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Welcome

David Mond
DRF Chairman
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[RF Go on a trek — win a kindle

e Isn’tit time you
had a library in
your pocket?

7
-

e Visit ALL our
exhibitors.
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THE DEBT RESOLUTION FORUM
Promating Professional Standards

About last night...

CertDR Learner of the
Year

Yasmin Bruce; 94.67%

Amelia McVennon; 94%
Laura Cummings; 93.44%

DRF Advisor of the
Year

Emma Hartley
(The Debt Advisor)

Kelly Osadare
(Jones Giles)

Amy Jellings
(BrightOak)
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[RF Edward de Bono

* There 1s never any
justification for
things being
complex when,

they could be
simple




THE DEBT RESOLUTION FORUM

Promating Professional Standards

It’s all about trust
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ADVICE TRUST

» DRF research: clients’ demographic and financial circumstances
Contributor: Debt Resolution Forum

Date: April 2013

In December 2011, the Debt Resolution Forum commissioned Zero-credit i complete three
parallel research studies to explore the outcomes of fee charging debt solutions. These were an
analysis of market size, a survey of members’ clients and ..

» Free to fee outcomes
Contributor: Debt Resolution Forum
Date: April 2013

In May 2012, the Debt Resolution Forum commissioned Zero-credit to conduct a series of in-depth
interviews with clients of DRF members, who had first sought free advice. This report focuses on
the journey from seeking free advice to taking outa p.

+ DMP drop out outcomes
w'SER Contributor: Debt Resolution Forum
ADVISER homs e
In the end of August 2012, the Debt Resolution Forum commissioned Zero-creditto complete a

survey of members’ clients, who had dropped out of a debt management plan within the last 12
months. This report compares the experiences of clients ...

ADVICE YOU CAN TRUST s s

BUSINESS

NATIONAL

DEBTLINE DEBTLINE

Recently added What i this?

+ DRF research; clients’ demographic and
financial circumstances (24 Sep 13)

» Free to fee outcomes (24 Sep 13)

» DMP drop out outcomes (24 Sep 13)
» Provider KPIs (24 Sep 13)

» DRF case studies (24 Sep 13)

» Understanding financial difficulty - full report
(24 Sep 13)

» L
summary (24 Sep 13)

, r p
attitudes, and experience of smart meters:
wave 3 (09 Sep 13)

+ Quantitative research into public awareness
attitudes, and experience of smart meters:
wave 2 (09 Sep 13)

» Quantitative research into public awareness,
attitudes, and experience of smart meters:
wave 1 (09 Sep 13)

+ Bank of England (63 items)
» Credit Action (48 items)
» cCes (36 ems)
» Insolvency Service (34 items)
» View all contributors

Recelve regular emall news updates from us
Hﬂvdllprgvl'dny?u wllhld.‘h;.l_ls.l_:fn?




[“ It’s still about trust...

i e Debt Management e
. Plan Protocol MANAGEMENT

' PLAN PROTOCOL
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[RF Trust and standards
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Go the Extra Mile m:

THE DEBT RESOLUTION FORUM
I ‘ Promoting Professional Standards
a 8.3% 7
E I 1 fi*i Of people who told 53.6%
creditors about their
information is to them. With that in mind, the DRF has developed a brand new course
L] L] designed to enable your teams to confidently speak to clients who may be affected by
mental illness and have a better understanding of this issue and how it affects their
finances.

People felt that if
they disclosed their
Mental Health
problem they would
be treated unfairly

Adults with a
Mental Health
Problem isin

account when
dealing with
financial difficulties

Debt or Arrears

The Debt Resolution Forum is constantly committed to improving the training we provide to
our members. We realise how important vulnerable clients are and how significant relevant

Mental Health Problems
felt this was taken into

We now present our new Mental Health

Training:

Mental Health Training with the Debt
Resolution Forum

Course outline:

A 45 minute course delivered online to suit
your needs and schedules. The course
content is provided by The Debt Resolution
Forum in association with the Money Advice
Trust, Rethink Mental lliness and the Royal
College of Psychiatrists.

