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The Covid-19 Pandemic and the measures taken to limit the spread of the virus have created 

unprecedented levels of worry, uncertainty and financial difficulty for millions of individuals and 

families, to which CSA members have already been responding with sensitivity and empathy.  

The CSA expects all member firms to review activity and customer treatment paths to ensure that 

they are doing everything possible to support consumers and the wider UK community through this 

difficult time. This should include all appropriate forbearance measures and referrals for 

independent advice & support. 

 

The Association recognises that different firms will implement this in different ways but all members 

are encouraged to ensure that activity and treatments are proportionate, take into account the 

impact of the current pandemic, and do everything possible to support consumers and businesses 

through the financial & cultural shock which our society is experiencing. Through discussions with 

members, it is appreciated that a significant number have already adjusted their practices to meet 

the current situation. These range from ceasing collection activity entirely to applying enhanced 

forbearance measures and clear Covid-19 identification as a separate vulnerability.  

 

The CSA recognises that it is for firms themselves to determine how best to maintain contact with 

customers during the current crisis. However, that is provided that resulting contact is conducted 

empathetically and to a high standard, and with due regard for the interests of both customer in 

debt and client having regard to the present exceptional circumstances. 

 

Whether or not contact does continue, members should bear in mind the following principles. 

 

a) Customers must be treated fairly and appropriate forbearance shown. More so now than 

ever, contact must be empathetic and flexible. 

 

• Customers may not know in what way and for how long their financial and personal 
situation may be affected. Even if a customer is not affected at the present, firms 
should take into consideration from what they know of the customer’s 
circumstances that this might change where possible. 

• Forbearance options should be sufficiently flexible that they can be easily adapted to 
meet circumstances and sufficiently generous. For example, longer periods of 
breathing space, payment reductions, or by changing payment dates. However, firms 
should be careful not to risk creating problems for customers at a later date or to 
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prevent customers who wish to pay from doing so (provided they are comfortably 
able to)  

• It is important to keep in mind that customers’ situations may change rapidly and 
without warning. They may have unexpected caring or other domestic situations that 
require taking into consideration 

• Firms should keep in mind that information that they already hold such as income 
and expenditure data, may no longer be reliable or valid. Requests for or offers of 
forbearance should take into consideration any recent or reasonably foreseeable 
changes in circumstance as well as incorporating future flexibility.  

• It is in the interests of customers for firms to be updated as to their circumstances 
during this difficult time but firms should only seek such information with 
appropriate sensitivity and understanding.  
 

b) Systems and Controls 

 

This will be a difficult time for members but firms should take care to ensure that their own 

systems and controls are and remain adequate and fit for purpose in the current situation. 

That would include ensuring adequate monitoring and compliance systems and adequate 

compliance support. This would include reviewing policies and procedures to ensure that 

they are sufficient and fit for purpose given the current environment and in particular 

reflecting any changing working practices that may have been swiftly adopted to deal with 

the crisis, for example increased working from home for the firm and any third parties.  

 

c) Data Protection 

 

Data Protection considerations apply as normal. However, adjustments may be needed to 

policies and procedures and firms may also wish to review any contractual arrangements, 

agreeing any necessary changes with clients. The Information Commissioner’s Office has 

produced a useful FAQ for firms dealing with challenges associated with Covid-19. 

 

d) Written Communications 

 

Firms send a wide range of standard communications to customers, both in letter form and 

digitally. It will be important to review these to reflect changes to the current crisis and to 

any resulting commercial changes. For example, as firms should not be conducting field 
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activities or new litigation, communications should not refer to these as a consequence of 

failing to respond. 

 

Firms may also wish to consider including other useful information, where they consider it 

appropriate and permissible, such as links to the Government’s webpages setting out the 

support for customers that is available  

 

e) Suspension of Litigation & Enforcement 

 

Most (if not all) new litigation has already ceased and we support members’ decision to take 

this step proactively during the crisis. However, it is appreciated that some litigation will 

already be in progress and it will be important to pause this or to bring to a close in an 

appropriate fashion. We understand that members have also taken a similar approach in 

relation to enforcement activity. 

 

f) Referral to advice services 

 

It is normal to signpost to sources of advice and assistance. However, members should keep 

in mind that such services will likely to be experiencing higher demand than usual or 

experience difficulty in operating as normal. 

 

It will be important to remember that where service failures and high demand are the case, 

customers will require additional forbearance as they attempt to obtain advice.  

 

Summary 

Given the extreme and fast changing environment that we are likely to face for the foreseeable 

future, Members will need to remain alert and flexible with their strategies and approach. This is an 

opportunity to show empathy and provide support to customers when they are most likely to need 

it. 

 

Our sector has a key part to play in navigating the uncertain times ahead; actions taken now will not 

only support the country during the crisis but will also help build and enhance the industry’s 

reputation going forward. The Regulator has made it known that they will be looking at firms after 



 

 

 

   
CSA Members Key considerations 

 
March 2020 

 

5 

the crisis, in order to assess operational resilience and the fair treatment of customers throughout 

the period. 



 

 

Contact us 

 
T: 0191 217 0775  

E: info@csa-uk.com 
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