
Chair’s governance report 
On behalf of the board, I am pleased to present the Group’s 
governance report for the year ended 31 December 2020. 

At Arrow, we recognise the importance of effective corporate 
governance in supporting the long-term success and sustainability of 
our business and in enabling us to deliver on our purpose of creating 
better financial futures for our customers. It is critical to delivering 
our strategy, retaining our licence to operate and in creating 
long-term value for our shareholders and our stakeholders generally. 
Strong and effective corporate governance is at the heart of Arrow’s 
business, it is embedded in our purpose, our values, our vision and, 
above all, our culture. At no time has the importance of strong 
governance been more relevant than during the current COVID-19 
pandemic. Arrow’s strong governance and its inherent agility have 
enabled us to navigate the COVID-19 crisis effectively, protecting  
the interests of our employees, customers, investors and other 
stakeholders, and have provided the foundations for the Group to 
thrive in the future. This commitment to our stakeholders is further 
underpinned by the establishment of a sustainability committee, 
which reports directly to the board. More information on Arrow’s 
sustainability committee can be found on pages 36 to 37.

COVID-19
The COVID-19 crisis has been unprecedented and has brought new 
levels of uncertainty. The Group’s speed of response to the pandemic 
has enabled the business to operate effectively throughout the crisis. 
The deployment of the right people, processes and technology has 
been extremely important in ensuring seamless business continuity 
during the COVID-19 period. However, what our response to the 
pandemic has also demonstrated is the strength of Arrow’s culture. 
Our culture underpins everything we do and has allowed us to 
navigate the crisis effectively to ensure that the Group will thrive in 
the future. 

The resilience of Arrow’s corporate governance framework has been 
tested during the pandemic and has proven to be highly effective. 
The introduction of a command and control approach to business 
continuity across the Group allowed the organisation to transition to 
the new ways of remote working within a few weeks. The executive 
committee held daily meetings throughout the pandemic to evaluate 
the highly unpredictable situation and to ensure the Group 
responded appropriately and maintained operational focus. The 
board received weekly updates from the executive and discussions  
at the monthly board meetings focused on colleague and customer 
impact, cash retention, future funding requirements, customer 
collections and operational updates. Throughout the crisis, Arrow  
has maintained a sharp focus on its purpose of ensuring that better 
financial futures are being provided for our customers through 
payment breaks and forbearance measures and through following 
regulatory guidance on the fair treatment of customers during 
COVID-19. 

Strategy review
In 2018, the Group defined its overarching vision and strategic 
priorities, including the five-year strategic plan and financial targets 
for 2023. In light of recent market developments, including the 
impact of COVID-19, and changes to the business, such as the launch 
of the Fund business and the implementation of a new organisational 
structure, a significant review of the strategic plan has been 
undertaken during the year. The review of the five-year strategic 
plan, together with new five-year financial targets, comprised  
two dedicated board sessions, in July and September, and these 
culminated in six strategic priorities being agreed, details of which 
can found on pages 20 to 21. 

“Strong and effective corporate governance is at the heart 
of Arrow’s business, it is embedded in our purpose, our 
values, our vision and, above all, our culture.”

Corporate governance  
report

Jonathan Bloomer
Chair
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Board’s performance
As chair, I am responsible for providing leadership to ensure the 
operation of an effective board. We review our effectiveness as a 
board on an annual basis, including an assessment of the board and 
its committees. 

For the year under review, we carried out an internal evaluation, 
having previously undertaken an external evaluation in 2018. The next 
external evaluation will be carried out in 2021 as required under the 
Code. I am pleased that the review was positive overall and confirmed 
that the board and its committees continue to perform their duties 
and responsibilities effectively. The results of the effectiveness review 
are set out on pages 64 and 65. 

I will continue to work with my fellow directors and with the company 
secretary to seek enhancements to the effectiveness of the board and 
its committees and create further focus on those areas that the board 
believes will make the most impact on the Group’s continuing success. 

Remuneration
The current Arrow remuneration policy was approved at our annual 
general meeting in 2018 and covers the period from 2018 to 2020. In 
accordance with The Companies (Directors’ Remuneration Policy and 
Directors’ Remuneration Report) Regulations, we would ordinarily be 
bringing forward a new policy for consideration covering the period 
from 2021 to 2023 at this year’s annual general meeting.

