppliers and our 
shareholders in Cabinet Office and TDX Group 
for their support during this challenging year.

Andy Briscoe 
Chair, Indesser

Indesser Annual Review 2020
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CEO's 
statement
Although 2020 has been an exceptionally challenging year, we have 
delivered strong results for our clients and shareholders.

Managing debt on behalf of the public sector is a huge responsibility. 
Every day we challenge ourselves to raise the bar, working to 
Financial Conduct Authority standards and pushing ourselves to do 
more and better.

The COVID-19 pandemic has challenged every 
organisation in different ways. At Indesser, 
our incredible team and supply chain have 
risen to the challenge, working remotely to 
continue delivering what our clients need 
during the crisis. Our innovative use of rapidly 
evolving technologies, particularly in data 
science and analytics, enables Indesser to 
manage public sector debt in the most cost-
effective and compassionate way possible.

Despite the pandemic, we are delighted to 
have recovered £2.3 billion of debt owed 
to the public sector. The costs incurred by 
government to support the COVID-19 response 
means that fair and effective debt collection 
will be increasingly important in the future. 
We look forward to working with our partners 
across government to deliver that challenge.

In 2020, we have further developed and refined 
our data and analytics capabilities to identify 
the most vulnerable people in debt, providing 
them with support and assistance to help them 
get back on their feet. Indesser’s business 
model is rooted in the principle of treating 
people fairly, a mission that is more important 
than ever before. Many will face vulnerability 
in their lifetime, and for those people who 
have had their job, health or loved ones taken 

away by the pandemic, that time is now. Debt 
collection must not, and need not, exacerbate 
the growing pressure on people’s mental health 
or financial vulnerability. Identifying and helping 
the most vulnerable individuals in debt and 
finding ways to recover money fairly, efficiently 
and ethically needs to remain a priority for 
everyone from the largest central government 
departments to the smallest local authorities.

While 2020 has been unusual in many ways, 
we have seen that people are still choosing 
to engage and have conversations around 
their problem debt. This is heartening as open 
communication is key to helping reach the right 
outcome for both individuals and organisations.

I would like to take this opportunity to say 
thank you to everyone who has worked in an 
extremely challenging set of circumstances 
in 2020. The whole Indesser team, our 
colleagues at TDX Group and the debt collection 
agencies, our supportive clients and many 
others across government and beyond. We 
have achieved a huge amount together this 
year, and we are stronger as a result.

Rhona Parry
Chief Executive Officer, 
Indesser

“
“
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2020: working in partnership 
to innovate and grow
COVID-19 has been the backdrop to the year for all of us. The national 
effort to support the health of the nation, economy and mitigate the 
social effects of COVID-19 have been unprecedented. Indesser, our 
people, supply chain and customers have all adapted to overcome 
the situation we find ourselves in. At times it has been difficult but 
through working together, in partnership, we have found new ways to 
support our clients and their customers navigate the pandemic.

During the first quarter of 2020 Indesser 
grew by increasing the number of public 
sector organisations we work with to 56.

In March we reached a significant anniversary: 
five years of supporting central government, 
local government and the wider public sector. 

At the start of the year we surveyed our clients 
who told us we had improved year on year across 
a number of measures, including treatment of 
customers, partnership working and improving 
the performance of their organisation.

Throughout 2020, Indesser have been working 
with the Cabinet Office Government Debt 
Management Function on a robust proof 
of concept to evidence the benefits of an 
FCA-regulated debt collection process for 
the collection of Council Tax including the 
identification of those most at risk of financial 
vulnerability. 
 
 

Our innovation has continued, spurred on by the 
new challenges COVID-19 has brought. These are 
just a few examples:

• We reworked all our collections 
communications to reflect the physical, mental 
and economic impacts of COVID-19.  
This best-in-class communications 
library was recognised at November’s 
Vulnerability Awareness Conference 
where TDX Group won the Transformation 
Programme of the Year award. 

• We innovated to improve services for 
the most vulnerable people. TDX Group 
achieved BS 18477 Consumer Vulnerability 
Standard, further enhanced proactive 
vulnerability identification solutions and 
curated a V+ panel of specialist debt 
collection agencies – empowered and 
equipped to support vulnerable customers.

• Indesser’s Digital Debt Gateway (DDG) 
enables Local Authorities and smaller 
Central Government Department’s to 
access FCA-regulated debt collection. 
During 2020 DDG added Flexible Data 
Ingestion, making it even simpler for debts 
to be placed by organisations with different 
internal technology and capabilities.
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The UK’s debt burden is significant. Consumer 
debt, excluding money owed to government, 
remains above £1.6 trillion. That is up £21.8 billion 
since the end of October 2019, an extra £412 per 
UK adult over the year. 

