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Why the Collections & Recoveries Group?

« Based on feedback from Members
A cross sector view of the challenges for
for customers and colleagues

« An opportunity to collaborate to improve

outcomes & approach

* A safe environment
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Etiquette for Session

* Video as you like it and sound off please (unless talking!)
 Name and Company Name via ...

« Add thoughts in the Chat function as we go

« Use the hands up if you'd like to comment

« Or jump in if there’s a gap (after someone has finished!)
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Today’s Agenda

* Intro from Coeo
* Tallored Signposting — Cat Divers
 Impactful Partnership Working — Beth Kennedy

* Discussion — Led by Craig Simmons
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Introduction from Coeo UK

Pete Gent
Director
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Tallored Signposting

Cat Divers
National Support Network

NATIONAL S
SUPPORT
NETWORK |
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Impactful Partnership Working

Beth Kennedy
IE Hub




IE HUI3

INCOME & EXPENDITURE HUB

Partnership
Working

Supporting customers experiencing
financial difficulties

IE Hub ©2024 Proprietary and Confidential. All Rights Reserved.




IE Hub is an online budgeting tool

Whatis IE Hub?

We are a fintech for good company, meaning we are:-
* Free to customers
* Free to charities
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= Hub - How It Works

oCustomer Portal

oA customer can create a single SFS

compliant I&E for free

oPopulate manually or by using Open

Banking

oSee support available

oReceive personalised
recommendations

oShare V&A info with companies

oPartner Portal
oPick up budgets which have been
shared with them
oStart the journey for the customer
oComplete the journey
oSee the support identified

Utilities
Banking
TelCo
Financial
Services Housing
DCAS Local
Authorities

IE HUB

INCOME & EXPENDITURE HUB



Partners who trust IE Hub

Here are just a few of the organisations who aIready work with IE Hub SCO P == Equality for
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b and CDER Group Partnership

3enefits Sustainable

Hiiliele ARErE debt resolution

o~

Referrals and
Intervention



HJub and IMLT Partnership

Include debts for friends, families or colleagues, within
odate being live, we have found that:
vas £4336 with an average payment of £145

Lhto friends and colleagues in Q1

STOPLOANSHNRKS |E

Intervention . Support . Education



b and Fuel Bank Foundation Partnership

m solutions for customers in need of immediate support
ontacting fuel bank recipients
share info about IE Hub
0 |IE Hub account

£5,219.61 £434.97

fuelbank IE
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Want a demo?
Beth Kennedy
beth@iehub.org
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Discussion

Led by
Craig Simmons
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Discussion questions:

Signposting

How have you implemented effective signposting?

What challenges have you faced when trying to implement and deliver effective signposting?
How have these challenges been overcome?

How do you measure that your signposting is leading to good customer outcomes?

How are you looking to increase the take up of sighposting?

Third sector organisations can struggle with capacity — have you experienced this and how are you working with them to overcome
it?

Partnerships
Any examples of partnerships and their positive impact on customers?
What barriers are experienced when trying to forge partnerships?

Strategies to overcome these challenges?
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What's Ahead...



. N ~HAaarly £
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. Megan Angell
COmplalntS m Member Experience Manager

RAC

Cogfee. Cldb

In Partnership with

Aptean Respond
O: "How do you get the best insight
from your complaint classifications
In terms of root cause analysis?”




K Collahoration Network  \jy|nerability Training Series Module 5:
LERIOE Checking Customer Understanding

Effective communication and understanding are integral to building trust, fostering
loyalty, and ultimately driving business success. However, simply disseminating

information isn’t enough; it’s crucial to clarify that customers genuinely understand
what’s being communicated.

In this session, Helen Pettifer shares insights and practical solutions
to understand and meet the FCA’S Consumer Duty outcome:

- Barriers to understanding

 The importance of reviewing communications Ledly
« Checking consumer understanding in conversations Helen Pettifer

Helen Pettifer Training

16th October 2024 | 10.00 - 11.00 Module 5 Online via Zoom
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Fraud & Scams

Implementing the Correct Processes & Procedures to Stop Fraud

Mission:
The 2024 Special Interest Groups will continue to examine current
and in the moment issues that affect customers and colleagues, to

debate and discuss best practice in meeting the challenges of

Session led by customer needs, regulatory requirements and commercial
objeclives.

Ofgem

17th October 2024 09.30-11.30 Online
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Q: Have you proactively contacted customers to
identify vulnerabilities?

» Vulnerability Focused
» Cross-sector Engagement
» Sharing of Best Practice

Session Outline

At this session, Connor will lead a discussion focusing on the below questions:

- Did you focus on driving the customers online or offline - and which was more successful?

- How comprehensively did you review the support you could offer and plug any gaps before doing a

proactive campaign to identify vulnerable customers?

First Central

- Once a vulnerable customer flag has been added - do you follow this up, and if yes, how are you doing

this? With Guest Chair:

Lisa Knights from First Central

- Using learnings from early efforts, are you planning to do anything more to drive up capture?

- What’s your measure of success?

22nd October 2024 | 09.30 - 11.00 Online via Zoom
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www.collaborationnetwork.co.uk

Together, we can go further

Join us or follow us on LinkedIn for updates


http://www.collaborationnetwork.co.uk/

