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TIPTrust (now part of Trustfolio) supplies data and tech to the free debt advice sector. Over the last
12 months we have seen a sharp increase in the need to access client credit reports. At the time of
writing, we have 819 advisers registered to access the reports from 244 free-to-client advice
agencies.

We offer access to credit reports from two Credit Reference Agencies - Experian and TransUnion
which are used by most large and small creditors, respectively. That way, the majority of any client’s
debts will be accessible to a debt adviser instantly, during or in advance of a client appointment.
Granting that the client provides the required authorisation. We take care of the stringent
compliance requirements set by the two credit reference agencies and pass the data over to the
adviser through our online Debt Adviser Support Portal.

In May 2021, we issued our first feedback and impact survey which received 182 responses, a
response rate of 22%. We wanted to answer three questions about data and technology in debt
advice provision, focusing on credit report data whilst seeking feedback on what else advisers might
find useful:

* How are advisers using the reports in their casework?
* What is the impact on advisers and their clients?

* We can further support debt advisers with technology and data, what would they find
useful?

How are advisers using the reports in their casework?

Advisers were asked how they use the reports and could select multiple options. From the 182
responses they told us that: 73% of respondents use them in general advice sessions 84% of
respondents use them in processing a Debt Relief Order 48% of respondents use them when
applying for Breathing Space.

‘Processing times
for DRO have significantly
improved as a direct result, this
means that our client's are waiting less

‘Fast service and enables
me to progress a case much

‘They are fast! We get both
reports! They have genuinely

transformed doing debt advice’

quicker’

time and are more likely to
continue to engage.’

What is the impact on advisers and their clients?

We then asked users how much they agreed with the following statements (Greatly, to some extent,
to lesser extent or not at all). We've then included some of the comments left by advisers which
correlate specifically to each question:

My efficiency in advice delivery has improved:
* Greatly-67%

* Tosome extent —28%



* To lesser extent — 3%
* Notatall-2%

Specifically, advisers told us that we are improving efficiency in the following ways...

‘They have ‘Being

: able to instantly access
added a level of efficiency credit reports without the need for

and clarity to the advice process ‘| can deal with more clients as extra client consents/signatures saves
resulting in issues being resolved in the process is quicker.’ alot of time. (Our clients have to give
consent when we start working with
. them now so we are already
them. covered.)’

far less time than without

‘Efficiency- no longer

‘Instant answer without a . need to send postal applications to
. o | can progress the process . .
two week or indefinite delay Experian which can take months. Very

much quicker, as | have a full grateful to have this service and it makes a
picture of the creditors sooner’ huge difference to my clients, thank
you!"

waiting for response back from
creditor.’

The reports have reduced the requirement for additional appointments to collate creditor
information:

* Greatly-61%

* Tosome extent—32%
* To lesser extent — 4%
* Notatall-3%

Our users clearly agree that they can reduce the number of client appointments required...

'The
speed of response is both ‘Our second meeting with
impressive and time saving because

'Getting
the Credit Report
immediately, without having to wait

clients is much more productive
for two halves of a code, is just

because we have more
information.’

they can be obtained and advised upon

with the client present in the single
session’

amazing and speeds up our work
incredibly. Thank you!’

The reports have improved my confidence when delivering advice:
* Greatly—45%
* To some extent —40%
* To lesser extent — 8%

* Notatall-7%



Debt advice is complex, and surprises can arise throughout the term of a client case, we give advisers
reassurance with accurate and up to date information...

‘The speed of
response is both impressive and

‘We look more professional as ‘Faster way to obtain
we have at our fingertips vital information, other debts come to

speed of getting a report compared to
paper copies. Being able to get an update

immediately prior to submitting a DRO just
in case any new debts have
appeared’

information’ light and may change advice
given’

They have enabled me to deliver advice sessions remotely with ease:
* Greatly—56%
* Tosome extent—31%
* To lesser extent—7%
* Notatall-6%

Relating mainly to the move to home working during the pandemic, but this can also be beneficial
with the shift to remote advice more broadly whilst increasing capacity across the sector...

Client journeys have improved:
* Greatly—54%
* Tosome extent — 36%
* Tolesser extent —3%
* Notatall-7%

Client’s also benefit from their adviser’s ability to use our portal...



‘I'm able to give more
accurate advice earlier in the
client's journey as | don't have to
wait weeks for the credit
reports’

‘Ease of access to so much
information in one place - helps us
and the clients’

‘Speed of client journey and
ability to give advice where client is

unsure of their debts.’

The reports have improved the quality of my advice:
* Greatly—46%
* Tosome extent —38%
* To lesser extent — 9%
* Notatall-7%

Advice quality is so important, advisers must consider this at all stages. We can help here too...

There are benefits beyond what we have asked advisers in our survey, which were further
highlighted in their comments...

‘They are

‘Beneficial for the client to very visual which is very

‘Confirming CCJ’s have immediate knowledge useful for customers who have

or insolvencies’

‘| also advise in
our local prison where it is almost
impossible for the prisoners to obtain

their credit reports and the TIP service has
been invaluable and made a real difference

to the prisoners.’

provided via us when they are not

digitally able’

‘Account
references allow debts to be
tracked with creditor, CCJS can be
clarified with Northampton County
Count, if flags up other debts that
client had misplaced.’

mental health problems and might
find a less visual report
difficult’

‘Being
able to access the reports
makes it much easier delivering
advice especially when clients can
become easily confused/forgetful of
what they do owe’




If we can further support debt advisers with technology and data, what would they find useful?

We have access to multiple technology and data platforms which can be used in debt advice delivery
and a good understanding of what we think would be useful to debt advisers, but we don’t want to
be prescriptive, we want to offer technology for use as the adviser or agency sees fit and support the
diversity of delivery methods and providers.

We asked, if we could expand the capabilities of the Debt Adviser Support Portal, would you find the
following features useful?

Open banking data:
* Greatly—40%
* Tosome extent—42%
* Tolesser extent—11%
* Notatall-7%
Open banking data when required as proofs for a formal debt solution:
* Greatly—45%
* Tosome extent—41%
* Tolesser extent — 8%
* Notatall-6%
E-signatures for client authority and DPA:
* Greatly—40%
* Tosome extent —34%
* Tolesser extent — 15%
* Notatall-11%
Car valuation, HP information, auto calculate time remaining, and any residual value:
* Greatly-51%
* Tosome extent —34%
* Tolesser extent —15%
* Notatall-2%
Instant Digital ID scan and verification:
* Greatly—28%
* Tosome extent—37%
* Tolesser extent —24%
* Notatall-12%

A pre advice process to request access to this information from your client in advance of an
appointment:



* Greatly—37%

* Tosome extent—31%

* To lesser extent —19%

* Notatall-13%
Anti-money laundering checks:

* Greatly—16%

* Tosome extent —24%

* To lesser extent —30%

* Notatall-30%

This insight will inform how we develop the features of the Debt Adviser Support Portal. Advisers
have told us that they would like access to Equifax reports and discussions are already under way. We
can make simple improvements such as refining the output to only detail what is useful in advice,
such as creditor info and previous balances. We're really excited about what we can do to help
support advisers and their clients. In addition, help to register credit report discrepancies easily and
improving access to technical support when using the Portal.

If you would like to find out more about our services and what’s in the development pipeline, please
get in touch via the contact form here: www.trustfolio.co.uk/debtadvisersupport