The public sector is the country’s biggest single 
creditor: individuals and businesses currently owe 
some £24.1billion to government – a figure that 
will rise significantly, as COVID-19 support winds 
down in 20212.

With public finances constrained, increasing 
demand for public services and to fund COVID-19 
recovery, this is money that taxpayers can ill afford 
to do without.

COVID-19 has not impacted people evenly
The pandemic, as with all economic events, has 
not impacted the finances of people in the UK 
evenly. Those with financial resilience paid down 
debt, increased savings and invested.

• Since the beginning of March, households 
have repaid £17.3 billion of consumer credit3.

• Saving deposits between March and August 
increased by £175 billion more than the 
cumulative total in most years4.

• UK house prices rose by 7.5% in 2020, the 
highest growth rate for six years5. 

• Research commissioned by Indesser showed 
that 66% of people felt COVID-19 had a 
positive or neutral impact on their finances.

However, many people and businesses are 
struggling. The impact of COVID-19 on all of our 
lives is not over and will be with us for some 
time to come. Those with lower levels of financial 
resilience, those directly impacted by the virus and 
those in industries directly affected, face greater 
challenges.

• An Office for National Statistics survey during 
the last two weeks of October showed one 
in seven firms had low or no confidence 
they would survive the next few months – 
hospitality being the least confident6.

• Research commissioned by Indesser showed 
34% of people felt COVID-19 had a negative 
impact on their finances.

• In a StepChange Debt Charity report published 
in December they found that 46% of their 
clients surveyed had experienced at least one 
material deprivation indicator, such as going 
without meals, basic toiletries, not having 
clothing appropriate for the weather, or 
rationing basic utilities5.

A fair approach informed by data 
and analytics
At Indesser, we have always believed there is a 
smarter, fairer and more effective way to collect 
money owed to the public sector.

Our approach uses insights gained from data, 
analytics and good conversations with those who 
owe money to better understand what repayment 
is affordable. In circumstances where a repayment 
plan is not immediately affordable, we provide 
additional support or breathing space to ensure 
vulnerable customers are not placed at risk of 
further detriment.

This compassionate, affordability-based approach 
is core to what we do. It becomes even more 
important during periods of great economic 
shock.

Managing debt on behalf of the public sector 
is a huge responsibility – a social contract 
balancing the need for society to contribute, 
funding services, reducing fraud and support for 
those who are vulnerable or who cannot afford 
repayments.

Our approach balances the need to recovery money 
owed to government with supporting people and 
businesses through these difficult times.

Why Indesser matters
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Our business structure
Our governance
Indesser is a private business that is jointly 
owned by The Cabinet Office and TDX Group. 
Our 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.

We believe this governance model ensures 
that we are fully accountable to our key 
public sector and private sector stakeholders. 
The board meets on a monthly basis. 
During 2020, the board met virtually due to 
COVID-19 social distancing restrictions.

The Indesser board also has a Remuneration 
Sub-Committee and an Audit and Risk Sub-
Committee, both of which meet regularly.

Meet the Indesser team
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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.

The power of the Joint Venture
The Indesser Joint Venture ( JV) between 
TDX Group and the Cabinet Office offers 
organisations across the public sector an 
effective, fair and proven way to recover debt 
and deliver debt resolution using data, analytics 
and market-leading expertise, all delivered 
within a secure, accredited infrastructure.

The JV gives the Cabinet Office board-level 
representation, enabling them to have input 
to Indesser’s vision and strategy, investment 
decisions, executive compensation and 
bonus schemes. It also provides government 
with complete transparency regarding our 
financial and operational performance.

Our dedicated team, 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. Supported by colleagues 
in TDX Group and across our diverse supply 

chain. Indesser provide a one stop-shop 
for public sector organisations (including 
government departments, local authorities 
and the wider public sector) looking to access 
the best private sector data and capabilities.

Andy Briscoe  
Independent 

Chair

Rhona Parry 
Indesser CEO

Paul Verner 
Indesser COO

Helen Windle 
Indesser CFO

Helen Lederer 
Cabinet Office 

Appointed 
NED

Andrew Baigent 
Cabinet Office 

Appointed 
NED

Steve Reeve 
TDX Group 

NED

Patricio Remon 
TDX Group 

NED
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Built on 
strong relationships
We are proud of the strong working relationships we have built 
with our central and local government clients.
We work with 56 departments and 
agencies across central and local 
government and wider public sector.

