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Collaboration Network

• 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

Special Interest Group
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Collaboration Network

• Video on 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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Collaboration Network

• Case study, Kevin Pierson, Lowell Group

• Insights from Coeo, Amy Taylor

• Stress and Coping Workshop, Robbie Hunter-Paul

• Open Discussion 
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Collaboration Network

Pete Gent
Director 
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Supporting the Wellbeing of our Colleagues 

Collaboration Network

Kevin Peirson 
Lowell Group 
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Supporting the 
Wellbeing of our 
Colleagues



Classification: Public

Classification: Public

Introduction to Lowell 
One of the largest Credit Management Services providers in Europe, our success is built on trust

Lowell operates
across the UK,
Nordics and the
DACH (Germany,
Switzerland,
Austria) region

Over 1,500 
employees in the 
UK (inc Overdales)

Currently working 
with 9 million 
Customers across
the UK

Past or existing Customer
relationships with
1 in 5 UK adults

4.3

● Lowell believes in making credit work better for all with a commitment to fair and 
ethical Customer practices

● Lowell offers a forbearance model with no fees or interest charged

● Affordability is central to our model, and we identify when a Customer can or cannot 
afford to repay the debt

● Lowell offers Customers long term, affordable repayment plans that can be flexed to 
current financial situations

● Lowell has led the industry with its approach to supporting Customers in Vulnerable 
Situations, to ensure the best support is provided, when our Customers need us most

● Lowell provides clear signposting, breathing space or debt respite schemes to its 
Customers

● For most of Lowell’s Clients this route to collection can be too capital constraining, 
costly or they don't have deep expertise in collections.

● Our Lowell Senior Leadership Team have extensive financial services experience.

Lowell: Fair and Ethical Practices

4.856
Client Sat

91%



Classification: Public

Classification: Public
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Support for frontline colleagues
CHALLENGES
- Self-harm
- Challenging calls
- Threats

OUR APPROACH
- Self-harm alert button
- Welfare check
- Welfare code
- Helpdesk
- Malicious comms process



Classification: Public

Classification: Public

Support for all Colleagues
At Lowell we are committed to providing an environment 
where people can come to work and thrive. An important 
aspect of this,
is supporting you to proactively manage and look after 
your health and wellbeing.

Wellbeing is described as ‘the state of feeling happy and 
healthy,’ and this can look different for everyone. That’s 
why we have a range of tools and resources available to 
meet individual requirements.

10



Agents have received additional 121 coaching and group training sessions focused on
Affordability Triggers, Complaints and Dispute Handling, Forbearance Solutions and Additional Support

Recently announced that all colleagueswill be working from our office at least 2 days per week. 
Spending more time together face to face cements our culture of collaboration and teamwork.

Volunteering days for colleagues aligned to our charity partners to help create a sense of community 
pride and support.

Generous break provision extended to 45 minutes when working from the office to allow colleagues 
to take advantage of our top facilities.

Flexible benefits allowance given to all colleagues to purchase benefits that support their time in life 
e.g. additional pension contributions, medical insurance, life assurance etc.

Physical and mental health additional support provided by our Occupational health. Online GP and 
EAP providers.

Lowell Support Fund available to colleaguesas part of cost-of-livingchallenges.

Colleague engagement scores of 81% in our latest voice survey.



Insights from Coeo

Collaboration Network

Amy Taylor
Coeo UK 
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Stress and Coping Workshop
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Robbie Hunter-Paul
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Remainstrong.co.uk

Stress and Coping
Managing the Moments



Our Partners



Today’s Overview

1 Understanding Stress

How stress can impact us3 What we can do to manage it 
and destress4

2 Why we have it



Remainstrong.co.uk

How We’re Wired
Managing the Monkey 



The Chimp Paradox
(Professor Steve Peters)

The Human
Your True Self

The Computer
Mental Storage

The Chimp
Emotional Machine



What is stress?
Stress is the bodies natural response to

challenges or demands.



Understanding

Fight Flight Freeze

Stress isn’t necessarily a bad thing – its an automated 
response we developed over millions of years. It prepared 

our ancestors to either fight or flee danger quickly



When stress becomes a problem

Stress is a problem 
when we stay in that 
state for too long



The Physiological Sigh



How we react to stress
Emotional symptoms

• Agitated
• frustrated 
• Moody
• Overwhelmed
• Tense
• Mind traffic
• Low self esteem
• Lonely
• Avoiding others

Physical symptoms

• Low energy
• Headaches
• Upset stomach
• Aches and pains
• Chest pains
• Insomnia
• Low/loss libido
• Nervousness
• Dry mouth
• Clenched jaw

Cognitive symptoms

• Worrying
• Mind traffic
• Forgetfulness
• Poor focus
• Poor judgment
• Pessimism 

Behavioral symptoms

• Changes in appetite
• Procrastination
• Avoiding 

responsibility
• Poor coping 

mechanisms
• Nervous behaviors



Common sources of stress

Work Related Life Changes Relationship

Health Related Environmental Daily Hassle



Introducing the stress bucket

https://www.youtube.com/watch?v=kkL3yY3OuvE
https://www.youtube.com/watch?v=kkL3yY3OuvE


Managing our own stress

Yoga, Meditation, Rest, Relax, 
Laugh, Friends, Exercise, 

Healthy Eating, Sleep  



Dealing with stress (Negative)

Alcohol Overworking Chasing Perfection

Bottling up feelings Too much screen time



Dealing with stress
Proven strategies

Reading Nature

Gratitude Writing down emotions



Dealing with stress
Positive coping tools

Exercise Donating Time Learning a new 
skill

Sharing your 
feelings

Switching off 
(Music)

The 5 ways to wellbeing



Increasing the stress threshold

Deliberate Cold Exposure



Homework
Spend 5 minutes of everyday exploring a single coping strategy

What will be yours?



Remainstrong.co.uk

Stress and Coping
Managing the Moments
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Collaboration Network www.collaborationnetwork.co.uk

www.collaborationnetwork.co.uk

Join us or follow us on LinkedIn for updates

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