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Our strategic roadmap

Purpose

We help to put people on a path to a better everyday life

c Read more on pages 8 to 11

Blueprint strategic drivers

Head
AND heart Fighting fit
decisions

Our behaviours

Put the customer

Be hungry for better on the team

Act like it's yours

Our strategy

Grow customer-centric : Act responsibly : Maintain a secure funding
businesses : and with integrity : and capital structure

c Read more on pages 20 to 24

Our sustainability strategy

Operating our business
of lending to our customers
in a responsible manner

Acting responsibly and sustainably
in all our stakeholder relationships

o Read more on pages 30 and 70

View: Corporate Responsibility
Visit: www.providentfinancial.com r Report at www.providentfinancial.
com/sustainability/corporate-
responsibility-report-2020
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Chairman’s statement

We hel

create a vision for 2021

66

As | reflect on how difficult 2020 was

for so many people, | am extremely
proud of how all colleagues across PFG
responded. We continued to support
our customers through very challenging
circumstances, whilst not losing sight
of our strategic objectives. This focus
leaves us well positioned for the

year ahead.

Patrick Snowball
Chairman

Introduction

We have seen unprecedented levels of disruption and hardship
for many people during 2020. The Board and the Executive
Management team responded quickly to the challenges of
Covid-19 to ensure that we could continue to supply the vital
support our customers require, whilst safeguarding our
colleagues and ensuring their wellbeing.

Despite the Covid-19 crisis, we were able to make good
progress against the strategic objectives which we set out at
our Capital Markets Day in November 2019 including product
development and striving towards making our funding
structure as efficient as possible.

Covid-19

With the onset of Covid-19 during the first quarter, 2020 was
very challenging for a lot of people and the vast majority of
companies. As the UK Government placed the whole country
into lockdown on 23 March, the Executive Management team
at PFG made swift and effective decisions that positioned
the business well for the remainder of the year and beyond.
Remote working was introduced, including the provision of
several hundred laptops, and new ways of providing credit
to our customers were rolled out ahead of plan.

The financial impact of Covid-19 on the Group has been profound
and, sadly, it has not ceased at the end of 2020. As a result, the
Board took the very difficult decision to withhold the final dividend
payment with respect to our 2019 financial year, in order to
preserve our balance sheet strength given the overwhelming
uncertainty facing the UK economy. We are not proposing to
pay a dividend for our 2020 financial year either. However, it is
absolutely the Board’s intention to resume paying a dividend to
our shareholders as soon as operating conditions normalise.

Our Consumer Credit Division

In March 2021, we informed the market of our intention to
launch a Scheme of Arrangement in order to address the
issue of rising volumes of customer complaints in our home
credit business. The Board felt this was the best option to protect
the interests of all our stakeholders, including our customers,
and the most effective way to protect the Group’s wider interests
moving forward. In addition, we have taken the difficult decision
to stop serving the home credit market and move towards
closing that business over the course of 2021.

This decision was not taken lightly, and the Board undertook a
significant amount of consideration before reaching this conclusion.
In recent years, the home credit market has shrunk significantly,
reflecting changing customer preferences. The Board felt that it
would be in the best interests of our shareholders to focus on larger
market segments, including our existing sub- and near-prime
credit card and vehicle finance products, as well as new
segments including the unsecured personal loan market.

Our shareholders

We maintained a regular dialogue with our shareholders
throughout 2020 which has, in many ways, been more important
to do than ever. Issues of environmental, social and corporate
governance (ESG) are forming central parts of investment cases
for many of our largest shareholders. PFG has a sustainable,
responsible business strategy which aims to put the customer
at the heart of everything we do. Please see our Corporate
Responsibility section for more details on pages 70 to 90.
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Our investor relations programme for 2020 was put on hold and
all our shareholder meetings were conducted virtually. As and
when conditions allow, we plan to be more active in 2021 and
we have plans to attend more broker and industry conferences.

Our governance

The Board is responsible for the effective oversight of the Group
and determines its strategic direction and objectives. We are
committed to the highest possible standards of corporate
governance and delivering long-term, sustainable
shareholder value.