We recognise the convening role we play 
in conversations about public sector debt 
management best practice. Our contributions 
in this area include responding to government 
consultations, as well as sharing our experiences 

with the government’s Fairness Group and 
Fairness Board, 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 the identification and fair treatment 
of those in vulnerable circumstances.

Our supply chain
We could not fulfil our role without the help 
and support of a diverse range of organisations 
that make up our supply chain. We can access 
comprehensive data, analytics and services to 
help address fraud, error and debt from each 
of the three UK Credit Reference Agencies, 
as well as from other specialist suppliers

This enables us to provide valuable insight on 
individuals and businesses throughout the UK 
(and beyond) so we can make informed decisions 
on how best to treat them. Our panel of FCA-
accredited debt collection agencies then provide 
the expert resources necessary to recover debt.

We could not do it without you
Indesser would not be where we are today 
without the support and assistance we 
have received since our launch from all of 
our stakeholders, as well as from many 
more partners and collaborators. 

Everyone at Indesser would like to take 
this opportunity to say thank you for all 
your help over the past five years. To our 
clients, partners and suppliers, we are 
hugely grateful for your support. We look 
forward to working with you in the future.
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What our 
stakeholders say  

Joanna Elson CBE 
Chief Executive 
Money Advice Trust

“This year we have worked 
more closely with Indesser 
than ever before. Our 
collaboration on the cross-government 
Fairness Group’s Vulnerability Toolkit 
has been productive, and local authority 
workshops have given us a valuable shared 
platform to engage even more councils on 
improving debt collection practices. We 
are particularly pleased to have begun 
to work together to deliver the Money 
Advice Trust’s vulnerability training in 
Indesser’s supply chain - another way of 
making a difference on the ground.”

Graham Rankin 
Chief Executive Officer, 
BPO Collections Ltd

“In what can only be 
described as the most 
challenging year of my 
career and I am sure many 
others, it gives me great satisfaction and 
pride to describe how Indesser and BPO 
came together stronger than ever this year 
and between both parties overcame and 
navigated through many of the challenges 
the pandemic brought to the industry. 
This can only be achieved by working in a 
true and engaging partnership. Indesser’s  
vision, leadership, communication and 
commitment to ensuring we all worked 
together to do the right thing, can 
simply never be underestimated”

Steve Coppard 
Deputy Director Government 
Debt Management 
Function, Cabinet Office

“Through the pandemic 
this year, debt has come 
to the fore as a major economic lever that 
can, through the intelligent application 
of analytics, segment customers into 
optimised treatment paths to simultaneously 
provide liquidity to public finances and 
support to struggling households.”

Mark Webb 
Chief Executive 
Officer, Advantis

“There is no doubt that 2020 
has been a challenging year which 
will have impacted us all in different ways. 
Throughout the year it has been fantastic to 
see that, as always, Indesser share the same 
values as Advantis, ensuring that the fair 
treatment of customers is our top priority. 
In fact, throughout the pandemic, there has 
been even greater focus on the treatment 
of all customers especially those who are 
most vulnerable. Together with Indesser, 
we have ensured that all customers have 
had uninterrupted support to help them 
resolve their debts and specifically tailored 
engagement strategies have been introduced 
to let customers, who are struggling 
financially, know that we are here to help.”
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Patricio Remon  
President Europe, Equifax

“Equifax is very proud to 
play a part in the Indesser 
joint venture as they help both 
central and local government clients achieve 
the best possible outcomes for consumers 
in debt. The Indesser team has made 
significant strides in data and analytics 
innovation at a time when the Government 
needs our help more than ever to ensure 
collections are done both ethically and fairly.  
As a non-executive board member 
representing TDX Group, an Equifax 
company, I am delighted Indesser hit a 
significant milestone, having successfully 
returned more than £2.3 billion in collected 
revenue to the public purse. 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.  

“The COVID-19 crisis this 
year has created challenges 
like no other year before. The 
FCA standards and principles of ‘treating 
customers fairly’ are more important 
than ever, especially in relation to the 
collection of HM Government debt from 
consumers and businesses. This means the 
tone and messaging of communications 
will need to change, interactions filled 
with understanding and empathy, with 
outcomes not presumed, but tailored 
to individual circumstances.”

Isobel Crosse 
Head of Customer 
Experience, TDX Group

“With the Coronavirus crisis 
pushing more households 
into financial difficulty, the need 
for the right support from public sector 
creditors is now even more urgent. We 
are encouraged by the possibilities of the 
social value approach we understand 
is being built into HM Government’s 
next debt management procurement 
framework and we are pleased to see 
organisations like Indesser supporting this.”