Cost:
From £50 per person

Sign up:

Email
lauren.sanders@debtresolutionforum.org.uk
Tel: 0161 905 8372




DRF Trusted when things go

THE DEBT RESOLUTION FORUM
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o R, Pooh or Eeyore

Promating Professional Standards
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DRF

THE DEBT RESOLUTION FORUM
Promating Professional Standards

Anthony Sharpe, Andrew Smith
and Caroline Sumner

ot
' The DM Protocol

DEBT
MANAGEMERNT
FLAN PROTOCOL

W

APPROVED
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[RF Justin Urquhart Stewart




RESOLUTION
FORUM




OR ADVANCED
MOULD




Green Shoots or Advanced Mould?




BUT COMING OFF THE
STIMULANTS....




QE — STILL PUMPING?
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THE TAPIR & THE PANDA

Seven

Investment Management



USA

Employment rising

Scale of Growth ?
-slowly

Housing improving

Corporate
Earnings Peak

Fiscal Fudge & Lower Cost Fuels
Sequester

Wt
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UNDERSTANDING THE “FISCAL CLIFF”

U.S. Tax Revenue:
Fed Budget:

New debt:
National debit:

Recent Budget cuts:

$2,170,000,000,000
$3,820,000,000,000
$1,650,000,000,000
$14,271,000,000,000
$38,500,000,000

Wt
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UNDERSTANDING THE “FISCAL CLIFF”

NOW LET'S REMOVE EIGHT ZEROS & PRETEND IT’'S A HOUSEHOLD BUDGET...

" Annual Family Income: $21,700
" Money the family spent: $38,200
" New debt on the Credit Card: $16,500
" Qutstanding Balance on that Card:  $142,710
" Total Budget cuts so far: $38.5
W
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GAME CHANGER US - BUT ELSEWHERE?

CL1 Al 1c96.00 /96.01 X Prev 96,34
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US HOUSE PRICES = CONSUME!

'2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012
== S&P/Case-Shiller == FHFA Prices

SOURCE: MACROBOND
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A DIVIDED VIEW - Can He Do It?

Yes, We Can!




EUROZONE

The Future of the
Euro

German election?
A decade ago
12% umplymt

ECB
buying bonds

Company
Valuations

Austerity &
Growth?

Low Confidence

Wt
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MERKEL'S DIRECTION FOR CYPRUS




D

EUROPE - EMERGENCY OVER

Span and Italy 10 Year Bond Yields

[ LTRO's announced ]\> -8.0
Draghi: 75
"Whatever it .
takes" &
OMT's -7.0
-6.5
-60p
g
-552
-5.0

Greek “43
Banking crisis escalates - ’& Elections 4.0

no agreement on EFSF

-3.5
M M J S N J M M J S N J M M J S N J M M J
2010 2011 2012 2013

== Spanish 10 Yr Yield == Italian 10 Yr Yield
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FRANCE AND GERMANY - A UNITED APPROACH?

Wi

Seven_

estment Management
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Ezone Current A/c balances

Current Account Balances (EUR)

- 10

1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012
Portugal == Italy -~ Spain - Ireland

“For the use of authorised Seven

intermediaries only. This document [nvestment Management

must not be distributed to retail clients.” 39
See notes nn n?5

October 13



UNIT LABOUR COST DIVERGENCE REVERSING

145 7 |ndex: 2000 & Germany = 100
135
—Garmany ~Ireland
Greece —5pain
125
France —|taly g
——Portugal
115
105
95 T T T T T T T T 1
1995 2001 2003 2005 2007 2009 2011 2013

Source: AMECO, Eurapean Commission Winter Economic Forecast 2013
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GERMANY NEEDS EUROPE

Germany, Foreign Trade, Countries, Export, USD

-1.3
1.2
-1.1
-1.0
-0.9
-0.8¢5
-0.75
-0.65
-0.5
-0.4
-0.3
-0.2
-0.1

' 1999 ' 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012
USA = Other Europe = Euro Zone = China

*Exports 40% to EuroZone, 31% to rest of Europe, 6% to China and 7% to USA!

SOURCE: MACROBOND
Seven

Investment Management
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GROWTH IS EXPECTED TO RECOVER

IN THE COURSE OF 2013 & 2104

3
2
1 .
: '
€ -2
a
i~
g .3 m 2012
-4 W 2013
> 2014
-6
-7
-8 -
Ireland Greece Spain Italy Portugal Euro area UK

Source: AMECO, Eurapean Commission Winter Economic Forecast 2013

Wi

Seven

Investment Management



Sustainable
Growth?