I am delighted to welcome Margot James to the Board. Margot
joined in July 2020, bringing with her a wealth of experience
from both the public and private sectors. Between 2010 and
2019, Margot served as a Member of Parliament and held a
number of ministerial offices. In 1985, she founded Shire Health
Group which provided public relations and medical educational
services to pharmaceutical companies. Margot’s roles in the
public sector provide her with a strong understanding of the
expectations of regulators and other public stakeholders, as
well as strong knowledge of corporate governance, labour
markets and UK technology and retail sectors. She has a track
record of driving value for shareholders and has a demonstrable
record as a successful entrepreneur and CEO.

Our people

The Board and | would like to extend our heartfelt gratitude to
Malcolm, the wider management team and everyone at PFG
for their hard work and perseverance during 2020. The fact that
we have been able to continue supporting our customers, whilst
delivering some key strategic objectives, is a significant outcome.

I am pleased to report that our Strategic Blueprint is now
embedded across everything we do at PFG and our Purpose
of helping to put our customers on a path to a better everyday
life is more relevant than ever.

Our Group and divisional Executive Committees have had to
work especially hard during 2020 to help keep colleagues across
the Group motivated during very difficult circumstances.
Towards the start of 2020, Neeraj Kapur joined as CFO and
Gary Thompson joined Vanquis Bank as Finance Director. In
July, David Shrimpton was appointed Managing Director of
Moneybarn, having carried out the role on an interim basis

for a short period and, in September, Hamish Paton joined
Consumer Credit Division (CCD) as Managing Director.

In October, Malcolm Le May, our Group CEO, took a short period
of absence to recuperate from an operation. During this time,

I held the position of Executive Chairman and took over the
day-to-day running of the business. This is reflected in our
Executive Remuneration section on pages 148 to 171.

Outlook

2021 will undoubtedly be another very challenging year as we
start to reshape the Group post-Covid-19 and following our
decision to withdraw from the home credit market.

PFG has provided essential support to some of the most financially
vulnerable in society for over 140 years. This ambition will remain
our principal focus whilst ensuring we return to generating
sustainable shareholder returns.

Patrick Showball
Chairman
10 May 2021

L

o

Read more in our Corporate Responsibility Report at
www.providentfinancial.com/sustainability /
corporate-responsibility-report-2020

Chairman’s ESG Q&A

What are your reflections on PFG's commitment

to managing ESG issues?

Of course, if the Group is to continue to deliver the products
and services that help put our customers on a path to a
better everyday life, we need to be financially sustainable. It
is also clear, however, that there is increasing interest amongst
our stakeholders in the wider role that PFG plays in society.
This is why we have a sustainability strategy which not only
focuses on responsibly serving our customers, but also
underlines our commitment to take action to respond to
climate change. This strategy is integral to our long-term
success and the value we create for all our stakeholders,
and frames the way we manage and report our ESG
responsibilities. It also ensures that ESG considerations

are regularly discussed and assessed by the Board,

and factored into the way we run the business.

uodail o16e10118

How does the Board stay abreast of the ESG concerns
that are material to the Group’s stakeholders?

One of my first actions when | joined PFG as Chairman

in 2019 was to establish the Board’s Customer, Culture

and Ethics (CCE) Committee. This Committee is chaired by
Non-Executive Director Graham Lindsay and its membership
comprises a mix of other Board non-executive directors

and senior leaders from across the business. By having this
Committee in place, the Board is able to stay up to date of

all material ESG-related developments.

What do you see as being the most pressing ESG
issue for the Board?

ESG issues have risen in prominence for all Boards over the
past 18 months as institutional investors and other stakeholders
have made the link between ESG performance and business
strategy, and its potential to impact the bottom line. And the
events of 2020 have served to further underline the importance
to PFG of playing a role in responding to the key ESG issues,
such as climate change, inequality and poverty, and creating
a truly sustainable business. This is why the Board approved
a number of long-term objectives that are aligned with five
UN Sustainable Development Goals along with PFG's route
map to meet the recommendations of the Task Force on
Climate-related Financial Disclosures.