Peter Tutton 
Head of Policy 
StepChange Debt Charity

Ian Hooper 
Founder, Scooch

“Scooch is thrilled to work 
with Indesser to drive 
corporate social responsibility 
through maintaining the physical 
health of Indesser’s workforce. So far this 
year Indesser’s staff have made a huge social 
impact just by physically moving a healthy 
amount in their day to day lives. 397 trees have 
been planted, 259 villages fed, clean water has 
been supplied to a school for 8 months, 223 
lives have been cured from deadly Malaria 
and trained 2 puppies to be guide dogs.”

“One of the ongoing objectives 
of the Money and Pensions Service 
(MaPS) is to influence increased and more 
consistent creditor support for the over 
indebted. In the last year we have worked 
in partnership with Indesser to explore 
ways to bring a more consistent approach 
to public sector affordability processes and 
strategies to help more customers access 
independent debt advice. We support a 
more segmented and customer centric 
approach to public sector debt collection, 
which will ensure that enforcement options 
are only used tactically and as a last resort.”

Kevin Shaw 
Credit Strategy 
Manager, Money and 
Pensions Service
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Our work in the 
spotlight in 2020
Vulnerability events
February saw the first of our planned series 
of events to openly discuss the problems 
associated with vulnerability and ways we 
can all improve to help ease the impact 
on vulnerable consumers. More than 50 
people joined from a variety of different 
local government organisations. 

Client webinar series
We hosted a series of 13 client webinars to 
discuss new and innovative ways we could help 
our clients during the pandemic. We covered a 
range of topics including commercial vetting, 
vulnerability best practice, debt advice and 
restarting recoveries management. In total, 
almost 500 clients registered to attend our 
webinars and we received some great feedback.

In the media spotlight
April saw Indesser referenced in The Centre 
for Social Justice’s (CSJ) ‘Collecting Dust 
Report' as a key recent partnership where 
our ‘commitment to treating customers 
fairly… goes beyond FCA regulation’. 

In June Nicky Morgan described Indesser as an 
'admirable initiative' in a Daily Telegraph Article.

In July we commissioned a consumer research 
study to investigate the financial impact of 

COVID-19. This achieved significant press interest 
with widespread coverage in national and 
regional press titles as well as in financial press 
titles like CCR magazine and Credit Connect.

Other media coverage included articles on 
'Public Sector Debt and Vulnerability' by Rhona 
Parry in Government Business. Whilst Richard 
Haymes wrote about the 'New normal for the 
public sector' in LocalGov - the UK's largest 
dedicated local government news website.

https://www.indesser.com/blog/articles/financial-impact-of-covid-19-infographic
https://www.indesser.com/blog/articles/financial-impact-of-covid-19-infographic
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Dialling up our market engagement with a new blog
In 2020 we added a new blog to our 
website to keep our clients abreast 
of topics close to our heart. 

We kicked off the year with a series of videos 
from Steve Coppard offering some compelling 
insight into why enforcement should be 
used only as a last resort in a series of 
video blogs from the Cabinet Office.

Indesser's own subject matter experts shared 
their own views on a number of important topics 
from Mental Health, Single Customer View 
and Innovations to Improve Outcomes.

As part of the government's call for evidence 
on public sector debt collection, we submitted 
our recommendations to the Treasury Select 
Committee and shared our findings as part of 
our 'Smarter measures: Easing public sector 
debt forbearance responsibly' blog in June.

We were delighted to enlist the help of external 
industry experts to provide our clients with 
their own unique insights. Chris Fitch from 
the Money Advice Trust provided a guest 
vlog on 'Addressing Vulnerability' and the 
Credit Services Association's CEO, Chris Leslie, 
offered his advice on how organisations 
can adapt with his view on 'Credit and 
Collections Beyond the Pandemic'. 

Indesser Annual Review 2020
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Delivering social 
value: supporting 
local communities
Social value is intrinsically built into Indesser’s business. We are 
mindful of our responsibilities to society, the communities in which 
we operate, our people, our supply chain and to the environment.

Corporate Social Responsibility (CSR), and the 
social value it delivers, are core to everything we 
do. Not only is it the right thing to do, but there 
are legal requirements on suppliers to the public 
sector to deliver social value, which we are fully 
committed to.

During 2020 we have taken time to review our 
CSR plan, resources, and board sponsorship 
to make sure that we can continue to make 
a meaningful difference during a time when 
restrictions due to COVID-19 require a different 
approach.

Our CSR activity is focused on three areas:

1. Community: we recognise that we play an 
important role in our local communities and 
we aim to make the communities in which we 
operate better places.