GDP improving Debt & Deficit

World’s
Tax Reform? 8th Largest

Manufacturer &...

Fixing the Banking
system

Wt
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Confident in our Leaders?




UNDERSTANDING our debt

" Annual Family Income: £612
" Money the family spent: £720
" New debt on the Credit Card: £108
" QOutstanding Balance on that Card:  £1,153
" Total Budget cuts so far: £35
W
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UK ISSUES

“Re-shoring” — Noodles
Cars more exports than domestic production
Steel
Blast furnaces
Top end Sheffield steel
10t largest exporter
Non EU exports now higher than EU
Rice Cookers to Asia!
Financial/Professional trade exports £55bn
420,000 new business start ups

Wt
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Break Up & Float or Float & Break Up




DAMAGED
NOT
DOOMED




GOVERNMENT DEFICIT

UK ANNUAL GOVERNMENT BORROWING
2011 = £94 billion

1988 1990 1992 1994 1996 1998 2000 2002 2004 2006 2008 2010 2012

SOURCE: DATASTREAM
Seven

estment Management
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UK GROWING EMPLOYMENT 91.8%

W Full-time W Part-time =Total

200

150

100

50

-150

-200

-250

Investment Management



What That Means?

" We each owe: £17,603
" For each employed person £38,736
" Interest per household: £1,921
"2 taxes?
"VAT £98bn
"Income/NI £253bn
W
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UK - DAMAGED NOT DOOMED!

" A very British attitude! vs How others see us
" Unemployment improving

" Retail Sales

" Housing

" Deficit 11% to 8% 2011/12

" Corporate cash £750bn

" Co. Confidence index 62.4 — 66.1

— Employment
— Investment

Seven

Investment Management



DYNAMIC ACTIONS?

Tax modernisation — 14,000 pages
Stamp Duty?
3/5 Year Start Up Holiday?

National insurance
Employment
Investment relief

Infrastructure Projects & Bonds
House building
Peer To Peer Lending Initiatives

Seven

Investment Management



THE LONG AND WINDING ROAD

...the Bank of England concurs:

INFLATION LIKELY TO STAY LOW IN THE MID-TERM

Percentage increase in prices on a year earlier
T

BB
<

| L

N o loF+Foa N WA U N

1 1 1
2009 10 11 12 13 14 15 16

SOURCE: BANK OF ENGLAND



JAPAN

Islands Dispute

New Premier
Abe - nomics

Trade Turnaround

Yen Weakness

Debt 220%+ of
GDP

Nappy Sales

Wt
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BROKEN BRICS?

China
Change of Life

Brazil
Valuations?

South Africa
Political issues

Russia
Rule of law?

Turkey
On the Cusp

Wt
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THE NEW LEADERSHIP




A SOUTH CHINA SEA SORE

DRAGON'S LAIR

China has been
objecting to ONGC
Videsh drilling in
Vietnamese blocks
in South China Sea.
India argues
that accord-
ing to UN, the
blocks belong
to Vietnam

What makes South
China Sea so important?

® |t links the Indian Ocean == China's

sane UN'EIILQS
5 5 i ie @ 51
with the Pacific Ocean - a glamedterr-|  economic
vital artery for world trade 20N

= China wants to dominate
these waters to protectits | BdaabiY

underwater nuclear = Acquired stake in a
submarine base on Hainan | block in 1998 and has
Island been producing gas since
T e s 2003. Holds 45% with BP

and PetroVietnam

50 billion tonne crude = Offshore block came to
— } ONGC in May 2006. OVL is
20 trillion cubic meters | relinquishing it after
of natural gas spending $68 million

Map source: United Nations Convention on the Law of the Seas

Wi
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KEY RISKS TO THE VIEW

EUROZONE PROGRESS?