How is the Board ensuring that ESG performance

is linked to PFG’s strategy?

In addition to the CCE Committee overseeing the
embedding of our Blueprint, our Remuneration Committee
also ensures that ESG performance aligns with the Group's
strategic objectives by integrating relevant metrics into the
pay and reward systems for the senior leadership team. This
not only ensures that pay is aligned with delivering strong
financial performance that accords with our Blueprint, but
also helps to hold our senior managers to account for the
delivery of sustainable business goals.

How does PFG engage with its shareholders

on the ESG agenda?

| recognise that shareholder interest in our ESG performance
has increased in recent years, which is why we are committed
to sharing information on our ESG performance, alongside
our financial performance, with the investment community
so investors, analysts and other shareholders can see how
we have, in delivering our business activities, balanced profit
and purpose. We do this by disclosing ESG performance
information in our main corporate reports and presentations,
responding directly to requests for information from investors
and analysts, and by maintaining a presence on specific
investment indices. This enables us to share with the investment
community information on the progress we are making in
terms of delivering our business strategy in accordance with
our Purpose, and on a broader spectrum of issues such as
climate change, inclusion and diversity, and human rights.
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Group overview

We hel

customers through our
market-leading businesses

As the leader in our chosen market segments, the Group meets the needs of
customers through three divisions: Vanquis Bank, Moneybarn and the Consumer
Credit Division (CCD), supported by a central corporate office. Vanquis Bank
offers a range of credit cards, unsecured personal loans and retail deposits.
Moneybarn offers secured vehicle finance on a range of asset classes, including
cars, motorbikes and light commercial vehicles. CCD offers home credit and

provided short-term online loans through Satsuma until February 2020.

\» VANQUIS

Credit cards

moneybarn

Vehicle Finance

Vehicle finance

Provident
satsuma.

Home credit and online loans

Customers*

£150-
£4,000

|
Credit card limits

£1,000-
£5,000

Loan range

|
Loan terms

° Read more on pages 38 to 41

91,400

[
Customers*

£4,000-
£25,000

[
Loan range

|
Loan terms

[
Customers*

[
Loan range

13-104

weeks

|
Loan terms

o Read more on pages 42 and 43
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We...

understand our customers
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The Group is a specialist lender focused on serving the one in five UK adults who are not well served

by mainstream lenders.

Consumers may be not be well served by mainstream lenders

for a multitude of reasons:

- managing on below-average incomes with limited savings,
meaning unforeseen expenses can be challenging;

- have variable incomes (e.g. self-employed, on a zero-hours

contract, have multiple part-time jobs);

- experienced a significant life event (e.g. job loss, ill
health, divorce);

— new to credit or new to the UK and therefore have little

or no credit history;

Our customers’ typical characteristics

- looking to build or rebuild their credit rating; and

— value a more tailored product and service.

A wider range of suitable and sustainable credit products is
required than is typically provided by mainstream lenders.
In addition, our customers sit across a broad range of risk

profiles. It is therefore important that a range of price points
can be offered, increasing financial inclusion. Finally, our
customers’ needs and circumstances are often more fluid
then those of consumers served by mainstream providers,

requiring us to provide a more flexible approach.

Provident satsuma.

Not working/benefits/part-time and casual

Below national average (£10-15k)

Rented accommodation/social housing

35-64 years 18-34 years

>80% 100%

Limited or no savings

Income }
source
Income
levels
Typical
age
Bank
account

@

mone

Vehicle Finance

Joarn \» VANQUIS

Full-time salaried/15-20% self-employed
Around national average (£20-30k)
Renters/c.20% mortgages
25-44 years 35-54 years
100% 100%

Some savings for specific goals
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Covid-19 response

Our response
to Covid-19

In Q1'20, the Group faced
significant uncertainty with the
onset of the Covid-19 pandemic.
The uncertain and challenging
times required a reassessment
of the operating model to protect
our stakeholders. The need for the
whole Group to work together
was paramount and this was
delivered seamlessly.

The Covid-19 pandemic has
underlined just how important
technology is in keeping us
connected with our customers.

