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Also, through FENCA, we have been supporting the
Non-Performing Loan Directive to ensure appropriate
regulation of debt buyers and debt collections
agencies across the EU, with authorisation and
notification by competent authorities in each member
state. This is to ensure a consistent approach to
customer treatment.

Strategic report

“We value the
support of our
shareholders and
want to ensure
that we always
make it possible
to have an honest
and open dialogue
with them about
the direction the
business is going
and where they
think we can
improve.”

We held a board position, then the role of Ambassador,
on the influential Money Advice Liaison Group, and a
trusteeship of the FairLife Charity, promoting fair
treatment of the consumer across financial services.
We also held the 2019 presidency of the prestigious
International Collectors Group (ICG), organising the
annual ICG conference in Portugal.
We have continued to actively engage with numerous
trade bodies during 2019 and have a constructive and
open relationship with the FCA and other European
regulators, focusing in particular on conduct and
vulnerable customer issues, where we remain fully
committed to raising standards and promoting fairer
practices in the collection of debt.
All of the Group’s current activities are carried out
in developed countries that have strong legislation
governing human rights, and Arrow complies with
applicable legislation in every country where
it operates.

Supporting debt charities
During the course of the year, we supported the
activities of the major debt charities who provide free
impartial advice to our customers, particularly in the
UK where we fully support StepChange, Payplan and
Christians Against Poverty by way of FairShare
contributions.
Additionally, in Ireland, we maintain a proactive
relationship with the Irish Mortgage Holders
Organisation, a registered charity and the main
customer advocate in Ireland. We also encourage
customers in difficulties to approach Money Advice
and Budgeting Service, a non-profit organisation
which belongs to the State and provides a free and
confidential service for people having problems with
money management and debt.

Shareholders and investors
We take a highly structured and proactive approach
to liaising with our shareholders and analysts. Arrow
has a dedicated investor relations department which
is fully available to analysts and investors daily, should
they have queries or require a meeting. We report
our financial results publicly at every quarter and
consistently hold public calls and presentations to
allow analysts and investors the opportunity to engage
directly with management regarding the financial
statements and any news flow they consider material.
We also look to hold frequent Capital Markets Days
where all investors and analysts are welcome to attend.
These days are more operationally orientated than
the management presentations given for results
announcements. They also offer analysts and investors
an excellent opportunity to meet and engage with
members of the wider management team that liaise
with the market less frequently. This will often involve
divisional management teams presenting directly to
analysts and investors on areas of the business specific
to their roles and focus.
Outside of set-piece market announcements, we
endeavour to hold a number of non-deal roadshows
every year in order to provide our shareholders and
investors with the opportunity to spend time with
management on a one-to-one basis. Aware that we
have a diverse range of investors spanning multiple
geographies, we aim to conduct these roadshows
across the countries where our investors are based.
We also use this to provide new potential shareholders
with an opportunity to meet the management
team, which often forms an important part of their
due-diligence process.
As well as liaising with the portfolio managers, we
believe it is also important that investors’ corporate
governance teams are aligned with the Company
strategy and policies. We therefore ensure that we
engage proactively with investors’ corporate
governance departments, offering both regular
meetings and the chance to comment on any
suggested changes to Company policies.
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