CHINA CHANGE of LIFE

UK SULLEN GROWTH
US DEBT, DEFICIT & DEMAND

E

Sevg:n

tm M ement
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ASSET CLASS RETURNS

1298 1990 2000 2001 2002 2003 2004 2005 2006 2007 2008 2008 2010 20 2nm2

European Equity
36.7%
US Equity
28 0%
UK. Equity
30.1%

Eurapaan Equity Emerging Markel Garporata Bards
18.3% bk 15.6%
LS Enquity Eurnipeésan Equiby

14

14.5%
1 Emamm T mw Emnrg;gd I:!arka!
8% 1 132%

Corporats Bands A= T
5.45%

US Equity
14.5%

S Equity
JEIE.E%

-28.0%

ey | 22 g g [ o s [T

-13.3% 5l 4.0%

i Europsan Equity
3 -0.8%

Timiber

SOURCE: ECOWIN, BLOOMBERG, BARCLAYS CAPITAL, REUTERS

AS AT 1 JANUARY 2013 SGVGII
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IT WORKS!

1998 1863 2000 200 2002 2003 2004 2005 2008 2007 2008 2008 2010 2011 2012

Europaen Equi
p;].ﬂhq "y

Europesn Equity
MQJ.S'Eq "

Europszn Equity LK. Equity
1Eaﬂ-.'.‘".tiq i 301%

Jepan Europesn Equity Europaan Equity

71% 5% 189%

Corpoete Bonds (=N === U B%ﬁ'ﬁ‘j - UK Equity
BA% 225% Tz ; - ; 14.5%
Emerging Markst  TIM Balanced MM
Bonds Fund
134% 5T%

R‘:%u&m

R

TIM Balanced MM
Fund

Europe=n Equiy - LK Property
28.0% sharas =10 1%

Japan

ity

=11.2%
Eurnpesn Equity us y Eurtpaan Equil
s pean Equiy

-178%
JapEn

SOURCE: ECOWIN, BLOOMBERG, BARCLAYS CAPITAL, REUTERS }@I

AS AT 1 JANUARY 2013 SGVGII
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POWER OF COMPOUNDING

Today’s value of £100 invested at the end of 67 years

Nominal Equities £8,011 (£238)

Nominal Equities £147,384 (£4,379)

SOURCE: BARCLAYS CAPITAL

SEVEn
Investment Management



KEY FACTORS - IMPACT OF COSTS

Compound effect of charges upon an investment of £100,000 growing at
7% p.a. gross over 20 years

TER
£400,000

0% pa
£350,000
£300,000 1% pa
£250,000

2% pa
£200,000

3% pa
£150,000
£100,000

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20

m 7% Growth m6% Growth m5%Growth m4% Growth

Seven
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POWER OF
PLANNING




CO-ORDINATING FOR THE CLIENT

=

e | =




FORWARD FINANCIAL HEADLIGHTS

Cash flow — income and expenditure
" Now

" Long term future

Today's Pounds




SO WHAT DO YOU DO?

Think broader family assets and liabilities
Managing family assets

Improve Investment Discipline
Reducing Costs
Better than average Returns
Reducing Risks
Lower Volatility
Regular financial planning

Seven

Investment Management



FAMILY BALANCE SHEET

ASSETS LIABILITIES

House Mortgage
Car Credit Cards
Pension Loans

Life assurance
ISAs
Shares & National Savings
Cash

NET BALANCE £

SEVEn
Investment Management



THANK YOU

JUSTIN A URQUHART STEWART
Seven

estment Management
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Time for Tea and Coffee

See you back here in 20 minutes
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The recognised standard in Credit Management

ICM

Institute of Credit Management

The creditors’ perspective

Philip King FICM
Chief Executive

—yyr

Premium Y Recruiting experts

Partner HA in Credit Management

Corporate e , i : : nat? Experianw I I | ‘ e
Partners w ,e Bur"ngton GrOUp e A world of insight Rl llla

| (™
CZFOCG Safe | Credit Control v SUNGARD

Proactive credit and query management



ICM

Institute of Credit Management

N I 4 K

© Institute of Credit Management The recognised standard in Credit Management




Wish List — October 2008

Consistency
Quality of service
Transparency
Accountability

Training & Qualifications

The recognised standard in Credit Management




The recognised standard in Credit Management






The recognised standard in Credit Management

ICM

Institute of Credit Management

Thank you

WWW.icm.org.uk +44 (0)1780 722900

= .
, ICMorg IN 1CM Credit Community f Institute of Credit Management
Premium R iti rt
Partner HAYS Ceci Vanagement
Corporat (O, ) . | 3.5 Experian’ i O
Portmars. m ,e Burlington Group B o of insight Rimilia
fe Safe | Credit Control ©
) are redi ontro ; 3
Co )cs)gm\e“ Proactive credit and query management KEYIVR SUNGAHD
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DRF