A great example of this is Provident
Direct. This brought the best in
face-to-face service in lending
with a continuous payment
authority (CPA) then used
for future payments.

Our customers

Our Purpose is to help put customers on a path to a better
everyday life. The relationship with our customers is a
fundamental part of our business. Meeting their needs and
expectations, while keeping colleagues safe, has been the
number one priority through the year.

Prior to the FCA regulations on payment holidays, Moneybarn
took a proactive approach to forbearance and initiated payment
holidays, contacting customers proactively to update them on
how the business was responding to the pandemic. We know
that, for a Moneybarn customer, the monthly repayment is one
of their largest monthly expenses, and that a rapid response
was needed to support our customers. Moneybarn, therefore,
saw the highest proportion of customers requiring support with
approximately 25% of customers immediately taking a payment
holiday at the onset of Covid-19. This moderated to 2% as
customers adapted to their changing financial circumstances
and have predominantly returned to their contractual
repayment profile.

In Vanquis Bank, there was relatively low take-up of payment
holidays for card customers due to the lower minimum monthly
payment required on a credit card. In addition, due to constricted
spend during the pandemic, many customers were actually
able to pay down on their existing debt. Vanquis Bank loan
customers had a higher take-up on payment holidays with
approximately 10% at the start of the pandemic moderating
down to under 5% by the end of the year.

The CCD customer base is more used to budgeting on low
incomes and less sensitive to changes in the macroeconomic
environment. A payment holiday is also a core part of the home
credit business model. Significant changes were therefore not
required in forbearance with only 5% of customers explicitly
being impacted by Covid-19 and requiring support.

The historical success of the home credit business is built on
the unique personal relationships which the Customer Experience
Managers (CEMs) develop with each of their customers over
time. Being able to maintain this relationship when a CEM
could not have a face-to-face relationship was a challenge.
However, several remote methods were created for a customer
to manage their account including online and telephone
repayments and remote loan applications followed by
e-disbursements to transfer a loan into a customer’s

bank account.

o Read more on pages 8 and 9
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BLUEPRINT: 118/2020

(STAY c%g _c_

* . L

Payment holidays
o granted in 2020 (‘000)
New publications

have been created to 84
foster engagement such 63
as the ‘Stay Connected’

magazine providing
Group performance and 24
colleague achievement,

uodail 216910118

working day.

in and out of their .
Vanquis Moneybarn Consumer
Bank Credit
Division

Colleagues

Managing the health and wellbeing of colleagues was critical
when required to work remotely. In a matter of weeks, ¢.70% of
colleagues were enabled to work from home. Tech and Change
teams across the Group provided laptops and essential
equipment to replicate the office environment. It was essential
that colleagues had the software working to interact with both
customers and their teams.

With concern that the isolation of working from home could
affect the mental wellbeing of our colleagues, Engagement
Committees were formed to ensure colleagues continued to
interact on both a professional and social level. The executive
directors took the lead, ensuring that colleagues were kept
abreast with the latest Group developments, and broadcast
weekly vlogs throughout the year. Malcolm Le May was a
prominent contributor to these videos, providing regular
updates on achievements and developments, as well as lifting
spirits with information updates on his weekend gardening.
This more visible presence through the online platforms

and videos has been a benefit achieved through Covid-19.
The use of Teams, Skype and Zoom has also allowed many

to put a face to a name, without travel required.

Malcolm Le May
Chief Executive Officer

o

For colleagues who have required further support, management
has promoted the Thrive app — recommended by the NHS - to
provide access to a huge range of mental health and wellbeing
resources with practical tools to help maintain mental wellbeing,
from stress-busting techniques to a full cognitive behavioural
therapy programme and a ‘progress journey’ which helps to
monitor how colleagues are getting on.

JOB Investors

Due to the uncertainty the Group faced in March, the Board took
the difficult decision to withdraw the 2019 final dividend in order
to strengthen the capital base to help withstand the uncertain
economic outlook. The Board, Group and divisional Executive
Committees and senior management also voluntarily took a
20% pay reduction to strengthen the Group when faced with such
uncertainty. The Group has not directly taken any proceeds
from the government support initiatives offered.