The remuneration committee have carefully considered whether  
this is an appropriate time to make substantive changes to our 
remuneration policy and has elected to extend the current policy for 
a further year, subject to shareholder approval at the annual general 
meeting. In arriving at this decision, we have considered numerous 
internal and external factors such as the impact which COVID-19 may 
have on market practice, the uncertainty surrounding the Brexit 
process, the ongoing transformation of the organisation and our 
intention to conduct a full review of the remuneration proposition  
for the wider workforce to which executive compensation must 
be aligned.

Further information on the Group’s approach to remuneration is set 
out on pages 86 to 105.

Section 172 of the Companies Act 2006
Stakeholder interests are at the heart of every strategic and 
operational decision taken by the board. Our focus on discharging 
our responsibilities to promote the success of the Company in 
accordance with section 172 of the Companies Act 2006 and the 
impact our decisions will have on our stakeholder groups has 
remained undimmed during the COVID-19 crisis and these 
considerations are at the forefront of our minds at each and  
every board and committee meeting. 

A coordinated programme of stakeholder engagement is undertaken 
throughout the year. Further information on our stakeholders, how 
we have considered them in decisions during the year and our 
engagement with these stakeholders is set out on pages 70 to 73. 

Sustainability committee 
We are committed to furthering the Group’s agenda on 
environmental, social and governance (ESG) issues and to meeting 
the expectations of our stakeholders, our regulators and society in 
general. We recognise that Arrow needs to ensure that its ability  
to deliver against a broadening global sustainability agenda keeps 
pace with stakeholder expectations and market standards as well  
as supporting the board in ensuring it has oversight for such matters 
and can measure how the Group performs against its purpose. To this 
end, a board sustainability committee, comprising all of Arrow’s 
non-executive directors and the chair, has been established to 
oversee the delivery of the Group’s sustainability agenda and to 
review, challenge and support the Group’s approach and progress 
against agreed sustainability initiatives. The sustainability committee 
will focus on the key areas of strategy, governance, metrics and 
targets. The sustainability committee will report to the board on the 
Group’s sustainability work and the progress being made against  
ESG targets on a quarterly basis. Maria Luís Albuquerque has been 
appointed to chair the sustainability committee and I thank her for 
overseeing the Group’s initiatives in this highly important area. 

The sustainability committee is supported in its role by the executive 
sustainability committee, which drives the delivery of Arrow’s ESG 
initiatives, and the director of sustainability, who is responsible for 
managing the delivery of our ESG commitments.

More information on the Group’s ESG initiatives and the sustainability 
committee can be found on pages 32 to 43.

Culture and values
The importance of a strong culture and values has become even 
more apparent during the current pandemic and together they  
guide the organisation towards achieving its purpose and serving  
its customers in the best way possible. Further information on our 
culture and our values can be found on page 15.

Workforce engagement
From the start of the pandemic the board focused on the impact  
of the crisis on Arrow’s employees. For more detail on the board’s 
activities, see pages 72 and 73.
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Board changes, succession planning and diversity 
Following an in-depth review of the board’s composition, including 
its skills, experience, diversity and knowledge, the board decided to 
undertake a search process for a non-executive director with a strong 
grounding in financial services who would bring considerable risk 
experience to the board. 

Following an extensive search process, Paola Bergamaschi Broyd 
joined the board as a non-executive director on 17 June 2020. After 
receiving FCA approval, Paola was appointed as chair of the risk 
committee, taking over from Andrew Fisher, who had held the role 
on an interim basis following the departure of Iain Cornish in 2019. 
Paola has become a great asset to the board, bringing broad 
experience of international financial services, including capital 
markets and asset management, which are invaluable to the Group  
as it continues its successful growth and development. 

We also welcomed Martina Swart to the executive management  
team as Group chief legal and risk officer following the departure  
of Stewart Hamilton. Martina has over 20 years of international 
experience in financial services, including global leadership roles  
in asset and fund managers.

On behalf of my colleagues, I would like to take this opportunity  
to thank Andrew for his contribution as interim chair of the risk 
committee and to welcome Paola and Martina to Arrow. I would also 
like to thank Stewart for his dedication and service over his long 
tenure with the Group.

Biographical details of all of our directors, and of our executive 
management team, are set out on pages 54 to 57.

Succession planning and the development of our talent pipeline 
continues to be an area of focus for the board and the nomination 
committee, to ensure we maintain an appropriate combination of 
skills, experience and knowledge to deliver our strategy and to 
ensure that plans are in place for an orderly succession to the  
board and senior management positions.