THE DEBT RESOLUTION FORUM
Promating Professional Standards

Time for Lunch

See you back here in an hour!
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DRF

THE DEBT RESOLUTION FORUM
Promating Professional Standards

..
==

= The DRF Complaints &
' Disciplinary Committee

David Hawkes

Chair, DRF Complaints & Disciplinary
Committee




DRF

THE DEBT RESOLUTION FORUM
Promaoting Professional Standards

Content

Context

Purpose

Governance
Complaints procedure

Complaints received

AN

Any questions?



THE PEET,BFSQ%’” C O n t e Xt

7
>

 DRF purpose: to establish and promote
professional standards among its members

e A condition of membership that members
must adhere to the DRF Standards

e Customers, creditors and third parties have
the right to complain to the DRF 1f it 1s
alleged that a member has not complied
with the standards




Sﬂm Purpose

7
-

DRF Complaints & Disciplinary Committee
formed 1n 2009 to:

Deal with complaints against DRF
members

Assist the DRF 1n achieving its purpose
by ensuring that the DRF has a robust
and independent complaints procedure 1n
place



[RF Governance (1)

There are 5 members of the committee

. e 3 independent members
— David Hawkes, AdviceUK
— Philip King, ICM
— Dr Keith Pond, Loughborough University
e DRF Chair
 DRF Complaints Officer

e 3 year term; maximum of 2 terms




«etB¥.  Governance (2)

 Terms of Reference
e Complaints and Disciplinary Policy

e Committee meets twice a year to
— Review TOR & Policy
— Monitor and review complaints received

— Make recommendations to the DRF Board

e Committee also meets to determine
complaints received




[RF Complaints procedure

A 3 stage process:

1. Complain to the DRF member

2. If unresolved, pursue complaint to the
DRF, where 1t 1s dealt with by the DRF
Complaints Officer

3. If still unresolved, complaint 1s referred
to the Complaints and Disciplinary
Committee




DRF

THE DEBT RESOLUTION FORUM
Promaoting Professional Standards

7
i

If a complaint is justified ...

The Committee has the power to recommend
that the member:

e Apologises
e Remits, refunds or reduces any fees paid

e Pays compensation

The Committee may also make any other
recommendation that it feels appropriate.



DRF

THE DEBT RESOLUTION FORUM
Promaoting Professional Standards

.

The Committee’s decision is
final

e However, if the member does not wish to
be bound by the decision the DRF may
take such action as it thinks appropriate

e The complainant may pursue the
complaint to FOS or take legal action

* Note that complainants are not obliged to
use the DRF Complaints Procedure and
can complain directly to FOS



[RF Complaints received (1)

7
-

e To date only one complaint has been
referred to the Committee

e The complaint was thoroughly
investigated by the Committee

e It was not upheld, although the Committee
1dentified some staff training needs and
recommended an action plan to ensure that
these needs were addressed




s, Complaints received (2)

 The DRF Complaints Officer also presents
a summary of complaints about members
received by the DRF

e A total of 10 complaints were received 1n
2011, 9 1n 2012 and 8 in the period
January — May 2013, when the Committee
last met

;
>

e All except one were resolved without the
need to refer the complaint to the
Committee




[RF Learning from complaints

7
-

e Is the low number of complaints good
news?

e Or does 1t indicate a low level of
awareness of the Complaints and
Disciplinary Procedure?

e Is there a need to promote the existence of
the procedure and the role of the
Committee to members, customers and
creditors?




THEDEBTRESE}%M Any queStionS?

Promating Professional Standards
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[RF FCA — Nausicaa Delfas

Promating Professional Standards
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[RF Panel time - let’s debate

Promaoting Professional Standards

Anthony Sharp
MALG and Anthony
Sharp Associates

James Jones
Experian

Deborah Shields Melanie Giles
Money Advice Trust Jones Giles / PJG
Recovery
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