The tight control of capital was essential to create a sustainable
Group, able to withstand the economic uncertainty. As a result
of the withdrawal of the final dividend, the benefit from the
removal of the countercyclical capital buffer and the lower

new lending, regulatory capital headroom has significantly
increased in the year. This will benefit the Group in 2021 as the
economy continues to deteriorate.

Funding and liquidity was a key focus, particularly following
customers being supported through payment holidays. The
Group immediately increased liquid assets to £1.2bn to protect
against the uncertainty. This was in addition to the securitisation
of Moneybarn assets to provide additional funding in the first half.

Suppliers

When the first lockdown took place in 2020, various supplier
initiatives took place. An initial assessment for each supplier
was undertaken to highlight where there could be potential
risks. This was based on resources, inability to work from home
and financial status. These initial checks initiated in-depth
supplier conversations, to ensure that critical supplies to the
Group were not affected by the pandemic. This additional due
diligence ensured more regular contact with our strategic
suppliers, which allowed flexibility on both sides of the
partnership. This ensured continuity of supplies for the

Group which has continued into 2021.

Moneybarn’s
Learning and
Development team
used Skype to remotely
train more than 150
colleagues in email
admin and a new
payment holiday
process.
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Our Purpose

Customers

We hel

port a better

sup
quality of life

As a specidalist lender, tailored
products and services are
offered to customers across
three divisions - Vanquis Bank,
Moneybarn and the Consumer
Credit Division.

Each division operates with the aim of supporting
customers through lending responsibly. The better
we understand our 2.1 million customers, the better
the service we can provide. This allows us to make
strides in becoming true customer champions.

We have remained closer to customers in 2020,
monitoring customer satisfaction and using surveys
and feedback to raise areas for improvement.

Customers (m)

24 93 )
1
2.Im
| customers
e s

. Vanquis Bank
. Moneybarn

. Consumer Credit Division

o Further details on how we adapted our business during
the pandemic can be found on pages 6 and 7

p...

\» VANQUIS

Vanquis Bank

Vanquis Bank has supported customers throughout the
pandemic by continuing to lend to existing customers and
activating payment freezes and arrangements where needed.
This was evidenced by an increased customer satisfaction
rating in the year to 91%. Colleague input was used to develop
a new customer proposition “We stand with you on your
journey to better and fairer credit”, which was introduced in
August 2020. Alongside providing credit cards, loans and retail
deposits to its customers, innovations such as Payit™ provide
customers with a quick, simple and secure way to make
repayments to their credit card without the use of a debit
card, and allow an instant update to available credit limit.

Vanquis Bank
ranked as #1in 2020
within the Bank category
on Trustpilot based
on reviews received
from customers.

Vanquis activated
its 100,000th
payment freeze
in January 2021.
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Best

Our awards Worhplaces:

Large Organisations

UK'’s Best Workplaces™ in 2020
by Great Places to Work (in the
Large Organisations category)

BEST BRAND

oNSYoor

LENE
AW/

Best Brand at the Lending
Awards 2020

moneyoaor

Vehicle Finance

Moneybarn

In 2020, Moneybarn continued to offer credit when many

other lenders ceased lending to preserve capital and liquidity.
Moneybarn continued to provide for customers, many of whom
are key workers. The business partnered with Exchange & Mart
to create an online ‘vehicle finder’ which enables applicants to
search for cars tailored to the loan offer. Payment freezes were
provided to support customers when needed. Moneybarn prides
itself “on providing a service that customers love, in a way that
is simple to understand and easy to use”. The business has won
many awards in the year for the level of service and approach
to lending, including Best Brand at the Lending Awards 2020
and Non-Prime Lender of the Year at the Motor Finance Europe
Awards 2020.

Moneybarn has been
crowned Non-Prime
Lender of the Year at the
Motor Finance Europe Awards
2020. The awards celebrate
excellence and innovation
in the European motor finance
industry with Santander
Consumer UK and
KPMG among the
other big winners.

WINNER

k)
one a§t§

er Aw.

