
 
An open letter from the CEO, Lee Rochford 
 
At Arrow Global, our purpose is to build better financial futures and despite the ongoing disruption to 
economies and businesses around the world, I’m pleased to say that Arrow has pulled together and continues 
to deliver that promise to its employees, clients and customers. 
 
I’m immensely proud of what we have achieved together as a business during this difficult time, and in my 
view it has brought out the best of our ‘One Arrow’ values; working selflessly and collaboratively to help one 
another. Within the first few weeks of the pandemic, we had moved most of our employees to remote 
working, thereby protecting our people and their families. Importantly, throughout this change we have been 
able to continue to deliver on our client commitments and service our customers, many of whom are under 
new pressures in the current environment.  
 
I am proud of the way we have supported our customers and lived up to the commitment we make in our 
values to ‘do the right thing’. As well our Vulnerable Customer Policy, which means we offer forbearance to 
those in financial distress or ill health, we have implemented a specific COVID-19 customer support 
programme where our employees provide additional support to customers directly affected by the virus.  
Since the beginning of the crisis we have helped impacted customers with measures including payment 
holidays of up to three months, as well as other payments arrangements. We have continued to help our 
customers rehabilitate financial statuses, but in a way that is fair, empathetic and acutely alert to their 
individual circumstances. 
 
With regards to our colleagues, I continue to hear amazing stories of employees helping one another, both in 
and outside work, and departments reprioritising their work to help those colleagues who need it most. With 
our business continuity planning fully effective, I am confident that Arrow will emerge from this crisis more 
united than ever and ready to invest in future opportunities. With every crisis comes lessons learnt, and we 
will be looking carefully at how we retain some of the new ways of working emerging from this crisis. 
 
With lives turned upside down, we remain focused on protecting our people, treating our customers with 
utmost forbearance and compassion, and preparing for the future. 
 
Wherever you are, on behalf of the Arrow Group, I hope you and your families stay safe and healthy.  
 

 
 
Lee Rochford, Group chief executive officer 
 
 
 
 
 
 

 