2. People: we want to ensure that all Indesser 
colleagues enjoy their work and have 
opportunities to delight our customers. We will 
actively look for ways to promote and increase 
the diversity of our workforce and facilitate 
greater professional and personal opportunities 
for more people.

3. Environmental Management: we strive 
to manage the environmental impact of our 
business in a responsible and ethical manner.

Across these three areas, we are committed 
to delivering meaningful improvements 
through partnerships with other like-minded 
organisations and internal efforts driven by 
our colleagues and our supply chain. These 
improvements will span initiatives that promote 
physical and mental wellbeing, improve social 
mobility, and help the lives of vulnerable 
individuals, with a particular focus on financial 
vulnerability.

Our UK supply chain includes debt collection 
agencies based in smaller cities and towns 
throughout the UK. They provide jobs, training 
and skills in those communities. With 80% of 
their employees living within five miles of their 
place of work, the money they earn in the local 
community stays in the community.
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Establishing a culture of health and well-being

Scooch helps employers establish a culture of 
health and well-being by ‘rewarding’ employees 
for being active. This was something that 
Indesser wanted to support during the COVID-19 
lockdown as it supports the physical and mental 
health of our people. Movement - e.g. walking, 
running and gym sessions - is converted into 
social value rewards. Since joining Scooch in May 
2020, the Indesser team have delivered:

• 397 trees planted

• 8 months supply of clean water for a school

• 259 villages fed with eco-farmed fish

• 223 people have been cured from Malaria

• 2 guide dog puppies have been trained

We signed up to the Social Mobility Pledge

Chaired by Rt Hon Justine Greening, The Social 
Mobility Pledge is a coalition of 450 businesses 
that are committed to tackling the ‘Opportunity 
Gap’. In becoming a signatory Indesser are 
committed to be a force for good by putting 
social mobility at the heart of what we do by 
committing to:

• Work with Nottingham College to provide 
coaching, mentoring and structured work 
experience to students

• Adopt open recruitment practices

In 2021 we are committed to implementing these 
and other measures to demonstrate our ongoing 
commitment to social mobility.

Supporting vulnerability best practice

The Money Advice Trust (MAT) is a leading UK 
debt charity. As well as running National Debt 
Line and Business Debt Line they are the leaders 
in vulnerability training. Indesser funded a pilot 
programme of best practice MAT vulnerability 
training for the Indesser supply chain to help 
evidence the benefits to the collection of money 
owed to government. The insight, feedback and 
evidence gained from the pilot will help shape 
further training in 2021.

Raising funds for a local homelessness charity

In 2020 we launched a fundraising campaign 
to raise much needed funds for a local good 
cause, close to our Nottingham office. Emmanuel 
House is a local charity who supports the 
most vulnerable citizens without prejudice 
or judgement in order to tackle isolation, 
vulnerability and homelessness. Our small 
Indesser team 
covered over a 
1,000 miles by 
completing a 
sponsored virtual 
walk of the length 
of Britain  via 
Indesser’s office 
in Nottingham. 
Every step taken 
by the team 
aimed to make 
the community in 
which we operate 
a better place.

Over the last year we have developed a number of specific 
initiatives to support our CSR activity, including:
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Sources:
1The Money Charity: Money Statistics December 2020 
2 Cabinet Office report March 2019 
3 Bank of England: Money & credit Report - November 2020 
4 Bank of England: Money & credit Report - June 2020 
5 Nationwide: House Price Index 
6 Office for National Statistics: Business insights and impacts on the UK: 19 November 
7 Stepchange: Covid-19 Client Data Report December 2020 
8 Research carried for Indesser by Portland Communications as an online survey conducted 9th - 10th December 2020. Total sample: 1,009 adults were 
interviewed, located in the UK. The data is nationally representative sample across age (18+), gender and macro region (NUTS 1) through quota targets 
and weighting. 

https://themoneycharity.org.uk/money-statistics/#:~:text=UK%20Personal%2Debt,including%2 mortgages%2C%20was%20%C2%A360%2C580.
https://www.bankofengland.co.uk/statistics/money-and-credit/2020/november-2020
https://www.bankofengland.co.uk/statistics/money-and-credit/2020/june-2020
 https://www.nationwide.co.uk/-/media/MainSite/documents/about/house-price-index/2020/Dec_Q4_2020.pdf
https://www.ons.gov.uk/businessindustryandtrade/business/businessservices/bulletins/coronavirusandtheeconomicimpactsontheuk/19november2020
https://www.stepchange.org/Portals/0/assets/pdf/covid-19-client-report-dec-2020.pdf