M

Credit Card App
of the Year

Moneyfacts Consumer
Awards — Credit Card
App of the Year

A, LOTUS AWARDS
l\/' WINNER 2020
Qﬁcommm CULTURE

A Lotus Award for Culture
for the third year running

uodail o16e1011S

SUB-PRIME LENDER
_‘fOFTHEYEﬂH ‘
§

W/ 2020 \¢
L/ WINNER 7

Y &
.2

‘Finance

Non-Prime Lender
of the Year at the
Motor Finance
Europe Awards 2020

Provident satsuma.

Consumer Credit Division

The Consumer Credit Division was quick to react to the initial
lockdown which was essential when the face-to-face relationship
was prevented. Customer Engagement Managers (CEMs)
continued to support customers remotely and the national
roll-out of Provident Direct during March 2020 continued to
provide a remote lending solution for existing customers.
Customers were offered greater control with a wider range

of loan disbursement and repayment options, including the
introduction of e-disbursement and a wide choice of collection
methods including continuous payment authority (CPA), online,
automated IVR and debit card payments taken by the CEM
either in the home when permitted or over the phone.
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Our Purpose continued

Colleagues

We he

empower our
colleagues

It is fundamental that colleagues
are proud of what they do. Their
hard work delivers our Purpose
to help put customers on a path
to a better everyday life.

The Group’s culture has continued to be developed in 2020,
whilst supporting colleagues during the challenges faced
during Covid-19. 88% of colleagues understand our Purpose
and what it is trying to achieve (+6% in the year).

There has been a huge focus on the wellbeing of all
colleagues. A programme of events was launched to support
mental health including a network of mental health first aiders
and a number of other support tools such as a Wellness Guide,
the Thrive app and a new Employee Assistance Programme.
This is a 24-hour confidential helpline to provide support

to colleagues and to help manage their mental health

and wellbeing.

Colleague engagement
(survey response)

70%

KPIs

|

Positive shift in how our
colleagues feel we are
bringing our Blueprint to life,
changing the culture of our

More people chose to
participate in the survey
this year (+2%)

business and taking people
on the journey (+6%)

10

83%

l |

88% of colleagues understand 83% of our colleagues feel
our Purpose and what it's PFG is an organisation
trying to achieve (+6%) that cares and put the
safety of its colleagues
first in response to the
Covid-19 pandemic
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It has been vital to provide safe working environments in our
offices. We have talked with our colleagues on a daily basis to
ensure they also have safe working environments at home.
83% of our colleagues felt PFG is an organisation which cares
and put the safety of its colleagues first in response to the
Covid-19 pandemic.

Communication was key with the creation of a new Group-wide
online magazine, ‘Stay Connected’, containing guides for line
managers to support colleagues throughout the pandemic.
There was also a shift to virtual leadership communications
including regular viogs and virtual ‘town halls”.

We continued focus on our inclusion and diversity (I&D) strategy
to reinforce our culture of supporting and developing a diverse
workforce. This has included development of our pipeline of
female talent through delivery of the Women in Leadership
Programme and increased gender pay reporting. The ‘Diversity
and Inclusion” network was launched, comprising four affinity
groups based around gender, LGBTQ+, ethnicity and disability.
The network developed a Be Yourself Inclusion Calendar and
work has begun on updating HR management systems to
collect information from colleagues on their ethnicity, religious
beliefs, sexual orientation, disability status, caring responsibilities
and gender identity to enable us to understand our workforce
better to be able to ensure everyone feels supported. More details
can be found in the Sustainability Report on pages 77 and 78
and within the Section 172 Report.

The PFG Blueprint has continued to be embedded with the
launch of the ‘Blueprint Behaviours’ framework combined

with the launch of three ‘Better Everyday’ recognition awards

- Isolation Icon, Corona Hero and Champ in a Crisis — which
reward colleagues for outstanding performance. A Group-
wide engagement survey was rolled out to take colleagues’
feedback to improve the colleague and customer experience.
The results demonstrate noticeable improvements across the
board. Engagement increased by 2% to 72% despite a year

of disruption experienced by all colleagues. This reflects high
levels of commitment from colleagues since the beginning

of the pandemic. There has been a positive shift in how our
employees feel management are bringing the Blueprint to life,
changing the Group’s culture and taking all colleagues on this
journey (+6% to 60%).