Our diversity and inclusion agenda, which is underpinned by our 
diversity and inclusion policy, continues to progress. An inclusive  
and diverse culture across the business improves effectiveness, 
encourages constructive debate and supports good decision making. 
The board currently has three female non-executive directors,  
Maria Luís Albuquerque, Lan Tu and Paola Bergamaschi Broyd, who 
together represent 42.9% (2019: 33.0%) female board membership, 
which exceeds the recommended target set by the Hampton-
Alexander Review for FTSE 350-listed companies and supports the 
approach set out above for the senior leadership team. The executive 
committee has three female members, Clare Dyer (Group chief 
people officer), Martina Swart (Group chief legal and risk officer) and 
Maria Pace (chief of staff), representing 37.5% (2019: 25.0%) of the 
committee’s membership. You can read more on how we strive 
towards our diversity and inclusion objectives, and on our approach 
to talent management and succession planning, in our nomination 
committee report on pages 83 to 84.

Annual general meeting
Like many companies, Arrow’s annual general meeting in 2020 was 
impacted by COVID-19 and the UK Government’s Stay at Home 
measures. In order to ensure the safety of our board, staff, 
shareholders and attendees, a closed meeting was held. However,  
a facility was provided for shareholders to submit questions prior to 
the meeting via the internet and answers to these questions were 
provided on the website. 

In 2021, in light of the evolving situation, in respect to the UK’s 
governments strategy in relation to COVID-19 lockdown restrictions, 
shareholders will not be permitted to attend the annual general 
meeting in person but can attend in person by electronic means.  
The meeting will be held at Arrow Global, 2nd Floor, 6 Duke Street, St 
James’s, London, SW1Y 6BN on Wednesday, 2 June 2021 at 10.00am. 
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Statement of compliance
This corporate governance report, together with the reports of the audit committee, risk committee, nomination committee and directors’ 
remuneration report, explains how the main principles of the 2018 UK Corporate Governance Code (the Code), have been applied by the 
Group in 2020. The Code is available on the Financial Reporting Council’s website at www.frc.org.uk. 

We are pleased to confirm that we complied with all of the provisions set out in the Code in 2020. Our compliance with key principles of the 
Code are summarised below, together with cross references where applicable, to the relevant sections of this report where more information 
can be found. 

Principles and Provisions Compliance

Independence Over half our board (excluding the Chair) comprises independent non-executive directors and the 
composition of all board committees complies with the Code. Jonathan Bloomer, the Chair, was also 
considered independent on appointment. More information on the board is set out on pages 54 to 55.

Senior independent director Our senior independent director is Andrew Fisher. The non-executive directors meet without the chair 
present annually to appraise the Chair’s performance. 

Division of responsibilities There is clear division of responsibilities between the Group chief executive officer and the Chair. More detail 
on the division of responsibilities can be found on the Group’s website (www.arrowglobal.net).

Election All directors are subject to annual re-election at the annual general meeting. 

Evaluation Annual board evaluations are taken, with an externally facilitated evaluation, every three years. More details  
of the board’s evaluation process are set out on pages 64 to 65.

Attendance Directors have attended all board and committee meetings throughout the year. Details of attendance can  
be found on page 63.

Committee chairs The chair of the audit committee, Andrew Fisher, met the specific requirements with regard to recent and 
relevant financial experience throughout 2019/20. 

Lan Tu, was appointed as chair of the remuneration committee in October 2016. Prior to her appointment  
as chair, she had been a member of the remuneration committee since March 2015.

Auditor tenure We appointed KPMG LLP as our auditor in July 2014 following a thorough tender process. Our lead audit 
partner, Simon Ryder, has been in place since August 2020. 

Non-audit policy The provision of non-audit services by the external auditor is monitored throughout the year; any such work 
must be authorised in accordance with the Group’s non-audit services policy. 

Internal audit Details of our internal audit function are set out on page 76.

Culture Details on how the board has assessed and monitored culture throughout the year are set out on page 15. 

Performance-related pay 40% of performance-related pay for our executive directors is delivered by shares. More information on our 
reward framework and how this is designed to support and drive our strategy is set out in the directors’ 
remuneration report on pages 86 to 105.

Workforce engagement Maria Luís Albuquerque is the board’s designated workforce engagement non-executive director. Reports are 
provided to the board on Maria Luís’s work throughout the year. 

Diversity Information about the diversity of our board, including ensuring a diverse pipeline through succession 
planning and talent management, is set out on page 60.

Conclusion
We are committed to doing the right thing in line with our purpose, our culture, our values and our vision. The corporate governance report 
that follows details the Group’s governance framework under the 2018 Code, the UK Listing Rules and the Disclosure Guidance and 
Transparency Rules. I hope that you will find the report informative and engaging.

Jonathan Bloomer
Non-executive Chair
23 March 2021
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