Key emerging themes
at Group level:

Future direction of the PFG: Continued high levels of
engagement from individual colleagues to the Group’s
future direction, including how each colleague
contributes to the Group achieving its goals.

— Our Purpose: Understanding and engagement continue
to be high, with a significant increase in colleagues
stating they see daily evidence of the Blueprint being
brought to life. There are opportunities for this to
continue with the introduction of the ‘Blueprint
Behaviours’ performance management framework
which will be used fully for the first time in QI'21.

- Leadership vs ‘my manager’: Trust and confidence
in managers continue to be high, and we have seen
an increase in sentiment towards confidence in the
leadership cohort (defined as directors/senior leaders
within a division) (+14%).

- Customer focus culture: The response to questions
related to supporting and looking after customers
has increased across the divisions, with respondents
agreeing that the interests of Provident are aligned
with the interests of the customers (+12%).
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There is no doubt that 2020 was

a tremendously difficult year for

our customers. My colleagues across
the Group worked tirelessly to ensure
the continued support our customers
needed during these challenging
circumstances and, for that, | would
like to extend my most sincere
gratitude to everyone at PFG.

Malcolm Le May
Chief Executive Officer

Introduction

Immediately after the Government’s initial response to
Covid-19 in March 2020, the Group focused on adapting the
operations of its three divisions — Vanquis Bank, Moneybarn
and the Consumer Credit Division (CCD) — to enable them to
keep supporting customers, whilst keeping colleagues safe.
Within a matter of weeks, the vast majority of colleagues from
Vangquis Bank and Moneybarn were working remotely and
Provident Direct was introduced nationwide for CCD colleagues,
enabling remote lending and collections. Unlike many of its
competitors, Moneybarn was able to stay open throughout the
year, including during the first Government lockdown, enabling
it to capture market share and attract new customers. In
addition, all of our divisions took the decision to tighten
underwriting standards during the first half of the year.

| am pleased to report that the Group maintained its focus

on key strategic targets set out at our November 2019 Capital
Markets Day. PFG successfully tendered for £76m of its June 2023
senior bonds, Moneybarn launched a new securitisation vehicle
and Provident Direct was utilised to increasing effect in home
credit. With our third quarter update in November, we informed
the market that we had initiated an operational review of CCD
to make sure that this business was positioned to provide
shareholders with sustainable returns over the long-term.
Please see the CCD section for more details.

Towards the end of the year, PFG established a new intermediate
holding company, Provident Financial Holdings Limited, to
streamline the structure of its operating subsidiaries and ensure
that the Group is well-positioned going forward. As part of
this process, Provident Personal Credit, Provident Financial
Management Services Limited, Greenwood Personal Credit
and Provident Investments Ltd were retired as guaranteeing
subsidiaries from the Group'’s fixed income securities and
Provident Financial Holdings Limited was added as a
guaranteeing subsidiary.

® Group financials

Turning to the financial results for 2020, the Group reported an
adjusted loss before tax of £471m (FY'19 profit of £152.8m), which
reflects lower revenue year-on-year driven by lower receivables
and higher impairment as a result of Covid-19. This is consistent
with the 2020 statutory loss of £113.5m, reducing from a profit of
£119.0m in 2019. Throughout 2020, as a management team, we
focused on maintaining strong capital and liquidity positions
whilst ensuring that colleagues across the Group have all the
resources they need to work remotely.

Covid-19 had an immediate impact on our customers and
their demand for credit. It also impacted their credit scores as
unemployment started to rise. Across the Group, underwriting
standards were tightened in April in response to the changing
consumer landscape. As a result, new bookings for 2020 fell
and so did receivables. At the end of December 2020, the Group
had 2,070k customers (FY19: 2,319k) and a total receivables
balance of £1.8bn (FY19: £2.2bn).

@ Certain alternative performance measures (APMs) have
been used in this report. See pages 245 and 246 for 